
Work with service technician
or account representative
to solve the problem, being
sure to document the
process.

Problem
encountered

Notify vendor representative's
departmental or business-unit
manager:

■  Recap problem and failed
   resolution attempt.

■  Discuss approaches to
   problem resolution; choose
   one.

■  Maintain dialog with
   manager; document process.

Problem
resolved?

No further action
necessary.

Yes

No

Problem
resolved?

No further action
necessary.

Yes

No

Open problem-resolution
discussions to corporate
lawyers, HR personnel or
other designated, internal
professionals trained in
negotiation. Be sure to
document the process.

Problem
resolved?

No further action
necessary.

Yes

No
Bring in professional
mediators, outside
attorneys or arbitrators.
Document the process.

Problem
resolved?

No further action
necessary.

Yes

No

Problem
resolved?

No further action
necessary.

Yes

No

Litigation

Appeal

Level 3:
External
facilitation

Level 2:
Internal
mediation

Level 1:
Private
resolution


