Priority Guidelines

	Priority Guidelines

		Priority
	Definition

	Priority 1, Critical
	Production systems impacted, 100+ users cannot work.  Network Engineer will attempt to resolve issue, then immediately escalate to product vendor case management system for recommendations or device replacement.

	Priority 2, High
	Fatal alarms occurring on production equipment and/or production systems performance impacted.  Users can work but at reduced capacity or risk to business systems is high.  Network engineers will facility resolution and may engage product vendor technical support for recommendations.

	Priority 3, Medium
	User productivity is not impacted.  Covers activities that can be scheduled such as an upgrade or device replacement or assistance to troubleshoot a failing device or potentially bad device recently received.

	When Convenient
	Device configuration, port management assistance, questions, project activity.







