Standard Operating Procedure (SOP): Handling
Difficult or Irate Callers with Escalation Protocols

This SOP provides clear guidelines for handling difficult or irate callers with effective escalation protocols, ensuring
customer concerns are addressed professionally and efficiently. It includes techniques for de-escalation, active
listening, maintaining calm communication, identifying when to escalate issues to higher authority, and documenting
call interactions for quality assurance. The goal is to maintain positive customer relationships while resolving conflicts
promptly and appropriately.

1. Scope

This SOP applies to all employees and agents responsible for customer service, especially those handling inbound
and outbound calls.

2. Responsibilities

e Allteam members must follow this SOP when interacting with difficult or irate callers.
e Supervisors must support, guide, and conduct quality checks on the process.

3. Procedure

3.1 Initial Call Handling

1. Greet the caller politely and introduce yourself.

2. Listen attentively without interrupting.

3. Take notes to capture the key issues and emotions expressed by the caller.
4. Speak calmly and maintain a steady tone regardless of the caller's behavior.

3.2 De-Escalation Techniques

Active Listening: Acknowledge the caller's feelings (e.g., 8€cel understand why you are upseta€).
Empathy Statements: Show empathy and reassurance that you are there to help.

Stay Calm: Take deep breaths if needed; avoid raising your voice or expressing frustration.
Apologize When Appropriate: Issue a sincere apology for the inconvenience, if applicable.
Offer Solutions: Explain possible steps to resolve their concern.

3.3 Escalation Protocol

Situation Escalation Action
Caller demands to speak with a Politely inform the caller you will connect them and follow internal handoff
supervisor/manager procedures.

Issue is oulside your authority or Escalate to the appropriate party or department.

expertise

Caller uses abusive Issue a warning, and if the behavior persists, inform the caller the call will be
languagef/threats terminated and document the incident.

Repeated unresolved complaints Escalate to quality assurance or a specialized resolution team.

3.4 Call Documentation

1. Document all relevant information after each difficult call, including date/time, caller information, issue summary,
actions taken, and outcome.

2. Include escalation details and the personnel involved.

3. Submit documentation as required for quality assurance and further follow-up.

4. Quality Assurance



e Supervisors will review escalated calls and documentation weekly to ensure compliance.
e Regular feedback sessions and refresher training will be conducted for continuous improvement.

Note: If at any point you feel threatened or unable to control the situation, follow safety and emergency protocols as
outlined in the company's crisis management plan.

5. Appendix: Quick Reference

e Stay calm, listen actively, and empathize.
e Follow escalation steps for issues outside your scope.
e Thoroughly document all interactions for quality and training purposes.
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