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PROBLEM RESOLUTION AND ESCALATION PROCESS

NARRATIVE

1.0 Discover Problem:  ACO or COR discovers a problem at any point.

2.0 Determine severity.

Safety, security, environmental, or mission impacts are defined as severe; third occurrence of same minor problem is also defined as severe.  If severe, ACO in coordination with the COR takes immediate action to correct any unsafe practice, then proceeds to 5.0, written Contract Deficiency Report (CDR), DA Form5479-R.

3.0 If not severe, ACO issues Corrective Action Report (CAR) to contractor with suspense date, maintains documentation on file and furnishes a copy to the PCO.

4.0 If resolved, annotate documentation on file, furnishes a copy to the PCO; issue closed.

5.0 If minor problem not immediately resolved or if problem determined to be severe, ACO issues CDR with suspense data, maintains documentation on file and furnishes a copy to the PCO.

6.0 ACO brings CDR to contractor’s attention for resolution.  If immediately resolved, ACO annotates documentation, maintains documentation on file and furnishes a copy to the PCO, issue closed.

7.0 If not resolved,

7.1 ACO notifies Commander (or designated representative), providing a recap of the situation.

7.2 ACO coordinates for a meeting with contractor PM and any additional contractor staff as needed.

7.3 ACO, COR and Commander (Commander’s discretion) meet with contractor (PM plus any additional staff required) to describe situation, request resolution.

7.4 Develop plan of action to include milestones and responsibility designations. 

7.5 ACO documents meeting attendees and notes on documentation and maintains documentation on file and furnishes a copy to the PCO.

8.0 Decision required by ACO and Commander as to whether the problem is adequately resolved.  If resolved,

8.1 ACO annotates documentation, maintains documentation on file, and furnishes a copy to the PCO.

8.2 PCO notifies AFSC APS team of resolution.

8.3 Issue closed.

9.0 If not resolved, 

9.1  ACO annotates documentation, maintains documentation on file and furnishes a copy to the PCO.

9.2 ACO elevates to PCO and AFSC APS team, providing a recap of situation and copies of documentation.

9.3 AFSC APS team notifies AFSC Director and PM.

10.0 PCO coordinates for and chairs teleconference between COR, ACO, Commander, PCO and AFSC APS Team to determine course of action.  If informal, go to 11.  If formal, go to 13.

11.0 If informal course of action required, PCO contacts contractor’s corporate headquarters, informs them of situation, requests resolution.

12.0 PCO, in coordination with ACO, Commander, and AFSC Director/PM, determines if problem is resolved. If resolved, PCO documents, maintains on file and furnishes a copy to the ACO, Commander and AFSC Director/PM.  If not resolved, go to 15.

13.0 If formal course of action required or if informal course of action failed to resolve the issue, PCO issues cure notice, maintains on file, and furnishes a copy to ACO, Commander, AFSC Director/PM and AFSC Commander.  Cure notice should allow 10 days for contractor response.

14.0 PCO, in coordination with ACO, Commander, AFSC Director/PM, determines if problem is adequately resolved.  If resolved, PCO documents, maintains on file, and furnishes a copy to the ACO, Commander and AFSC Director/PM.  Issue closed.

15.0 If not resolved, PCO issues show cause letter, maintains on file, and furnishes a copy to ACO, Commander, and AFSC Director/PM/Commander.  Letter should allow 10 days for contractor response.

16.0 PCO, in coordination with ACO/Commander, AFSC Director/PM/Commander, determines if problem is adequately resolved.  If resolved, PCO documents, maintains on file and furnishes a copy to the ACO/Commander and AFSC Director/PM/Commander.

17.0 Other options (to be determined dependent upon the situation)
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