	[image: ]
	IT Ticketing System Classification Work Instructions
Owner/ Department: ITD



	Overview
	This work instruction document provides guidelines to all SMSA staff on classification of the tickets initiated on the ticketing system and SLA for their closure.

	Purpose
	All SMSA Staff

	Persons Affected
	SMSA Staff: responsible for opening & classifying the ticket on the ticketing system.
IT Technicians / Supervisors: responsible to verify the classification category, ensure the closure of tickets based on classification& closure as per SLA. 


	Responsibilities
	All the tickets initiated classified in to High, Medium & Low category. Any requirement with related to IT should be raised ithelpdesk.smsaexpress.com:8080 via tickets. The tickets initiated by the departments must be based on nature of the tickets. The SLA for each category is defined below,
	
Category
	
Description
	SLA for Closure

	
High
	Effecting the continuity of the business (such as major systems / network down) 
CORE/ERP

Issues effecting the major location such of HQ or Main HUB’s 

	Within 24 hours

	
                 Medium
	 Effecting a department or a unit 
· Network not working in a Service center or a secondary office such as Station  
· Secondary system down
· Providing data/reports 

	2-3
working days

	

Low
	Effecting a person 
· Such an issue in a Desktop, printer or any other device  
· Installing/upgrading hardware or software
· Any new requirement

	3-5 working days


 
Please note any new requirement related so system or system change requirements, enhancements, new report requirements such require more manpower hours will be excluded in above matrix (above is only for support category)

	Guidelines
	Any Exception to this policy must be approved by the Managing Director
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