
Introduction
At Freeway Medical, we value strong relationships with our 
suppliers and are committed to resolving any issues 
promptly and professionally. Our Supplier Escalation 
Process and Policy is designed to ensure that any issues 
relating to performance, quality, delivery, or 
communication with suppliers are addressed effectively. 
This process provides a clear framework for escalating 
concerns, ensuring accountability and prompt resolution.
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Providing exceptional service and addressing Supplier 
issues promptly and effectively

Scope:

This policy applies to all suppliers, subcontractors, and service providers involved in the supply of 
raw materials, components, or services to Freeway Medical. It outlines the steps that will be taken 
when issues arise, including missed deadlines, quality concerns, or contract discrepancies.

Objectives:

The key objectives of this process are to:
•Ensure any issues with suppliers are identified early and addressed.
•Promote open and transparent communication between Freeway Medical and its suppliers.
•Minimise operational disruptions caused by supplier-related issues.
•Provide a clear escalation path for unresolved issues.

Escalation Triggers:

Escalation may be initiated when any of the following occur:
•Consistent failure to meet delivery schedules.
•Recurring issues with the quality of materials or services.
•Non-compliance with agreed contractual terms.
•Unresolved invoice or payment disputes.
•Lack of communication or response from the supplier.

Escalation Process

Escalation Levels:

•Level 1: Informal Resolution (Operational Level):

(e.g., Procurement Manager) and the supplier’s representative. This step focuses on resolving the problem 
informally through discussion and mutual agreement. The details of the issue and resolution attempt are 
documented.

•Level 2: Formal Escalation (Management Level):

action plan from the supplier.

•Level 3: Executive Review (Senior Management Level):

•Root cause analysis of the issue.
•Specific actions to resolve the problem.
•Timelines for implementation.
•Monitoring and reporting processes to prevent recurrence.

Providing effective supplier control and escalation

Scope

This process applies to suppliers, subcontractors and service providers supplying materials, components or
services to Freeway Medical / Freeway Med-Tech. It supports the control of supplier performance, quality,
delivery, compliance, commercial and communication issues.

Objectives

Issues should be identified early, assessed according to risk and impact, recorded where appropriate, and
resolved at the lowest effective level. The process promotes clear ownership, timely corrective action,
continuity of supply and evidence for supplier performance review.

Escalation Triggers

Escalation may be initiated for repeated or significant delivery failure; product or service non-conformity;
failure to meet agreed specifications or contractual requirements; regulatory or compliance concerns;
unresolved commercial disputes; inadequate corrective action; poor communication; or any issue presenting
material operational, customer, safety or business-continuity risk.

Risk-Based Response

The escalation level should reflect severity, recurrence, customer impact and risk. A serious quality,
safety, regulatory or continuity issue may be escalated directly to management or senior management without
completing each preceding level.

Level 1 - Operational Resolution

The relevant Freeway team member engages the supplier contact to define the issue, agree immediate
containment or recovery actions and establish ownership and timescales. Significant issues and agreed actions
are documented.

Level 2 - Formal Management Escalation

Where an issue is unresolved, recurring or sufficiently significant, it is escalated to the appropriate
Freeway manager and supplier management contact. Written details should define the problem, evidence,
required containment/correction, responsible persons and target dates. A formal corrective action or recovery
plan may be requested.

Level 3 - Senior Management / Commercial Review

Persistent or high-impact issues are referred to senior management. Options may include enhanced monitoring,
alternative sourcing, commercial or contractual remedies, suspension of new orders, controlled exit or
termination, subject to contractual rights and business risk.

Corrective Action and Root Cause

Where appropriate, suppliers are required to identify root cause, implement containment and corrective
action, define responsibilities and completion dates, and provide evidence of effectiveness. Freeway may
verify closure before the escalation is considered complete.

Supplier Performance Review

Supplier performance is reviewed proportionately using relevant measures such as quality, delivery,
responsiveness, commercial performance, compliance and corrective-action effectiveness. Recurring trends may
affect supplier status, future sourcing decisions or the level of oversight required.

Non-Conforming Supply

Supplier-related non-conformities affecting product or service conformity are controlled through the
applicable Freeway QMS processes. This may include identification, segregation or containment,
concession/acceptance decisions where authorised, corrective action and retention of relevant records.

Records

Material escalation records, correspondence, meeting notes, corrective actions and closure evidence are
retained in the appropriate company systems in accordance with applicable document and record controls.



Dispute Resolution:

Where a dispute cannot be resolved through the escalation process, Freeway Medical may consider 
the involvement of third-party mediators or legal counsel, depending on the nature of the dispute 
and the terms of the supplier contract.

Termination of Supplier Relationship:

In cases where a supplier consistently fails to meet contractual obligations or implement corrective 
actions, Freeway Medical reserves the right to terminate the relationship. This will be done in 
accordance with the terms of the supplier contract, with appropriate notice given.

Communication and Documentation:

All communications related to the escalation process will be documented and stored for future 
reference. This includes emails, formal letters, meeting minutes, and corrective action plans. 
Suppliers are expected to communicate promptly and openly throughout the escalation process.

Continuous Improvement:
Freeway Medical is committed to continuous improvement and encourages suppliers to participate 
in feedback sessions to identify areas for mutual development. The goal is to strengthen 
partnerships and ensure long-term success for both parties.
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Dispute Resolution

Where a dispute cannot be resolved through normal escalation, Freeway may use further management
negotiation, mediation, professional advice or legal counsel as appropriate to the circumstances and
contractual terms.

Business Continuity and Alternative Supply

Where supplier performance creates a material continuity risk, Freeway may consider contingency stock,
alternative sources, temporary controls or other proportionate mitigation while corrective action is
progressed.

Termination or Suspension

Where a supplier persistently fails to meet agreed requirements, presents unacceptable risk or fails to
implement effective corrective action, Freeway may suspend further business or terminate the
relationship in accordance with applicable contractual rights and notice requirements.

Communication and Supplier Development

Suppliers are expected to communicate openly and promptly during escalation. Where appropriate, Freeway
will work collaboratively with suppliers to improve performance, strengthen controls and prevent
recurrence.

Ownership and Authority

The relevant operational or purchasing owner is responsible for initial escalation and follow-up.
Management is responsible for formal escalation and approval of significant commercial or sourcing
actions. Senior management approves decisions with material contractual, customer, continuity or
strategic impact.

Contact Information

For questions regarding the supplier escalation process, contact Freeway Medical on 01635 866 717 or
the relevant purchasing / supplier-management contact.

Approval and Review

This Supplier Escalation Process & Policy is approved by the management of Chromis UK Ltd. Employees
involved in supplier selection, purchasing, quality, operations or supplier management are expected to
apply it as relevant to their role.

Policy reviewed: 28 September 2026

Next review: September 2027, or earlier following a significant supplier event or material change to
QMS, contractual or regulatory requirements.

Signed on behalf of Chromis UK Ltd.

Director / authorised signatory
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