
MODULE OVERVIEW · PROBLEM ESCALATION

Right problem, right level, right time.
When the team can't resolve it, structured escalation moves it to the right person, fast. No
more problems stuck at the wrong level.

Problems sat at the wrong level

A production issue sat with a team leader who did
not have the authority to fix it. Three days
passed. Or it bypassed two levels and landed on
a director's desk with no context and no record of
what was already tried.

Now issues find the right owner

TeamGuru creates structured escalation paths
with a time limit at every level. One click moves
an issue up, and the next level opens the same
record with its comments and attachments. Time-
based auto-escalation ensures nothing stalls.

The same record at every level Timed auto-escalation rules

Start and end of each level on record Closed with who and when
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CNC Spindle vibration alarm

Location Machining Cell 2
Type Equipment Alarm
Raised by Shift Supervisor
Created Mar 18, 2026 2:15 PM

Problem Description

Resolution

Escalation Process

Step What To Do Responsible

1
< 5 min

Maintenance tech dispatched T. Brooks

2
> 5 min

Maintenance lead notified A. Cooper

3
> 15
min

Plant engineer escalation J. Crawford

Corrective Actions

Replace spindle bearing set on Unit 4 Mar 20 TB

Schedule vibration analysis for all CNC units Mar 22 AC

Raise Escalate Resolve Close

Resolved

CNC spindle vibration alarm triggered on Unit 4. Automatic
shutdown engaged. Parts queue building on upstream conveyor.

Replace spindle bearing set. Schedule vibration analysis for all CNC
units. 2 of 2
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What you get

Structured escalation tiers
Define clear escalation paths: team to shift leader to area
manager to plant director. Each level has its people or
user groups and a time limit before it moves up.

Team
15 min to fix

Supervisor within the hour

Plant manager same day, decides

each level has
a clock and a mandate

Context preservation
When a problem escalates, the next level opens the
same record: the original issue, comments on what was
tried, attachments and the level timeline.

Issue · M-14 alarm
history: 3 stops this week
tried: reset, sensor swap
comments and files
timeline, photos, owner

Tier 2
reads, no re-telling

Time-based auto-escalation
If a problem is still open when its level's time runs out, it
moves up on its own. Each person is reached by email or
SMS.

08:00 raised 09:00 no answer

60-minute limit

Tier 2
auto

no issue waits for a reminder

Every level on record
The start and end of each level are saved, with who
closed the escalation and when. Look back at any
escalation and see where it waited.

one escalation, level by level time limit

Tier 1 12 min 15 min

Tier 2 48 min 60 min

Tier 3 2 days

start and end of every level stay on record

Try it with a problem you escalate today.
Ask for a demo and a free 14-day trial.

www.teamguru.com
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