Annexure B
Service Level Descriptions and Service Credits


	Service Level Descriptions 
	Service Level Failures 
	Service Credits (expressed as a percentage of the total Amount at Risk)

	A. Provision of assistance and advice 

	1. Performance standard - The Service Provider (“SP”) must provide the Services within the timelines, as agreed to in writing from time to time. 

	Assistance or advice provided two (2) Business Days after the due date agreed to between the Parties in writing.
	10%

	2. 
	Assistance or advice provided four (4) Business Days after the due date agreed to between the Parties in writing.
	20%

	
	Assistance or advice provided six (6) or more Business Days after the due date agreed to between the Parties in writing.
	40%

	B. Attendance of meetings

	1. Performance standard - The SP must attend all meetings at the agreed written timelines and venues.


	Failure to attend a meeting agreed to.
	40%
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