
SOP Template: Timely Communication and
Acknowledgment to the Patient
This SOP details the process for timely communication and acknowledgment to the patient, emphasizing prompt
responses to patient inquiries, clear and compassionate information delivery, confirmation of message receipt, and
ensuring patient concerns are addressed efficiently. The goal is to enhance patient satisfaction, foster trust, and improve
overall healthcare outcomes by maintaining effective and respectful communication practices.

1. Scope

This SOP applies to all staff involved in direct or indirect communication with patients, including administrative, nursing,
and clinical personnel.

2. Purpose

To establish clear guidelines for prompt acknowledgment and response to patient communications, ensuring every
concern is addressed in a manner that is respectful, empathetic, and efficient.

3. Responsibilities

All Staff: Ensure timely acknowledgment and communication with patients.
Supervisors/Managers: Monitor compliance and provide support as needed.

4. Procedure

1. Receiving Patient Communication:
Monitor all communication channels (phone, email, patient portal, etc.) regularly throughout operational
hours.
Document the date, time, and nature of each inquiry or message received.

2. Acknowledgment of Inquiry:
Acknowledge receipt of the patient's communication within 1 business day (or specified timeframe per
institutional policy).
Use compassionate, clear, and professional language in all responses.
If a full response cannot be provided immediately, confirm receipt and indicate when a follow-up or
resolution can be expected.

3. Responding to Patient:
Provide complete, accurate, and understandable information addressing the patient's inquiry or
concern.
Ensure responses are empathetic and maintain patient confidentiality according to HIPAA and
institutional guidelines.
Confirm with the patient that their inquiry was addressed and ask if further assistance is needed.

4. Escalation Procedure:
If a concern cannot be resolved at the initial point of contact, escalate to the appropriate supervisor,
clinician, or relevant department.
Notify the patient of the escalation and provide an anticipated timeline for follow-up.

5. Documentation and Follow-Up:
Record all communications and actions taken in the patient's record.
Perform follow-up as necessary to ensure the patient's concern is resolved.

5. Monitoring & Compliance

Regularly review adherence to communication timelines and quality standards.
Collect patient feedback to identify areas for improvement.

6. Revision History

Date: [Enter Date]
Version: 1.0
Summary of Changes: Initial SOP creation.
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