
SOP Template: Training and Onboarding for Customer
Service Staff
This SOP details the training and onboarding process for customer service staff, covering initial orientation,
product and service knowledge, communication and interpersonal skills development, use of customer service tools and
software, handling customer inquiries and complaints, performance monitoring, feedback mechanisms, and continuous
improvement strategies. The objective is to equip new employees with the necessary skills and knowledge to deliver
exceptional customer service and enhance overall customer satisfaction.

1. Purpose
Establish a standardized procedure for effectively training and onboarding customer service staff, ensuring consistency
and quality in customer interactions.

2. Scope
Applies to all new hires, re-hires, and internal transfers into customer service roles.

3. Responsibilities
Human Resources (HR): Facilitates onboarding and scheduling of initial training sessions.
Customer Service Manager: Oversees training plans, monitors progress, and provides feedback.
Trainers/Senior Agents: Conduct training sessions and mentor new staff.
New Hires: Actively participate in all training and onboarding activities.

4. Procedure
1. Initial Orientation

HR conducts orientation covering company policies, values, culture, and expectations.
Distribute employee handbook and other onboarding materials.

2. Product and Service Knowledge
Provide comprehensive training on products/services, features, and benefits.
Use demonstrations, manuals, and FAQs for deeper understanding.

3. Communication and Interpersonal Skills Development
Conduct role-playing scenarios for active listening, empathy, and conflict resolution.
Train on professional email, chat, and phone etiquette.

4. Customer Service Tools and Software
Provide hands-on training on CRM systems, ticketing platforms, and other relevant software.
Review standard operating procedures for recording and managing customer interactions.

5. Handling Inquiries and Complaints
Train staff to resolve issues efficiently and escalate when necessary.
Review common inquiry types and complaint handling workflows.

6. Performance Monitoring
Define Key Performance Indicators (KPIs) such as response time, resolution rate, and customer
satisfaction scores.
Schedule regular reviews and feedback sessions during the probationary period.

7. Feedback and Continuous Improvement
Solicit feedback from trainees for process improvement.
Encourage self-assessment and peer mentorship.

5. Documentation
Training attendance records and completion certificates
Assessment results and feedback forms
Performance review summaries

6. Training Schedule Sample



Week Focus Area Activities

1 Orientation & Introduction Company induction, HR briefing, facility tour

2 Product/Service Knowledge Product demonstrations, manuals, Q&A

3 Customer Service Skills Role-playing, etiquette training

4 Tools & Software CRM training, hands-on practice

5 Live Shadowing & Mentoring Shadow experienced agents, supervised calls/chats

6 Performance Evaluation Feedback, review progress, address knowledge gaps

7. Continuous Improvement
Implement ongoing assessments and refresher trainings.
Update SOP and training materials based on emerging needs and customer feedback.

8. References
Employee Handbook
Customer Service Code of Conduct
Product Knowledge Base
Company Policies and Procedures

9. Revision History

Version Date Description Author

1.0 2024-06-01 Initial template HR Dept
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