Standard Operating Procedure (SOP): Escalation
Paths for Urgent Communication

This SOP defines clear escalation paths for urgent communication to ensure timely and effective resolution of
critical issues. It includes identification of escalation triggers, designated roles and responsibilities, step-by-step
communication protocols, and guidelines for urgent message prioritization. The objective is to facilitate rapid
information flow to the appropriate stakeholders, minimize delays in decision-making, and maintain operational
continuity during emergencies or high-priority situations.

1. Purpose

To outline structured escalation paths and guidelines for handling urgent communications to resolve critical issues
effectively and maintain business continuity.

2. Scope

This SOP applies to all employees, contractors, and service providers required to communicate urgent issues within
the organization.

3. Definitions

¢ Urgent Communication: Communication regarding events or incidents that may significantly impact
operations, safety, security, or compliance.

¢ Escalation Path: The predefined route or process by which urgent issues are communicated up the
organizational hierarchy.

4. Escalation Triggers

Initiate escalation upon occurrence of any of the following:

Service or system outages affecting business operations
Critical security or safety incidents

Compliance or regulatory breaches

Major customer impact or reputational risk

Other events as determined by team leads or management

5. Roles & Responsibilities

Role Responsibility
Employee/Reporter Identify critical issue and initiate escalation as per protocol.

Evaluate issue severity, escalate to next level if not resolved, and communicate with

Team Lead/Supenvisor affected stakeholders.

Make high-level decisions, mobilize resources, and communicate with executive

Manager/Director . .
management if required.

Oversee major escalations, ensure timely resolution, and coordinate organizational

Executive Management
response.

Communications Officer (if

. Coordinate urgent internal/external messaging and status updates.
applicable)

6. Escalation Path and Protocol

1. Initial Assessment: Reporter identifies urgent issue and documents relevant information (who, what, when,
where, impact).

2. First Contact: Notify immediate supervisor or team lead via agreed urgent channels (phone, instant messaging,
email - marked "Urgent").

3. Escalation to Higher Authority: If unresolved within 15 minutes (or defined timeframe), supervisor escalates to
department manager/director.



4. Executive Notification: For unresolved or major-impact incidents, manager notifies executive management
without delay.

5. Ongoing Updates: Responsible parties provide status updates to all affected stakeholders at agreed intervals
until resolution.

6. Documentation: All escalation actions, decisions, and communications must be documented in the incident log.

7. Guidelines for Prioritization & Communication Channels

¢ Use agreed urgent channels: phone calls, designated instant messaging, SMS, and/or "Urgent" flagged emails.
¢ Always use clear subject lines (e.g., "[URGENT] System Outage - Department X").

e Escalate in-person if electronic methods are unavailable.

¢ Do not delay escalation pending confirmation unless required by protocol.

8. Reference Table: Escalation Path Summary

Escalation Level Contact Method Timeframe for Response
Employee — Team Lead Phone/Instant Messaging/Email Immediate / Within 5 minutes
Team Lead — Manager Phone/Instant Messaging Within 15 minutes

Manager — Executive Phone/SMS Within 30 minutes

9. Record-Keeping

¢ Maintain detailed logs of all urgent communications and escalation actions.
¢ Retain records as per organizational policy and regulatory requirements.

10. Review and Revision

e This SOP must be reviewed annually or following any major incident or process change.
¢ Updates require approval from department heads and senior management.

Note: Non-adherence to this SOP may result in disciplinary action as per company policy.
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