	Service Level Agreement for Suppliers using the

Comparative Quotation System [CQS]




Introduction 

We consider the DSA-QAG guidance to suppliers (QAF) to be base-line provision. We define service in the context of both the QAF and our expertise based on our 18 years of assessing experience.  For suppliers to use our quotation generator, you must offer VAT exemption on pricing for eligible services, products and combinations of products. 
Although the bulk of our SLA is in addition to the DSA-QAG QAF, some of the existing criteria are reiterated. 

We expect suppliers to: 

· operate as a true ‘one stop shop’ supplying all of the items recommended by DSA assessors using the quotation database – this includes the Apple platform (ideally as an Apple Approved Service Centre), ergonomic accessories, seating, etc; 

· offer computers of a minimum specification designated by CLASS and provide samples for ‘benchmarking’ when requested; 

· provide a comprehensive ongoing staff development program providing stability and knowledge; 

· work towards ongoing quality development programme, e.g. ISO 9001 Accredited, and/or a commitment to work towards better processes and procedures; 

· Provide an ongoing environmental development programme; 

· to undertake to update the CLASS quotation database on a regular basis (at least weekly) and to honour all prices for a period of two months after generation of the quotation or to invoice for a lower figure if prices have fallen since the quotation generation; 

· to ensure that all installation staff have a current CRB check. 

Delivery Times 

We will be focusing on actual delivery times and our follow-up audit will determine the number of actual working days taken by each supplier.  Similarly, service to the student being paramount, we expect them to be offered a convenient delivery date and time which may include the weekend or evening depending on their particular course requirements (e.g. nursing/teaching students). Our audit will focus on whether the delivery arrived within the timeslot specified. We expect the equipment to be set up on the same day as it is delivered to minimise disruption to the student.
   

We will expect suppliers to use a “real time” data capture system which amongst other things will allow students to track the status of deliveries. 

Accuracy of Order 

This will focus on whether our suppliers are acting in accordance with Assessment Centre recommendations and in accordance with their commitment to our agreed conditions of service. 

· The supplier should deal with all aspects of the order – they should not refer to another supplier for certain items (e.g. ergonomic aids). 

· Each order should be complete on delivery – suppliers are not expected to take orders if they cannot complete the entire order within agreed timescales e.g. students should not have to ‘chase’ the supplier. 

· In the case of any substitutions to the items specified by the Assessor, this should be discussed with the assessor and the student prior to delivery. 

· All software packages should include discs; 

· All software installed to be up-to-date current versions with any available updates installed on the computer e.g. Olympus recorder software. 

Customer Service 

This relates to the perceived need for the quality of the equipment and services to match what would be expected for any consumer operating in the market.  We expect the following to be assured: 

· Insurance, warranties and anti-virus software updates to be offered for periods of up to four years. These should be offered as simple additional packages with consistent pricing for all models of desktops and all models of notebooks; 

· Insurance and warranties to be available for periods of up to four years on computer peripherals and recorders; 

· Suppliers should offer fixed delivery and installation fees, regardless of location; 

· Provide an 0800 or 0300 helpline with Apple and PC expertise; 

· Onsite repair to be carried out whenever practicable; 

· In the event of return to base repairs, loan machines are offered immediately it is discovered a repair could take longer than 3 working days. Loan computers to be: equivalent to the faulty item; configured with all software required by the student for the period of the loan (within the confines of that originally supplied to the student); and cleared of previous users files, setups or configurations. 

· We will audit our customers to determine relative ease in placing their order and whether the supplier asked for the quotation, for additional information or for any other part of the report to be sent or shown to them.  Similarly, we will be asking if the order was handled in an efficient and courteous way or if any follow-up calls were required.  Ultimately, we will check if our customers would be happy to recommend their supplier to others. 

To watch a video of the CQS in operation: 

http://www.wmin.ac.uk/ccpd/demos/0%20doc.wmv 
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