SOP: Customer Communication and Notification
Guidelines

This SOP details customer communication and notification guidelines, including protocols for timely and clear
communication, handling customer inquiries and feedback, notification procedures for service updates and disruptions,
privacy and data protection measures, and standards for maintaining professionalism in all customer interactions. The
goal is to enhance customer satisfaction, build trust, and ensure consistent, effective communication across all channels.

1. Purpose

To establish standardized procedures for communicating with customers and issuing notifications to ensure clarity,
timeliness, and professionalism, while protecting customer data and fostering positive relationships.

2. Scope

This SOP applies to all customer-facing employees, support teams, and anyone responsible for customer
communications across all contact channels.

3. Definitions

¢ Customer Communication: Any direct or indirect interaction between company representatives and customers
via phone, email, chat, SMS, letters, or social media.

* Notification: Messages sent proactively to inform customers about updates, changes, disruptions, or other
relevant information.

4. Communication Protocols

Respond to customer inquiries within 24 hours (or per SLA).

Use clear, concise, and jargon-free language.

Verify customer identity where applicable before disclosing sensitive information.
Personalize communications with the customer's name and relevant details.
Document all significant communications in the CRM or case management system.

5. Handling Customer Inquiries and Feedback

Acknowledge receipt of inquiries and feedback promptly (within 1 hour during business hours).
Route inquiries to appropriate departments if necessary, and inform the customer of any handoff.
Provide regular status updates for pending issues.

Thank customers for feedback and inform them how the feedback will be used or addressed.

6. Notification Procedures

Notification - -

Event Type Channel Timing Content Guidelines
Service Email, Portal, Atleast 48 hours in State the update, benefits, and actions
Updates/Enhancements SMS advance required (if any).

Seni Email, SMS, Immediately upon Describe nature, impact, expected
ervice ! : . . o X
) . . Website, Social confirmation, with regular resolution time, and contact info for
Disruptions/Incidents :
Media updates support.
Policy or Pricing Email. Portal Atleast 14 days in DeFaiI changes, reasons, and customer
Changes advance options.

7. Privacy and Data Protection



Adhere to all applicable data protection regulations (e.g., GDPR, CCPA).
Do not share customer information without explicit consent.

Only use customer data for its intended and communicated purpose.
Report data breaches immediately according to company policy.

8. Professionalism Standards

Be respectful, courteous, and patient in every interaction.

Avoid slang and use grammatically correct language.

Acknowledge mistakes, apologize when necessary, and provide solutions.
Avoid making promises that cannot be kept.

9. Training and Review

¢ Staff must complete customer communication training annually.
e Supervisors will review interactions regularly for compliance and provide feedback.
¢ Update this SOP as needed based on changes in business processes or regulations.

10. Document Control

Owner: Customer Success Manager
Last Reviewed: [Insert Date]

Next Review Due: [Insert Date]
Version: 1.0
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