SERVICE LEVEL AGREEMENT
This document is an SLA negotiated with a major print management vendor in the UK, and its purpose is to demonstrate the scope of a fairly extensive SLA. 
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2. Introduction

2.1 Background

2.1.1 The Customer has nominated The Supplier as its preferred print supplier. The Supplier will work closely with authorised personnel, to develop and maintain an effective print procurement process. The Supplier should take full ownership of the Agreement, displaying a confident pro-active and innovative process, to reduce the wastage and administration burden associated with print procurement and management.

2.2 Purpose

2.2.1 The purpose of this document is to provide operational guidelines, outlining the Service Levels that The Supplier and The Customer have agreed to ensure that high standards are consistently met, and enhanced through a policy of continuous improvement.

2.3 Scope

2.3.1 The areas covered by this Service Level Agreement are:
Service levels – one-off print items, print stock items, packaging / labelling / delivery and service measures, customer service and support, staff availability and responsiveness, invoices, management information, competitiveness, conformance, value added and proactive management, management of change in style / format / re-branding.

Management Reviews.

Key Performance Indicators.

2.4 Terms of Reference

2.4.1 It should be noted that this document attempts to regulate the operational interfaces between the two companies, and this Service Level Agreement (and all matters herein dealt with) is for the purposes of ensuring correct standards are maintained to The Customer’s satisfaction.

2.4.2 Any corrective actions raised as a result of a deficiency of this Framework Agreement, will not be treated as a current ‘Customer Complaint’. Both The Customer and The Supplier agree to:

(A) Provide sufficient access and facilities to allow nominated representatives from either Company to audit the Agreement; 
(B) Nominate an Authorised Representative, who will act as the focal point for escalating corrective actions and quality issues. The identity of the Authorised Representatives may change over the course of the contract.   
2.5 Process

2.5.1 The Supplier will provide The Customer with print management services for any print related items required from time to time, but for the avoidance of doubt this is not a sole supply agreement. This will be achieved by utilising The Supplier’s facilities, specialist trade factories, warehousing, and management facilities.
The location of The Supplier’s storage site is:

The Supplier
<address>
<telephone number>

The location of The Supplier’s production site is:

The Supplier
<address>

<telephone number>
3. SERVICE LEVELS

3.1 One-off Print Items

One-off print items are specialised printed items that are for a particular purpose, and are unlikely to be reprinted or held in stock.

3.1.1 Aim

(A) To liaise on an ad hoc basis with all parties concerned offering advice, costing and supply of any bespoke print requirements

3.1.2 Approach to task

(A) The Supplier will advise on The Customer's bespoke requirements, offering a complete range of print and print related manufacturing options.

(B) Each request will be fully quoted with consideration to budget and lead time.
(C) The Supplier will liaise with authorised personnel on all aspects of design and artwork.
(D) The Supplier must be in receipt of a fully authorised purchase order from authorised personnel before any work can commence, unless exceptional requirements and time pressures make this unworkable.

(E) When requested, a proof will be provided to the authorised personnel. This will be in accordance with the lead-time set in the Order. Once approved, at least one signed-off copy should be returned to The Supplier.

(F) Once agreed The Supplier will oversee the production, ensuring the request is fulfilled to the standards set, and production method agreed.

3.1.3 Quotations

(A) Within twenty-four (24) hours of receipt of The Customer quotation request, The Supplier will supply quotations, and within twenty-four (24) hours of receipt of an Order, The Supplier will respond as to whether it can comply with the Order, and with confirmation of the price.

3.1.4 Lead Times and Delivery Dates

(A) Lead Times / Delivery Dates for one-off print requests will be agreed at the quotation stage, and unless The Supplier states otherwise at the quotation stage, the Delivery Date stated in the Order will be met.

(B) The Supplier will advise of any revised schedule, should the authorised person not be able to provide artwork, purchase order, or proof agreement as detailed at the outset.

(C) The Supplier will advise a revised Lead Time / Delivery Date should there be a change in specification, or quantity required.

3.2 Print Stock Items 

3.2.1 Aim
(A) To manage the ordering, supply and stock control of all print that is held in stock, within the parameters set out and agreed by The Customer.

3.2.2 Approach to task

(A) The Supplier will receive orders by fax, email, telephone or face-to-face.

(B) The Supplier will ensure all orders provide the necessary cost centre, where applicable. In addition to this, The Supplier will ensure correct authorisation/approval has been gained for all requests.

(C) All queries will be raised within twenty-four (24) hours of receipt of order with the appropriate authorised personnel. The Supplier will advise on all matters relating to the product range, product codes, unit of measure and unit cost.

(D) For any new items requested, The Supplier will collate all relevant information from the authorised personnel, and agree stock holding and reporting requirements. This should be carried out within forty-eight (48) hours of the request.

(E) The Supplier will be responsible for ensuring stock levels are held at a level in keeping with recent product history, to maintain available stock for next day delivery. Stock levels will be agreed at the time of ordering, and will generally reflect a three (3) month usage, thereby reducing liability for redundant items, in the event of a re-branding/re-launch exercise.

(F) Stock will be financed by The Supplier and invoiced only upon delivery, or if the stock becomes redundant (only stock that has been previously agreed either by Order or an agreed stock level). The Customer will not be liable for any stock held that is over the three (3) month period.

(G) The Supplier will be responsible for ensuring that all stock conforms with the corporate guidelines set and agreed by The Customer.

3.2.3 Lead Times

(A) For all stock requests received before 16:00 hours, Monday to Friday, delivery will be made on the following working day

3.3 Packaging, Labelling, Delivery and Service Measures

3.3.1 Packaging and Labelling

(A) The Supplier will ensure all goods are packed securely, to ensure that with all reasonable handling, the product arrives in good order at the point of delivery.

(B) The product will be consistently packed, observing correct units of measure.

(C) Each package will be clearly labelled with:

· Product Description
· Product number
· Delivery Location
· Requisitioner 
· Quantity

3.3.2 Delivery

(A) The Supplier will deliver consignments within the hours of 09:00 and 17:30 unless by prior agreement. The delivery address will be indicated on the order.

(B) Each request will be supported by a delivery note detailing

· Product Description
· Product number
· Delivery Location
· Requisitioner
· Quantity

(C) Once the delivery is complete, proof of delivery details should be sent through to the authorised person. Hard copy should be archived for future reference.

3.3.3 Service Measures

(A) Appropriate records will be maintained for monitoring performance and compensation. The Parties agree that all compensation will be in the form of service credits.
(B) All deliveries of Goods will be deemed Business Critical. Failure to deliver by the agreed Delivery Date will result in an automatic fifty per cent (50%) reduction from the cost of the relevant Order. If The Supplier fails to deliver within twenty-four (24) hours after the agreed Delivery Date, The Customer will be entitled to a one hundred per cent (100%) reduction from the cost of the relevant Order. 

(C) The parties acknowledge and agree that such reductions are a genuine pre-estimate of the Customer’s loss in the event of delay. 
(D) If The Supplier fails to deliver any Goods by the agreed Delivery Date on three or more consecutive occasions, The Customer will be entitled to treat such failure as a material breach of the relevant Order (incapable of remedy) for the purposes of the Framework Agreement.
3.4 Customer Service and Support

3.4.1 Aim

(A) To provide professional support to The Customer’s authorised personnel, demonstrating the required expertise in all print areas.

3.4.2 Approach to task

(A) The Supplier will provide on-site customer support Monday to Friday (excluding statutory holidays) between the hours of 09:00 and 17:30.

(B) The Supplier will provide customer support by phone from the main manufacturing unit twenty-four (24) hours per day (excluding Christmas Day).

(C) All staff will have an advanced level of knowledge of The Customer contract requirements and corporate guidelines, and be able to offer advice whenever necessary.

(D) All staff will be fully conversant with all techniques and practices employed in the various stages of print and print production. This will extend to a complete understanding of the stock held, product codes, and requirements of The Customer authorised personnel.

3.4.3
The Supplier customer support team will:

(E) Strive to build a close working relationship with The Customer’s authorised personnel, thereby developing an understanding of their specific needs.

(F) Liaise with The Customer’s authorised personnel to ensure all orders are complete, and provide all the relevant details to allow accurate and effective recharging of the services.

(G) Be responsible for advising and managing all stages of the print production, from conception through to delivery.

(H) Give detailed feedback on the contract to authorised personnel at regular review meetings. This will provide the ideal forum for discussing any improvements that can be made to the service offered to The Customer.
3.4.4
Staff availability and responsiveness
(I) The Supplier must attend The Customer’s London site within four (4) working hours of a request to assist with complicated quotations.

(J) The Supplier must respond within two (2) working hours for any aspect of customer service.

3.5 Invoices
3.5.1 Aim

(A) To provide timely and accurate invoices.
3.5.2 Approach to task

(A) A monthly invoice will be presented to The Customer within fourteen (14) working days of the end of the month. 

(B) The invoices will provide the following information:

· Product description and quantity produced
· Quantity issued
· Purchase order number
· Details of Authorised Personnel

(C) The Supplier will ensure all Authorised Personnel are on The Customer's authorised list.

(D) All hard copy confirmation orders and delivery notes will be kept with The Supplier, and presented if and when required.

3.6 Management Information

3.6.1 Aim 

To provide an accurate report on the monthly activity of the contract, detailing the overall performance, and any statistical changes that may lead to future cost considerations. Based on information provided, The Supplier will advise The Customer of any cost saving or performance enhancing initiatives that may be implemented.

3.6.2 Approach to task

(A) The Supplier will capture all relevant data throughout the month to allow accurate recharging of cost. This will be in a format agreed with The Customer.

(B) The Supplier will produce two reports on a monthly basis as follows: (i) a report concerning work-in-progress (WIP) and (ii) a report concerning completed work.

(C) The Supplier will provide monthly billings, five (5) working days after the month end.

(D) The Supplier will provide usage reports on any items stored on behalf of The Customer. These will highlight monthly trends, increased/decreased usage.

(E) The Supplier will advise on any cost saving opportunities that may arise.

(F) The Supplier will monitor slow moving stock items and report accordingly. If an item becomes redundant, The Supplier will provide details of stock held, and any cost implications to The Customer.

(G) The Supplier will provide a concise performance report indicating the success rate against the contract SLA. 
(H) Should The Customer require further reports, The Supplier will where possible accommodate the request.

3.7 Competitiveness

3.7.1 Aim

(A) To maintain market competitiveness for all areas of print procurement and related items, in accordance with the terms and requirements of the contract or individual requests.

3.7.2 Approach to task

(A) The Supplier will monitor the market price to ensure all sub- contractors used in connection with The Customer contract clearly demonstrate they provide a value for money service.

(B) The Supplier will advise on any new manufacturing and/or distribution techniques, and their capabilities to meet the demands of the Customer contract. This will be substantiated by providing costing and sample products.

(C) Aided by reports produced detailing product activity, The Supplier and The Customer will review on a 6 (six) monthly basis, the cost of producing a set basket of products. Any deviance will be addressed in accordance with the contract. 
3.8 Conformance

3.8.1 Aim

(A) To ensure that all printed items conform to The Customer’s current agreed corporate guidelines.

3.8.2 Approach to task

(A) All requests for new/amended items should follow the correct authorisation procedure, and be approved in the first instance by the Customer’s authorised person for that area.

3.8.3 The Supplier will be responsible for quality assurance activities relating to the inspection of all items produced. 

3.8.4 The Supplier will supply and keep updated a print ‘reference book’ covering all printed items.

3.9 Value Added and Proactive Management

3.9.1 Aim

(A) To provide a value added and proactive management style, to assist The Customer with their print procurement activities.

3.9.2 Approach to task

(A) To have regular formal and informal meetings with the print procurement team, so that The Supplier keeps authorised personnel up-to-date with changes in the print market.

(B) By providing the services outlined in this document, The Supplier will bring added value and a proactive management style to the print procurement activities.

3.10 Management of Change in style/Format/Re-branding

3.10.1 Aim

(A) The Supplier will liaise closely with the authorised personnel and be actively involved in the management of any print changes within The Customer.

3.10.2 Approach to task

(A) By regular formal and informal meetings with authorised personnel, The Supplier will keep up-to-date with changes within The Customer.
4. MANAGEMENT REVIEWS

4.1 There will be a minimum of four monthly meetings following the Commencement Date, and thereafter four formal quarterly reviews per annum of this SLA. 

4.2 The review should as a minimum consist of the following:

4.2.1 Review of the performance statistics relating to each of the Orders under the Framework Agreement

4.2.2 Review of the SLA responsibilities and measurement methods

Simple and Transparent Performance Measurement and Fee Adjustment 

The Supplier’s SLA / fee adjustment measurement is based on a simple and transparent scoring profile, where The Supplier is penalized a point for non- compliance. This is captured and recorded online at the end of every project. 

The SLA will be formally monitored at the monthly Customer management meeting to review penalties incurred. At this stage The Supplier and the Customer will discuss the reason that led to the penalty, where the client then adjudicates if this issue warrants a penalty point. The penalty points are then calculated and reconciled against the below scoring matrix. The percentage calculation is then offset against the 4% management fee for all invoices that have a point attributed.

	Non-compliance points in month 
	Deduction of Fees for the Month

	0 – 10
	Nil

	11 – 20
	-1.25%

	21 – 30
	-1.75%

	31 – 40
	-2.25%

	41 – 50
	-2.75%

	51 – 60
	-3.25%

	61 – 70
	-3.75%

	71 – 80
	-4.25%

	> 81
	Review Contract


KEY PERFORMANCE INDICATORS (KPIs) FOR MEASURING THE SUPPLIER’S OPERATIONAL PERFORMANCE
The following KPIs will be hardcoded into The Supplier’s e-procurement tool. 

	Issue / measure
	KPI requirement

	Quote receipt:

% of quotes received within agreed timelines
	100%

	Final quote timeliness:

% of quotes received within two working days of  receipt of the final specifications from agency or client
	100%

	Final quote receipt:

% of projects / jobs conducted after a final quote
	100%

	Order confirmation receipt:

% of jobs started with order confirmation 
	100%

	Error free delivery:

% of projects delivered error free
	100%

	Operational delivery: 

% of deliveries in full, on time, in specification (DIFOTIS)
	100%

	Management Information timeliness and accuracy
	100%

	File copies:

% of projects / jobs where file copies received 
	100%

	Invoice accuracy and timeliness


	100%

	Brand Guidelines:

% of jobs produced within brand guidelines 
	100%


PARAMETERS TO BE MEASURED FOR THE PURPOSE OF IMPROVING OPERATIONAL PERFORMANCE
	Correctly requested templates
	How many requests for quotes were issued by The Customer or their agencies?
- % who did not complete template correctly? (This will help The Supplier identify training requirements among Customer staff)

	Amended final quotes
	How many final quotes were amended by The Customer?
- Cost impact?
- Reasons why?
- How many final quotes did The Supplier amend?
- Cost impact?
- Reasons why?

	Live jobs
	% of live jobs that changed (reasons why?) 

	Involvement
	% of projects where The Supplier was involved from the beginning?  Early involvement will help The Supplier improve unit cost and quality. 

	Confirmation / Go-ahead 
	% of projects where The Customer provided online go-ahead within 48 hours?
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