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ADDRESSING PROVIDER ISSUES AT THE LOWEST LEVEL POSSIBLE 
 
     Level 6 

Program Mgr. 
meets with 
Team 
Coordinator & 
the 2 Agency 
Owners to 
resolve issue 

* Note: Agency 
Owners should 
direct providers 
to go through 
Levels 1, 2, & 3 
sequentially 
before involving 
them. 

   Level 5 
Team 
Coordinator, 
Agency Owners 
& 2 providers 
meet to resolve 
the issue 

 
Then, Program 
Mgr. briefs the 
Board & 
General Mgr. 
about status of 
resolving issue 

   Level 4 
Team 
Coordinator 
meets with both 
Agency Owners 
whose providers 
are involved in 
the issue 

 

Then, Team 
Coordinator 
meets with 
Program Mgr. to 
share the status 
of resolving the 
issue 

 
Then, Agency 
Owners brief 
their providers 
about status of 
resolving the 
issue 

  Level 3 * 
Team 
Coordinator 
schedules a 
meeting with 
both providers 
to facilitate 
resolving the 
issue 

 
Then, each 
Agency Owner 
meets with their 
provider to try to 
resolve the 
issue 

 

• If resolved, 
you’re finished 
 

• If not, go to 
Level 6 

• Issue 
resolved 

 Level 2 * 
Provider with 
issue meets with 
the Team 
Coordinator to 
get input & 
brainstorm 
solving the issue 

 

• If resolved, 
you’re finished 
 

• If not, go to 
Level 4 

Then, Team 
Coordinator 
meets with 
Program Mgr. to 
share the status 
of resolving the 
issue 

  

Level 1 * 
Provider with 
the issue meets 
with the other 
provider 1-on-1 
to try to resolve 
the issue 

 

• If resolved, 
you’re finished 
 

• If not, go to 
Level 3 

 • If resolved, 
you’re finished 
 

• If not, go to 
Level 5 

  

 

• If resolved, 
you’re finished. 
 

• If not, go to 
Level 2. 
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PROVIDER ISSUE RESOLUTION ACTION FORM 
 
 

Describe the issue needing resolution 

 

 

Level 1 Action    Date taken: Level 2 Action    Date taken: 

People involved: 
 
 

People involved: 
 
 

Action taken: 
 
 
 
 
 

Action taken: 

Issue resolved? Yes or No Issue resolved? Yes or No 

 

Level 3 Action    Date taken: Level 4 Action    Date taken: 

People involved: 
 
 

People involved: 
 
 

Action taken: 
 
 
 
 
 

Action taken: 
 

Issue resolved? Yes or No Issue resolved? Yes or No 

 

Level 5 Action    Date taken: Level 6 Action    Date taken: 

People involved: 
 
 

People involved: 
 
 

Action taken: 
 
 
 
 
 

Action taken: 

Issue resolved? Yes or No Issue resolved? Yes or No 
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LIVING THE FOUR AGREEMENTS 
(Adapted from The Four Agreements by Don Miguel Ruiz) 

 

1. Be Impeccable with Your Word—Speak with integrity. Say only what you mean. 

Avoid using the word against yourself or to gossip about others. Use the power of the word 
in the direction of truth and love. Convey accurate information. Avoid miscommunication. 

 

2. Don’t Take Anything Personally—Nothing others do is because of you. What others 

say and do is a projection of their own reality, their own dream. When you are immune to the 
opinions and actions of others, you won’t be the victim of needless suffering. Fulfill your role. 
Don't get knocked off-balance. Stay centered. 

 

3. Don’t Make Assumptions—Find the courage to ask questions and to express what 

you really want. Communicate with others as clearly as you can to avoid misunderstandings, 
sadness, and drama.  With just this agreement, you can completely transform your life. 
Check for understanding. Follow through to assure proper execution of actions. 

 

4. Always Do Your Best—Your best is going to change from moment to moment; it will be 

different when you are healthy as opposed to sick. Under any circumstance, simply do your 
best; and you will avoid self-judgment, self-abuse and regret. Be accurate with details. If you 
don't know the answer to a question, admit it, seek answers, and get back to the requester of 
the information. 

 
 

KEEPING A DISAGREEMENT FROM BECOMING AN ARGUMENT 
(Adapted from Bits and Pieces, The Economics Press, Fairfield, N.J.) 

 

1. Welcome the disagreement—Remember the slogan, "When two partners always 

agree, one of them is not necessary." If there is some point you haven't thought about, be 
thankful if it is brought to your attention. Perhaps the disagreement is your opportunity to be 
corrected before you make a serious mistake. 
 

2. Distrust your first instinctive impression—Our first natural reaction in a 

disagreeable situation is to be defensive. Be careful. Keep calm and watch out for your first 
reaction. It may be you at your worst, not your best. 
 

3. Control your temper—Remember that you can measure the size of a person by what 

makes him/her angry. 
 

4. Listen first—Give the other person a chance to talk and let him/her finish. Do not resist, 

defend, or debate. This only raises barriers. Try to build bridges of understanding. Don't build 
higher bridges of misunderstanding. 
 

5. Look for areas of agreement—When you have heard the other person out, dwell first 

on the points and areas on which you agree. 
 

6. Be honest—Look for areas where you can admit error and say so. Apologize for your 

mistakes. It will help disarm the other person and reduce defensiveness. 
 

7. Promise to think over and study others' ideas carefully—and mean it. 
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MASTERING THE ART OF GENTLE PERSUASION 
 

Twelve Ways to Win People to Your Way of Thinking 
(Adapted from How to Win Friends and Influence People by Dale Carnegie) 

 

1. The Only Way to Get the Best of an Argument is to Avoid It—An argument 
is 90% emotion and 10% nonsense.  A mature leader avoids an argument as 
he/she does a losing proposition. 

 

2. Show Respect for the Other Person’s Opinion.  Never say, “You’re 
Wrong”—This is a direct insult to a person’s intelligence.  It causes rancor and 
shrinks the channel of communications.  Respect the other person’s opinion 
and simply ask why he/she feels that way. 

 

3. If You are Wrong, Admit It Quickly and Emphatically—A mature and self-
assured leader shows these qualities by following this principle. 

 

4. Begin In a Friendly Way—If we don’t, winning others to our way of thinking is 
near to impossible. 

 

5. Get the Other Person Saying “Yes, Yes” Immediately—It’s important that 
everybody begin by agreeing on something.  Then, the challenging ideas will 
be more readily accepted. 

 

6. Let the Other Person Do a Great Deal of the Talking—Not only will they 
share information but might “talk themselves” into the decision you wanted in 
the first place! 

 

7. Let the Other Person Feel that the Idea is His or Hers—What is right, not 
who is right, is what is important.  By following this principle, you will be 
building another person’s confidence and willingness to share other valuable 
ideas. 

 

8. Try Honestly to See Things from the Other Person’s Point of View—
Another’s point of view is based on his/her view of the situation.  It’s possible 
that viewpoint is clearer than yours. 

 

9. Be Sympathetic with the Other Person’s Ideas and Desires—This is a sure 
way of keeping the channel of communications open. 

 

10. Appeal to the Nobler Motives—Experience has shown that most people will 
work very hard for ideals and the higher aims of society. 

 

11. Dramatize Your Ideas—A unique idea should have a “unique” package.  
Expressing your ideas in different, unexpected ways enhances its appeal. 

 

12. Throw Down a Challenge—Most of us have a competitive side.  Challenging 
us to action very often produces unexpected results. 
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TRANSFORMING PROBLEMS INTO SOLUTIONS & GOALS 
 

(Adapted from How to Stop Worrying and Start Living by Dale Carnegie) 
 
 

“Win-Win means that all solutions are mutually beneficial, mutually satisfying.” 
 

~ Stephen Covey, The 7 Habits of Highly Effective People 

 
Follow these Basic Steps for Effective Problem-Analysis 
 

1. Gather the facts  (Clarify)  
2. Analyze the facts  (Organize) 
3. Arrive at a decision—and then act on that decision  (Act) 
4. Monitor progress and adjust as necessary  (Realize Results) 

 

Answer the 5 Problem-Solving Questions 
 

1. What is the problem? 
2. What are causes of the problem? 
3. What are all the possible solutions?  
4. What is the best solution? 
5. What action(s) will you take? 

 

Vital Tips for Effective Problem-Solving 
 

• People: Separate people from the problem 

• Interests: Focus on interests, not positions 

• Options: Create solutions for mutual gain 

• Criteria: Insist on using objective criteria 
 

How to Separate People from the Problem 
 

• Perception 
o Don't blame others for your problem 
o Separate the symptoms of the problem from the personalities involved 
o Fears, even if ill-founded, are real fears and need to be dealt with  
o Don't assume you understand others’ intentions, based on your fears  

 

• Emotion 
o First recognize and understand emotions (theirs and yours) 
o Sincerely and genuinely acknowledge emotions and see them as valid 
o Remain calm and poised in the face of emotional outbursts 

 

• Communication 
o Always check for mutual understanding since others will almost always hear 

something different from what you are saying 
o In exploring solutions, focus attention on solving the problem, not on the 

personalities 
o Deal with people as human beings and with the problem on its merits 
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TRANSFORMING PROBLEMS INTO SOLUTIONS & GOALS 
 

 
“A problem well stated  

is a problem half solved.” 
 

~ Charles Kettering 

 
 

1.  What is the problem? 

 

 

 

 
 

2.  What are causes of the problem? 

 

 

 

 
 

3.  What are all the possible solutions? 

 

 

 

 
 

4.  What is the best solution? 

 

 

 

 
 

5.  What action(s) will you take? 
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