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1. Agreement Overview 
 
This Agreement represents a Service Level Agreement ("SLA" or "Agreement") between Softcat and Defra Group for 
the provision of Multidisciplinary Consultancy Services. This Agreement remains valid until superseded by a revised 
agreement mutually endorsed by both parties. This Agreement outlines the parameters for all Consult 18: 
Multidisciplinary Consultancy Services covered as they are mutually understood by the primary stakeholders. 
 
The Framework terms and conditions (including the specification of service) will apply in all instances, unless 
specifically agreed otherwise by both parties within this document. 
 
2. Goals & Objectives 
 
The purpose of this Agreement is to ensure that the proper elements and commitments are in place to provide 
consistent C Consult 18: Multidisciplinary Consultancy Services to the Customer by the Supplier. The goal of this 
Agreement is to obtain mutual agreement for Multidisciplinary Consultancy Services provision between the Supplier and 
Customer. 
 
The objectives of this Agreement are to: 

• Provide clear reference to service ownership, accountability, roles and/or responsibilities. 
• Present a clear, concise and measurable description of service provision to the customer. 

 
3. Stakeholders 
 
The primary stakeholders from the Supplier and the Customer will be responsible for the day-to-date management of 
the Agreement and the delivery of the service. If different from the Authorised Signatory details listed on page 1 of this 
Agreement, please provide the names of the primary stakeholders associated with this SLA.  
 
Multidisciplinary Consultancy Services Supplier Contact:  
 

  
 
 
Multidisciplinary Consultancy Services Customer Contact:  

 
 
4. Periodic Review 
 
This Agreement is valid from the 3rd October 2022 outlined herein and is valid until the 30th December 2022 as agreed.  
 
 





pskrishnan
Pencil
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G. Invoicing 

Please detail any specific invoicing requirements here 
Invoices can be submitted upon confirmation of satisfactory completion of the above phases, by the contract 
manager.  
The invoices must include the purchase order number (to be supplied) and should be submitted to 

  
 

 
H. Complaints/Escalation Procedure 

The standard procedure is detailed below 
In the first instance, the Customer and Supplier should work together and attempt to resolve any issues locally. 
Should this approach fail to result in a satisfactory outcome for the Customer, the issue should be escalated to NHS 
SBS. NHS SBS will then attempt to resolve the issue to the satisfaction of the Customer. Should this approach not 
result in a satisfactory outcome, the Customer may decide to terminate the Service Level Agreement. 
 

 
I. Audit Process 

Please detail any Customer audit requirements 
Customer does not wish to conduct an onsite audit due to the short sprint of this work, however the work and 
process may be audited by the NAO at any given time.  
 

 
J. Termination 

The standard procedure is detailed below 
Persistent failure by the Contractor to meet the agreed service levels as specified within the SLA may lead to the 
Contract being terminated or alternative Contractor(s) being appointed by the Customer to maintain levels of service  
 
Prior to termination the complaints and escalation procedure should be followed to attempt to resolve any issue. 
Should suitable resolution not be achieved, the Customer will be allowed to terminate the SLA immediately. 

 
 

6. Other Requirements 
 
Please list and agree the key requirements of the service 

 
Fortnightly progress and spend report 
 

 
 
A. Variation to Standard Specification 
Please list any agreed variations to the specification of requirements 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
B. Other Specific Requirements 
Please list any agreed other agreed requirements 
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PLEASE RETURN THE FINAL SIGNED COPY OF THIS DOCUMENT TO:  
nsbs.nhsbusinessservices@nhs.net  




