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OJEU17-010 Beverages and Ancillary Products
[bookmark: _Toc358648068]Service Level Agreement (SLA)

CONTRACT

1. Period of Agreement

1.1. This agreement will run from 01 July 2018 until 31 August 2022.

2. Price

2.1. Prices will be fixed for one year and reviewed at the start of the academic year;

2.2. Expenses are included in the price. No additional expenses will be payable to the Supplier;

SERVICE DELIVERY

3. Description of Services

3.1. This Service Level Agreement covers the provision of good and services to support the beverages provision across the University Estate. 

4. General Services

4.1. The Supplier will provide office cover from 8:00 to 17:00 Monday to Friday and provide cover outside of normal working hours via an Emergency Contact;

4.2. The Supplier will operate a telephone Helpdesk during the above office hours;

4.3. The Supplier will monitor the quality of work to ensure compliance with agreed standards;

4.4. The Supplier will comply fully with all relevant legislation and maintain appropriate Health & Safety management systems, which may be audited by the University periodically, including annual pressure testing;

4.5. The Supplier will maintain an order to delivery time of 48 hours Monday to Saturday;

4.6. Published products to be available at all times of year or alternative products to be provided at the same price;

4.7. Ongoing training and audits to be agreed and completed with the University;

4.8. Product data to be provided as requested.


5. Managing Queries, Comments and Complaints

5.1. There may be a number of queries, comments or complaints that arise from this Service Level Agreement and these will be subject to the following escalation process where it becomes necessary:

Stage 1 – Referred to the Helpdesk or Point of Contact
Stage 2 – Referred to the Account Manager
Stage 3 – Referred to the Area Manager or equivalent

6. Priority 

6.1. There may be occasions where the University requires an urgent response to a high-risk situation or potential issue;

6.2. The University has defined three priority levels as detailed below:

Priority 1 (P1) – Situation likely to cause widespread disruption to service provision and revenue
	Required response within 1 hour
	Required resolution within 12 hours

Priority 2 (P2) – Situation presents a moderate risk of disruption to service provision and revenue
	Required response within 4 hours
	Required resolution within 24 hours 

Priority 3 (P3) – Situation or issues which are unlikely to cause a high degree of inconvenience or risk but which could result in minor disruption 
	Required response within 24 hours
	Required resolution within 3 working days

7. Key Performance Indicators

7.1. Key Performance Indicators (KPIs) that we will monitor against the Service Level Agreement are listed below:

	Key Performance Indicators

	P2 and P3 callouts
	Respond within the required timescale
	97%

	P1 callouts
	Respond within 1 hour and resolve within 12 hours
	100%




7.2. Progress against the KPIs must be reported by the Supplier to the University on a monthly basis;

7.3. The frequency of this reporting is subject to review and amendment should the University require it.

8. Failure to Meet KPIs

8.1. Should the Supplier fail to meet the KPIs listed above on more than three occasions within a six month period, the University will engage in a Performance Improvement Plan to remedy any issues;

8.2. Should the Supplier’s performance not improve, the University reserves the right to invoke the Break clause and terminate the contract

MEETINGS

9. Contract Review Meetings

9.1. The Supplier will attend contract review meetings at Durham University on a six-monthly basis;

9.2. Attendance at contract review meetings will be at the Supplier’s expense;

9.3. [bookmark: _GoBack]The Supplier may be required to attend monthly operational meetings, which will be at the Supplier’s expense.
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