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1. Overview
Effective escalation ensures that issues are resolved at the appropriate level with the right urgency. This document defines when and how to escalate issues during the migration program.
1.1 Escalation Principles
1. Early: Escalate before issues become crises
1. Appropriate: Escalate to the right level, not too high or low
1. Prepared: Come with analysis and recommended solutions
1. Documented: All escalations are logged and tracked
1. Closed Loop: Escalations are followed through to resolution


2. Escalation Levels
2.1 Escalation Matrix
	Level
	Who
	Issue Types
	Response Time

	L1
	Workstream Lead
	Daily blockers, resource conflicts
	Same day

	L2
	Program Manager
	Cross-team issues, scope questions
	24 hours

	L3
	Program Leadership
	Schedule/budget impact, vendor issues
	48 hours

	L4
	Steering Committee
	Major scope/timeline changes
	1 week

	L5
	Executive Sponsor
	Program viability, contract issues
	As needed



2.2 Escalation Triggers
	Trigger Condition
	Escalate To
	Timeline

	Blocker unresolved > 2 days
	L2 - PM
	Day 3

	Schedule slip > 1 week
	L3 - Leadership
	Immediate

	Budget variance > $25K
	L3 - Leadership
	Immediate

	Critical defect in production
	L3 - Leadership
	< 1 hour

	Client escalation received
	L3 - Leadership
	< 4 hours

	Scope change > 4 weeks
	L4 - Steering
	Next meeting





3. Escalation Process
3.1 Escalation Workflow
ESCALATION WORKFLOW
════════════════════════════════════════════════════════════════

1. IDENTIFY & DOCUMENT
   │  - Clearly define the issue
   │  - Document impact (schedule, budget, quality)
   │  - Identify what has been tried
   ▼
2. ASSESS ESCALATION LEVEL
   │  - Use escalation matrix
   │  - Dont skip levels unless emergency
   ▼
3. PREPARE ESCALATION PACKAGE
   │  - Issue summary (1 paragraph)
   │  - Impact assessment
   │  - Options with pros/cons
   │  - Recommended action
   ▼
4. ESCALATE
   │  - Contact escalation point
   │  - Provide escalation package
   │  - Request specific decision or action
   ▼
5. TRACK & FOLLOW UP
      - Log in issue tracker
      - Follow up if no response in timeline
      - Close when resolved
════════════════════════════════════════════════════════════════
4. Contact Information
4.1 Escalation Contacts
	Level
	Primary
	Backup
	Contact Method

	L1
	[Workstream Lead]
	[Tech Lead]
	Teams/Slack

	L2
	[Program Manager]
	[PM Backup]
	Teams/Email

	L3
	[Delivery Director]
	[Account Lead]
	Phone/Email

	L4
	[VP Delivery]
	[Client CTO]
	Phone

	L5
	[Partner]
	[CEO]
	Phone



4.2 Emergency Escalation
For production incidents or security issues, skip normal levels and contact L3 immediately. Use the emergency hotline: [Phone Number]
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