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1. Introduction 

This Agreement sets out in specific and measurable terms the deliverables of services to be 

provided, problem resolution, delivery roles and responsibilities for the services and the 

duration and administration of the Agreement. 

 

1.1. Purpose and Scope of Service Level Agreement 

This Service Level Agreement (SLA) recognises the business relationship that exists 

between the Mayor and Burgesses of the London Borough of Havering/London 

Borough of Havering (working under the brand name of ‘oneSource’ and hereafter 

referred to as ‘the Service Provider’ and ‘the Client’.  Its purpose is to enhance this 

relationship by defining the levels of service required.  Unless specified otherwise, all 

services documented in the Terms & Conditions and signed SLA are included. 

 

The body of the SLA documents the terms and conditions of the agreed services.  Any 

extended or additional services requested require negotiation and documentation in the 

appropriate Schedule. 

 

1.2. The Parties 

The Service Provider of the services: 

 

THE MAYOR AND BURGESSES OF THE LONDON BOROUGH OF HAVERING whose 

office is at Town Hall, Main Road, Romford, RM1 3BD (“Service Provider”);  

 

OR 

 

THE MAYOR AND BURGESSES OF THE LONDON BOROUGH OF NEWHAM whose 

office is at 1000 Dockside Road, London, E16 2QU  (“Service Provider”);  

 

and The Client for services 

as detailed in the signed SLA Agreement and contract specification document, 

hereinafter referred to as the “Parties”. 
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2. Description of Services Provided 

Services provided by the Service Provider to the Client under this SLA include both Monthly 

Contracted and Ad Hoc Services as defined below: 

 

Agreed Services 

 

Relationship Management 

 Between the Service Provider and the Client; 

 

Contract Management 

 Management and administration of the agreed contract. 

 

Additional Services 

Any services not listed under the Agreed Services are out of scope of this SLA.  If the Client 

requires any additional services then these services will be negotiated and agreed upon on 

an individual basis.  If they are services required on an ongoing basis then they will be 

documented in the appropriate Schedule of this Agreement. 

 

The remainder of this document details the level of Agreed Services to be provided. 

 

2.1. Service Level Management 

Delivery of the agreed services will be managed via the Service Provider Officer’s details 

as detailed in the signed SLA Agreement and contract specification document.  

 

Details of the agreed services, service level management process and related metrics are 

detailed in the signed SLA Agreement and contract specification document. 
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3. Term of Service Level Agreement 

This SLA will be in place for the duration of the agreement as detailed in the signed SLA 

Agreement and contract specification document between the Parties.   

 

3.1. Service Level Agreement Review Process 

Due to the nature of the SLA it is recognised by the Parties that the SLA should be reviewed 

regularly to ensure that the expectations of all Parties are being met.  The effectiveness and 

accuracy of the SLA will be reviewed.  In addition an assessment will be made as to the 

accuracy of specified services to ensure a true reflection of actual activities being 

undertaken. 

 

The SLA may be reviewed at any time at the request of either party. 

Circumstances that can lead to a review include: 

 A significant change in the level of service required; 

 Fundamental changes that affect the Provider’s ability to deliver the stated 

services; 

 Fundamental changes in the Client’s business model. 

 

Reviews will cover: 

 Services being delivered and their appropriateness; 

 Appropriateness of frequency measures; 

 Roles and responsibilities of both Service Provider and Client; 

 Assessment of services against Key Performance Indicators; 

 

3.2. Variations to the Service Level Agreement 

The SLA needs to remain relevant to the business needs of the Client.  Accordingly changes 

in processes and/or technology mean that the SLA needs some flexibility to keep pace with 

such changes.  Therefore should this document require changing or updating prior to the 

specified review periods, initial negotiation of the required change should occur through 

notification and acceptance of either party to the agreement.  Formal sign off on revised 

agreements will be between the Service Provider and the Client SLA representatives.  

 

3.3. Termination of the Service Level Agreement 

Termination of this SLA will be in accordance with the terms of the agreement. 

Parties will be responsible for developing a disengagement plan. 
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4. Customer Relationship 

The Authorised Representatives for the Parties: 

 Servicer Service Provider– as detailed in the signed SLA Agreement and contract 

specification document 

 The Client - as detailed in the signed SLA Agreement and contract specification 

document 

 

4.1. Dispute Resolution 

The parties to this SLA agree to work together in good faith to resolve any matter requiring 

their direction or resolution. 

 

Problem Resolution 

In the event of a dispute arising out of or relating to this Agreement, including any 

question regarding its existence, validity or termination, the Councils/Organisations 

shall seek settlement of that dispute by negotiation. The aggrieved Party shall notify the 

other in writing of the nature of the dispute with as much detail as possible about the 

deficient performance of the other.  

 

Should any dispute arise as to the interpretation of this agreement, or any other matter 

relating to the Service Provision, it shall first be considered by the Parties authorised 

representatives who, in the absence of an agreement, must refer it to the appropriate 

Directors or Chief Executive who will meet together to resolve the issue. 

 

The appropriate Director or Chief Executive of each of the Councils/Organisation shall 

meet in person or communicate by telephone, to facilitate an agreement within five 

business days of a written notice by one to the other. If the dispute cannot be resolved 

within a further five business days, or if the agreed upon completion dates in any 

written plan of corrective action are exceeded, either party may proceed as provided 

below. 

 

In the event of a failure to resolve issues, the matter will be referred to the Legal 

Services within each Council/Organisation for joint resolution. 

 

4.2. Client Responsibilities 

These include: 

 Provide timely replies/responses to queries in resolving issues; 

 Responsibility for all goods located on the client’s site, whether in use or not, lies 

with the Client;  

 Provide reasonable advance notice to the Service Provider for new work requests so 

they can be scheduled for the appropriate resource; 

 Adhere to the Client’s policies and procedures as detailed in the following 

documents: 

o Operational Guidelines; 

o This SLA. 

 Conform to agreed Change Control procedures when planning for or implementing 

changes or requesting new work in relation to this SLA; 
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 Ensure that appropriate back-to-back service level agreements exist for 3rd party 

support contracts that have not been assigned to the Provider, but may impact 

service levels; 

 Establishing appropriate disaster recovery and business contingency plans with the 

Provider. 

 

4.3. Service Provider Responsibilities 

These include: 

 Deliver contracted services to the agreed service levels; 

 Adhere to the Client’s  policies and procedures as detailed in the following 

documents: 

o Operational Guidelines; 

o The SLA. 

  



 

6 
SLA Terms & Conditions forming part of the SLA Agreement and Contract Specification 

5. Service Delivery 

 The Service Provider shall provide the Services to the Client, subject to the 

provisions of the SLA. 

 At the commencement of the Services, the Service Provider shall submit to the 

Client a specification for the Services. The specification shall specify the Services to 

be undertaken, the time estimates for the provision of the Services and the fees 

payable (“Specification Document”). 

 The Specification Document may be varied, or added to, from time to time, in writing 

and signed by both Parties. The changes shall be clearly identified, together with the 

additional or different level of fees to be paid by the Client. 

 The Service Provider will ensure that all service delivery outputs are delivered in a 

timely, accurate and consistent manner.  All outputs will be delivered in accordance 

with the specified service levels as outlined in the Appendices.   

 The Client will deliver accurate and timely inputs to enable the Service Provider to 

deliver the services in the most effective manner possible.  

 Parties will raise any issues in relation to provision of information or services so that 

these can be addressed promptly. 

 

5.1. Quality Control 

Any concerns regarding the quality of services should be escalated to the respective party’s 

SLA representative. 

 

The quality of services delivered under the SLA will be monitored annually.  Procedures are 

in place to ensure the stated services are maintained to meet agreed measures and targets.  

Any deficiencies identified between the agreed services and those delivered will be 

addressed immediately.  Feedback on the services received will be monitored in the 

following ways: 

 Discussions between the day-to-day contacts;  

 Escalation discussions; 

 Advice and suggestions from Client staff members. 

 

5.2. Continuous Improvement 

Whilst the SLA outlines levels of service the intent of the Service Provider is to provide a 

service subject to continuous improvement processes, incorporating feedback from both the 

Client and the relevant 3rd Party Suppliers.  Parties will actively seek opportunities to 

enhance service delivery ensuring that the Client is always receiving optimum service. 

 

5.3. Service Level Measurement 

Appendix B of the SLA Agreement and contract specification document contains a list of the 

agreed measures and targets to be met in providing the stated services.  Reporting is carried 

out as required. 
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6. Pricing 

All costs associated for all agreed services will be in accordance with the Cost Schedule of 

the SLA. 

 

6.1. Payment 

All payments for the agreed services will be managed in accordance with the SLA. 

 

Payment of the Fee for the Services shall be made within 30 days of the date of invoice. 

 

All amounts stated are exclusive of VAT and/or any other applicable taxes or levy, which 

shall be charged in addition at the rate in force at the date any payment is required from the 

Client. 

 

  



 

8 
SLA Terms & Conditions forming part of the SLA Agreement and Contract Specification 

7. Definitions 

For the purposes of the SLA, the terms applied in this document are defined as follows: 

 

 The Client – as detailed in the signed SLA Agreement and contract specification 

document; 

 Operational Guidelines – means the guidelines referred in the Specification 

document if applicable; 

 In-scope Services – all services that are covered within the scope of the 

agreement, and specified in the attached Schedules; 

 Service Levels – means the standards and measures for the services as agreed by 

all parties; 

 Schedule – means the schedules identified and located as part of the agreement; 

 Normal Working Day (NWD) – defined as any day of the week other than a 

Saturday, Sunday or public holiday in the locations where services are provided, 

between the specified support hours; 

 Public Holiday  (PH) – defined as a national or state public holiday; 

 Services – means the services as listed in Appendix B;  

 Confidential Information – Includes all information of a confidential nature 

regarding the previous, current or future business interests, operations or affairs of 

either party or any of its related corporations or of any person or entity with which 

either party may deal or e concerned. 
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8. Warranties, liability and indemnities 

8.1  The Service Provider warrants that it will use reasonable care and skill in performing 

the Services. 

 

8.2 If any part of the Services is performed negligently or in breach of the provisions of 

this SLA then, at the request of the Client, the Service Provider will re-perform the 

relevant part of the Service 

 

8.3 The Client shall be liable for and shall indemnify the Service Provider against all 

actions, claims, costs, expenses and liabilities arising under statute or common law 

from injury to or the death of any person and/or the loss of or damage to any 

property, or any other financial loss insofar as they arise from matters pertaining to 

this agreement (except and to the extent that such actions, claims, costs, expenses 

and liabilities may arise solely out of the act, default or negligence of each of the 

relevant Party, its employees or agents). 

 

8.4 Each of the Parties shall effect and maintain appropriate insurance policies with a 

reputable insurer in such sum as is deemed prudent for the purposes of this SLA, 

which must include Public Liability, Employers Liability and Professional Indemnity. 

 

8.5 Each of the Parties acknowledges that, in entering into this SLA, it does not do so in 

reliance on any representation, warranty or other provision except as expressly 

provided in this SLA, and any conditions, warranties or other terms implied by statute 

or common law are excluded from this SLA to the fullest extent permitted by law. 

Nothing in this SLA excludes liability for fraud. 

 

 


