
EBS Incident Communication Process
EBS Team (FILO, HCM, Tech) EBS Communication Leads

SAP System Incident
Discovered / Identified /Reported

This could come from a myriad of places:  
HelpDesk ticket(s), phone calls from customers, 

emails, internal testing, a business process which 
didn’t run correctly, etc.
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1

Communication Lead
Composes Message / Transmits

Depending on Priority Level the message will be 
sent at different times with different frequency.  
There will usually be, at minimum, a notification 

message and a resolution message.
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Periodic Update Communications 
Continue Until Issue is Resolved

Level 1 & 2: 
Comms once every 24 hours until Resolved (pos-
sibly more depending on severity of problem).

Level 3 & 4:
Comms once every 48 hours (or as needed ) until 
resolved.

4

EBS TEAM MEMBER Fills Out
SAP Incident Report

(Email Template)

Sends Report to Distribution List:
EBS Incident Communication Leads

Communication Priority  |  Scope of Impact
LEVEL 1
All City Employees
Immediate, pending impact.  
Major system disruption.  
Ex:  Payroll is affected.

COMM 
TIMING
Within 1 
Hour of 
Incident 
Report

LEVEL 2
All SAP Users
Immediate, pending impact.  
Major system disruption.  
Ex:  SAP is down, ESS, etc.

COMM 
TIMING
Within 1 
Hour of 
Incident 
Report

LEVEL 3
Some or All SAP Users
Non-urgent impact to some or 
all SAP Users. Issue needs fix, 
but is non-critical.

COMM 
TIMING
Within 24 
Hours of 
Incident 
Report

LEVEL 4
Few SAP Users
Usually module specific 
incident. 

COMM 
TIMING
As Deter-
mined by 
EBS Comm 
Leads.


