[bookmark: _Toc9245640]APPENDIX 2 – SERVICE LEVEL AGREEMENT
	Service Levels for Donegal County Council
NB: Time is of the essence for the provision of services and repeated and / or sustained failure to meet stipulated response times for delivery of services may be treated as a serious breach of contract and grounds for termination of Contract. 

	Requirements
	Agreed Levels:

	Service Delivery
	The contractor will ensure that it retains sufficient personnel and trained staff to ensure 100% reliable delivery of Services to Donegal County Council at all times. 
The contractor will proactively manage the service provided and ensure the ongoing and effective monitoring of its personnel’s compliance with all contract requirements.
The contractor will ensure that sufficient experienced and competent staff are available at all times to meet the requirements of Donegal County Council in a prompt and efficient manner. The contractor will assign a dedicated Legal Executive to deal with files as they are referred and who can consult with senior legal personnel as and when required. 
The contractor will also assign a dedicated Key Account Manager to liaise with Donegal County Council to address any service issues, complaints or accounting/invoicing matters that may be raised.
 Should there be a change in personnel dealing with the account, or a period of annual leave taken then the contractor must notify Donegal County Council. Arrangements must be put in place to cover staff when they are on leave to ensure there is no service interruption to Donegal County Council.
Once a referral has been made by Donegal County Council, the collection and progress of the debt recovery must be in a timely manner. Referrals and queries must be dealt with within 3 working days from date of referral. 
Soft copies of all correspondence issued must also be sent to Donegal County Council for their files, within 5 working days.

Quarterly online review meetings should also be held to review account progress and discuss more challenging accounts. Ad hoc meetings can also be requested if necessary. 

	Quality of Service
	In the event of poor quality Debt Management Services (3 significant complaints or more) Donegal County Council may issue a written warning asking the service provider to take remedial action to prevent recurrence. Repeated quality failures (10 separate failures or more established to the satisfaction of Donegal County Council) within a three-month period shall constitute a serious breach and may result in termination of the Contract.

Donegal County Council may decline to use personnel at short notice in the event of serious incompetence, failure to observe agreed standards, breach or lapse in security or confidentiality and misbehaviour.

	Complaints Management 
	Complaints to be systematically recorded by the contractor and reported to Donegal County Council.
Three or more failures to effectively deal with repeat complaints within a three-month period may lead to the termination of the Contract.

	Management Information
	The contractor must provide monthly management information on all account referrals. The report must detail the up to date position in relation to account status which Donegal County Council can then review and action/update accordingly.
This report must be provided within 5 working days from the end of the required period.
Donegal County Council will review and respond to this report and any actions identified must followed up within 5 working days. 


	Accounting Arrangements
	Invoices should  be issued to Donegal County Council monthly in arrears or as Donegal County Council require within 5 working days of months end. Invoices must be accompanied by a full listing of individual account charges. 
Failure to provide Invoices as agreed may result in a written warning asking the service provider to take remedial action to prevent recurrence. Repeated failures to provide this information (3 or more) within a three-month period shall constitute a serious breach and may result in termination of contract.
Payments received by the legal contractor for Debt Management Services on behalf of customers must be transferred to Donegal County Council nominated Bank Account(s) the day after they are received or the next working day if funds are received on Friday or a Public Holiday. Full details of these payments must be provided in Excel format to Donegal County Council, and copied to the Councils Finance Department eft@donegalcoco.ie 
Failure to transfer funds within this specified timeline may result in a written warning requiring the service provider to explain the reasons for the failure and to explain the remedial action taken to prevent recurrence. 
Failures to transfer funds as required may constitute a serious breach and may result in termination of contract.




