SOP: Communication Standards with End-Users

This SOP defines the communication standards with end-users, including clear and effective messaging
protocols, response time expectations, appropriate communication channels, and professional language
guidelines. The objective is to ensure consistent, respectful, and timely interactions that enhance user
satisfaction and support productive relationships between the organization and its end-users.

1. Purpose

To establish standard procedures for staff when communicating with end-users, ensuring all correspondence
is professional, clear, and timely.

2. Scope

This SOP applies to all employees and contractors engaging with end-users via email, chat, phone, or other
communication channels maintained by the organization.

3. Communication Protocols

1. Response Times:
o Email: Initial response within one business day.
o Live chat: Response within 5 minutes during operating hours.
o Phone: Calls answered within 3 rings during operating hours; voicemails returned within one
business day.

2. Channel Selection:
o Use the channel preferred by the end-user whenever possible.
o For complexissues, escalate to a phone call or video conference if written communication is
insufficient.

3. Message Structure:
o Use a clear subject line (for email).
Begin with a polite greeting and introduction.
Clearly state the purpose of your communication.
Use concise, jargon-free language tailored to the user's level of understanding.
Conclude with a courteous closing and next steps if applicable.
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4. Professional Language Guidelines:
o Always use respectful and inclusive language.
o Avoid slang, abbreviations, or offensive language.
o Double-check spelling and grammar before sending.

5. Confidentiality:
o Do not share sensitive or confidential information unless authorized.



o Verify recipient identity before disclosing account-specific details.

4. Escalation Procedures

¢ Escalate unresolved or sensitive issues to a supervisor within one business day.
e Document escalation steps and keep the end-user informed.

5. Monitoring and Continuous Improvement

¢ Regularly review communication logs for adherence to this SOP.
e Solicit end-user feedback and update procedures as needed.
¢ Provide staff training on communication best practices annually.

6. Document Control

Owner: [SOP Owner/Department]
Effective Date: [MM/DD/YYYY]
Next Review: [MM/DD/YYYY]
Version: 1.0
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