	Factor
	Value
	Value for severity

	Number of

End users affected
	0
	0

	
	<1%(1-50)
	1

	
	1-10%(51-500)
	2

	
	10%+(>500)
	3

	Outage duration
	No outage
	0

	
	<1hour
	1

	
	1-4hours
	2

	
	>4houres
	3

	Impact
	None/workaround
	0

	
	Reduced performance/response times
	1

	
	Intermittent
	2

	
	System unavailable/unable to work
	3

	Business sensitivity
	Minimal impact
	0

	
	Medium(eg internal teams/functions)
	1

	
	High impact(eg agents,clients & consumers,busnies critical/sensitive/timing)
	2

	
	External customer impact/brand damage(payments, letters etc)
	3

	
	Legal or regulatory compliance issues
	8


	Sum of values
	Assigned severity

	0-1
	5-very low

	2-3
	4-low

	4-5
	3-medium

	6-7
	2-major

	8+
	1-critical


