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In order to improve the performance of Voyager operation, purchasing of security service is one of the areas that need to undertake improvement. Because the purchasing team is lack of professionalism, the organization signed an improper security contract with Lightfinger Security Limited, which has led to three problems: 
1) Gate timing is not suitable to drivers’ shifts;
2) Security absences on separate occasions;
3) Damage and steal of equipment.
This report is to give suggestions on how to improve the security contract. Service level agreements (SLA) are taken into account, as Lightfinger claim it for any new amended contracts.
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The main concern of this report is the approaches to address the issues with the security contract so that improve the performance of the Voyager operation. Apparently, it is a case related to service purchasing. 
First of all, it is vitally important to be aware that the characteristics of services, such as intangibility and heterogeneity, make its purchasing different in comparison with the purchasing practices for goods (Axelsson and Wynstra, 2002). Van der Valk and Rozemeijer (2009) states that services can have tangible results on the performance of an organization (e.g. the security issues in the case of Voyager) and the interactive nature of services exert difficulties on buying service. If a company only focus on the initial stage of the transaction purchase process and neglect the ongoing interaction between buyer and seller during the service exchange, it will consequently meet problems in the ongoing phase of the contract. As suggested by Holma, A.M. (2012) who point out that service purchasing demands new purchasing function in organizations, because it is more complex than the purchasing of goods due to services are abstract, intangible and dependent on the interaction between buyer and supplier. In addition, Hallikas, et al. (2014) suggest that creating customer value is an essential aspect of service purchasing, which reveals the overall value potential of the services need to be considered when making purchasing decisions. 
As claimed by Lightfinger, establishing service level agreement (SLA) is an indispensable aspect to deal with the issues. SLA enables the buyer to state their requirements to suppliers unambiguously, on the contrary, suppliers can manage to provide satisfactory services. According to Weigel and Hadwich (2018), SLA is one of the success factors on service networks, because it has a positive impact on performance, customer satisfaction and long-term partner retention. It should be noticed that defining the specific content of a service level agreement is a problem area in the purchase process for services (Van der Valk and Rozemeijer, 2009). If an organization does not spend the required effort on developing specifications, it will be difficult to determine the specific content of SLA.
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It would be easier to propose solutions started by evaluating the causes of the issues with the security contract. The purchasing team of Voyager Logistics have little knowledge and understanding about purchasing process, which led to the fact that they chose the suppliers who offer the lowest price but not the best services that can consequently add value to the business. Based on the problems already emerged with the security contract, it is clear that the purchasing team failed to specify the requirement within the organization to the services supplier. Moreover, during the contract period with Lightfinger Security Limited, terms and conditions were not defined well enough to satisfy the buyer’s requirements in full. Probably no supplier assessment had ever been implemented on the security service provider.
Van der Valk and Rozemeijer (2009) found that purchase process for services should be inclusive of eight steps, which are specify, request for information, detailed specification, select, contract, order, expedite and evaluate (see figure 1). They also identified three main problem areas in the purchase process for services, which are Specifying the service, Defining the specific content of SLA and Evaluating performance. In the other hand, Pemer, Werr and Bianchi (2014) state that the establishment of policies is found to be positively related to organizations' perceived ability to purchase professional services.
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Figure 1. purchasing process (Van der Valk and Rozemeijer, 2009)
For the reasons behind the issues with the security contract and the related literature mentioned above, there is no exaggeration to consider services elements and management elements to be included in service level agreements. 
The main concern of service elements is the way to amend the contract to incorporate the security requirements of Voyager Logistics. The content needs to be as specific as possible, including a shared understanding of service availability, a suitable time frame for transportation shifts, the responsibilities of both buyer and service supplier as well as the rewards for supplier’s contribution to the outcome or output of collaboration.
The management elements should focus on the ongoing interaction between the buyer and supplier during the security service exchange. Sharing and tracking information about service effectively is an important part of management due to it plays an indispensable role in collaboration and transparency between both parties. The management elements need to clarify how to resolve future issues related to security services. Furthermore, the establishment of policies on sustainable collaboration with a service provider should be considered.
The improvement of the security contract should be started with determining specifications by discussing requirements cooperatively with other departments within the organization, the reason is that the purchasing department is still lack of professional training. The second step is requesting information from the service supplier to set up interaction with the supplier. The following step is developing SLA which can satisfy both the requirements of the buying company and the service supplier. It is necessary to be explicit about what is expected from the service provider and who is responsible for some of the parts in realizing customer value. Last but not least, it is the step to generate the ongoing phase of the contract and implement the SLA with collaborative management that both parties working together, sharing information and tracking security performance.
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In view of the evaluation made above, the first stage of the purchasing process primarily determines the success of the service purchasing, in other words, the specifying the service is vitally important to buying services. One of the key success factors for successful service purchasing is active contract management that is sustainable, collaborative and valuable. Business services are produced and consumed in the interaction between buyers and suppliers, some kind of coordination has to take place to adjust the collaboration that the supplier and the buyer work together in delivery and exchanging service. SLA can enable buyers and suppliers to achieve a shared deep understanding of the requirements within the organization to deliver customer value. Furthermore, services elements and management elements are the main factors to be considered when developing SLA.
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