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Priority levels 
We prioritise issues based on their impact, so the most urgent 
problems are handled first and teams can keep moving. There are 
4 priority levels: Low, Medium, High and Critical.  
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Levels explained 
Low 
No immediate impact on day-to-day use. 
 
Example: Feature requests or minor improvements. 
 

•​ Response: within 1 working day 
•​ Escalation: aligned to roadmap 
•​ Target resolution: aligned to roadmap 

 
Medium 
An issue has occurred, but work can continue. 
 
Example: An error appears when completing a task, but it 
succeeds after retrying. 
 

•​ Response: within 4 hours 
•​ Escalation: within 1 week 
•​ Target resolution: within 2 weeks 

 
High 
The system is available, but normal use is significantly affected. 
 
Example: Performance issues are slowing teams down or delaying 
responses. 
 

•​ Response: within 1 hour 
•​ Escalation: within 6 hours 
•​ Target resolution: within 12 hours 

 
Critical 
Multiple staff members are unable to access Alertive or send 
alerts, preventing teams from coordinating. 
 
Example: Several users can’t log in to Alertive or send alerts. 
 

•​ Response: within 30 minutes 
•​ Escalation: within 2 hours 
•​ Target resolution: within 4 hours 
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Where to start 
For most issues, your local Digital Systems/Apps Team is the best 
place to start, particularly for device, access or connectivity issues.  
 
If something needs our attention, they’ll pass it on for us to 
investigate. 
 

What helps us help you  
When reporting an issue, include: 
 

•​ Time and date 
•​ Who was affected 
•​ What happened 
•​ Relevant screenshots or context 

 

Support arrangements 
Support is tailored to each organisation. 
 
For details specific to your setup, speak to your account manager 
or digital team. 
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