Escalating an Issue





Occasionally there is a need to expedite or escalate an issue. Escalation invokes higher levels of management within Oracle to make a support issue more visible. Oracle has standard TAR escalation processes that the USAF may use when TAR resolution progress is not acceptable.





Note: Escalation highlights a TAR requiring management focus and additional resources.  It does not necessarily change the severity level of the TAR


Guidelines


Any of the USAF designated Technical Points of Contact (TPOCs) may initiate the escalation process under any of the following situations:


TAR resolution not being accomplished in a timely manner


Lack of responsiveness


Dissatisfaction with resolution


Dissatisfaction with quality of service





Please refer to the severity level definitions for further indication of when it is appropriate to escalate a TAR.  


Escalation Process


It is best to follow the escalation processes listed, but at any point before, during, or after the escalation, the Focused Team of Engineers, On-Site Engineers or the Support Account Manager should be contacted to help provide additional assistance during the escalation. The USAF Focused Team of Engineers and On-Site Engineers are available during normal business hours to assist with escalations, to investigate the TAR in question, and to attempt to resolve any USAF dissatisfaction.  The Support Account Manager will be contacted by the support center when an escalation occurs.





If the USAF is not satisfied with the progress of an open TAR, invoking the following process will escalate the problem resolution: 





If the USAF is dissatisfied with the progress of an existing TAR, the TPOC should request to speak with the Duty Manager.  The Duty Manager will return the call and outline an action plan with which the USAF has the opportunity to agree.  Subsequently, the Duty Manager will follow-up with the USAF, as agreed in the action plan, until the TAR is resolved. Users are strongly encouraged to contact the Duty Manager first and not to jump to a higher level of escalation when first escalating a TAR.





If the Duty Manager escalation process fails or the USAF is experiencing problems with several areas of OSS, the USAF TPOC should request Director escalation. 





If the Senior Director escalation process fails, or the problems experienced affect all of OSS, the USAF TPOC should request escalation to the Vice President.





The USAF must provide a 24x7 contact that is available on-site or by pager during the escalation.  This is required to assist OSS and Development organizations with data gathering, testing and applying fixes to the affected environment.





As an escalation moves up the management chain within Oracle, a USAF peer should be involved.  By maintaining equivalent levels of management, the proper level of attention and resources can be committed to resolving the issue by both Oracle and the USAF.
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Initiating TAR Escalations 


Customer 


If at any time a customer feels that Oracle is not providing sufficient service on a TAR, they can expedite the problem by asking any support analyst to contact the Duty Manager. The Duty Manager will call the customer back within 30 minutes to discuss the situation and work on an action plan for resolving the issue. The Duty Manager develops and documents the plan and updates the customer on the progress of the resolution.�Note: Escalation highlights a TAR requiring management focus and additional resources. It does not necessarily change the severity level of the TAR. 


Oracle Employee on Behalf of Customer 


Oracle employees may also initiate escalations on behalf of a customer by requesting to speak with the Duty Manager. Any support analyst will be able to assist you in contacting the appropriate Duty Manager. 
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Escalation Process Summary 


When an escalation is requested, the analyst receiving the request will contact the Duty Manager. The Duty Manager is the TAR owner's manager or a backup management contact. The contacted manager will call the customer within 30 minutes of the customer's call to: 


Acknowledge escalation, identify themselves, and provide direct contact information. 


Listen to the customer's issue until it is understood. 


Negotiate with the customer on an acceptable action plan or steps to resolve issue. 


Document the conversation and action plan in the TAR. 


The escalation is owned by the manager who contacted the customer until either: 


The TAR is resolved by engaging appropriate resources and documenting completion of the action plan. OR 


The TAR is escalated to a higher management level. 


Escalation may proceed, if necessary, to the Director, who has authority to assign other teams from Oracle Support, software developers, Oracle consultants, and On-Site support to the resolution effort. 


Oracle Support requires that, as succeeding levels of Oracle management become involved in the resolution process, the customer provide contacts at the same management levels within their organization, to ensure that the level of management involvement matches the decision-making level dictated by the resolution requirements of the problem. 





