
Standard Deduction or Chargeback – SHTG 

Dispute Management Process Flow Job Aid 
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Should Case Be 
Rejected?

Customer Deduction 
or Chargeback Rec’d  

with Payment

Create case.  Assign 
to Prod Associate for 

Authorization/
Approval to Proceed

Yes

Update Case / Re-
assign to AR for 

Collections or Voiding 
of the Case

Should Case Be 
Voided?

Yes

No

Inform customer.  
Update Case to 

Pending Collections 
Status Until Payment 

Received

Post Payment / 
Update Case / 

Assign to DM Team 
for Close Review

No

FCS or Freight 
Claims?

Yes

No

Update Case / Post 
Liability Acceptance / 

Assign to AR for 
Customer Credit Memo

Post Customer Credit 
Memo / Clear Disputed 
Item / Update Case / 

Assign to DM Team for 
Liability Distribution

Post Vendor Credit 
Memo or P&L JE / 

Update Case / Assign 
for Close Review

Review Case / 
Correction Needed?

No

Yes

Assign Case to 
Appropriate User to 

take Corrective Action.  
Once Complete, 

Review Case

Close Case

REFER TO FCS 
OR FREIGHT 

CLAIM 
PROCESS 

FLOWS

Update Case Notes.  
Void Case.



Frozen Cost Sheet – From Accounts Receivable - SHTG

Dispute Management Process Flow Job Aid
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Customer Deduction 
or Chargeback Rec’d  

with Payment

Create case.  Assign 
to Prod Associate for 

Authorization/
Approval to Proceed

Reviews Case.  
Determines FCS 
needed. Update 

case.

Complete 
FCS form

Attach FCS Form and 
Any Required 

Approvals to Case

Update Case.  
Assign to DM Team 

for Processing

Post Customer Credit 
Memo / Update Case / 

Assign to AR for Clearing

Clear Disputed Item / 
Update Case / Assign to 

DM team for Close 
Review

No

Yes

Close Case

Review Case / 
Correction Needed?

Assign Case back to 
person to take 

corrective action.  
Once complete, 

review case

Review FCS Form.  
Form Complete?

Yes

No

Update Case / 
Reassign to Production 

Associate for form 
correction

Correct Form as 
Needed.  Attach 
Corrected Copy.



Frozen Cost Sheet – Vendor – SHTG

Dispute Management Process Flow Job Aid
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Receive 
Notification of 
Discrepancy 

or Identify 
Error

Complete Frozen 
Cost Sheet 

Form / Obtain 
Approvals as 
Necessary

Review Form.  
Correction Needed?

Revise Form.  
Resubmit.

No

Create Dispute Case 
From Details in the 
FCS Form / Attach 

Form

Submit Form 
to HK 

Finance for 
Processing 
via E-mail

Post Vendor Invoice -
Credit Memo / Update 

Case / Submit for 
Close Review

Clear Variance with 
Vendor Posting as 

Applicable

No

Yes
Review Case / 

Correction 
Needed?

Close Case

Assign Case back to 
person to take 

corrective action.  
Once complete, 

review case

Yes



Standard Deduction – Freight Claim - SHTG

Dispute Management Process Flow Job Aid
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Yes

No

Yes

Customer Deduction 
or Chargeback Rec’d  

with Payment

Update Case with 
Freight Claim# / Re-

assign to AR in 
Pending Freight Claim 

Status

Assign Case back to 
person to take 

corrective action.  
Once complete, 

review case

Create case.  Assign 
to Prod Associate for 

Authorization /
Approval to Proceed

Close Case

Review Case / 
Correction Needed?

Review Case.  
Determination Made 
Freight Claim Should 

Be Filed

EXISTING 
FREIGHT 
CLAIMS 

PROCESS - OUT

EXISTING 
FREIGHT CLAIMS 

PROCESS – IN
(Instruction to Post 

Credit Memo)

Post Credit Memo / 
Update Case / Clear 

Dispute Item

Update Case / Assign 
to DM Team for Close 

Review


