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COMPONENT 1 — OBJECTIVE
State the defined purpose and intended outcome of this process. What problem does this SOP solve? What should be true after this SOP is executed correctly?
Primary Objective:
 
 
 

Success Looks Like:
 
 
 

COMPONENT 2 — SCOPE & ROLES
Who is involved in executing this SOP? Define primary owner and supporting roles.
	Role
	Responsibility in This SOP
	When They Act

	Primary Owner (e.g. CSR, Dispatcher, Tech)
	
	

	Supporting Role
	
	

	Oversight / Manager
	
	





COMPONENT 3 — STEP-BY-STEP PROCEDURES
List each step in execution order. Be specific enough that any trained employee can follow this without asking questions.
	#
	Who
	Action / Step
	Expected Output

	1
	
	
	

	2
	
	
	

	3
	
	
	

	4
	
	
	

	5
	
	
	

	6
	
	
	

	7
	
	
	

	8
	
	
	

	9
	
	
	

	10
	
	
	



COMPONENT 4 — TOOLS & SOFTWARE REQUIRED
List every system, platform, form, or resource needed to execute this SOP correctly.
	Tool / Platform / Form
	Purpose in This SOP
	Access / Location

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	






COMPONENT 5 — ACCOUNTABILITY CHECKPOINTS
Define how compliance with this SOP is verified. Connect each checkpoint to a measurable KPI where possible.
	Checkpoint
	Who Verifies
	Frequency
	Linked KPI

	
	
	Daily / Weekly / Monthly
	e.g. First-Call Completion %

	
	
	
	e.g. Callback Rate

	
	
	
	e.g. Revenue per Call
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