easecontract performance

Joseph Bahingwire shows how service |eve| agreements
“provide companies with tools to assess and enforce ;

_ contractor performance.

Yenderers and suppliers should
always include Service Level

Agreements (SLA) in-every

contract for quality services from the
contractor or suppliers.

Service level agreements allow
contractors to propose and imple-
ment ways of achieving contract ob-
_]eCthES

John Mukasa, a procurement ex-
pert based in Kampala, says these are

-agreements with suppliers that define

the service they must provide and the
level of service to be delivered, and
which also set out responsibilities and
priorities.

“Service level agreements are con-
tractual obligations and are often
built into a contract in form of one or
more clauses or as an entire section,”
he says.

These can be used in any supplier
contract where a business’ ability to
meet its customer requirements is
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.dependent on the suppher It is, how-

ever, important that you are involved
in drawmg up the agreementtogether

In procurement, outsour ng the
vel ‘agreement . defiiies-the

‘boundaries of outsourcmg projects lnv

terms of functions and-services that

the service provider will deliver and
identifies the service standards that
the service provider must meet.
Dickson Musiime, another procure-
ment officer, says .the- agreements
should specify the consequences, for
failure to meet one or more service
levels by the outsourced service pro-

vider to avoid confhcts later on.

“If the service provider can add
significant value to customer’s busi-
ness, the customer should be willing
to share the extra value gained. Out-
sourcing is a partnership arrangement
in that the service provider delivers
business critical services to custom-
ers to enable customers to execute on
its business objectives,” he adds.

Such agreements play a very impor- -

tant role to guide the service provider
to understand customer’s business
requirements -and to monitor their
performance.

Therefore, having a comprehensive,
fair and effective SLA isakey toasuc-

SLA DEFINED
A service level agreement is
“apart of a standardised service
contract where a service is
formally defined and particular
aspects of the service scope,

- quality; responsibilities are
agreed between the service

- provider and the service user.
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