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SERVICE LEVEL AGREEMENT 




Service Level Agreement: Service Standards

1. Communication Response Times

The Service Provider will endeavour to respond to all client emails and telephone calls within one (1) working day (24 hours) of receipt.

2. Drafting and Issuance of Correspondence

•	Where the Client requests the drafting of correspondence or documentation of a non-complex nature, the Service Provider will aim to provide the Client with a draft within two (2) working days of receiving the request or agreeing the course of action.

•	Once the Client has approved the draft, the Service Provider will issue the correspondence or documentation within one (1) working days, unless exceptional circumstances apply (e.g., suspension).

•	Email will be the default method of delivery unless otherwise agreed. Any postal or courier charges incurred will be recharged to the Client.

3. Payroll Query Response

•	The Service Provider will acknowledge all payroll-related queries within one (1) working day of receipt.

•	Where queries are straightforward and do not require additional investigation, the Service Provider will aim to resolve and respond fully within two (2) working days.

•	If a query is complex or requires further information, the Service Provider will update the Client within two (2) working days to confirm receipt and provide an estimated resolution timeframe.

4. Meetings and Attendance

•	Requests for the Service Provider’s attendance at meetings (in-person, video, or telephone conference) require a minimum of three (3) working days’ notice from the Client.

•	Any additional service fees for such attendance must be agreed in advance.

•	The time and date of attendance will be mutually agreed between the Service Provider and the Client.

5. General Provisions

•	The Service Provider will, wherever possible, utilise email for communication and document delivery, unless the Client specifies an alternative method.

•	The Client is responsible for any additional costs incurred as a result of alternative delivery methods.

Review and Amendments:
This Service Level Agreement is subject to periodic review and may be amended to reflect changes in services, statutory requirements, or business needs.
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