[image: A black text on a black background

AI-generated content may be incorrect.]






Service Level Agreement
for the
Warwick People Team’s Learning & Development Dynamic Framework of Service Providers
Between 
The University of Warwick
And
<<Service Provider title>>

February 2026
Tender Ref: CDC-10-25-LearningFramework-AC-GH


Contents
1	Parties to the Agreement	3
2	Objectives	3
3	Documentation	3
4	Duration and Renewal	3
5	Scope of Service	3
5.1	Service Requirements	4
5.2	Content and delivery	5
5.3	Evaluation	6
6	Complaints Procedure	6
7	Address & Contract Information	6
8	Price	6
9	Purchase and invoice procedure:	6
10	Contract Review	7
11	Management Information	7
12	Dispute Resolution	7
13	Signatures	7



[bookmark: _Toc222136437]Parties to the Agreement
This Service Level Agreement (SLA) is between the Customer being the University of Warwick (“the University”) whose registered address is The University of Warwick, Coventry, CV4 8UW and <<Service Provider title>> (“the Service Provider”), registered address:
[bookmark: _Toc527726375][bookmark: _Toc222136438]Objectives
a) The objectives of the SLA are to formalise the requirements and expectations of the University and the agreed responsibilities and standards of service to be provided by the Service Provider in the provision of Learning and Development interventions to the University.
b) This SLA is to be used as the benchmark for review meetings and, as appropriate, modifications to the service provided by the Service Provider.
c) Neither the University nor the Service Provider shall make any unilateral amendments to this document without joint consultation and agreement.
[bookmark: _Toc527726376][bookmark: _Toc222136439]Documentation
The contract between the University and the Service Provider is formed from the following documentation.
a) This Service Level Agreement.
b) The University Purchase Order.
c) The University of Warwick terms and conditions.
d) The University of Warwick Invitation to Tender document.
e) The Service Provider’s tender proposal.
f) Documentation arising from the University’s requests for clarification of the Service Provider’s tender proposal.
[bookmark: _Toc527726377][bookmark: _Toc222136440]Duration and Renewal
a) This SLA shall take effect from 1st March 2026 and shall remain in force until 28th February 2029, subject to annual review meetings to be held between the University and the Service Provider in order to monitor performance.
b) The University will retain the option of extending the contract for up to a further 2 years (3+1+1), thereby extending the SLA agreement. Extension offers will be dependent on feedback, capability, continuing value for money, adherence to service levels and other considerations pertinent at the time of extension. Regular contract reviews will be held with a significant contract review meeting on or before this potential extension.
c) [bookmark: _Toc527726378][bookmark: _Toc222136441]The is a call-off agreement, where the University can approach the Service Provider with a departmental level service requirement proposal following budget approval, with no guaranteed volume or set frequency of work per annum. 
Scope of Service
The service to be provided by the Service Provider will cover the provision of learning and development interventions in relation to the following Lot/s 
Lot 1 – Personal and Professional Skills
Lot 2 – Leadership and Management Development
Lot 3 – Researcher Development provision 
Lot 5 – Team Development
Framework Engagement Guidelines (Buyer’s Guide)
In line with contract mobilisation, the University will publish a ‘Buyer’s Guide’ on the University of Warwick’s internal intranet pages to showcase all approved providers under this Framework agreement. 
This provides guidance and instruction for a colleague within the University to call-off this Dynamic Framework provision, creating a Statement of Work agreement. 
The Buyer’s Guide will include but not limited to; a summary of the Framework, the Lot’s available, the Service Providers within each Lot, including contact details and how to create and approach the Service Provider’s with a comprehensive, productive brief.  
The University have requested information on Key Personnel (Appendix 1). We may also evolve our approach to promoting this provision over time, requesting supporting documents or assets from the Service Provider’s to support the University’s colleagues being aware of the services available. 
[bookmark: _Toc222136442]Service Requirements
· The deliverables for each learning solution will differ, depending on the subject, learning needs and audience. 

· Learning interventions will vary in length depending on subject, mode of delivery and size of audience. 

· The Service Provider will attend short meetings after the learning intervention, to include review of quality of service, ensuring agreed learning objectives were met and a discussion of level 1 and 2 evaluation outcomes, learner feedback and any other meetings deemed necessary, at no extra cost.  
· The Talent and Development team will organise periodic observation of the Service Provider’s training/learning events for quality control purposes and feedback to support continuous improvement of course content and materials.   

· If appropriate, ahead of each of the anniversary of each year of the Agreement, the Talent and Development team may choose to arrange an annual meeting with each service provider to discuss performance and strategy and to reflect on the service delivered.   

· The Service Provider should illustrate a research informed approach and ensure learning content is informed by credible research and expertise and is referenced appropriately.  The Service Provider will work with the best evidence available at the time and update if, and when, better evidence becomes available.   

· The delivery of learning should be interactive, using a range of learning methods and be designed to keep delegates engaged and motivated.

·  The Service Provider should exemplify an understanding of adult learning needs within an organisational context and be able to reflect this in the learning content design and delivery.  The learning design and content should enable learners to change behaviour for the long-term through transfer of learning into practice.    

· The Service Provider should demonstrate an understanding of neurodiversity in the context of adult learning and be able to accommodate associated learning needs.   

· The Service Provider should be able to create safe and inclusive learning spaces, providing learning content and materials that are inclusive and accessible and reflective of any relevant legislation changes.   

· All learning solutions should incorporate social learning opportunities, enabling time and space for meaningful engagement with colleagues.  

· The Service Provider should demonstrate an approach that is aligned to Warwick’s Values and Behaviours. Learning interventions should support the embedding of the Values and Behaviours into Warwick’s culture.   

· We would expect all learning and development provision to be aligned to our  Social Inclusion Strategy 

· The Service Provider should endeavour, where appropriate, to embed a coaching approach within their content, and materials and demonstrate approaches to delivery that are grounded in coaching principles, enabling reflective practice, and creating inclusive learning spaces

· The Framework of Service Providers will provide services to the whole of the University, with the primary users being the central Talent and Development team.  This may mean that the Service Provider is sometimes working with colleagues who are not learning and development or HR professionals. Therefore, where necessary, the Service Provider will need to be able to support and guide departments on what they want to achieve.  
[bookmark: _Toc222136443]Content and delivery
· The Service Provider shall provide a primary point of contact for all project enquiries, meetings and to be a point of escalation in the event of any issues. 

· Ideally, as part of the preparation phase, on an ad hoc basis and at no extra cost, the Service Provider will attend meetings (virtual and in-person) as required with the University to discuss learning needs, projects and proposals.  
 
· The Service Provider should be able to offer synchronous learning events. The mode of delivery will be decided depending on the learning requirements, size of audience and subject matter. If delivered online then this could take place either on MS Teams or Zoom, although MS Teams is the preferred option.  

· Wherever possible, the Service Provider should provide a copy of learning materials at least two weeks before delivery of any learning or development event, to the Talent and Development team, for quality control purposes and to ensure alignment with Warwick’s Social Inclusion Strategy.  

· Any materials that can be provided electronically, should be. If slides are used, then participants should receive these following the event. Material should be adapted for any participant with any specific requirements, such as a printed copy of the slides or large print literature.    

· Ideally the Service Provider will be able to provide individual support for learners where required in relation to the services supplied, for example providing further information to a learner, where requested, or answering questions before or after the learning event.  

· Evaluation feedback reports should be submitted to the Talent and Development team post-learning event, i.e. a one-off course or a programme of events. Ideally this would include NPS data. 

· The Service Provider should be transparent when allocating course delivery to a partner provider, also known as a sub-contractor, and advise the Talent and Development Team and/or University of Warwick internal client in good time. In addition, we would need details of their experience, relevant qualifications and areas of expertise as part of this proposal. 

· In the case of new third-party facilitators being introduced during the course of the contract, we would expect the same level of information to be provided in good time, ahead of course delivery.

· For all development interventions provided via the Talent and Development team, all pre course administration such as course invitations and overviews, Teams links, reminders, issuing of pre-work and evaluation will be carried out by the Delivery Support team within Talent and Development, unless otherwise agreed. Therefore, these need to be provided in good time before a course, ideally two weeks in advance or as soon as possible if less than two weeks is available. Details of who has attended the event would need to be fed back to the Delivery Support team, ideally on the same day.

· Any concerns that the Service Provider has following the delivery of an event should be raised with key Talent and Development personnel as soon as possible. 

· Where the same course is delivered multiple times, there would need to be a variety of dates and times offered.
[bookmark: _Toc222136444]Evaluation
· The Service Provider should embed qualitative and quantitative methods of measuring impact and effectiveness into learning interventions and provide evaluation to level 2 of Kirkpatrick’s evaluation model.
[bookmark: _Toc527726379][bookmark: _Toc222136445]Complaints Procedure
All complaints will be dealt with by the appointed personnel in each area.  The complaint must be recorded, and a copy should be sent to the person managing the contract, see part 13 Key Personnel. The University require the complaint to be:
· Acknowledged within 24 hours
· Proposing a solution within 48 hours
· Resolving within 7 working days
[bookmark: _Toc527726380][bookmark: _Toc222136446]Address & Contract Information
The information of key personnel and their responsibilities, contact numbers and addresses can be found in Appendix 1, attached to this Service Level Agreement.
The Service Provider and the University should notify and be notified if there are any changes to key personnel.
[bookmark: _Toc527726381][bookmark: _Toc222136447]Price
The pricing structure is fixed as detailed in The Service Provider’s tender return will remain for the period of the contract unless any changes are agreed and discussed with both parties.  Such agreement shall not be unreasonably withheld. See Services Procurement Agreement (SPA), accompanying this document. 
[bookmark: _Toc527726382][bookmark: _Toc222136448]Purchase and invoice procedure:
A Purchase Order (PO) number must be received by The Service Provider before order acceptance. If this is not forthcoming from the University then the department contact should be informed. 
Following successful completion of the engagement to the University’s satisfaction, invoices are to be sent to the department stated on PO with the PO number and contract reference noted on the invoice.
Payment of invoices is within the University standard payment terms of 30 days from the date of the invoice, with the exception of invoices being regarded as ‘in dispute’.
Upon responding to a brief from with the Talent and Development Team or a department within the University, the Service Provider must remain cautious on the volume of work prepared upfront. The University’s commitment and agreement to commission the service will be demonstrated through raising a PO, and the relevant PO being received by the Service Provider. Any work undertaken before the receipt of a PO would be at the Service Provider’s risk.
[bookmark: _Toc527726383][bookmark: _Toc222136449]In the event of a potential disruption to the workshop or programme scheduled, in the first instance, the University would work closely with the Service Provider to reschedule the services at the earliest convenience. This is on the premise a PO has been raised and received by the Service Provider. The Service Provider is reminded that the University’s commitment is when a Statement of Work has been agreed in writing, and a PO has been sent by the University and received by the Service Provider. The Service Provider can decline a brief or request if it is deemed unachievable within a defined timeframe. No cancellation terms or policy will apply.  
Contract Review
An annual review meeting may be held between the University and The Service Provider in order to monitor performance. However, if more frequent meetings are required the Talent and Development team will organise these. Measures of performance will include but are not limited to the following: 
Key Performance Indicators will include: 
· Number of enquiries/orders - compared to previous year/ recognise any trends
· Average response times to enquiries/completion of orders/on time delivery
· Number of complaints (if any) and response times to any complaints, adequacy of solutions
· Quality of course delivery
· The Service Provider’s course level participant feedback results 
· The University’s independently collated participant feedback results. 
· We continue to hold the ability to measure and monitor the Service Provider’s performance through internal feedback forms issued post course, programme or workshop. 
· This will include KPI’s on impact, engagement and satisfaction. 
· Should participant scores fall below our pre-defined benchmark of an average NPS of 60 or there is reasonable cause for concern which has not been resolved to the University’s satisfaction, the Service Provider’s services may no longer be recommended.  

[bookmark: _Toc527726384][bookmark: _Toc222136450]Management Information
The Service Provider will provide the University of Warwick with a report on request from the Talent and Development Team, following the commencement of the contract. These reports may include: 
a) Monthly and accumulative spend by department
b) Frequency of bookings and payments  
c) Any out-of-scope service requests  
d) Complaints / low engagement score?
The University of Warwick may request other Management Information Reports from time to time.
[bookmark: _Toc527726385][bookmark: _Toc222136451]Dispute Resolution
In the event of any dispute between The Service Provider and The University of Warwick, the initial route for resolution will be via the Account Manager of The Service Provider and the manager/contact of the University department that made the order with each party seeking to reach a mutually acceptable solution. If the dispute cannot be resolved via this route, it will be escalated to the University of Warwick Procurement Manager or their appointed representative.
[bookmark: _Toc527726386][bookmark: _Toc222136452]Signatures
For and on behalf of <<Service Provider>>
	Signature
	

	Name
	

	Position
	

	Date
	


For and on behalf of University of Warwick 
	Signature
	

	Name
	

	Position
	

	Date
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