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[bookmark: _Toc358648068]Service Level Agreement (SLA)
EBS and F/T MBA Residential Activity - OJEU17-018
This SLA is a draft in principle and dependent on the chosen solution provided by the awarded supplier(s).  Where the chosen solution requires amendments to this SLA, they will be agreed prior to award of contract. 

GENERAL TERMS OF REFERENCE

‘Contract’ refers to the delivery of the EBS or F/T MBA Activity Centre(s) between the University and the Supplier. 
‘University’ means The University of Durham trading as Durham University, and all other subsidiary companies in the University of Durham Group.
‘Supplier’ refers to the successful EBS or MBA Residential Activity Centre provider(s) to the University.
‘Services’ refer to the delivery of the Residential Activity outcomes as part of the EBS or F/T MBA programme.

SERVICE STANDARDS
1. The Supplier must ensure that all course trainers / instructors are suitably qualified to deliver the range of activities required as part of this contract.
2. It is the responsibility of the Supplier to ensure that any and all equipment utilised for delivery of the MBA Activity Centres has received the appropriate safety checks (where applicable).
3. The Supplier agrees to provide a dedicated single point of contact to be responsible for the Supplier’s management of this Contract.
4. Changes to course trainers / facilitators should be communicated to the University no less than 14 days prior to any engagement with either the EBS and / or F/T MBA Activity Centre(s).
5. Changes to sub-contractors (if applicable) should be communicated to the University no less than 14 days prior to any engagement / involvement with either the EBS and / or F/T MBA Activity Centre(s).
6. Associated documentation (CV(s), certification, relating to any service changes should be supplied to the University within the 14 days prior to any engagement / involvement with either the EBS and / or F/T MBA Activity Centre(s) 



Customer Care
7. Out of hours / emergency helpdesk / customer service staff must be available between the hours of 10am and 4pm Saturday, Sunday and England Bank Holidays (where applicable).
8. General queries / complaints from the University, to be responded to within 1 working day.  
9. If the query / complaint cannot be resolved within 1 working day, a clear escalation process and expected timeframe for resolution will be given.
10. Updates will be provided every 2 working days giving a progress status until closed.
11. Any query / complaints will have an agreed resolution within 1 working week and closed within 2 working weeks.
12. The University will provide the Supplier with whatever co-operation the Supplier may reasonably require including but not limited to:
· Suitable time in advance of any forthcoming EBS or F/T MBA programme requirements
· Full disclosure of all circumstances giving rise to any query / complaint
· Co-operation of University staff

VENUE(S)
13. Any last minute change in venue should be communicated to both students and the University no later than 14 days in advance of the delivery date. Supporting information should be provided to the University to allow time to assess whether the change in venue meets the requirements of the Contract.

MANAGEMENT INFORMATION
14. The Supplier will provide the University with a report on annual basis and prior to scheduled contract review meetings.  The report will detail all calls logged in the period and will identify:

· Number of students attending versus the number of students booked
· Complaints (all types) received and timescales involved in resolving
· Number of accident(s), type of injuries dealt with and whether professional medical assistance was required  
· Any other reporting required by the University as part of this contract
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