The table below documents how SAO determines a ticket severity and the applicable ticket durations.

When setting a severity level, one or all the factors in the table may be present.
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*SAO will resolve 95% of tickets within the timeframes defined above.

Closed Time — Measures the time taken to close the ticket, and is measured from the time the ticket is
opened.

Notel: The times noted in the table above do not include lapsed time waiting for client response or
PeopleSoft Case delays.

Note2: If a ticket is designated as an Emergency, SAO will contact the user every 60 minutes with an
update, until resolution of the issue is reached.
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