FTOFEIT NFFT
v (Recomed T STWReE BTRss)

Mosd: Comp/ 98/2020-21 RACOTES FTITWOFT THF
S0wRoBNY SosNFC[THLICD,
83¢ TR, FOTCHPIT
goBerPros, Bonded ~09
00T 48 —04-2023.

LTS
TRe

ob: F0e0-2.0 B0TOITY RTNTNE To0EE AN mm TOBOMT FOWOT
RO T mm,waasm# %030.

ok

Roe0n &)uodaﬁ RowoRATOZ, THReD-2.0 J0TOITY THBRT  SpeonEd
RBODBTY acﬁooarbw od:m@de 30088 Nmfm%isa TOTBOAR NO&JOGS OHRORIeTOT

SN BRINTIY, (Excalation ~ Matrix) 835 FZBe0OR ©RSAMLE WDWOFIY
DTORONTHBLES. "B008% RRDANID), WOTORERYLD FWO HoortF AeWNI, swyodasen
TOOXED B POT XA,

|
|

BRCOTEd abmaﬂ‘aacg%cb D

}m@omv e;so.‘m_#ﬂd:, z%oﬁeé.ras

{EOn,
I Do%ES oy BOPSROTHRTONSR BB FxHTy,
2, oaaad DY YVTRREOTERTONYR 30T gaﬁ

TBaonby:
cleemme WIFTI®M,  BOO  cdeend, @xi00ax” omAWDT . Fe0m g,
Zdonenah.



Escalation for KAVERI 2.0 from CSG Team

Name Type of | Email/Mobile Issue Resolution Process
Support
Technical L1 Respective DEOs or Application L1 Support team member

Consultant-1

Support Engineer

receives information
regarding issue occurrence
from citizens/Dept which
needs further
investigation/resolution from
Tech Team (L2)

Receives issue details from
L1 Support and/or updates
the issue tracking tool with
appropnate prlorltles(See

‘below) “::,. B
" Analyzes and prowdes an

update on- the issues
tracking tool regarding the
resolution of the issue
tracking tool and may
respond back to L1 Support
Debugs the issue further
using tools(Browser, SQL,
etc), reproduces the issue in
PreProd env and provides
additional data to L3 Support
for resolution.

Follows-up with L3 Support
to find the resolution of the
issue and updates the
issues tracking tool with
resolution steps, if any.

Ramachandra | L2 ramachandra:kulkarni@csgkarnataka.in
Kulkarni - +91 94498 66555

Swetha N L2 swetha.n@csgkarnataka.in

S +91 96635 03219 : )

_§idarfa)i £2 sidaray. |eerankaIam@csqkarnataka in -

- Jeerankalagi® |, - +91 74064 41353

Manjunatha N | L2 manjunath.n@csgkarnataka.in

9164477899 -

Seemanthini L3 seemanthini.gowda@csgkarnataka.in
Gowda 9986032258

Rakshith L3 rakshith.maiya@csgkarnataka.in
Maiyya 9731735685

Mahendra L3 mahendra.shrivas@csgkarnataka.in
Shrivas 7828417527

Reviews issues assigned by
L2

Resolves the issue in a time
bound manner based on the
priority

Assigns the issues to the
developer and ensures
resolution in a time bound
manner

For critical DB changes,
coordinates with DBA to
resolve DB related changes
Deploys the necessary code
base and configuration to
PROD and PrePROD
environment

Ensures PreProd
environment is ready with
necessary code base and
database changes so that
client/L1 team can test and




Name

Type of
Support

Email/Mobile

Issue Resolution Process

approve the issues
PROD deployment.

for

Escalation Process for KAVERI 2.0 Issue Resolution

L1 Support team member receives information regarding issue occurrence from citizens/Dept

which needs further investigation/resolution from Tech Team(L2).

L1 Support Team provides clarifications and hand-holding to required users.

L1 Support team member adds an issue with as much details(screenshots/videos, etc) as

possible with priority and assigns it to L2 Support Team Lead.. .

members.

X L2 support team Lead reviews the issues-and assigns them among the L2 Support Team'

L2 Support team member analyzes and if required debugs using browser/SQL based tools and

provides additional inputs to L3 Support Team.

If resolution is found within L2, a responée will be updated in the 'issue tracking tool.

If resolution is not found within L2, issue is assigned to L3 Support team lead.

L3 Support team Lead reviews and assigns to L3 Team members.

L3 Support team member works on the resolution of the issue and updates the issue tracking

tool.




