SOP: Escalation Procedures for Emergencies and
Difficult Situations

This SOP details the escalation procedures for emergencies and difficult situations, including initial assessment
protocols, communication channels, designated personnel responsibilities, step-by-step escalation levels, and timely
reporting methods. The objective is to ensure prompt and effective response to incidents by systematically escalating
issues to the appropriate authorities or management, thereby minimizing risks and facilitating resolution.

1. Purpose

To provide a standardized process for escalating emergencies and difficult situations, ensuring effective management,
prompt communication, and rapid resolution.

2. Scope

This SOP applies to all staff, contractors, and personnel involved in the identification or management of emergency and
difficult situations within the organization.

3. Definitions

¢ Emergency: Any sudden, urgent, or unexpected incident that poses immediate risk to health, safety, property,
or the environment.

» Difficult Situation: Any scenario that is beyond routine operations and requires special attention, expertise, or
intervention.

¢ Escalation: The process of increasing the level of response by involving higher authorities or management.

4. Roles & Responsibilities

Role Responsibilities

e Assess the situation and initiate immediate
safety measures.

¢ Notify supervisor or designated point of
contact.

e Document initial details of the incident.

Initial Responder

¢ Evaluate situation severity and determine
escalation needs.
e Coordinate incident response at the local
Supervisor/Manager level.
e Communicate escalation to higher
management if required.

¢ Take lead on mitigation and further escalation

if necessary.
Designated Authority (e.g., Emergency Response Team, ¢ Liaise with external authorities (fire, police,
Senior Management) medical).

¢ Oversee reporting and resolution efforts.

5. Initial Assessment Protocol

1. Ensure personal safety and the safety of others in immediate vicinity.

2. Quickly assess the nature and scale of the incident.

3. Determine if the situation qualifies as an emergency or a difficult situation.

4. Document key facts: date, time, location, persons involved, and nature of the incident.



6. Communication Channels

¢ Immediate verbal notification via phone or radio to supervisor or on-duty manager.

¢ Follow up with written communication (incident report, email, or designated system) within 30 minutes of initial
notification.

¢ [flines of communication fail, escalate through alternative methods including SMS or direct contact to next-in-line
authority.

7. Escalation Levels and Procedures

Level Description Action

¢ Handled by on-site personnel or supervisor.

Level S - _
Minor incident, controlled locally. e Document and monitor for progression.

1

e Supervisor escalates to departmental head or
manager.

e Activate relevant support teams.

e Continue documentation and positional updates.

Level | Significant situation requiring departmental
2 management intervention.

¢ Immediate notification to senior management
and Emergency Response Team.

e Liaise with external emergency services as
necessary.

e Comprehensive reporting and investigation post-
incident.

Level | Critical emergency requiring organizational or
3 external authority involvement.

8. Reporting and Documentation

¢ Allincidents must be entered into the incident management system within one hour of occurrence.
¢ Escalation log to be maintained, documenting all communications and actions taken.
e Finalincident report to be reviewed and signed by designated authority within 24 hours.

9. Review and Follow-Up

¢ All escalated incidents are to be reviewed in post-incident meetings.
¢ |dentify lessons learned and update SOP as necessary.
¢ Implement action items to prevent recurrence.

10. SOP Revision History

Date Version Description

2024-06-18 1.0 Initial issue
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