
SOP: Order Taking and Confirmation Procedures
This SOP details the order taking and confirmation procedures, covering steps for receiving customer orders,
verifying order accuracy, confirming product availability, processing payment information, and providing timely order
confirmation to customers. The goal is to ensure efficient order processing, minimize errors, and enhance customer
satisfaction through clear communication and reliable transaction management.

1. Purpose
To outline standardized procedures for capturing, confirming, and processing customer orders to ensure accuracy,
efficiency, and customer satisfaction.

2. Scope
This SOP applies to all staff involved in customer order handling, including sales representatives, order processing teams,
and customer service personnel.

3. Responsibilities
Sales/Customer Service Staff: Receive orders, verify accuracy, and communicate with customers.
Order Processing Team: Confirm product availability, process payment, and generate order confirmations.
Management: Monitor compliance with SOP and address escalation issues as needed.

4. Procedure
1. Order Receipt

Accept customer orders via authorized channels (phone, email, website, in-person).
Document all orders using the standardized order form or system.

2. Order Verification
Ensure customer details (name, contact information, shipping address) are complete and accurate.
Review order items, quantities, pricing, and any special requirements with the customer.

3. Product Availability Check
Check inventory or product availability in real-time.
If any items are backordered or unavailable, immediately inform the customer and offer alternatives if
possible.

4. Payment Information Processing
Collect payment details (per company policy), ensuring security and confidentiality.
Verify payment approval/authorization before proceeding.

5. Order Confirmation
Generate and send an order confirmation (email/print/SMS) to the customer within 1 business day.
Order confirmation should include order number, summary of items, total amount, estimated delivery
date, and contact details for queries.

6. Record Keeping
File order forms, confirmations, and payment records as per company policy for future reference and
auditing.

5. Documentation

Document/Record Location Retention Period

Customer Order Forms Order Management System 2 Years

Order Confirmations Order Management System/Email Archives 2 Years

Payment Records Accounting/Finance System As per financial policy

6. Quality Control Measures
Random audits of processed orders for accuracy and compliance.
Customer feedback monitoring to identify recurring issues.



Regular training sessions for staff on order processing best practices.

7. Review and Update
This SOP will be reviewed annually or as needed to incorporate process improvements and compliance requirements.

8. References
Order Management Policy
Customer Service Manual
Data Privacy & Security Guidelines
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