SERVICE LEVEL AGREEMENT FOR: - 

FOR THE OUTSOURCING OF THE CATERING FUNCTION AT HALFWEG (BOOK OFF FACILITY) ON THE IRON ORE BUSINESS UNIT FOR A PERIOD OF THIRTY SIX (36) MONTHS

SHEDULE 1
SERVICE LEVEL AGREEMENT (SLA) 
entered between

TRANSNET SOC LIMITED
(Registration no. 1990/000900/30)

and 

approved Bidder.
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1. INTRODUCTION

1.1
PURPOSE

The purpose of this Service Level Agreement (SLA) is to ensure sound procedures and standards against which the performance of both parties can be objectively evaluated on a regular basis. The SLA will define the services, the performance indicators associated with these services, acceptable and unacceptable service levels, liabilities on the part of the service provider and the customer, and actions to be taken in specific circumstances.

1.2
SCOPE

The SLA prescribe the agreed procedures to be followed by both parties in the provision of the service to provide a professional service for Outsourcing of the Catering Function at Halfweg (Book Off Facility) on the Iron Ore Business Unit for a Period of 36 Months.
1.3     PARTIES TO THE AGREEMENT

The following table shows the names the entities and their representatives who have reviewed and approved this SLA.
	Entity
	Name and surname
	Contact No. (land & cell) 
	Email 
	Role

	Transnet SCS
	
	
	
	Contractual and penalties

	Transnet Technical Support
	
	
	
	Coordinator

	Service Provider
	
	
	
	Contractor

	Transnet Financial
	
	
	
	Finances and payments


1.4
TERM

The term of this SLA shall be as follows:

Start Date:
[        ]

End Date:
[         ]

Duration:
[Thirty-Six (36) Month]
Once agreed the Service Provider and Transnet Freight Rail cannot withdraw from all or part of this agreement within the above dates, unless the agreement is mutually or legally terminated.
2.
SERVICES TO BE DELIVERED

The service Provider undertakes and agrees to provide a professional service for Outsourcing of the Catering Function at Halfweg (Book Off Facility) on the Iron Ore Business Unit for a Period of 36 months.
2.1.
THE SERVICES 

A clear and unequivocal definition of the details of the required service (who does what, when) 

SCOPE OF REQUIREMENTS

Scope of work:

Transnet Freight Rail requires the provision of a professional service for the Outsourcing of the Catering Function at Halfweg (Book Off Facility) on the Iron Ore Business Unit for a Period of 36 Months starting ____________________________________.
Site location

The catering services must be delivered at Transnet Halfweg Building, Loop 10.
General
1. The service must commence on ______________ with the receipt of sign off Letter of award or receipt of an official Transnet order.
2.2.
BUSINESS HOURS AND SERVICE 

Transnet Freight Rail is an 24/7 business. The official business hours are therefore 12 hours day and night shifts (Mondays to Sundays) – Including Public Holidays. 
The contractor must ensure adherence to the required service within the stipulated time period.
3.
PERFORMANCE MEASURES, TRACKING AND REPORTING 

The under mentioned and other mutually agreed measures will be used to assess the performance of the catering service provider: ____________________.:
3.1
SERVICE LEVEL MEASUREMENTS

The following measures will be used to assess the performance of the service provider: ___________________ in additional to the Annexture D
Measure Description Target

	Measure

KPA
	Frequency
	Description
	Service Goal

	Quality of Food served
	Monthly
	The quality must be performed as per the specifications 
	98%



	Service Performance
	Monthly
	The service must be performed as per the specifications 
	98%

	Client Satisfaction
	Monthly
	The service must be performed by a certain time. 

	98%

	Overall Service 
	Monthly
	Combination of the above elements
	98%


3.2
CRITERIA TO MEASURE TARGETS 
The following criteria will be utilized to determine the achievement of the target for the period to be measured. 
	Measure
	Actual Performance
	Weight
	Measurement Formula



	Standard and quality of Food served
	The quality must be in terms of the specifications and is based on the satisfaction of the client

	40%


	100% minus # complaints 

	Service Performance


	The service performance will be in terms of the specifications and is based on the actual service delivered: - 

· Full compliance to specifications 
	40%
	100% minus 5% for each deviation as per specification
One failure   = 5% and means the non or substandard delivery of service

	Client Satisfaction
	The client in location will participate in the measurement via written feedback:- 

· The satisfaction level experienced by the clients based on services performed. 

· The measurement will be based on the same targets for Standard and quality of service and Supervision
	20%
	100% minus % scored 

Objective
: Agree on satisfaction levels 

Rating Scale description 

Rating scale

Performance Standard

Far Exceeding

100

Exceeds

96

Meets

95

Below Standard

94

Does not meet

80

  


Once weights and criterion have been determined the actual results are measured – see 3.3 for an example

3.3 TRACKING AND REPORTING PERFORMANCE

All roles’ players will be issued with the one pager Supplier Performance Document (SPD). The SPD will be completed for every incident that is not in compliance with the SLA and contract. The SPD will be completed monthly by all role players and be submitted to the coordinator. In the event there being no Coordinator the SPD will be submitted to TFR SCS. The Service Provider representative must sign every SPD where non-performance is recorded.
3.3.1. REPORTING TEMPLATE - EXAMPLE

	Measure

KPA
	Weight
	Actual

 Performance
	Performance Evaluation
	Result

	Quality (98%)
	40%
	5 complaints
	40 x (1.00 - 0.05) = 
	38

	Service (98%)
	40%
	3 complaints
	40 x [1.00 – (0.05 x 3)] = 
	34

	Client Satisfaction (98%)
	20%
	90
	20 x (1.00 - 0.1) = 
	18

	
	
	
	Total score
	90%


How do we determine if the service goal per KPA was met for the period?

Example:

There was 5 compliants for quality – how do we determine what % that is as the service goal = 98% for Quality

 = 100 x (1.00 – 0.05) = 95% 

When service falls below the thresholds identified TFR (Contract Manager) and Service Provider will work to resolve service problems. In the event that the service does not improve a joint meeting with TFR SCS will convene. The TFR Contract Manager will invite all role players. The meeting will be used to discuss and resolve problems that resulted in diminished service to TFR 

A comprehensive report that documents all the results and resolutions of these problems / findings shall be minuted and distributed to the Procurement Manager and other affected Managers

4. PROBLEM MANAGEMENT

The respective parties will work to resolve issues at the lowest possible level. To achieve this, TFR and the Contractors will formulate procedures relating to:

· Courses of action to take in the event of a problem

· Early identification of problems and proposed solutions

· Provision of services outside normal working hours

What is expected from the service provider in terms of suggestions and recommendations for service enhancement, cost containment, etc?
Below is a sample Joint Action Planning Template
	Performance Area 
	Comments/Issues
	Agreed Action 
	Responsibility for Delivery 
	Deadline

	Quality
	
	
	
	

	Service
	
	
	
	

	Client Satisfaction
	
	
	
	

	Contractual
	
	
	
	

	Representatives
	
	
	
	


5. PENALTY CLAUSE

In the event that the contractor is unable to or fails to provide the required service within the specified timeframe, TFR reserves the right to employ another Service Provider at the expense of the Contractor. All additional expenses incurred to arrange for an alternative Service Provider will be for the account of the Contractor.

5.1 Financial Penalty and Parameters
In the event that the Contractor damages, fails to perform a service in a specific area; delivers inferior quality services in terms of the Performance agreement, a financial penalty as agreed to by both parties, will be imposed. 

	Performance Area
	Reason for financial penalty
	Financial Penalty

	Quality of food served
	quality of Food served is non-satisfactory or < 98%
	5% deductible from monthly invoice amount.

	Service performance

	On failure to perform a specific location and the non or substandard supply and delivery of food parcels
	5% deduction from monthly invoice for < 95% on total service 

	Client Satisfaction


	<98%
	5% on the total value of each invoice submitted for payment

	Non-Compliance with contract


	<98%
	5% of invoice value


The penalty will consider and reflect the service goals and will be agreed to by SCS and the contractor.

Signed at ___________________________on this ________________day of _____________2025
……………………………………….

For Transnet SOC Ltd 

As Witnesses

……………………………………….

………………………………………..

Signed at _____________________________ on this   ________________day of ____________2025
……………………………………………..

For ___________________
As witnesses

……………………………………………

SUPPLIER PERFORMANCE DOCUMENT

(To be completed monthly by representative from the various offices / locations)
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