
















Escalation Matrix

Doc No. CFI/III/RD/ITN-03

< 1 HrCloud Support - Normal 

Cloud Support - Major

Cloud Support - Cri�cal

Cloud Support Services

Problem Type

(Priority & Severity)
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A�er 3 Hrs

Level II

A�er 2 Hrs

A�er 1 Hrs
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Level III

A�er 3 Hrs

A�er 2 Hrs

A�er 6 Hrs

Level IV

A�er 4 Hrs

A�er 3 Hrs

A�er 12 Hrs

Level V

A�er 6 Hrs

A�er 4 Hrs

A�er 24 Hrs

Level VI

A�er 8 Hrs

A�er 4 Hrs

Cri�cal

Major

Normal

Escala�on Matrix

Opera�ons can con�nue in a restricted fashion, although long-term produc�vity  might be adversely affected.

A major milestone is at risk. Ongoing and incremental installa�ons are affected.
A temporary workaround is available.

Par�al, non-cri�cal loss of func�onality of the so�ware.

Impaired opera�ons of some components, but allows the user to con�nue using the so�ware.
Ini�al installa�on milestones are at minimal risk.

All or a substan�al por�on of your mission cri�cal data is at a significant risk of loss or corrup�on.

You have had a substan�al loss of service.
Your business opera�ons have been severely disrupted.

Produc�on server or other mission cri�cal system(s) are down and no workaround is immediately available.

Level I
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