SERVICE LEVEL AGREEMENT


Parties
This Service Level Agreement is between:

The Funeral Director: [legal name], [company number], [registered address]
The Supplier: [legal name], [company number], [registered address]
Together, the Parties.
Effective date: [insert date]
Term: From the Effective date until ended in line with the Termination section.

Purpose and Scope
This SLA sets out the services the Supplier will provide, the standards to be met, and how performance will be measured and managed.
Services covered:  A detailed description is in Schedule 1 Services.
Definitions
Business hours: [for example 09:00 to 17:00 Monday to Friday excluding bank holidays].
Out of hours: Any time outside business hours.
Incident: An event that disrupts or risks disrupting the services or the dignity and safety of any person.
Service credit: A financial credit or other agreed remedy applied when a service level is not met.
Services and Deliverables
· The Supplier will provide the following services [insert here] with skill and care, in line with all laws and relevant codes of practice, and in a manner that protects dignity, privacy, and safety.
· Deliverables, locations, volumes, and any special requirements are set out in Schedule 1.
Service Hours and Response Times
· Availability: Services are available during business hours unless agreed otherwise.
· Response: The Supplier will acknowledge requests within [x] business hours and, where applicable, attend within [y] hours.
· Planned work: The Supplier will confirm bookings within [x] business hours.
· Any specific turnaround times are listed in Schedule 2 Service levels.
Service Levels and Key Performance Indicators
Measured at the intervals stated in Schedule 2. Examples you may use:
· On time attendance at [x]% or above
· Records complete and accurate at [x]% or above
· Security and access rules followed at [x]% or above
· Client or family feedback at average [x] out of 10
· Equipment or facility readiness at [x]% or above
Remedies or service credits for missed targets are set out in Schedule 2.
Ordering, Scheduling, and Changes
· Orders and booking requests will be placed by email or system message to the contacts in Schedule 5.
· The Supplier will confirm each request and any special requirements before work starts.
· Changes or cancellations must be agreed in writing. Any related costs must be stated in Schedule 3 Pricing.
Staff, Training, and Conduct
· The Supplier will be and will use competent and suitably trained people and if appropriate will supervise them as needed.
· All Supplier personnel must act with respect and discretion, wear clean and suitable clothing, display identification when on site, and follow site rules.
· Where the role needs checks or licences, the Supplier will make sure these are in place and in date.
Health, Safety, and Safeguarding
· The Supplier will follow the Funeral Director policies for health and safety, incident reporting, infection control where relevant, lone working where relevant, and fire safety.
· Risk assessments and safe systems of work will be in place for tasks carried out and reviewed at least once each year or after any change.
· Any injury, near miss, spill, exposure, threat, or safeguarding concern must be reported the same day to the contacts in Schedule 5.
Security, Access, and Identity
· Access to restricted areas is by prior agreement only.
· Visitors sign in and are accompanied at all times.
· Personal mobile phones, cameras, and recording devices are not to be used or carried into care areas unless the Funeral Director gives written permission in advance and a record is kept.
· Where the service involves any handling or movement of the deceased, identity must be checked using the unique case number and at least two other identifiers before any movement or procedure.
Records and Information Management
· The Supplier will keep clear and legible records of work done, dates and times, identity checks where relevant, and any incidents.
· Records requested by the Funeral Director will be provided within [x] business days and kept for the period stated in Schedule 4 Records and retention.
Confidentiality
· Each Party will keep confidential all information about the other Party, families, clients, and the deceased, and will use it only to deliver the Services.
· Confidential information may be shared with personnel or subcontractors who need to know it to deliver the Services and who are bound by a duty of confidence.
· Disclosure is allowed where required by law, a regulator, a court, or the police, and then only to the extent required.
· These duties continue after this SLA ends.
· On request or on ending this SLA, the Supplier will return or securely destroy confidential information, except for records it must keep by law.
Data Protection
· The Parties will comply with UK GDPR and the Data Protection Act 2018.
· Where one Party processes personal data for the other, a data processing schedule will set out roles, instructions, security, and retention.
· Personal data will be kept secure, accurate, and only for as long as needed.
Information Security
· The Supplier will use reasonable technical and organisational measures to protect information.
· Email accounts must be protected with strong passwords and not shared.
· Portable devices used for the Services must be encrypted.
· Any data breach must be reported to the Funeral Director within 24 hours with details and actions taken.
Audit and Inspection
· On reasonable notice the Funeral Director may audit the Supplier records and, where relevant, facilities to check compliance with this SLA.
· The Supplier will cooperate and will address findings within agreed time frames.
Subcontracting
· The Supplier will not subcontract without prior written consent.
· If consent is given, the Supplier remains responsible for the acts and omissions of its subcontractors.
Insurance
The Supplier will maintain at all times insurance appropriate to the Services, including as applicable:
· Public liability of at least £[amount] per claim
· Professional indemnity of at least £[amount] per claim for professional services
· Employers liability where required by law
Evidence of cover will be provided each year and on request.
Pricing, invoicing, and payment
· Prices are in Schedule 3 Pricing.
· Invoices will be issued [monthly in arrears] unless agreed otherwise and will be paid within [30] days of receipt of a valid invoice.
· Charges that are not in line with this SLA or not supported by records may be queried or rejected.
Service Credits and Remedies
· If a service level is missed, remedies or service credits in Schedule 2 will apply unless agreed otherwise.
· Service credits are without prejudice to other legal remedies.
Changes and Continuous Improvement
· Changes to scope, service levels, or rates must be agreed in writing.
· The Parties will review performance at least [quarterly] and agree improvements.
Termination and Suspension
· Either Party may end this SLA for any reason with [30] days written notice.
· Either Party may end this SLA immediately if the other Party commits a serious breach that is not fixed within [10] days of notice, becomes insolvent, or loses required insurance or approvals.
· The Funeral Director may suspend the Services where there is a safety or security concern.
Exit and Handover
On ending this SLA the Supplier will complete agreed work in progress, return property and access items, supply final records within [5] business days, and cooperate to ensure continuity and dignity.
Liability
· Nothing in this SLA limits or excludes liability for death or personal injury caused by negligence, for fraud or fraudulent misrepresentation, or in any way that would be unlawful.
· Subject to the above, each Party excludes indirect or consequential loss and limits liability for all other loss to £[amount] per claim and £[amount] in total in any twelve month period. Statutory rights are not affected.
Force Majeure
Neither Party is liable for delay or failure caused by events beyond reasonable control. The affected Party will take reasonable steps to reduce impact and will inform the other Party at once.
Notices
· Formal notices must be in writing and sent by hand delivery, recorded post, or email to the contacts in Schedule 5.
· A notice is received on delivery, two business days after posting, or when a delivery confirmation for email is received.
General
· Entire agreement: This SLA and its Schedules form the entire agreement for the Services.
· No partnership: The Parties are independent.
· Assignment: Neither Party may assign without the other Party’s written consent.
· Third party rights: No person who is not a Party has any right to enforce any term under the Contracts Rights of Third Parties Act 1999, the Contracts Rights of Third Parties Northern Ireland Order 1999, or the Contract Third Party Rights Scotland Act 2017.
· Severability: If any term is invalid or unenforceable, the rest remains in force.
· Governing law and jurisdiction: This SLA is governed by the law of England and Wales or Scotland or Northern Ireland depending on whether the either the Funeral Director trades and/or the supplier trades. 
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Schedule 1: Services

	Service description
	




	Locations
	




	Days and hours
	

	Expected notice period
	

	Deliverables and records required
	



	Special requirements or controls
	






Schedule 2: Service Levels and Remedies


	KPI name
	Target
	Measurement method and data source
	Service credit or other remedy

	

	
	
	

	

	
	
	

	

	
	
	

	

	
	
	

	

	
	
	





Schedule 3: Pricing and Expenses

	Rates and fees
	

	Out of hours uplift
	

	Mileage and expenses policy
	

	Cancellation and short notice change rules
	

	Invoicing method and timing
	





Schedule 4: Records and Retention

	Record type
	How to submit to the Funeral Director
	Retention period

	
	
	

	
	
	

	
	
	

	
	
	





Schedule 5: Contacts

	Funeral Director contract manager (name and role)
	

	Funeral Director phone and email
	

	Funeral Director address for notices
	

	Supplier contract manager (name and role)
	

	Supplier phone and email
	

	Supplier address for notices
	



image1.emf

