
Annexure A

Gujarat Pipavav Port Limited
Service Level Agreement with ……Company Name
1.
General
This Service Level Agreement (SLA) defines the minimum acceptable levels of performance by .......COMPNAY NAME in the provision of security services to Gujarat Pipavav Port Limited. It is an integral part of the main contract between Gujarat Pipavav Port Limited and .......COMPNAY NAME which was signed on 1st January 2024.
This Service Level Agreement is in addition to the base requirements already listed in the contract such as: background checks, contracts of employment, training, equipment, and reporting.

2.
Application
This Service Level Agreement will apply to all CONTRACTOR personnel deployed at Gujarat Pipavav Port Limited premises.

3.
Service Level Agreement (SLA)
The purpose of this service level agreement is to clearly define the minimum acceptable levels of performance by .......COMPNAY NAME personnel deployed to Gujarat Pipavav Port Limited premises. It provides a reporting mechanism, where the performance of .......COMPNAY NAME can be measured on a regular basis, by key personnel as determined by Gujarat Pipavav Port Limited.

4.
Definitions

The terms used within this SLA are defined as follows:

a. Conformity (C): The level of service observed is acceptable to Gujarat Pipavav Port Limited.

b. Non Conformity (NC): The level of service observed by key personnel is unacceptable to Gujarat Pipavav Port Limited.

5.
SLA Process: 

As follows:

a.
A total of 18 standards have been identified in the SLA.

b.
These will be checked by key personnel Gujarat Pipavav Port Limited at least once in every 24hr period as minimum.
c.
The beat positions chosen to verify that standards are being achieved will be at random. More than one beat position may also be viewed.

d.
Whenever a non conformity is identified, it will be brought to the attention of CONTRACTOR guard’s management immediately. It will also be documented, signed and retained by both parties. (See annex A)

e.
Where the maximum number of permitted Non Conformities listed in paragraphs 6-a to 6-c is reached or surpassed, the contract may be reviewed immediately by Gujarat Pipavav Port Limited. Such a review may result in the termination of the contract.

6.
Service Level Agreement (SLA) Requirements

The following minimum levels of performance are required by Gujarat Pipavav Port Limited:

a.
A maximum of 3 Non Conformities (NCs) in any single 24hr period will be deemed a non conforming day.

b.
A maximum of 10 Non conformities (NCs) in any continuous 7 day period will be deemed a non conforming week.

c.
A maximum of 15Non Conformities (NCs) in any one calendar month will be deemed a non conforming month.

d.
Where the physical protective security of Gujarat Pipavav Port Limited staff/assets is placed at risk, i.e. guards have been repeatedly discovered sleeping, this may be viewed as a breach of contract. Repeatedly is defined as more than once.

e.
A non conforming week or non conforming month may be viewed as a breach of contract.

7.
Standards of Performance to be achieved

Annex B lists the minimum acceptable standards of performance by CONTRACTOR Guards staff deployed at Gujarat Pipavav Port Limited premises. The guidelines for these are as follows:

a. Each beat position is fully manned as previously agreed at all times

b. Staff must report for duty on time and are in position for the duration of the shift. Comfort breaks are managed as appropriate. Staff are to remain awake at all times

c. Staff is smart in appearance and wear full uniform at all times as issued by .......COMPNAY NAME. This is to include waterproof suits during inclement weather. Personal protective equipment is to be worn by all staff deployed to the port area (safety boots/hi visibility vest and safety helmet)
d. Staff are to receive a briefing prior to the start of their shift. This should include: An update on the current situation, any changes to procedures, and any relevant safety issues and such briefing to be documented and keep on record for checking by GPPL HSSE.
e. Staff is to be aware of the assignment instructions relevant to their beat position. A copy of the assignment instructions should be available to all staff

f. Staff is to be aware of the emergency instructions relevant to their beat position including any emergency contact details. This is also to include the location of the nearest fire appliances and medical/first aid facilities.

g. Staff must be trained as appropriate to their beat assignment, and in accordance with the requirements outlined in the ISPS code for security staff.  All staff must have completed a formal .......COMPNAY NAME Guards induction training course (minimum of 5 days)
h. Staff must display a good level of customer service skills. This includes being polite and respectful to both internal and external customers at all times. Staff should not be seen smoking, drinking, eating or slouching whilst on duty.

i. Staff must not act in a manner which may endanger themselves or those working around them.
j. Staff must attend Port Safety Training and follow the Port Safety Rules.
k. Staff must report and record all safety and security incidents which occur during their shift. Such incidents must be reported to HSSE personnel GPPL at the earliest opportunity. This should certainly be no later than the end of each shift.

l. CONTRACTOR shall provide reports to the management of GPPL as follows:

i. All major incidents shall be reported to GPPL HSSE immediately

ii. All minor incidents shall be entered into an occurance book which is to be presented to the GPPL security manager by 0900hrs daily

iii. CONTRACTOR shall provide GPPL management a written security report on a daily basis by 0900hrs covering:  Manpower deployed, shortage, highlights of each shift, Lowlights, Observations any other concerns.
iv. CONTRACTOR shall provide GPPL management a written monthly report by 0900hrs on the 01st of each month covering: 

· Any security issues from the previous month

· CONTRACTOR absenteeism or sickness levels from the previous month

· Action plan to deal with any non conformities

· Any areas of concern to CONTRACTOR or suggested improvements

v. CONTRACTOR shall provide GPPL management a monthly intelligence report by 0900hrs on 02nd of each month covering:

vi. National and local security updates (Terrorist and Criminal)

vii. Security Threats and potential incidents inside GPPL premises

viii. Security Threats and potential incidents outside GPPL premises within the local community, island and villages
Signed on behalf of Gujarat Pipavav Port Limited
________________________________________________ Date: ___________

Signed on behalf of .......COMPNAY NAME.
________________________________________________ Date: ___________
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