SOP: Escalation Process for Complex Issues

This SOP details the escalation process for complex issues, outlining clear steps for identifying, reporting, and
escalating problems that require higher-level intervention. It includes guidelines for timely communication, criteria for
escalation, roles and responsibilities of involved personnel, documentation requirements, and follow-up procedures to
ensure efficient resolution and continuous improvement. The aim is to minimize delays, enhance problem-solving
efficiency, and maintain service quality.

1. Purpose

To ensure complex issues are escalated efficiently and resolved promptly, maintaining a high standard of service quality
and continuous improvement.

2. Scope

This SOP applies to all employees, teams, and management involved in issue identification, reporting, and resolution.

3. Definitions

¢ Complex Issue: Any problem that cannot be resolved through standard procedures, requires cross-functional
involvement, or has significant impact on operations/services.
¢ Escalation: The process of transferring a complex issue to a higher authority or specialized team for resolution.

4. Roles and Responsibilities

Role Responsibility
Issue Owner Identify, document, and attempt initial resolution. Initiate escalation if necessary.
Supervisor/Manager = Assess escalated issues, assign to appropriate resources, communicate with involved parties.
Escalation Team Investigate and resolve escalated issues. Provide updates and documentation.

Quality/Compliance = Monitor escalation trends, oversee process adherence, recommend improvements.

5. Escalation Criteria

e Issue cannot be resolved within defined timeframe.
¢ Issue impacts multiple departments/customers or poses significant business risk.
¢ Requires skills or authority beyond current team's capability.

6. Escalation Process Steps

Identification: Issue owner recognizes and documents the problem using the standard issue reporting form.

Initial Assessment: Attempt resolution using documented procedures.

Escalation Trigger: If not resolved, assess if criteria for escalation are met.

Reporting: Notify supervisor/manager with documentation (evidence, steps taken, impact assessment).
Escalation Assignment: Supervisor/manager assigns the issue to the relevant escalation team or higher authority.
Resolution & Communication: Escalation team investigates, provides regular status updates, and resolves the
issue.

Closure & Documentation: Document resolution steps, involved parties, and resolution time. Close the issue
formally.
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7. Communication Guidelines

¢ Immediate acknowledgment of received escalation.
¢ Regular updates to stakeholders (recommended frequency: every 24 hours for active escalations).
¢ Clear documentation of communications in the issue tracking system.

8. Follow-up and Continuous Improvement



1. After closure, conduct a brief review to identify root cause and lessons learned.
2. Update SOP/processes as necessary to prevent recurrence.
3. Share outcomes with relevant teams for organizational learning.

9. Documentation Requirements

¢ Issue report form (with details of problem, actions taken, impact, participants).
e Escalation logs (including timestamps and responsible parties).
¢ Resolution reports (steps to resolve, final outcome).

10. Revision History

Version Date Description Author

1.0 2024-06-10 Initial release Your Name
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