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1. Purpose
State the objective in 1-3 sentences. What process does this SOP govern? What outcome does it ensure? Example: "This SOP defines the procedure for receiving, logging, and escalating customer complaints to ensure timely resolution and consistent documentation."
2. Scope
Define which departments, roles, systems, or activities this SOP applies to — and any exclusions. Example: "Applies to all customer-facing staff in Support and Sales. Does not apply to billing disputes, governed by SOP-FIN-003."
3. Definitions
[Term 1]: [Definition]
[Term 2]: [Definition]
[Term 3]: [Definition]
4. Responsibilities
[Role 1 — e.g., Customer Support Agent]: [What they do]
[Role 2 — e.g., Team Lead]: [What they do]
[Role 3 — e.g., Department Manager]: [What they do]
5. Required Materials / Tools
- [System, e.g., CRM / Salesforce]
- [Form, e.g., Complaint Log Form CS-001]
- [Other resource]
6. Procedure (Step-by-Step)
Step 1: [Action — start with a verb. E.g., "Receive the complaint via phone, email, or chat."]
Step 2: [Action. E.g., "Open a new ticket in the CRM within 15 minutes of contact."]
Step 3: [Action. E.g., "Categorize complaint type using the dropdown menu."]
Step 4: [Action. E.g., "Attempt first-contact resolution using the approved response guide."]
Step 5: [Action. E.g., "If unresolved in 1 business day, escalate to Team Lead."]
Step 6: [Action. E.g., "Close ticket only after receiving written confirmation from customer."]
7. Exceptions and Special Cases
[Describe conditions under which this SOP does not apply or requires a different procedure. Example: "If a complaint involves a potential legal claim, immediately notify Legal and do not respond without written approval."]
8. Quality Checks / Metrics
[ ] Ticket closure time (target: < [X] hours)
[ ] Escalation rate (target: < [X]%)
[ ] Customer satisfaction score post-resolution
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