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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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Provi ding effective supplier control and escal ation Level 2 - Formal Managenent Escal ation

Scope Where an issue is unresolved, recurring or sufficiently significant, it is escalated to the appropriate
Freeway nmanager and supplier nmanagenent contact. Witten details should define the problem evidence,
required contai nnent/correction, responsible persons and target dates. A formal corrective action or recovery
pl an may be requested.

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, conpliance, comercial and communication issues.

) ) Level 3 - Senior Managenent / Conmercial Review
oj ecti ves
Persistent or high-inpact issues are referred to senior managerment. Options nmay include enhanced nonitoring,
alternative sourcing, commercial or contractual renedies, suspension of new orders, controlled exit or

termnation, subject to contractual rights and business ri sk.

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

. ) Corrective Action and Root Cause
Escal ati on Triggers

Where appropriate, suppliers are required to identify root cause, inplement containnent and corrective
action, define responsibilities and conpletion dates, and provide evidence of effectiveness. Freeway may
verify closure before the escalation is considered conplete.

Escal ation may be initiated for repeated or significant delivery failure; product or service non-conformty;
failure to neet agreed specifications or contractual requirenents; regulatory or conpliance concerns;
unresol ved comrerci al di sputes; inadequate corrective action; poor conmunication; or any issue presenting
material operational, customer, safety or business-continuity risk. Suppl i er Perfornmance Review

Ri sk- Based Response Supplier performance is reviewed proportionately using rel evant neasures such as quality, delivery,
responsi veness, commerci al perfornmance, conpliance and corrective-action effectiveness. Recurring trends nay

The escal ation | evel should reflect severity, recurrence, custoner inpact and risk. A serious quality, affect supplier status, future sourcing decisions or the level of oversight required

safety, regulatory or continuity issue may be escalated directly to management or senior managenent w thout
conpl eting each preceding |evel. Non- Conf ormi ng Suppl y

Level 1 - Operational Resolution Supplier-related non-conformities affecting product or service conformity are controlled through the
appl i cabl e Freeway QVS processes. This may include identification, segregation or containnent,

The rel evant Freeway team menber engages the supplier contact to define the issue, agree immediate concessi on/ accept ance deci si ons where authorised, corrective action and retention of relevant records.

contai nment or recovery actions and establish ownership and timescal es. Significant issues and agreed actions
are docunent ed. Recor ds

Material escal ation records, correspondence, neeting notes, corrective actions and closure evidence are
retained in the appropriate conpany systens in accordance with applicable docunent and record controls.
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Di spute Resol ution

Where a di spute cannot be resol ved through normal escal ation, Freeway may use further nanagenent
negotiation, nediation, professional advice or |egal counsel as appropriate to the circunstances and
contractual terns.

Busi ness Continuity and Alternative Supply

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

Term nation or Suspension

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

Conmmruni cati on and Supplier Devel opnment

Suppliers are expected to comrunicate openly and pronptly during escal ati on. Where appropriate, Freeway
will work collaboratively with suppliers to inprove performance, strengthen controls and prevent
recurrence.
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Omner ship and Authority

The rel evant operational or purchasing owner is responsible for initial escalation and foll ow up.
Managenent is responsible for formal escalation and approval of significant commercial or sourcing
actions. Senior managenent approves decisions with material contractual, custoner, continuity or
strategic inpact.
Contact I nformation

For questions regarding the supplier escalation pr oéess, contact Freeway Medical on 01635 866 717 or
the rel evant purchasing / supplier-nanagenent contact.

Approval and Revi ew

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

Policy reviewed: 28 Septenber 2026

Next review Septenber 2027, or earlier following a significant supplier event or material change to
QVS, contractual or regulatory requirenents.

Signed on behal f of Chromis UK Ltd.

Director / authorised signatory

RENEVED 2026- 27

For more information:
info@freewaymedical.co.uk

F reeway Medical Unit 15/16
Colthrop Business Park,
Colthrop Lane, Thatcham
Berkshire

RG19 4NB-United Kingdom -
T +44 (0) 1635 868191

This publication is issued to provide outline
information only and is supplied without liability
for errors or omissions. No part of it may be
reproduced or used unless authorised in writing.
We reserve the right to modify or revise all or part
of this document without notice.
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