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Executive Summary
Security issues are currently present between Lightfinger Security Limited and Voyager and this assignment identifies key aspects that should be incorporated into the contact between to eliminate these raised concerns. The implementation of an SLA with proposed amendments can be seen through this assignment as well as published SLA’s to identify how the framework is constructed and how the performance can be measured. KPI’s and audits have been investigated to identify how the performance of an SLA agreement can be measured and what impact this has between the customer and supplier. 
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· SLA – Service Level Agreement
· KPI – Key Performance Indicator
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Introduction
For this assignment a performance analysis of the security services provided by Lightfinger Security Limited to Voyager will be investigated to identify how the security contact can be improved. Research into SLA’s and published security SLA agreements will be carried out to identify what an SLA is and how it can be used to improve performance, quality and meet the customer needs. KPI’s and audits associated with an SLA will be investigated to establish how the SLA can be continuously measured. Proposed solutions to the current security contract issues will be established to reduce and eliminate the current security problems that are present. 
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The current security services conducted by Lightfinger Security Limited is clearly questionable as this having an effect on both the supplier and the customer Voyager in terms of customer satisfaction. Three key issues have been identified through the statement regarding the security problems. They are as follows,
· “Gates are locked between midnight and 6.00am and this is preventing vehicles from entering the site including those arriving for work.” 
· “There has been no security present on site in six separate occasions and the security barrier has been left wide open.” 
· “A brand new truck has been stolen and vandalism has occurred to trailers and vehicles.”
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A service level agreement sets out the standards at which the work is required to be executed and forms part of a contract. Performance will often be linked to payment, therefore it is important that these standards are specified objectively (Marsh, 2005). An SLA primarily focuses on the service quality and performance measuring agreed by both parties and may be used as a measurement tool as part of a contract (southend.gov, 2015.)
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Based on published Service Level Agreements on security services conducted by (Service Level Agreement between Waterberg District Municipality and Triotic Protection Services, 2013) and (Elite Security Group Service Level Agreement, 2015) the SLA framework between Lightfinger Security Limited and Voyager should be amended based on these published security SLA’s to improve customer satisfaction and eliminate or reduce the current issues that are being reported such as, the vandalism and theft of vehicles, no security presence on site and gates being locked at inconvenient times. The Proposed SLA agreement should include the following amendments to satisfy the customer and supplier needs: 
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Gates should be manned on a 24hour period with vigorous vehicle and personnel inspection as well as site patrols to improve security to the facility. Lightfinger Security Limited should be compensated for these additional costs incurred for the extra services provided. The performance of the supplier can be measured through KPI’s, inspection and auditing of the professionalism and services provided by Lightfinger Security Limited. 
Based on the assumption that the gates and security equipment are in good working order, supplier negligence will be the outcome if security issues remain after the new amended agreement has been implemented. The proposed framework for conducting site patrols is as follows, 
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The proposed site patrols should be carried out every 2-3 hours with continuous communication via radio to the main gate. Radio checks should be carried out on the site patrols to liaise with the main control room and report any identified abnormalities or security issues. Routine shift swaps should be included with a log to identify who conducted the patrol at the designated time. This will allow for audits to identify the personnel who carried out the patrols at certain times and dates should anything go wrong. The effectiveness of the site patrols can also be measured by implementing a KPI system. The KPI’s should then be reviewed every 4 months with the audits to analyse the results. The outcome of the review would then impact the total costs paid by Voyager to Lightfinger Security Limited.
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The security barriers should be manned continuously on a 24-hour period with vigorous vehicle and personnel inspection. A site safety course should be conducted for personnel new to the facility which identifies muster points, site entrances and emergency response. Passes should be issued for personnel and vehicle use to access the site premises for identification purposes. If manning issues are of concern, then an electronic scanning system could be installed for more efficient access. The performance of this system can be measured again by a KPI system and continuous auditing. The service provided by Lightfinger Security Limited would again generate further cost to Voyager. However, these costs can be reduced pending the result of the measurement performance. 
[bookmark: _Toc536637727]Vandalism and Theft of Vehicle and Equipment
The implementation of a CCTV system and inspection of site facilities and equipment should be incorporated into the amended SLA agreement, to ensure the risk of vandalism and theft is eliminated. Buildings and areas that are not in use over a night shift should be locked to prevent access and if access is required then the guard room can issue these keys if required. Performance can again be measured based on to the total number of thefts and vandalism that have taken place on the premises. This will therefor affect the KPI bonus and could even result in holding of costs to the supplier until an investigation has identified the cause of this issue such as company negligence or even further security incompetence. 
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The performance of Lightfinger Security Limited can be measured against KPI’s. By implementing KPI’s into the SLA, the defined services and standards can be measured. Key Performance Indicators can be defined as the focus on the aspects of an organisations performance that are the most critical for the current and future success of the organisation (Parmenter, 2015). The implementation of KPI’s into the SLA agreement with Lightfinger Security Limited and Voyager would allow for quality and performance to be measured and ensure that all the terms and conditions agreed on both parties is compliant. A review of the SLA agreement should be incorporated and the outcome of the review should be determined on the KPI’s. 
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A performance audit generally looks at three things:
1. Compliance to the rules
2. Effectiveness of those rules in use
3. Suitability of the rules for achieving an organisations goal
Performance audits can be applied externally to supplier relationships. The issues with external audits consist of restriction of information, lack of trust, geographic separation or all three. In certain circumstances, performance audits can be applied to regulatory or award relationships (Arter, 2008). Based on the SLA audit conducted by (Canada, 2015), an SLA audit examines the execution of SLA to determine that the company is achieving business requirements in accordance with contractual terms, conditions are deliverable, the performance is measured, and the resulting metrics are reported. Therefore, it is essential that performance audits are regularly carried out by Voyager on Lightfinger Security Limited to ensure both parties are complying with the terms and conditions set out on the SLA and this improves quality, trust and information flow thus, establishing a high-quality security service. 





Conclusion
For this assignment research was carried out to identify what an SLA is and how it can be used to improve the security contact between Lightfinger Security Limited and Voyager. Published SLA agreements by (Service Level Agreement between Waterberg District Municipality and Triotic Protection Services, 2013) and (Elite Security Group Service Level Agreement, 2015) have identified key factors in the SLA agreement that will benefit the customer and the supplier. Through this research it could be seen that KPI’s can be used to measure the performance of the SLA agreement thus, improve quality and customer satisfaction. Proposed amendments to the SLA agreement have been identified such as manning of gates, site patrols, security barriers and prevention of vandalism and theft, all of which should be incorporated into an SLA agreement between Lightfinger Security Limited and Voyager to improve security performance and satisfy the customer needs. 
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