Standard Operating Procedure (SOP): Initial Client
Communication and Introduction

This SOP details the process for initial client communication and introduction, including greeting clients, gathering
preliminary information, outlining services offered, setting expectations for future interactions, and establishing a
professional and welcoming firstimpression to ensure effective client engagement and relationship building.

Purpose

To ensure all new client interactions follow a consistent, professional, and effective communication process, fostering
client trust and engagement from the outset.

Scope

This SOP applies to all staff involved in client onboarding and initial point-of-contact processes, whether communications
are by email, phone, virtual meeting, or in person.

Procedure

1. Greet the Client:
o Offer a warm, professional greeting.
o Introduce yourself (name and role) and your organization.
o Express appreciation for their interest or time.
2. Gather Preliminary Information:
o Ask for the client's name, contact details, and preferred communication method.
o Request a brief description of their needs or reason for inquiry.
o Document all information accurately.
3. Outline Services Offered:
o Briefly describe core services relevant to the client's needs.
o Provide supplementary materials (brochures, website links, etc.) if applicable.
4. Set Expectations:
o Explain the next steps in the process (e.g., scheduling a consultation, paperwork, expected response
timeline).
o Clarify availability and typical communication turnaround times.
5. Establish Professional Tone:
o Maintain a welcoming, respectful, and attentive demeanor throughout.
o Address client questions or concerns promptly.
o Ensure all communication is clear and free from jargon.
6. Close and Follow-up:
o Thank the client for their interest or time.
o Summarize agreed next steps and provide contact information.
o Promptly record the interaction and follow up as needed.

Roles & Responsibilities

Role Responsibility

Frontline Staff/Account Initiate and manage initial client communications, gather information, and provide

Manager accurate service overviews.

Supervisor/Team Lead Monitor adherence to SOP; ensure staff are trained and client records are maintained.
Documentation

¢ Initial contact log or CRM entries
e Clientintake forms
¢ Follow-up schedules or reminders



Review & Revision

This SOP should be reviewed annually or as needed to reflect updates in communication protocols or service offerings.
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