Service Level Agreement (SLA)
Some project partners, the Service Providers, will during the project deliver products and services to end-user organisations (who might be formal project partners or not). A Service Level Agreement (SLA) should be signed between each end-user organisation (the User) and the corresponding Service Provider, and be attached to the project proposal. It is a committing agreement between the two parties which specifies the quality, quantity and terms of access for the products and services to be delivered to the User, as well as other obligations for the Service Provider and for the User respectively. Other relevant terms and conditions should be included if useful.
A successful outcome of the project is dependent upon timely and correct performance by the Service Provider and by the User of a number of key actions. The SLA helps ensuring this by listing very clearly these actions as obligations of the Service Provider or of the User respectively, in a concise and agreed document.

It also ensures realistic expectations from both sides from the start of the project, thus avoiding deceptions and conflicts based on misunderstandings.
The SLA is an important input document for the validation procedure where compliance of the generated and delivered services with the users' requirements has to be verified. 

Finally, an SLA also provides a mechanism for bringing in new users during the project duration by formalising their involvement without the need for any amendment to the grant agreement with the EC.

A template for an SLA, to be adapted to the specific project, is provided on the next two pages.
SERVICE LEVEL AGREEMENT RELATED TO THE ….. PROJECT

This agreement is concluded between ….., hereafter referred to as the Service Provider, and ….., hereafter referred to as the User for the duration of ….. [at least one year] starting from the project kick-off date. The agreement will be applicable only if the project proposal results in a grant agreement with the EC. In case of conflict between this Service Level Agreement and the project grant agreement with the EC, the latter will apply.
This Service Level Agreement specifies in transparent and measurable terms the services to be provided, including quality requirements, and the obligations of the Service Provider and of the User respectively.

1. Service description 

[Short description of the service]

2. Obligations of the Service Provider:

· The Service Provider agrees to provide the User with the service according to the Detailed Service Specifications below.
· The Service Provider agrees to ensure adequate quality control is performed.

· The Service Provider agrees to ensure validation is performed according to the agreed Validation Plan.

· The Service Provider agrees to ensure that needed technical support to the User to fully utilise the service will be provided within reasonable limits.
3. Obligations of the User:

· The User agrees to fully participate in the assessment/consolidation of user requirements.

· The User agrees to integrate the service within his operational mandate as far as practically possible.

· The User agrees to fully participate in the assessment of the utility of the service.

· [If applicable: Support the validation beyond the utility assessment, e.g. taking part in accuracy assessments]
· [If applicable: Provide access to user-owned or -operated data gathering infrastructure, other equipment or software]
· [If applicable: In-kind contribution from the user including lobbying support to access third party funding, promotion of service capabilities and utility to collaborating organisations within the same demand sector and operation and maintenance of in-situ data gathering networks and service support infrastructure (e.g. data warehouses)].
4. Detailed Service Specifications
The service to be delivered by the Service Provider to the User has the following contents and characteristics:

Products:

[Exhaustive list of products.]

Service Area

[Precise geographical area to be covered by Service. If the area to be mapped or monitored will by the nature of the service depend on events like forest fires, storms or other types of damage, an estimation of the expected minimum, average and maximum mapping area is required.] 

Other Deliverables

[Training, installation, maintenance, …]


Service Delivery Mode

[FTP, Web-based, DVD by express mail, …]

Delivery Schedule
[E.g. 24hr response; 2-day turnaround; annual delivery at specified dates (or "e.g. within 6 months after project start"). To be specified for all products and for other deliverables.]

Product Specifications

[Detailed specifications of each product, including quality and accuracy specifications and related acceptance thresholds, as well as applicable standards. E.g. for a map product, it should include e.g. map projection / reference system, class definitions, scale or minimum mapping unit, targeted and acceptable geometric accuracy, targeted and acceptable classification accuracy (overall and user/producer accuracy per class).]
Target Service Delivery Model

[Outsourced service or User in-house service (the Service Provider performs development and technology transfer / user capacity building in the project and plans for future revenues from maintenance and/or further development of the processing chain)]

5. Other terms
· [Restrictions on use of the products and services delivered or of the items provided by the user to the Service Provider; credits / copyright statements; other terms of access, …]
· [Licensing and maintenance agreements for service generation and delivery infrastructure provided by the service network where service generation is undertaken in-house];

· [Service performance levels, back-up provisions and recovery procedures and timescales];

Service Level Agreement signed by:

On behalf of ……. (the Service Provider)


On behalf of …….. (the User)

[name and position]





[name and position]

………………………..





……………………….

