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Course Introduction

In today’s fast-paced customer support and IT environments, effective Escalation Management and Triage
Procedures are critical for ensuring operational efficiency, reducing downtime, and enhancing customer
satisfaction. Escalation Management and Triage Procedures Training Course equips participants with
practical strategies, decision-making frameworks, and risk mitigation techniques to handle high-priority
incidents seamlessly. Learners will develop the skills to analyze complex issues, prioritize critical cases,
and implement structured escalation protocols that align with industry best practices.

Through a combination of interactive workshops, real-world case studies, and hands-on exercises,
participants will master the art of triaging issues accurately and escalating them effectively to the
appropriate teams. This program emphasizes proactive problem-solving, communication efficiency, and
service continuity, preparing professionals to tackle high-pressure situations with confidence and precision.
By the end of the course, learners will have the knowledge and tools to transform their escalation
processes into a strategic advantage for their organizations.

Programme Curriculum

Escalation Management and Triage Procedures Training Course
Introduction

In today’s fast-paced customer support and IT environments, effective Escalation Management and Triage
Procedures are critical for ensuring operational efficiency, reducing downtime, and enhancing customer
satisfaction. Escalation Management and Triage Procedures Training Course equips participants with practical
strategies, decision-making frameworks, and risk mitigation techniques to handle high-priority incidents
seamlessly. Learners will develop the skills to analyze complex issues, prioritize critical cases, and implement



structured escalation protocols that align with industry best practices.

Through a combination of interactive workshops, real-world case studies, and hands-on exercises, participants
will master the art of triaging issues accurately and escalating them effectively to the appropriate teams. This
program emphasizes proactive problem-solving, communication efficiency, and service continuity, preparing
professionals to tackle high-pressure situations with confidence and precision. By the end of the course,
learners will have the knowledge and tools to transform their escalation processes into a strategic advantage for
their organizations.

Course Duration
5 days
Course Objectives

Understand the fundamentals of escalation management in modern organizations.
Develop effective triage protocols to prioritize incidents efficiently.

Learn to identify critical vs. non-critical issues for timely response.

Master incident classification techniques using real-time examples.

Implement risk assessment strategies for escalated cases.

Enhance cross-functional collaboration during escalation processes.

Apply decision-making frameworks for high-pressure situations.

Improve communication skills for escalated customer interactions.
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Integrate automation tools and dashboards for efficient triage.
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Build knowledge management systems for recurring incidents.
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. Analyze case studies to extract actionable insights.
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. Optimize service-level agreements (SLAS) for escalated tickets.
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. Create a continuous improvement plan for escalation management processes.
Target Audience

Customer Support Representatives
IT Service Desk Analysts

Technical Support Engineers
Incident Managers

Operations Managers

Team Leads in Support Functions
Quality Assurance Specialists
Process Improvement Professionals
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Course Modules

Module 1: Introduction to Escalation Management

Definition and importance of escalation management
Types of escalations
Roles and responsibilities in escalation handling

KPIs and metrics to measure escalation effectiveness

e Case study: Successful incident resolution in a global IT service provider

Module 2: Triage Procedures and Prioritization



Principles of effective triage

Incident categorization techniques

Priority determination frameworks

Tools and dashboards for triage tracking

e Case study: Triage optimization in a telecom support center

Module 3: Incident Classification & Risk Assessment

e Incident severity levels and definitions
¢ Risk identification and mitigation strategies
e Escalation thresholds and triggers

Decision-making under pressure
Case study: Preventing major outages in a financial services company

Module 4: Communication Strategies During Escalations

e Internal communication protocols
e Customer communication during critical incidents

Handling conflict and challenging situations

Effective use of escalation templates and notifications
Case study: Reducing customer complaints through structured communication

Module 5: Cross-Functional Collaboration

Roles of different teams in escalation resolution
Collaboration frameworks and RACI charts

Reducing bottlenecks in multi-team coordination

Conflict resolution strategies

e Case study: Multi-team incident resolution in healthcare IT

Module 6: Automation and Triage Tools

e Overview of incident management software

Leveraging Al and automation for triage

Workflow automation for escalated tickets

Monitoring and reporting dashboards

Case study: Al-driven triage reducing resolution time by 30%

Module 7: Continuous Improvement and SLA Optimization

e Tracking KPIs and metrics for escalations

SLA adherence and optimization strategies

Feedback loops and incident post-mortems

Root cause analysis for recurring issues

Case study: SLA improvement in a multinational enterprise

Module 8: Real-World Case Studies and Best Practices

Analysis of major escalation incidents
Lessons learned from different industries

Creating a culture of proactive escalation management
Implementing best practices in your organization



e Group exercise: Designing an escalation management playbook

Training Methodology

This course employs a participatory and hands-on approach to ensure practical learning, including:

e Interactive lectures and presentations.

Group discussions and brainstorming sessions.
Hands-on exercises using real-world datasets.

Role-playing and scenario-based simulations.
Analysis of case studies to bridge theory and practice.
Peer-to-peer learning and networking.

Expert-led Q&A sessions.

Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to FINESKILL TRAINING
CENTER account, as indicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location

10 Aug 2026 14 Aug 2026 Online $1,100

17 Aug 2026 21 Aug 2026 Online $1,100


mailto:info@fineskilltrainingcenter.com

Start Date End Date Location Price

24 Aug 2026 28 Aug 2026 Online $1,100
31 Aug 2026 04 Sep 2026 Online $1,100
07 Sep 2026 11 Sep 2026 Online $1,100
14 Sep 2026 18 Sep 2026 Online $1,100
21 Sep 2026 25 Sep 2026 Online $1,100
28 Sep 2026 02 Oct 2026 Online $1,100

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com


https://www.fineskilltrainingcenter.com/courses/escalation-management-and-triage-procedures-training-course

