
SOP Template: Standard Greeting and Communication
Protocols
This SOP defines standard greeting and communication protocols to ensure consistent, professional, and respectful
interactions within the organization. It covers guidelines for verbal and non-verbal greetings, telephone etiquette, email
communication standards, and handling customer or colleague inquiries. The goal is to foster a positive and efficient
communication environment that enhances teamwork, customer satisfaction, and overall workplace professionalism.

1. Purpose
To establish clear and consistent protocols for greetings and communication within the organization, promoting
professionalism and courtesy in all internal and external interactions.

2. Scope
This SOP applies to all employees, contractors, and representatives interacting with colleagues, clients, customers, and
external stakeholders.

3. Standard Protocols
3.1 Verbal Greetings

Use appropriate greetings such as "Good morning," "Good afternoon," or "Hello."
Address the person by name when possible.
Maintain a friendly, polite tone at all times.
Stand up and make eye contact when greeting in person, if appropriate.

3.2 Non-Verbal Greetings

Smile and make eye contact.
Use a firm handshake or culturally appropriate gesture if required.
Show attentiveness through body language.

3.3 Telephone Etiquette

Answer calls promptly (within three rings).
Greet the caller with your name and department.
Speak clearly and courteously.
Take accurate messages and relay them as needed.
Thank the caller before ending the conversation.

3.4 Email Communication Standards

Use a professional greeting (e.g., "Dear [Name]," "Hello [Name]").
Write clear and concise messages.
Use proper grammar, punctuation, and spelling.
Respond to emails within one business day, or set an automatic out-of-office reply if unavailable.
Use an appropriate closing (e.g., "Best regards," "Sincerely").

3.5 Handling Inquiries

Listen actively and allow the customer or colleague to finish speaking before responding.
Acknowledge the inquiry and provide accurate information or refer to the appropriate person/department.
Follow up as necessary to ensure resolution.

4. Roles and Responsibilities
All Employees: Adhere to this SOP in all communications.
Managers/Supervisors: Model proper communication behaviors and provide coaching or corrective action as
needed.
HR/Training: Provide training on greeting and communication protocols.



5. Review and Updates
This SOP will be reviewed annually and updated as necessary to reflect organizational changes or feedback.

6. References
Employee Handbook
Code of Conduct
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