
SOP Template: Escalation Procedures for Urgent
Communications
This SOP describes the escalation procedures for urgent communications, detailing the step-by-step process for
promptly addressing critical issues by notifying appropriate personnel, defining escalation levels and response times,
ensuring clear and effective communication channels, and documenting all actions taken. The goal is to facilitate timely
resolution of urgent matters, minimize operational disruptions, and maintain organizational efficiency.

1. Purpose
To establish a standardized process for escalating urgent communications, ensuring that relevant stakeholders are
notified and appropriate actions are taken to address critical issues in a timely and efficient manner.

2. Scope
This SOP applies to all employees, contractors, and relevant third parties involved in the escalation and management of
urgent communications within the organization.

3. Definitions
Urgent Communication: Any message or notification that requires immediate attention and action to prevent
or mitigate significant operational risks.
Escalation: The process of advancing an issue to higher authority or additional resources when initial response
does not resolve the matter adequately or expediently.

4. Responsibilities
Employees/Initial Responders: Identify and report urgent issues as per defined communication channels.
Supervisors/Managers: Assess, triage, and escalate when necessary; track and document escalation actions.
Escalation Contacts (e.g., Department Heads, Executives): Provide guidance, make critical decisions, and
authorize necessary resources.
Documentation Team: Record all actions taken and outcomes of the escalation process.

5. Escalation Levels & Response Times

Level Description Examples Response
Time

Escalation
Contact

Level
1

Immediate risk, significant impact on
operations or safety System outage, safety incident Within 15

minutes
Department
Manager

Level
2 Moderate impact, urgent but not critical Service degradation, customer

complaint Within 1 hour Senior
Manager

Level
3

Low impact, can escalate after routine
response Minor technical issues Within 4

hours Team Lead

6. Escalation Procedure
1. Identify and Classify

Determine urgency level using criteria as per Table above.

2. Initial Notification
Immediately notify corresponding escalation contact (see "Escalation Contacts").
Use designated communication channels: phone, email, or organizational alert system.

3. Action & Documentation
Escalation contact assesses issue, initiates appropriate response actions.
Document all notifications and actions taken.

4. Follow-Up
Monitor situation and provide updates to relevant stakeholders.



If not resolved within expected timeframe, escalate to next level.

5. Resolution & Closure
Confirm issue is resolved and document resolution steps.
Communicate resolution and closure to all affected parties.

7. Communication Channels
Direct phone calls
Official company email
Internal messaging platforms
Incident management system
SMS alerts (for Level 1 situations)

8. Documentation Requirements
Log all escalation steps, including date and time of communications and actions.
Attach relevant correspondence and evidence in the designated incident management system.
Post-mortem or after-action review for continuous improvement.

9. Review & Revision
This SOP shall be reviewed annually or after any major incident requiring escalation.
Updates will be communicated to all stakeholders and relevant training will be provided as needed.
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