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1. [bookmark: _Toc711622][bookmark: _Toc795745]Executive Summary

This Assignment shows how current contracts between Voyager Logistics and Lightfinger Security have a loop hole, there have been drivers waiting to commence work and not a security employee on site to open the gates, therefore drivers can’t start shifts. On other occasions the gates have been left wide open and vehicles have been damaged and in one case a lorry was stolen.
Problems have been highlighted and critically analysed where there could be reasons around these problems, the security guards could be somewhere else on site dealing with problems. They could also be carrying out routine checks, or not on site at all. These problems will need to be resolved in constructing a SLA Service Level Agreement amongst the two companies and resolve any issues in both parties interest.


2. [bookmark: _Toc795746]Introduction

Security systems in companies are very important and it is essential for the security workers to be very thorough, if the security is not of a high standard then items can be stolen or buildings broken into especially in industry as there are a lot of expensive and in some cases equipment’s of advanced technology. 
Voyager Logistics owned by Go-Fast Logistics Group are a high-level logistics business. The company has a security contract with Lightfinger Security limited. The security contractors are not operating gates between midnight and 06:00am. This causes a problem for Voyager as there are drivers waiting to start working hours and unable to enter the gate.
A new service contract agreement must be made and agreed by both parties with service level agreements put in place. (Cordal, 2018) Sates, A Service Level Agreement (or SLA) is the part of a contract which defines exactly what services a service provider will provide and the required level or standard for those services. The SLA is generally part of an outsourcing or managed services agreement, or can be used in facilities management agreements and other agreements for the provision of services”.












3. [bookmark: _Toc795747]Question 1. 

The current contract is to be adjusted which will be a Service Level Agreement (SLA). The SLA will be a contract between a company and an external service provider, in which the company will be looking to receive a better service than the one already provided. (Furse, 2018) States “A service level agreement (SLA) is a contract between a service provider (either internal or external) and the end user that defines the level of service expected from the service provider”.
The service level agreement will be based purely on output, and its sole purpose will be to interpret the service that the customer (Voyager Logistics) can expect to receive. (Cordal, 2017) States “A properly drafted and well thought out SLA should have the following elements: 
· It will state the business objectives to be achieved in the provision of the services. 
· It will describe in detail the service deliverables. 
· It will define the performance standards the customer expects in the provision of the services by the service provider. 
· It will provide an ongoing reporting mechanism for measuring the expected performance standards. 
· It will provide a remedial mechanism and compensation regime where performance standards are not achieved, whilst incentivising the service provider to maintain a high level of performance. 
· It will provide a mechanism for review and change to the service levels over the course of the contract. 
· Ultimately it will give the customer the right to terminate the contract where performance standards fall consistently below an acceptable level”. 

Before a SLA is agreed there has to be an understanding of the problems from both parties involved. The problems that currently exist in the company has to be clearly outlined and reasons established, this could even mean re visiting the current contract to check Lightfinger are performing within the current boundaries of the contract.


4.1. [bookmark: _Toc795748]Gates Locked between Midnight and 06:00am 

There are issues to be addressed while creating this service level agreement, this is a major problem that currently coincides with the current contract. If the gates are locked then delivery employees cannot commence their shift on time and it also means deliveries could be delayed as the Lorries are in the voyager compound and not on route to customers. This is a vital issue to boost customer relationships and trust in the Voyager Company, it is something that will have to change. 
(Content, 2018) States, “An SLA only works and is accepted if both sides gear to a mutual agreement. A company should not rubber-stamp the demands of a customer just to score the deal. Likewise, when sending counter offers, they should themselves only suggest terms that they can achieve and deem satisfying for the customer”. Both parties must agree changes in the agreement before coming to a conclusion. Voyager will want the gates to be manned constantly around the clock and Lightfinger will have to produce a quotation to do so.
The questions to ask lightfinger are:
· Were there employees on site?
· If they were on site, where were they if not at the gate?
· If employees were not on site then why not?
· If employees were non on site was lightfinger aware?
Voyager Logistics will approach Lightfinger and as the above questions as to why gates aren’t being manned, it could mean that Lightfinger do in fact have employees on site but they are doing routine checks. If they are doing routine checks how long do they take? And surely they would return to the gate at some point to find the drivers waiting and then in turn can commence work.  






4.2. [bookmark: _Toc795749]No security present on site and vehicles damaged or stolen

With there being no security present on site on 6 separate occasions, this issue needs to be addressed in the Service Level Agreement as it is not acceptable. As a business moving forward they can’t be worries about the equipment getting vandalised on site or a brand new truck being a victim of shrinkage as the customers are a number one priority to worry about. It costs time and money arranging logistics especially giving a service to other companies so vehicles going missing or vandalising sets back Voyager to have repairs done or losing money on purchasing a new one. The SLA with Lightfinger will need to make sure site is manned 24 hours a day 7 days a week. 
(Greenwood, 2018) Says, “A company will have a reliance on external services that are outside of your control and reach. That could be a hosting provider or it could be a hosted service, the service provided will be for you (the business) to judge on the level of customer satisfaction you have”. Once a SLA is met and agreed upon both business can commence working together to improve current systems in place at the voyager site.
These questions must be asked by Voyager Logistics to Lightfinger:
· Were security personnel present on site?
· If no Why was the gates left open?
· If yes why the gates were left open and where were they?
· Were they aware gates had been left open
These are questions that need answering by the security contractors, were their workers present when this ordeal happened, if not why not? Why were the gates being left wide open so vehicles can be damaged and stolen? Who will cover the costing of repairs and a new lorry? It’s not acceptable for a service supplier to allow this to happen while in an existing contract with a client





5. [bookmark: _Toc795750]Conclusion

There are problems that currently exist within the company and security services that are being provided. There are matters that needs to be outlined and resolved:
· If Security are on site, how many personnel need to be present at any given time?
· If Lightfinger employees are on site and carrying out routine checks how to people waiting at the gates contact them?
· Will there be someone manning the gates constantly? If not there needs to be
· If gates are not to be manned around the clock will they respond to late night calls?
· If times and vehicle details are conversed will they be on a call out period?
[bookmark: _GoBack]Voyager Logistics need to come to agreement with Lightfinger Security Limited and agree on a contract that suits both parties. The agreement from the company welfare would be security gates staffed all hours and regular site checks to ensure no theft of goods or vandalism has taken place. Lightfinger will also need to agree on prices to have staff the gates constantly and do routine checks daily to ensure company wellbeing. If gates are not staffed constantly then information needs to be passed on and a fix need to be put in place for late night shift starts and deliveries. A service level agreement should be constructed and agreed on to resolve all issues and one where both companies are satisfied and are fully aware what actually lies within the contract. 
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