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Service Level Agreement

This document defines the complete Service Level Agreement (SLA) for INTAC function in South Africa. This document should be read in conjunction with the Service Definition (SD) schedule, which contains the division of responsibility for each described service between the prospective service provider, INTAC and any relevant 3rd party service provider(s). For purposes of this SLA the INTAC function is divided into the following functional areas:
· Learnership Provider - Training providers will provide the learnerships for both employed and non-employed learners. The providers are expected to manage the learnership delivery aspects e.g. learner induction and for the provision of training, mentorship and assessment during the learnership program. As accredited providers they will have to moderate the training and assessment, as well as quality manage all aspects of logistics.

· Skills Training Provider - The skills training provider will provide skills programme training for learners that fall into one of the four labour market segments i.e. Employed, non-employed, community leadership and 'Start-up' Tourism Businesses.

· Administration for Learnerships - General administration that will be conducted by the THETA's INTAC Project during the course of the learnership and skills programme training.

· Administration for Skills Programmes - General administration that will be conducted by the THETA's INTAC Project during the course of the learnership and skills programme training.

The reporting period for all service level requirements defined in this SLA is monthly unless otherwise stated. A default measurement period of a calendar month must be assumed for the service level requirements where no specific measuring period is listed.

The following figure depicts the layout of the service level requirements and a general explanation is provided for the intent and use of each section of the service level requirement table:

	#
	Type
	Service
	Description
	Service Level
	Measurement

	Task - General description of the task, which together with the other tasks in this section describes the functional area.

	A
	B
	C
	D
	E
	F


Explanation:

· Line 1 (Dark grey) – Header repeated on all pages.

· Line 2 (Light grey) – Task name and task description. Repeated for every task in the functional area.

· Service level requirements consisting of the following sections:

· A – Cross-reference to accompanying Service Definition (SD) and, if defined, the Business Metrics (BM).

· B – Priority of this service level requirement e.g. “H” for High priority, “M” for Medium priority and “L” for Low priority.

· C – Service Element name. Where the same Service Element has more than one service level requirement this field is left blank for the second and subsequent service level requirements.

· D – Service Element description. A description of the Service Element including pertinent information on internal and external influences on the rendering of the service. Where more than one service level requirement exists for the same service element this field is left blank for the second and subsequent service level requirements.

· E – Service Level Agreement. A qualitative and or quantitative description of how the specific service element, which is described in full in the accompanying Service Definition, will be rendered.

· F – A description of how the service delivery for this service level requirement will be measured and where and how it will be reported.

It is important to note that the format and layout of this document is part of the SourceIT™ methodology which is owned by iSource Investment Holdings (Pty) Limited (iSource) and employed by Outsource Decisions and Management Services (Pty) Limited (OD&MS) and that no part of it may be used or altered without express written consent from iSource.

1. Learnership Provider

Training providers will provide the learnerships for both employed and non-employed learners. The providers are expected to manage the learnership delivery aspects e.g. learner induction and for the provision of training, mentorship and assessment during the learnership program. As accredited providers they will have to moderate the training and assessment, as well as quality manage all aspects of logistics.
	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Project Planning - The contractor has to submit a detailed project plan to INTAC at the start of the project in order for INTAC to be able to monitor their progress throughout the contracted period.

	LE1.1
	H
	Training Plan
	The contractor will submit a detailed training plan to INTAC at the start of the project.
	Submit a detailed training plan to INTAC within 10 working days after the contract has been signed.
	Compliance with agreed timelines.

	LE2.1
	H
	Workshop - Learnership agreements/Employer contracts.
	Provide workshop and co-ordination facilitation for the signing of the learnership and employment contracts.
	Conduct the learnership agreement workshop within 2 working days after the training plan has been approved.
	Compliance with agreed timelines and requirements of the project objectives.

	LE3.1
	H
	Induction Course
	Source, manage and implement the induction course that will be attended by the learners before the theoretical learner program.
	Conduct and complete the induction course 1 working day after the workshop has been completed. Preferably to be done on the same day as the Workshop.
	Compliance with agreed timelines and requirements of the project objectives.

	Sub Contracting - The contractor may sub-contract where necessary. These sub-contractors will include the trainers/assessors/coaches/mentors. The management thereof must be documented in a report form and submitted to INTAC.

	LE4.1
	NO
	Management of sub contractors
	The management of the sub-contractors by the contractor must be detailed and submitted to INTAC to be able to monitor the management of them.
	None
	No Data Added

	Quality Management - The training providers will be expected to implement their Internal quality management processes which will be monitored and audited by THETA to ensure that the correct services as agreed in the contract are being delivered.

	LE5.1
	H
	Quality Management
	The training providers will be expected to monitor and control the standard of training provision, assessment, mentorship as well as the support to learners.
	Reports to be submitted within the first 5 working days of the month.
	Compliance with agreed timelines.

	Learner Selection Processes - This section describes how the learners from the different sectors are chosen and the criteria that will be used. These criteria have already been drawn up by INTAC.

	LE6.1
	NO
	Non-employed
	Learners in this category will be selected with the assistance of learner selection committee selected from key stakeholders at the project sites.
	None
	No Data Added

	LE7.1
	NO
	Existing Tourism Businesses/Conservation Employer Organisations
	Learners in this category will be selected from organisations that are already in existence to undergo skills training.
	None
	No Data Added

	Schedule Management - Management and administration of the training schedule with regards to the provision thereof, changes thereof and informing the various parties of these changes.

	LE8.1
	NO
	Learner
	Agree and adhere to the training schedule to be provided to the learners.
	Not measured
	No Data Added

	LE9.1
	NO
	Training provider
	Manage the training schedule changes to be provided to the learners by the training providers.
	Not measured
	Not measured.

	LE10.1
	NO
	Employer.
	Keep the employer updated as far as the training schedule is concerned.
	Not measured.
	Not measured.

	Logistics - Arrangements of meeting venues, transport and accommodation for the learners and trainers.

	LE11.1
	NO
	Logistical Management
	Management of the accommodation, travelling expenses, health and safety etc of the learners
	Not measured
	Not measured.

	Outcomes and Deliverables - The outcomes and deliverables as required and contracted between INTAC and the contractor/service provider as outlined in the Service Level Agreement, signed contract and the approved project plan.

	LE12.1
	H
	Plan deliverables
	The plan deliverables show what is expected from the training provider during the contract period.
	90% of all Learners who attend a learnership and assessment programme achieve the skills and competencies identified in the Learnership Plan.
	Measured as the number of completed Letter of Competence against the number of learnerships received from THETA.

	LE13.1
	H
	Reports
	Monthly, Quarterly and Final reports must be submitted to INTAC for monitoring progress of the training providers. The reports will help to establish whether the training provider has reached their milestones and deliverables. Approval of reports is key for invoices to be processed.
	Monthly reports to be submitted on the 3rd working day of the month.
	Compliance with the agreed timelines.

	LE13.2
	H
	
	
	Quarterly reports to be submitted on the 3rd working day of the month.
	Compliance with the agreed timelines.

	LE13.3
	H
	
	
	Final reports to be submitted by the 15th working day of the last month of the contract.
	Compliance to agreed timelines.

	LE13.4
	H
	
	
	Information and reports will be provided on time and in the agreed format.
	Measured as occurrences where the information and/or reports are not provided on time or agreed format.

	Relationship Management. - The service should ensure that conflicts that arise are dealt with proactively to the benefit of all parties involved.

	LE14.1
	H
	Relationship Management.
	Management of the relationships amongst the learners, training provider's and/employers.
	At least 80% of the conflicts will be resolved and reported on a monthly report.
	Measured by calculating how many of the conflicts were resolved.


2. Skills Training Provider

The skills training provider will provide skills programme training for learners that fall into one of the four labour market segments i.e. Employed, non-employed, community leadership and 'Start-up' Tourism Businesses.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Project Planning - The skills provider is required to submit project plans with regard to the planning of their skills projects.

	SK1.1
	H
	Skills Training Plan
	The training plan must be submitted and must include all details of the courses and logistics involved.
	Submit the training plan within 10 working days after the signing of the contract.
	Compliance with the agreed timelines.

	Sub-contracting. - The contractor may sub-contract where necessary. These sub-contractors will include the trainers/assessors/coaches/mentors. The management thereof must be documented in a report form and submitted to INTAC.

	SK2.1
	H
	Management of sub-contractors.
	The management of the sub-contractors by the contractor must be detailed and submitted to INTAC to be able to monitor the management of them.
	Submit the application for accreditation within 10 working days of December 2004.
	Compliance to the agreed timelines.

	Learner Selection Process. - This section describes how the learners from the different sectors are chosen and the criteria that will be used. These criteria have already been drawn up by INTAC.

	SK3.1
	H
	Selection Processes.
	The processes that are used in the different areas to select the learners for the courses.
	Diagnostic assessments reports must be completed and submitted within 20 working days prior to the skills training start date.
	Compliance to agreed timelines.

	Implementation Process. - This area details what the project deliverables are and how they will be carried out.

	SK4.1
	H
	Skills Training Process.
	Describes how training will be implemented with the learners in the different project sites.
	Training to commence within 10 working days after the contract has been signed between THETA and the Service provider.
	Compliance to agreed timelines.

	SK5.1
	H
	Logistical Arrangements.
	Management of the accommodation, travelling expenses, health and safety etc of the learners.
	Not measured.
	Not measured.

	Quality Management. - Quality assurance that is regulated by the THETA to ensure that the correct services as agreed in the contract, are being delivered.

	SK6.1
	H
	Quality Management.
	The training providers will be expected to monitor and control the standard of provision of all support to learners.
	Reports to be submitted by the 3rd working day of each month.
	Compliance with agreed timelines.

	Schedule Management. - Management of the schedules with regard to the venues and times for the courses.

	SK7.1
	NO
	Learners.
	Agree and adhere to the training schedule to be provided to the learners.
	Not measured
	Not measured.

	Reports - Reporting that must be submitted to THETA on a monthly and quarterly basis for assessment and feedback.

	SK8.1
	H
	Monthly reports
	Reports that must be submitted to the THETA on a monthly and quarterly basis.
	Submit the report on the 3rd working day of each month.
	Compliance with agreed timelines.

	SK8.2
	H
	
	
	Information and reports will be provided on time and in the agreed format.
	Measured as occurrences where the information and/or reports are not provided on time or agreed format.

	SK9.1
	H
	Learner Records.
	Ensuring that all records of the learners with regard to assessments are documented and stored in a suitable safe area.
	Submit the learner records by the 3rd working day of each month.
	Compliance with agreed timelines.


3. Administration for Learnerships

General administration that will be conducted by the THETA's INTAC Project during the course of the learnership and skills programme training.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Learner attendance register - Manage and monitor the attendance of learners as regards both work place experience and formal training events. Registers will be kept by the employers and the training providers.

	AD1.1
	H
	Learner
	Monitor the learner's attendance of formal and experimental training.
	Submit report on learner's attendance on the 3rd working day of every month.
	Compliance to agreed timelines.

	Contract Management - This function includes the management of the learnership agreement between the employer/learner/training provider as well as the termination of these contracts.

	AD2.1
	H
	Contract Management
	Facilitate the signing of all contracts, and the subsequent management thereof, between employers, learners and training providers.
	0 incidents of non-compliance to the legal aspects of all the learnership agreements.
	Measured by the number of learnership agreements to be re-done.

	AD2.2
	H
	
	
	0 incidents of incorrect capturing of the learnership details on the provided Excel spreadsheet.
	Measured by the number of Excel spreadsheet re done. 

	AD2.3
	H
	
	
	Submit the copies of the learnership contracts within 10 working days of them being signed.
	Compliance with the agreed timelines.

	AD3.1
	H
	Contract Cancellations
	Manage the termination of the contracts of the learners during and at the end of the learner program.
	0 incidents of non-compliance to the policy and procedure as prescribed in the related Legislation for the cancellation/termination of a learnership agreement.
	Measured by counting the number of incidents of non-compliance to the cancellation of learnership agreements policy and procedure as recorded in the monthly report to the Steering Committee.

	AD3.2
	H
	
	
	Submit the cancellations/terminations details within 20 working days of them being reported and filed.
	Compliance with the Service Level Agreements.

	Financial Management - This function describes the functions performed in managing the budget allocated to the THETA for the payments made to the relevant providers.

	AD4.1
	H
	Financial Control
	Manage the budgeted payments to the relevant service providers.
	0 incidents of non-compliance to the audit arrangements with regards to budget policy and procedure.
	Measured by counting the number of incidents of non-compliance to the audit arrangements with regards to budget policy and procedure as recorded in the monthly report to INTAC.

	AD4.2
	H
	
	
	0 incidents of non-payment to the service provider as agreed with INTAC.
	Measured by counting the number of complaints received from the service providers.


4. Administration for Skills Programmes

General administration that will be conducted by the THETA's INTAC Project during the course of the learnership and skills programme training.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Learner attendance register - Monitor the attendance of learners as regards both work place and experience and formal training events. Registers will be kept by the employers and the training providers.

	AD1.1
	NO
	Learner.
	Monitor the learner's attendance of formal and experiential training.
	Not measured
	Not measured.

	Contract Management - This function includes the management of the learnership agreement between the employer/learner/training provider as well as the termination of these contracts.

	AD2.1
	H
	Contract Management.
	Facilitate the signing of all contracts, and the subsequent management thereof, between employers, learners, training providers and INTAC.
	Submit the copies of the Letter of Acceptance and placement contracts on the last working day of every month.
	Compliance with agreed timelines.

	AD3.1
	H
	Termination of learner skills training.
	Manage the termination of the training of learners during and/or at the end of a skills training event.
	Notify the Site co-ordinator within 5 working days of the terminations or cancellations of skills training.
	Compliance to the agreed timelines.

	Financial Management. - This function describes the functions performed in managing the budget allocated to the THETA for the payments made to the relevant providers.

	AD4.1
	H
	Financial Management.
	Manage the budgeted payments to the relevant service providers.
	0 incidents of non-compliance to the audit arrangements with regards to budget policy and procedure.
	Measured by counting the number of incidents of non-compliance to the audit arrangements with regards to budget policy and procedure as recorded in the monthly report to INTAC.

	AD4.2
	H
	
	
	0 incidents of non-payment to the service provider as agreed with INTAC.
	Measured by counting the number of complaints received from the service providers.
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