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Shared Business Services Limited Registered in England.  Registration No: 5280446 
Registered Office: Three Cherry Trees Lane, Hemel Hempstead, Hertfordshire HP2 7AH.   

Not Restricted 

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 /xx  

Period of the 
Service Level 
Agreement (SLA) 

Effective 
Date 

03/04/2025

Expiry
Date 

02/04/2026

Completion Date (if 
applicable) 

Date N/A

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

Extension expiry date N/A

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.  

Supplier SLA Signature panel 





© NHS Shared Business Services Ltd 2017                                                                                                                                  Page 3 of 8 

 

Not Restricted 

Table of Contents

1. Agreement Overview 
2. Goals & Objectives 
3. Contract Managers 
4. Periodic Review 
5. Service Requirements 

a. Products and/or Services Provided 
b. Price/Rates  
c. Total Value of Call-Off 
d. Business Hours 
e. Delivery Location 
f. Invoicing Methods  
g. Reporting 
h. Interoperability  
i. Response Timescales 

 
6. Supply Terms and Performance 

a. Supplementary Conditions of Contract 
b. Sub-Contracting 
c. Implementation and Exit Plan  
d. Complaints/Escalation Procedure 
e. Termination 
f. Force Majeure  
g. Insurance  
h. Buyers Responsibilities 
i. Key Performance Measures 
j. Audit Process 

 
7. Other Requirements 

a. Variation to Standard Specification 
b. Other Specific Requirements 

 
 
 
 







© NHS Shared Business Services Ltd 2017                                                                                                                                  Page 6 of 8 

 

Not Restricted 

DH1 3YG
 
Expected delivery before 31/03/2025. The supplier shall use reasonable endeavours to meet the expected  
delivery date. 

f) Invoicing Methods 
Invoices sent to: 0AR Payables – M265, P O Box 312, Leeds, LS11 1HP.
 
Supplier must invoice to match the PO format and value. 
All invoices should include the supplier specific reference. 
 
 

g) Reporting 
 

 NA 
 
 

h) Interoperability 
Please list any Approved Organisation equipment or solutions that will require interoperability: 

NA
 

i) Response Timescales 
Please list expected timescales for response/delivery of Goods and/or Services: 

 
e.g.  

Criticality of Service Request Action Timescale 
Critical Service Request (submitted to 
the Contractor before xxx hrs) 

Provide a quotation and delivery plan 
to the Approved Organisation By xxx hours the same day

Critical Service Request (submitted to 
the Contractor after xxx hrs)

Provide a quotation and delivery plan 
to the Approved Organisation By xxx hours the following day 

Critical Service Request Commence Critical Service Request 

Within xx days of the Contractor 
receiving formal notification to 
proceed 

Emergency Incident Response
Commence Emergency Incident 
Response Within xxx hours

 
 

6. Supply Terms and Performance 
 

a) Supplementary Conditions of Contract  
The terms of the NHS SBS Link: IT Solutions 2 Framework Agreement will supplement and complement the terms of 
any Supplementary Conditions of Contract. However, in the event of any conflict or discrepancy between the terms of 
a Supplementary Conditions of Contract and the terms of the Framework Agreement the terms of the relevant 
Supplementary Conditions of Contract will prevail, in the order it is listed below:  

There are currently no supplementary conditions to consider
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j) Audit Process 
Please detail any Customer audit requirements 

Customer does not wish to conduct an onsite audit.
 

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

 
N/A
 

a) Variation to Standard Specification 
Please list any agreed variations to the specification of requirements 

 
N/A 

b) Other Specific Requirements 
Please list any agreed other agreed requirements 

 
N/A




