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1. INTRODUCTION
A service level agreement (SLA) is a negotiated agreement between two parties where one is the customer and the other is the service provider. This can be a legally binding formal or informal "contract". Contracts between the service provider and other third parties are often (incorrectly) called SLAs — as the level of service has been set by the (principal) customer, there can be no "agreement" between third parties (these agreements are simply a "contract"). Operating Level Agreements or OLA(s), however, may be used by internal groups to support SLA(s).
The SLA records a common understanding about services, priorities, responsibilities and information. Each area of service scope should have the "level of service" defined. The SLA may specify the levels of availability, serviceability, performance, operation, or other attributes of the service. The "level of service" can also be specified as "target" and "minimum," which allows customers to be informed what to expect (the minimum), whilst providing a measurable (average) target value that shows the level of organization performance. It is important to note that the "agreement" relates to the services the customer receives, and not how the service provider delivers that service.
 2. PROCEDURE
It is intended that non contractual service level agreements (SLA) be proposed to all interested Building Standards customers and stakeholders (internal or external). Customers in this case will be deemed to be agents dealing regularly with the the Highland Council Building Standards Service in the submission and further processing of applications for building Warrants in terms of the Building (Scotland) Act 2003
In order to facilitate faster, more efficient responses to building warrant applications the agreements will, in the first instance, commit to providing improved response times to requests for pre application advice, building warrant submissions and re submissions of amended information. This will be dependant upon the levels of information received from the customer.
The SLA will stipulate minimum requirements for the level of information to be submitted by the customer. The information required will be specific to each SLA and will require to be subject to discussion with the customer.
If acceptable arrangements are agreed then Building Standards will commit to achieving response times as published under the customer charter.
Where current response times fail to meet the agreed service commitments, it is proposed that successful implementation of this working approach will deliver a service improvement.
It will generally be a requirement that it will be encumbent upon the customer to also confirm minimum response times for re-submission of any information required.
The BS Service will commit to a consistency of process and interpretaton.
 3. PARTNERSHIPS AGREEMENTS
Agreements made during pre-application meetings between customers and Building Standards staff will be deemed to be binding and would generally require no further discussion unless:-
        the proposals change, in which case the customer will require to notify BS, or 
        changes in the legislation are implemented after the pre-application meeting but before the formal building warrant application is submitted.
Adequate records of all pre-application meetings will require to be kept and agreed by the BS Service and customer.
In general terms an SLA between Buiding Standards and a customer should take account of the following:-
1.      The minimum level of information required to allow a more speedy processing of any application. 
2.      Pre application meetings formally recorded and agreed between both parties.
3.      A commitment from both parties agreeing suitable response times. For Building Standards these times should meet the Service KPI commitments in place at the time.
4.      Formal and regular review of the SLA arrangements to ensure that both parties are meeting their agreed commitments.
5.      Application documentation to be fully completed at the time of submission.
6.      Staged warrant applications being submitted timeously and before works on the stage in question begins.
7.      Submission of Completion Certificates only being submitted upon completion of all building warrant works.
8.      All certification required being submitted timeously.
9.      All amendements to drawings being re-submitted for approval to be suitably highlighted and annoted on the application drawings.
10.  Disussion on alternative solutions proposed to be identified and agreed at an early stage ideally before Building Warrant submission.
11.  Consultation with appropriate bodies to be carried out by the customer and records of any discussion included in the building warrant submission documentation.
 

4. FURTHER WORK
Further SLAs could be agreed between building standards and the Highland Council licensing departments with regard to speedier response times in return for improved communication and information from the licensing authorities.
SLAs to be investigated with Highland Council’s Housing and Property Services section to improve quality of submissions and to reduce time taken to issue building warrants.
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