SOP: Greeting and Welcoming Customers Procedure

This SOP details the greeting and welcoming customers procedure, emphasizing the importance of creating a
positive first impression through warm, professional interactions. The procedure aims to enhance customer
satisfaction, build rapport, and promote a hospitable atmosphere encouraging repeat business and positive word-of-
mouth.

Purpose

To ensure all customers are greeted promptly and professionally, fostering a welcoming environment and positive
experience from the moment they arrive.

Scope

This procedure applies to all front-line staff responsible for initial customer contact, including receptionists, hosts, sales
associates, and customer service representatives.

Procedure Steps

1. Acknowledge Customers Promptly:
o Make eye contact and smile as soon as customers enter the premises.

o Greet within 5 seconds of their arrival, even if you are assisting another customer (e.g., "Hello, I'll be with
you in just one moment.").

2. Use Friendly, Professional Language:
o Begin with an appropriate greeting: "Good morning/afternoon/evening," followed by a polite welcome
("Welcome to [Business Name].").

o Address returning customers by name, if known, to personalize the experience.

3. Maintain Positive Body Language:
o Stand or sit upright, maintain an open posture, and avoid crossing arms or appearing distracted.

o Smile genuinely and use a calm, pleasant tone of voice.

4. Offer Assistance:
o Ask how you may help: "How may | assist you today?" or "Is there anything specific you're looking for?"

o Respond attentively to customer needs and direct them as appropriate.

5. Maintain a Welcoming Environment:
o Ensure the entrance and greeting area are tidy, well-lit, and free of clutter.

o Display signage or information that reinforces hospitality.

Responsibilities

¢ All Customer-Facing Staff: Execute the greeting procedure consistently and courteously.

e Supervisors/Managers: Ensure staff adherence to the SOP and provide regular training or feedback as
needed.

Review and Continuous Improvement

e Solicit customer feedback regarding their initial experience.

e Periodically review and update the SOP to reflect best practices and company standards.

Note: The first impression is crucial in forming long-lasting customer relationships. Consistency in greeting and
welcoming procedures sets the tone for the entire customer journey.
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