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Not Applicable Extension expiry date 

 
 

 

Link: IT Solutions 2 (Digital Workplace Solutions) 
Order Form (SLA) 

 
 
 

 
Framework Reference: SBS/19/AB/WAB/9411 

Framework Start Date: 10 August 2020 

Framework Max End Date: 09 August 2024 

Maximum Call Off Duration: 5 years with an option to extend for a further 24 months 

NHS SBS Contacts: nsbs.digital@nhs.net 

 

Service level agreement details 
 

This Service Level Agreement (SLA) is between the following parties and in accordance with the Terms and 
Conditions of the Framework Agreement and any agreed Supplementary Agreements. 

 

Supplier Specific Reference: SBS/19/AB/WAB/9411 SBS23-279 VM Ware Horizon Renewal 
 

 

 
Period of the Service 
Level Agreement (SLA) 

Effective Date 03/04/2024 

Expiry Date 02/04/2025 

Completion Date (if 
applicable) 

Date Not Applicable 

 

This SLA allows for the Customer to extend until the following date: 
 

 
 

Unless otherwise agreed by both parties, this SLA will remain in force until the expiry date agreed above. If no extension/renewal is 
agreed and the Customer continues to access the Supplier’s services, the Terms and Conditions of the Framework Agreement and 
any agreed Supplementary Agreements shall apply on a rolling basis until the overarching Framework Agreement expiry date. 

 

Completion date is not the date by which all obligations under the SLA have to be discharged, but the date by which 'practical 
completion' must be certified. 
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g) Insurance 
The insurance policy for the contract required is detailed below 

 
 

h) Buyers Responsibilities 
Please list the areas that the buyer is responsible for: 

 
 

i) Key Performance Measures 

 
 

j) Audit Process 
Please detail any Customer audit requirements 

 
 

7. Other Requirements 
Please include any additional requirements that are not outlined above 

 
 

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 

 
Not Applicable 

Not Applicable 

Not Applicable 

Customer does not wish to conduct an onsite audit 

NECS Staff will regularly review KPIs based on response and resolution times outlined in the terms of the support 
contract, performance concerns will be raised directly via the dedicated Phoenix Account Manager. 

Not Applicable 

Employers liability insurance with a minimum limit of £1,000,000 or any higher minimum limit required by Law. 
Professional indemnity insurance will have a minimum limit of indemnity of £1,000,000 (and as required by Law). 






