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1. Purpose:
 Establish guidelines for identifying, reporting, and resolving technical glitches within the

organization's systems and infrastructure.
 Minimize  the  impact  of  technical  glitches  on  business  operations,  productivity,  and

customer experience.
 Facilitate a swift and effective response to technical glitches to minimize downtime and

mitigate risks.

2. Definition of Technical Glitch:
 Define what constitutes a technical glitch within the organization's context.
 Specify examples of technical glitches, such as system failures, software errors, network

disruptions, or hardware malfunctions.

3. Reporting Procedures:
 Establish clear procedures for reporting technical  glitches to the appropriate support

teams or IT helpdesk.
 Define communication channels and escalation processes for reporting critical or high-

priority glitches.
 Encourage employees to promptly report any observed or suspected technical glitches to

facilitate timely resolution.

4. Incident Categorization and Prioritization:
 Implement a categorization and prioritization system to assess the severity and impact

of technical glitches.
 Classify incidents based on predefined criteria, such as the level of disruption, business

impact, and urgency.
 Assign appropriate priority levels to enable efficient resource allocation and resolution

timelines.

5. Incident Response and Resolution:
 Define  roles  and  responsibilities  for  incident  response  and  resolution,  including

designated response teams and subject matter experts.
 Establish  clear  escalation  paths  and  communication  channels  for  efficient  incident

resolution.
 Implement incident management processes and tools to track and monitor the progress

of glitch resolution.
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6. Root Cause Analysis:
 Conduct  root  cause analysis  for  significant  or  recurring  technical  glitches  to  identify

underlying causes.
 Implement corrective actions or preventive measures based on the findings of the root

cause analysis.
 Continuously monitor and review the effectiveness of implemented measures to prevent

similar glitches from recurring.

7. Communication and Updates:
 Establish  communication  protocols  for  keeping  stakeholders  informed about  ongoing

glitches and their resolution progress.
 Provide  regular  updates  to  affected  users,  management,  and  relevant  stakeholders

regarding the status of glitch resolution efforts.
 Ensure  transparency  and  timely  communication  to  maintain  trust  and  manage

expectations.

8. Continuous Improvement:
 Regularly review and assess the effectiveness of the Technical Glitch Policy.
 Collect  feedback from users,  IT teams,  and other  stakeholders  to  identify  areas for

improvement.
 Update the policy and associated processes based on lessons learned and emerging best

practices.

9. Policy Awareness and Training:
 Conduct  training  and  awareness  programs  to  ensure  employees  understand  the

Technical Glitch Policy and their role in reporting and responding to glitches.
 Provide guidance on how to identify, document, and report technical glitches effectively.
 Foster a culture of accountability and proactive glitch reporting within the organization.


