
Standard Operating Procedure (SOP): Standard
Communication Protocols with Users
This SOP defines standard communication protocols with users, including guidelines for message clarity, response
timeframes, communication channels, confidentiality, feedback mechanisms, and escalation procedures. The goal is to
ensure consistent, effective, and professional interactions that enhance user satisfaction and trust while maintaining data
security and compliance with organizational policies.

1. Message Clarity

All communication must be clear, concise, and free of jargon unless the user is expected to understand
technical terminology.
Messages should directly address user queries and provide step-by-step instructions as needed.
Use proper grammar, punctuation, and spelling at all times.

2. Response Timeframes

Channel Standard Response Time

Email Within 24 business hours

Live Chat Within 5 minutes

Phone Within 3 rings (if available) or return call within 2 hours

Support Ticket Initial acknowledgment within 2 hours, resolution within 48 hours where possible

Note: Critical or high-priority issues should be escalated and acknowledged within 1 hour.

3. Communication Channels

Preferred channels: Email, Support Ticket System, Official Messaging Platforms, Phone, Live Chat.
Personal or unofficial channels (e.g., social media, personal phone/email) should not be used for official
communication.
Ensure the channel matches the sensitivity and urgency of the issue.

4. Confidentiality & Data Security

Never share user data or confidential information with unauthorized individuals.
Follow organizational privacy policies and relevant laws (e.g., GDPR, HIPAA).
Use secure channels (e.g., encrypted email or portals) for sensitive topics.
Verify user identity before discussing account-specific or sensitive matters.

5. Feedback Mechanisms

Encourage user feedback via surveys, direct messages, or feedback forms after significant interactions.
Record and relay feedback to the appropriate department for continual improvement.
Provide users with follow-up information regarding the status of their feedback, when applicable.

6. Escalation Procedures

If a user request or issue cannot be resolved at first contact, escalate to the designated team lead or supervisor.
Document all escalation actions in the relevant system (ticketing system, CRM, etc.).
Notify the user of the escalation, expected timeframes, and the new point of contact.
Follow up with the user after resolution to confirm satisfaction.



7. Compliance and Review

All staff must complete annual training on communication protocols and data privacy.
This SOP will be reviewed and updated annually or as needed to ensure regulatory compliance and address
emerging best practices.
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