SOP Template: Error Identification, Correction, and
Escalation Process

This SOP details the error identification, correction, and escalation process, encompassing the systematic
detection of errors, immediate rectification methods, documentation of issues, communication protocols for escalating
unresolved problems, and continuous monitoring to prevent recurrence. The objective is to ensure efficient handling of
errors to maintain quality, minimize disruptions, and facilitate timely resolution through appropriate channels.

1. Scope

This SOP applies to all staff and departments involved in operations where errors may occur and require timely
identification, correction, and escalation for effective resolution.

2. Definitions

¢ Error: Any deviation from the standard procedures, processes, or expected outcomes.
¢ Correction: Actions taken to rectify an identified error.
¢ Escalation: Communicating unresolved or critical issues to higher authority or expertise.

3. Responsibilities

¢ All Employees: Responsible for promptly identifying and reporting errors.
¢ Supervisors/Team Leads: Responsible for coordinating correction and escalation activities.
¢ Managers: Responsible for final resolution and systemic preventive actions.

4. Procedure

1. Error Identification
o Continuously monitor operations for deviations, anomalies, or reported issues.
o Log error details in the Error Log (see Section 6).
2. Immediate Correction
o Assess error impact and determine if it can be immediately rectified.
o If yes, execute corrective action and note resolution in the Error Log.
o Ifno, proceed to escalation.
3. Error Documentation
o Document error details: description, time/date, personnel, steps taken, and outcome.
o Update the Error Log for traceability and future reference.
4. Escalation Process
o Determine escalation level based on severity and impact (see Table 1).
o Inform immediate supervisor/team lead via established communication protocols (email, ticketing
system, call, etc.).
o Supervisor/team lead escalates further if unresolved within defined timelines or if incident is critical.
5. Continuous Monitoring & Prevention
o Review recurring error patterns and root causes regularly (monthly/quarterly).
o Update procedures and training programs as necessary to prevent recurrence.

5. Communication Protocols

e Use approved channels: email, ticketing systems, or direct communication as defined.
e Ensure prompt acknowledgment and status updates during escalation.
¢ Maintain confidentiality and professionalism in all communications.



6. Error Log Template

Date/Time Error Description REpeniEe Imme_d _— Status SgElEiEe Final Resolution
By Action To
20?4-06-1 3 Incorrect data entry in Jane Doe  Revised entry Resolved  N/A Entry up_dated,
10:15 system user notified
2024-06-13 Svstem outage John Troubleshooting Pendin T Under
11:30 ys 9 Smith started 9 Manager Investigation

7. Escalation Levels

Level Description Escalation Contact Response Time
Level 1 Minor error; can be resolved within team Team Lead Within 2 hours
Level 2  Significant error affecting department Department Manager Within 4 hours
Level 3  Critical error impacting operations or clients Senior Management/IT Support Immediate

8. Review and Update

This SOP shall be reviewed annually or after any major incident to ensure continued effectiveness and compliance with
organizational objectives.
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