For Critical Needs of any kind, please follow the escalation process to help expedite resolution.


Dial 800-223-1711, use your CSI number, tell the dispatcher that you already have a SR and provide it to them.  They will notify the appropriate Duty Manager immediately for callback.
Escalating Issues - The Oracle Support Services Escalation Process
Frequently Asked Questions (FAQ)
1. When should you escalate a Service Request?
2. How do you request a Service Request Escalation?
3. What can you expect after you request a Service Request Escalation?
4. What are the benefits of using the Service Request escalation process?
5. De-escalating a Service Request
1. When should you escalate a Service Request?
Use the Oracle Support Services Escalation Process when your business critical issue requires a higher level of attention from Oracle Support Services Management. 
This process should be utilized when you:
· encounter a critical roadblock or showstopper to implementation or upgrade plans 

· urgently need to communicate important business issues to managers in Oracle Support Services 

· are dissatisfied with the resolution or response to a Service Request 

If a critical problem is encountered, consider the timing of when to escalate an issue. Waiting to escalate may leave little time to research the root cause of the problem and develop the most effective solution. Large, complex problems take time to resolve. Advise Support of the target dates and deadlines you have for critical issues. Document the deadlines in the Service Request, along with a statement of its impact on your business or the risk it poses to your implementation plans.
Requesting escalation will ensure attention on your issue but may not change resolution time depending on the complexity of the issue at hand – support management will be engaged.
This process should not be utilized when
· the business impact of the issue has increased 

· the business impact of the issue was incorrectly stated initially 

If the business impact has changed – or was incorrectly set – you should consider requesting a change of severity rather than escalation of the Service Request. While an escalated Service Request will require both your own management and managers at Oracle to become engaged, resetting the severity can be negotiated directly with the owning Support Analyst.
Raising the severity will ensure increased global focus and co-operation within support, to solve the issue in an appropriate timeframe – Additional technical resources may be engaged.
Please see the section Severity Definitions in Technical Support Policies.
2. How do I request a Service Request Escalation?
Before calling Oracle Support, review your Service Request and update it if necessary. 
· Is the problem statement correct? 
· Does the Service Request describe the impact to your business or the risk to your implementation plans? 
· Is the Service Request severity level appropriate? 
· If there is a workaround, is the workaround impractical or inappropriate? 
· If there is a business milestone date or an implementation milestone date, is the actual calendar date identified in the Service Request? 

Once you have completed the review, should you still need to escalate your Service Request, simply telephone Oracle Support as if you were going to log a new technical issue. When you reach a Dispatcher, provide the Service Request number and ask for the Service Request to be escalated. 
You will be asked for a business justification for the Service Request escalation and for yours and your manager’s contact information. 
The Support Analyst will then engage the Service Request Escalation Owner who will be responsible for managing your escalation.
Requesting a Service Request escalation via Metalink is also an option; however, the same escalation information must be provided in the Service Request. Please be aware that Service Request updates may not be reviewed immediately and may contribute to delays in acknowledging and handling your escalation request. To avoid delays in handling and acknowledging your escalation request, telephone Support and ask to escalate your critical Service Request.
If you do choose to request escalation via MetaLink please complete and insert the template below – including all ”*-lines”. This will ensure correct visibility and content.
******************* Escalation Request *******************
Reason for escalation, including business impact of the problem that requires escalation
Business or implementation milestone, critical date(s) (milestone date or resolve by date), along with the type of business or implementation milestone 
Name of the person requesting the escalation, contact information: phone number, pager, email address
Customer manager escalation contact and contact information: phone number, pager, email address
******************* Escalation Request *******************
3. What can you expect after you request a Service Request Escalation?
If you have telephoned to request a Service Request escalation, the Service Request Escalation Owner will make every effort to call you back within 30 minutes. While it is our intention to call back in approximately 30 minutes, there may be occasions when the call back may be delayed. This guideline is provided to help you plan your availability for a call back rather than to guarantee the actual call back time.
The Service Request Escalation Owner is a manager who will work with the Support Analyst owning the Service Request, to review your escalation request. The Escalation Owner will then develop an action plan with you and allocate the appropriate Oracle resources. The action plan will be recorded in the Service Request. The Service Request Escalation Owner will also ensure that the appropriate resources are assigned and all actions are completed. The Action Plan may include tasks for both you and Oracle. Before leaving the call, make sure you know who owns the next action and that you have identified a communication plan. Most escalations are successfully resolved at this level. If the action plan fails to deliver expected results, please contact the Service Request Escalation Owner to review or to escalate the Service Request to the next level if required.
As work on the issue progresses, continue to make sure that your Service Request is a complete record of your actions and concerns. Save time by keeping it up-to-date and ensuring it reflects changes in frequency or urgency. If changes or additions to the Action Plan are made, document these in the Service Request. Documenting each escalation within the Service Request ensures a clear history of the issue and what actions have failed to address it. This documented history assists in evaluating the resources required to resolve this problem.
4. What are the benefits of using the Service Request escalation process?
Use the Service Request Escalation process to ensure Oracle Management attention to your issue, and to facilitate the creation of an Action Plan to resolve the issue with your deadline clearly stated. It also allows Oracle management to effectively and promptly assign the required resources to resolve your problem.
Consider that routinely escalating non-critical issues or consistently overstating the criticality of escalated Service Requests may result in a misunderstanding of the importance or critical impact of a future escalation. Prudent use of the Service Request Escalation process enables Oracle to accurately prioritize your critical issue.
5. De-escalating a Service Request 
When a Service Request meets the de-escalation criteria or is no longer critical, it should be de-escalated by contacting the Escalation Owner. 
Before de-escalating a Service Request, the Escalation Owner will: 
· confirm with you that the action plan has been completed or the request cannot be fulfilled (i.e., specific functionality is not and will not be available in the Oracle product). 
· document your agreement to de-escalate the Service Request. 
