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[bookmark: _Toc358648068]Service Level Agreement (SLA)
Student Block Insurance – ITT18-008
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 Student Block Insurance 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 Insurer providing Student Block Insurance to the University.
‘Services’ refer to the Student Black Insurance cover and delivery of the appropriate customer service in support.

SERVICE STANDARDS
1. Online enquiries will operate a service between a minimum of Monday to Friday, 0900 to 1700
2. The Supplier agrees to operate a Claims service (online) 24 hours a day, 7 days a week.
3. General queries / complaints from the University, to be responded to within 1 working day.  
4. If the query / complaint cannot be resolved within 1 working day, a clear escalation process and expected timeframe for resolution will be given.
5. Updates will be provided every 2 working days giving a progress status until closed.
6. Any query / complaints will have an agreed resolution within 1 working week and closed within 2 working weeks.
7. The University will provide the Supplier with whatever co-operation the Supplier may reasonably require including but not limited to:
· Suitable support in relation to either an enquiry or claim 
· Full disclosure of all circumstances giving rise to any query / complaint
· Co-operation of University staff

MANAGEMENT INFORMATION
8. The Supplier agrees to provide a dedicated single point of contact to be responsible for the Supplier’s management of this Contract.
9. The Supplier will provide the University with a report on annual basis and prior to scheduled contract review meetings.  The report will detail the following:

· [bookmark: _GoBack]Number of claims for the previous academic year;
· Monthly claims updates to the University;
· Details of claims vs time taken to resolve them;
· Details of any claims deemed fraudulent and what actions have been taken as a result;  
· Details of which additional cover has been taken broken down into type of cover purchased.

INVOICING
10. The University will provide the Supplier with student numbers in its accommodation by the end of October in each academic year allowing the Supplier to issue an invoice for that academic year. 

11. Payment of invoice(s) will be in line with the standard terms and conditions of the University which are set at 30 days from receipt of a valid invoice.
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