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	Facility Ticketing System Classification Work Instructions
Owner/ Department: ADM



	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.

Facility Technicians / Executives: responsible to verify the classification category, ensure the closure of tickets based on classification& closure as per SLA. 


	Responsibilities
	All the tickets initiated to facility classified in to High, Medium & Low category. All maintenance related tickets must be raised on the SMSA ticketing system. 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

1: Affecting Health & Safety (SMSA staff / Customers) that can lead to injury / illness etc

2: Affecting Key customers

3: Affecting SMSA image

4: Affecting Revenue

5: Affecting governmental regulations

5 working days

                 Medium

1: Affecting work environment

2: Affecting corporate customers

3: Affecting SMSA services

7 working days

Low

1: Affecting location but affecting customers

2: Minor issues affecting Health & Safety 

3: Routine Admin work

4: Minor gaps identified by QRM during EHS weekly checks

10 working days

The facility team is responsible to maintain analysis for the number of tickets received each month and the computation of closure based on SLA. The facility team can re-classify a ticket if it is classified wrong.

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

	General
	NA

	Related Documents
	NA
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