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Introduction 

This document outlines the escalation roles and responsibilities within the Service Desk team. 

Each member plays a critical role in ensuring timely and efficient incident resolution. 

Roles and Responsibilities 

Service Desk Agent 

• First point of contact for all support requests. 

• Document incidents and requests in the ticketing system. 

• Attempt to resolve issues at first contact or escalate accordingly. 

Senior Service Desk Agent 

• Assist with complex incidents requiring advanced troubleshooting. 

• Mentor junior agents and provide guidance on escalation processes. 

• Review escalated tickets and ensure proper follow-up actions are taken. 

Service Desk Manager 

• Oversee all escalated issues and monitor team performance. 

• Serve as a final point of escalation for unresolved incidents. 

• Coordinate with other departments to ensure resolutions are achieved. 

Conclusion 

Adhering to these roles and responsibilities will enhance our service quality and customer 

satisfaction. Please review and reach out if there are any questions or suggestions. 

Best Regards, 



[Your Name] 

[Your Job Title] 


