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Purpose
This template is designed for enterprise IT documentation.
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Objective
Provide fast, high-touch support for executive users.
Document SLAs, escalation paths, and communication guidelines.

Service Levels
- Response SLA: 15 minutes
- Resolution SLA: 4 hours (target)
- After-hours contact: (phone / pager)

Escalation Path
- Tier 1: VIP Desk
- Tier 2: Senior Engineer
- Tier 3: Vendor / Security / Network Ops

Communication Standards
- Provide status updates every 30-60 minutes.
- Use executive-appropriate summaries.
- Log all actions in the ticket.

Common Scenarios
- Email access issues
- Conference room failures
- Device replacement and emergency loaners
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