
IT Helpdesk Service Level Agreement 

Date: [Insert Date] 

To: [Recipient Name] 

From: [Your Name] 

Subject: Escalation Procedures in IT Helpdesk SLA 

Introduction 

This document outlines the escalation procedures for the IT helpdesk service level agreement 

(SLA) to ensure timely resolution of issues. 

Escalation Levels 

1. Level 1: Initial assessment and response by Helpdesk Agent.  

o Response Time: Within 1 hour 

o Resolution Time: Within 4 hours 

2. Level 2: Escalation to Technical Support Team.  

o Response Time: Within 30 minutes of escalation 

o Resolution Time: Within 8 hours 

3. Level 3: Escalation to IT Management.  

o Response Time: Within 1 hour of escalation 

o Resolution Time: Based on severity level agreed upon management 

Contact Information 

For escalation, please contact: 

• Helpdesk: [Helpdesk Email/Phone Number] 

• Technical Support: [Technical Support Email/Phone Number] 

• IT Management: [Management Email/Phone Number] 

Conclusion 

Adhering to these escalation procedures will ensure efficient handling of IT issues. For any 

questions, please feel free to reach out. 

Sincerely, 

[Your Name] 



[Your Position] 

[Your Company] 


