SOP Template: Standard Escalation Pathways and
Communication

This SOP details the standard escalation pathways and communication protocols to ensure timely and effective
resolution of issues. It defines clear roles and responsibilities, outlines step-by-step procedures for escalating concerns
based on severity and urgency, and emphasizes consistent communication channels among team members and
management. The goal is to enhance organizational responsiveness, minimize risks, and maintain operational
efficiency through structured escalation and transparent communication.

1. Purpose

To ensure that all concerns, incidents, and issues are addressed efficiently by following defined escalation pathways
and communication protocols, thereby minimizing risks and maintaining smooth operations.

2. Scope

This SOP applies to all team members, supervisors, and managers involved in organizational operations where
escalation of issues may be required.

3. Roles and Responsibilities

Role Responsibility
Team Member Identify and report issues promptly through correct channels; comply with escalation
steps.
s ) Assess reported issues, provide guidance, escalate to management as needed, and
upervisor .
communicate status updates.
Manager Make final decisions on critical issues, coordinate cross-department escalations, and

ensure resolution.

Communications Officer (if | Facilitate communications, document escalation activities, and maintain
applicable) communication records.

4. Escalation Pathways

Severity Examples Escalation Level Action

Low Minor technical issues, routine questions Team . Notify via.inFernaI chat or ticketing
’ Lead/Supervisor system within 24 hours

Medium | Repeated issues, process blockages Supervisor/Manager Escalate through email and follow

up within 4 hours

System outages, security breaches, urgent
compliance issues

Immediate phone call and written

High report within 1 hour

Manager/Executive

5. Communication Protocols

Use designated communication platforms (e.g., corporate email, internal chat, ticketing system).
Document all escalation steps and correspondence.

Provide status updates to stakeholders at regular intervals until resolution.

Escalations after-hours should follow the emergency contact procedure detailed in Appendix A.
Maintain confidentiality and professionalism in all communications.

6. Procedure



Identify the issue requiring escalation.

Determine the severity level using the table above.

Notify the appropriate escalation point according to severity.

Document all actions and communications regarding the issue.

Monitor progress and provide stakeholders with updates until resolution.
Close the escalation and conduct a review for continuous improvement.
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7. Review and Continuous Improvement

This SOP will be reviewed annually or following any major incident to identify improvement opportunities and ensure
relevance.

8. Appendices

Appendix A: Emergency contact list
Appendix B: Escalation flowchart (to be attached separately as visual aid)
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