Confidential

BilWGIC

SYSTEMS [N

Support Escalation Matrix
(COBIT/ITIL/PRICE2 Implementation)

Accountable Owner Syam Pillai

Version 1.4
Prepared On 27/02/2015
Document Ref GIT/SEMO0215

Proprietary Warning
The information contained herein is confidential and proprietary to BiLOGiC Systems Inc (BSI) Such information may not be used, reproduced or disclosed to others except as is
specially permitted in writing by BSI. The recipients of this information, by retention and use thereof, agree to protect the same as it would its own confidential and proprietary

information and in particular shall protect the same from any damage, loss or thefft.



Support Escalation Matrix

Document Management

Document History

Version Changes made by Description Document Status
0.1 01/01/2015 External Consultant Draft version Draft
1.3 15/01/2015 Sajid Sagarwala Initial version of document Approved
1.4 27/02/2015 Sajid Sagarwala Modified version of document Approved
List of Approvers
Syam Pillai

Document Purpose

The purpose of this document is to provide the summary of the Support Desk Escalation plan and priorities followed by BiLOGIiC Systems Inc. to serve its clients. The process owner
and/or his/her deputy will maintain the document.
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Support Escalation Matrix

The Escalation Matrix for customer support is formulated to have a defined time frame for the recovery of IT system and services, with regards to agreed quality. BSI is committed to
provide continuous, reliable, timely and high quality technical support to its clients.

Support Level 1

Desk Priority | Priority Customer Support Desk
Code Label

Support Escalation
Workload Description/Summary
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Time Owner Time
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unavailable for an extended period

(Where: CSD = Customer Support Desk, SA = Senior Analyst, SD = Senior Developer & D = Developer)
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The priority of the support is decided or adjusted on the basis of the impact of the particular service on the business, which is built around the following concepts:

= German model (i.e. business oriented prioritization model)

= Impact & Urgency Analysis

= Priority based resolution time
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Priority Based Resolution Time
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Business Oriented Priority Model

For further details on the process, refer to the BSI Incident Management Handbook.
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