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Incident Prioritization Guideline

Incident Urgency (Categories of Urgency)
High
Medium
Low

Incident Impact (Categories of Impact)
High
Medium
Low
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Circumstances that warrant the Incident to be treated as 
a Major Incident

Indicators
Identifying Major Incidents
Major Incidents - Key 
Characteristics
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Known Solutions
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Escalation

Defined triggers for Escalations
Defined Escalation levels in the form of an Escalation Hierarchy
Assigned triggers to the Escalation Hierarchy (conditions/ rules, which lead to the Escalation 
to a particular level within the Escalation Hierarchy)


