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Using a standard issue log, the project manager sees that the following steps are executed to ensure that issues are fully resolved and documented.

	Step
	
	Description

	1
	Identify
	A Team member identifies an obstacle outside of their control and which is, or has the potential to, prevent scheduled work from being accomplished as planned.


	2
	Log
	The team member escalates the issue to the project manager.  The project manager evaluates to ensure that the item is actually an issue.  If it cannot be easily resolved, then the project manager (or support staff) logs on the project issues log.

	3
	Track
	The project manager tracks the issue through contact with the issue owner individually or in the context of status meeting to ensure that it is resolved on schedule.


	4
	Resolve
	The issue owner works the issue, obtain decisions and resources needed to resolve (see below for detail)


	5
	Close
	The project manager formally closes the issue in the issue log once it is resolved.



Issue Resolution Detail (Step 4):
In order to preserve the focused, productive environment, both parties commit to the following issue resolution process.

1. Either party raises an issue and designates a level as defined in the table below.  The initiator notifies in writing the project Steering Group of the issue, the level, and the time limit expiration date and time.  The time limit may be modified by mutual agreement between Contractor and Client.

2. Upon expiration of the time limit, Contractor notifies the Client in writing of the expiration and its intent to implement the resolution.  The resolution is determined using the following prioritized decision list:


· A mutually agreed resolution:  Contractor implements the resolution agreed between itself and the Client as of the time limit expiration.  If a change order is required, the contractual process is followed.

· A unilateral resolution by Client:  If agreement is not reached as of the time limit expiration Contractor implements the resolution as directed by the Client.

· A unilateral resolution by Contractor:  In the absence of direction in writing from the Client, Contractor implements its proposed resolution, which shall be an approach that is in the judgment of Contractor in the best interests of the Client within contractual cost and schedule constraints

3. Contractor implements a resolution.


4. Contractor notifies the Client in writing of the resolution of the issue.


Issue Resolution Time Limits:
	Level
	Time Limit
	Description

	1
	4 Business Days
	Issue has significant potential to affect (or has already affected) project schedule, budget, quality or scope.

	2
	8 Business Days
	Issue is currently resolvable within contractual terms, but progress is dependent on its resolution.  If left unresolved, this issue could in the future affect the project scope.

	3
	As Needed
	This issue is not currently holding up progress.  If pro-actively addressed, potential future project impact can be minimized
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