Issue Resolution Ladder Guidelines

1.
Resolve all issues at the field level, whenever possible.

2.
Escalate issues up the ladder whenever:

SYMBOL 159 \f "Wingdings" \s 10 \h
the partners cannot agree on the decision.

SYMBOL 159 \f "Wingdings" \s 10 \h
the partners do not have the authority to make the decision.

SYMBOL 159 \f "Wingdings" \s 10 \h
an issue is threatening to delay the project.

SYMBOL 159 \f "Wingdings" \s 10 \h
an issue is threatening to damage the Partnering relationship.

3.
Agree to disagree, and disagree without being disagreeable.

4.
Escalate issues evenly up both sides of the ladder, and let go of the issue.

5.
Do not skip levels or "leap-frog" up the ladder.

6.
Upper level partners should insist that the ladder (chain of command) be used.

7.
Avoid "swoop-downs" by partners higher up in the chain of command. 

8.  Keep partners at lower levels informed of progress as it develops in the resolution process.

9.   Return the agreed upon decision to the field personnel as quickly as possible, once the issue is resolved.

Kimble/Zetty    Facilitating Collaboration


