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[bookmark: _xvta4qi2pdi]Customer Support SOP Template
[bookmark: _hsg7un5bu1j]Basic information
	Company
	

	Document title
	

	Document version
	

	Created by
	

	Approved by
	

	Purpose
	


[bookmark: _squl2a83tjvc]Scope
Outline the specifics of what the SOP does and does not cover in order to avoid overlap.
	The SOP covers:
	The SOP does NOT cover:

	
	


[bookmark: _tlilkgmru6hk]Roles and responsibilities
Define the roles of the entire team and their responsibilities.
	Role
	Responsibilities

	Role 1
	

	Role 2
	

	Role 3
	



[bookmark: _wz83k3nxvvb7]Procedures
Define the steps that make up the SOP.
[bookmark: _43i7r5i4ymy]General customer inquiries
	Step 1
	

	Step 2
	

	Step 3
	


[bookmark: _7zqfqtekv0pl]Troubleshooting
	Step 1
	

	Step 2
	

	Step 3
	


[bookmark: _6csxsa80z14s]Handling complaints
	Step 1
	

	Step 2
	

	Step 3
	


[bookmark: _wr71iexs6fp0]Processing refund requests
	Step 1
	

	Step 2
	

	Step 3
	


[bookmark: _46tserkq2i3e]Ticket prioritization
Define different priorities for customer support tickets to help your team prioritize more efficiently.
	Priority
	Definition

	Standard
	

	High
	

	Urgent
	

	Critical
	


[bookmark: _n3le69ugl4hn]Terminology
Outline any specific terms or abbreviations relevant to the SOP.
	Term
	Definition

	
	


[bookmark: _qcxwh37xt2m6]FAQ
Cover any frequently asked questions employees might have about the SOP.
Question 1:
Answer: 
Question 2:
Answer:
[bookmark: _u2mbnbc85wwj]Resources
List links to any additional documents or tools relevant to this SOP.
	Item
	Summary

	
	



Streamline your operating procedures with Plaky.com




image1.png




