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Service Level Agreement

1. Introduction

1.1. Document overview

The present Service Level Agreement (SLA) template lays down the minimum requirements for the provision of the services under this lot in accordance with Article 110 (a) of the Financial Regulation
. The tenderer must complete the template provided and commit itself to deliver the minimum level of service. This minimum level of service will be considered mandatory and inability to provide it will lead to disqualification of the offer for non-compliance with the minimum requirements. The tenderer accepts without any reservations or restrictions to comply with the minimum requirements established in this document.

In addition to this SLA minimum level of services, when indicated, certain service levels can be improved in the tender. Information on these improvable service levels is given in this SLA template. If tenderers' proposal exceeds the mandatory minimum levels pre-defined in this SLA template, points will be awarded to their proposed specific service level during the technical evaluation. 

	You must briefly describe your services following the structure and content of this document.
All points indicated in each section of the SLA are maximum points. A maximum of 180 points will be awarded for the characteristics and merits of your proposed specific service level, according to the distribution of points laid down in this SLA template.


1.2. Scope and objectives 

The Service Level Agreement provides the definition, process, reporting, service levels metrics and quality parameters, as well as risk and problem management, Compensation arrangements (liquidated damages) and cases of possible failure to meet contractual obligations for each of the following services:

· Delivery of face-to-face training;
· Design and development of face-to-face courses, including training material;
· Logistical and administrative support for the organisation of the training;
· Delivery of blended learning / virtual face-to-face training;
· Technical consultancy;
· Management of services.
The following IT domains will be covered by the services:
· Operating system;
· Word processor;
· Spreadsheet;
· Electronic mail;
· Web pages editing;
· Personal databases;
· Internet browsers;
· Graphics and Presentation tools;
· Mobile solutions;
· Collaboration tools;
· Cybersecurity for end-users;
· Any other commonly used tools available on the workstations of the end-users.

1.3. Definitions and acronyms

Please define here all acronyms used in this document

EC: 
European Commission

DTS: 
Digital Training Services

CA
Contracting Authority

SLA:
Service Level Agreement

SC:
Specific Contract

EU:
European Union

PFM:
Product Family Manager

LMS:
Learning Management System
The requester:

European Commission (leading contracting authority) and/or other bodies (participating contracting authorities) using the framework contract

Normal working days:
From Mondays to Fridays inclusive, except for Commission holidays solely. Commission holidays are usually but not necessarily the same as the national holidays of the place of execution of the Framework contract. When expressly so provided in the Framework contract or in a Specific Contract, Commission on-duty days (such as Holy Thursday, Good Friday, the day following Ascension Day and the period between 27 and 31 December) may be included in the Normal working days. If nothing is provided in this respect, such Commission on-duty days will be regarded as Commission holidays.
1.4. Reference documents

You must fill in this SLA template with the utmost care by giving brief replies and/or references. Whenever a reference document is provided, you must indicate the section and page of the tender where this document is provided.

2. General conditions for the provision of services

This SLA covers the whole duration of the framework contract. During the execution of the framework contract the contracting authority may propose changes in the SLA. These changes cannot be in contradiction to the minimum level of services set in the SLA and the minimum requirements defined in the tendering specifications. Their purpose is to clarify and ease the execution of the framework contract and shall require explicit agreement by the contractor. After agreement, a new version will be signed by both parties and incorporated in the framework contract.
3. SERVICE: Delivery of face-to-face training 
3.1. Definition

The trainees will attend courses given by a course instructor. The training programme will be mainly part of the contractor's catalogue.  Courses could be organised on specific end-user related IT systems upon request of leading/participating contracting authority requesting the service (hereinafter the requester). 

The contractor will inform the requester about evolution of their training catalogue as well as suggest improvements for the existing training programme if any. 

The contractor will provide to the requester a template with a course description (target audience, pre-requisites, follow-up courses, course content) in English and in French and a training technical sheet containing the training environment specificities not longer than 10 days after the request of the contracting authority (annex 3 B and 3 C). New courses are to be introduced in the DTS training catalogue according to ''a best practices'' guidelines as described in annex 3 D.
The elements that must be part of the provision of a training course are described in section 5.4.2 – Provision of face to face training of the tendering specifications.

The contractor will also provide to the requester descriptions of training paths for staff/competences profiles in line with the Learning Management Strategy (Annex 5 to the Tender Specifications). In the description it should be clear which courses are pre-requisites and which are for a follow-up, it should be clear which training paths should be chosen for a specific profile or topic. 

The contractor will also provide to the requester (if asked) pre- and post- evaluation questionnaires in English and /or French in order to assess participants' knowledge and skills on certain topics before and/or after the course. 

For each course, the trainer will normally invite participants to join an online community. S/he will host this community before and after the training course, raising relevant questions, suggesting activities for engagement and replying to questions asked. These online activities will be considered as remote services.

Courses are to be held in English and French depending on the specific request of the requester, any course being given in one language only. All trainers must have teaching experience, technical knowledge of the software and be fluent in the language in which they are giving the course (French or English). 

In general, a hands-on training course
 will be organised for maximum fifteen (15) trainees. Exceptions can be: 
· Workshops and hands-off
 courses could be organised for larger audience.

Course schedules are as follows: 
From 09:00 to 12:30 and 
from 14:00 to 17:00, 
on Normal working days. 

The Commission's courses will mainly take place at the Digital Training Services (DTS) facilities in the requester's premises in Brussels and Luxembourg. 

Currently, these facilities are as follows:

• Brussels: 
8 training rooms (average 12 participants/room), 


1 e-learning room (average 10 participants/room),


2 conference rooms (average 40 participants/room), 


• Luxembourg: 
4 training rooms (average 12 participants/room)
1 conference room (average 35 participants).

This information is given as an indication only and may be modified. Furthermore this implies no commitment from the part of the requester. 

Training courses may take place in the requester’s premises in the European Union Member States. 

Training can be also organised at the premises of the contractor.
Courses or workshops may be organized on specific topics upon demand. If not available in contractor's catalogue, they will have to be provided by the contractor via a distribution channel (see section 4.4.2 of the tender specifications for further details on the distribution channel).

. 

3.2. Process

An order of training days, corresponding to an estimation of training days needed over a period of approximately six (6) months is ordered through a SC. This order will be used progressively.

Then, the requester will request specific training courses based on the identification of staff needs, on specific dates. The contractor will be informed in writing of the contracting authority's requests, one (1) month in advance to the foreseen date of the training. 

Within a maximum of five (5) working days, the contractor has to reply in writing or email, either accepting the requests or by proposing alternative dates. 

On the training day, the instructors will have to be present at least thirty (30) minutes before the beginning of the training course itself. When the trainer does not arrive in time, the planning manager (SPOC) of the contractor must be available on the phone in order to find an immediate solution. 

During the training course the trainer will inform participants about possible follow-up courses and refer to different types of additional resources available by the contracting authority when applicable  (hyperlinks, e-learning courses, library, etc). 

At the end of the training the trainer will submit feedback to the requester on the rhythm of the training session,  the encountered problems and suggestions for improvement (annex 3 E – Evaluation form for trainers).

The requester reserves the right to cancel a course with a prior notice of at least ten (10) Normal working days before the date foreseen for that course without any compensation. Should prior notice of cancellation by the requester be given less than ten (10) Normal working days before the foreseen date, the requester will have to pay for the course.

The contractor should deliver the requested training paths not later than fifteen (15) Normal working days after the request of the requester.

The contractor should deliver the requested pre and post knowledge testing questionnaires not later than fifteen (15) Normal working days after the request of the requester.

3.3. Service level metrics

At least 85% of the requests for specific courses on specific dates should be met. 

For at least 95% of the training courses, the trainer should be present at least thirty (30) minutes before the start of the course. 

3.4. Quality parameters

Please describe your methodology to achieve quality of the courses and define the relevant parameters (10 points):
3.4.1. Quality of courses

At the end of each course, participants fill in an evaluation sheet covering the following aspects:

· Content;
· Trainer / facilitator; 

· Methodology;
· Learning resources (manuals, presentation material, hands-outs etc.);
· Organisation and logistics.
A sample questionnaire is presented in annex 3A.

Additionally, an overall evaluation is given to the whole course. A free text field is used for suggestions. 

The level of quality of each course is based on these evaluation sheets. Each aspect, except "organisation and logistics", has to reach a minimum of 66%. All aspects are composed of several questions.

Additionally, the average of the overall evaluation of the course has to be more than 66%. For each question, the assessment percentage is obtained by calculating the average of all the given answers where 0 is being the lowest and 10 the highest score. In order to express their opinion, participants use a sliding bar, only full numbers can be chosen (no numbers with decimal points).

Questions that are not answered or are "not applicable" are not included in the overall averages. 

If the course evaluation is less than 66%, the contractor in collaboration with the requester has to analyse the causes and explore possibilities for solutions. Ad hoc meetings can be organised if needed, involving also PFM. If the responsibility lies within the contactor, the Compensation arrangements (liquidated damages) can be applied.

When the following conditions occur, the trainer cannot be held fully responsible in not achieving the pedagogical objectives:

· No fully-working infrastructure;
· Participants do not have the needed prerequisites to follow the course;
· The number of participants is higher than the number of PCs in the course room or than the number of participants foreseen during the design of the course.
Attention should be paid to courses where evaluation scores are between 66 – 73% in order to avoid possible issues in the future. The contractor should analyse the evaluations and suggest possible solutions.  

The contractor will receive the course evaluation files after each course. If any of the evaluated aspects is lower than 66%, the contractor has to inform the requester, give information in the quarterly report (section 6.2 of this SLA), look for the causes of such an evaluation as well as suggest a solution. 

The average of the overall evaluation is visible for the participants in the description of the course content. It's presented by five (5) stars where five (5) stars is the maximum, the participants also see the number of evaluations filled in for this specific course as well as the maximum and minimum values that peers have attributed to this course content. 

3.4.2. Quality of trainers 

All trainers should be experts in the field where they are giving the courses. 

For face-to-face training, familiarity with a wide range of current learning methods is essential, as is the ability to work with both small and large groups. Trainers will have to use the teaching aids made available by the Contracting Authority in a professional manner; for example, they must know how to use the basic functions of the smart boards and other equipment made available to them in the training rooms. 

Experts must also know how to operate the multimedia tools associated with virtual classes, online communities of practice, blended learning, etc. 

New trainers should be coached by more experienced ones. 

The requester has the right to attend training courses to verify the quality delivered by the trainer without any prior notice to the contractor. 

If the Contracting Authority so requires, the trainer must record the presence of each participant, sign or have the participants sign an attendance register, electronically or on paper. The attendance register may be used as evidence of the service supplied for invoicing purposes.

For all learning formats the trainer has to:

- run the activity to achieve the learning objectives for all participants as far as possible and that the learning impact is high; 

- explain the learning objectives clearly and accurately to the participants at the beginning of the course/event and before beginning each new activity or part; 

- answer participants' questions clearly and precisely.
3.5. Risk and problem management

Identify the risks and problems that you could face with the provision of this service and explain the way you will tackle them (5 points).

3.6. Compensation arrangements (liquidated damages)
Should the contractor cancel a training session less than ten (10) Normal working days prior to the planned date, the contractor has to re-organise the same course for free, within ten (10) Normal working days. 

Should the trainer arrive later than 10.00 or not arrive at all, the course should not be invoiced to the contractor and be organised for free at the convenience of the requester but not later than three (3) months after the incident.

Should the overall evaluation for a course be lower than 66% and the responsibility lies within the contractor, the course should not be invoiced to the requester and be organised for free at the convenience of the requester but not later than three (3) months after the incident. 

Should the course material not be delivered on time (on the day of the training course), the course material should not be invoiced to the requester and be delivered for free for that particular course. 

3.7. Failure to meet contractual obligations

If, within a sliding period of one (1) year, less than 85% of the requests for specific courses on specific dates are met, this may be considered as a failure to meet contractual obligations.

If, within a sliding period of one (1) year, three (3) courses are cancelled by the contractor, less than ten (10) Normal working days prior to the planned date, the requester may consider this as a failure to meet contractual obligations.

If, within a quarter, five (5) % of courses do not reach the minimum quality level of 66%, this may be considered as a failure to meet contractual obligations.

4. SERVICE: Design and Development of face-to-face training, including training material
4.1. Definition

This category of services includes the following:

A) The design, adaptation and tailoring training course content:

· by focusing on specific parts of the course programme, deepening the course on these parts or by creating a new course;

· by taking into consideration the participants’ knowledge and experience

· by promoting best IT practices of the requester

· by limiting the number of days and/or subjects of one course to fulfil the specific interests of the target population

· by joining/mixing parts/modules of two (2) or more classical courses in one (1) adapted course.

B) A designed training course-content must include:

· an analysis of the specific needs of the end users;

· the selection or development of effective training corresponding to these needs;

· the training schedule specific for the course;

· the provision of all associated teaching aids (course notes, manuals, slide‑shows, etc.);

· the training itself;

· the course evaluation made by the participants and the trainer;

· the monitoring of the quality and effectiveness of the training and the reporting.

· design and production of specific training aids and documentation on the IT tools as well as on relevant projects, on different types of supporting media (slide shows, manuals, multimedia documents, video, etc);
· developing and selecting learning resources to make available online (for example: tips and tricks, learning posters, electronic references);

Course material (slide shows and summaries) may be adapted. Course material has to reflect any adaptation of the course content. 

New supporting material must be produced in accordance with the teaching objective and the structure of a course (slide shows, etc.).

The requester might ask the contractor to use books available on the market as course material.

For any adaptation the contractor will not spend more than one person-day or ½ person day per course. For any new course, a proposal has to be submitted by the contractor to the requester indicating the costs based on the price list annexed to the Framework contract (no additional costs) as well as adding a detailed course development plan with a calendar and the responsible parties.

The supporting material (slide shows, end user documentation, exercises, hand-outs, manuals, multimedia documents, video, etc …) must be available before the start of the course.

Course material must also be available in French and in English, while all references to the applications have to remain in English because only the English versions are installed on the requester's PCs.

The contractor may also be required to collect and update references for existing open-access material, such as:

· Learning videos;
· Links to recommended websites; 

· Recommendations for books or DVDs (available in the Commission libraries);
· E-books;
· Online tutorials;
· Recommendations for specialist external training/certification.
The contractor may be required to develop or select material specifically to be put online on an intranet or Learning Management System, in order to increase the range of tools available to staff to learn independently and in the workplace. 

4.2. Process

A global order of working days or ½ days of designing or adaptation course and course material services, corresponding to an estimation of needs over a period of approximately one (1) year is ordered through a SC. This order will be used progressively.

The requester demands a design of a new course or an adaptation of the standard course or course material, specifying the subject(s) to be treated more precisely or to be skipped based on the identification of specific needs. 

· Course adaptation: Within ten (10) Normal working days, the contractor will propose an outline of the adapted course. 
· New course proposal: Within twenty (20) Normal working days, the contractor will propose an outline of the new course.

Within ten (10) Normal working days, the requester will confirm or submit corrections both for new and adapted courses.

The requester will make sure that for all the updates PFM are informed and included in the validation process.

The contractor should do all the communication regarding the updates with responsible people of the requester's training centre and not directly with PFM. The requester's training centre should systematically be informed about the contractor's communication with the PFM.

The contractor will submit the final conclusions to the requester's training centre. It is the requester who finally gives his approval after consultation with the PFM.

The adapted or new course will be organised after not less than fifteen (15) Normal working days after the approval of the outline by the requester. Exceptions can be agreed due to unavailability of the rooms at the premises of the requester. 

Any new adapted or new course will be the object of a pilot training session. The date of the session should be coordinated with the training coordinator of DTS. The course evaluation by the trainees of the pilot session will be used as an element to confirm the adapted or new course outline, or will point out necessary improvements to be taken into account before the next occurrence of this course. 

Once the final version of the course has been agreed, the contractor should provide the requester with a template (in English and in French) which has information about the objectives of the course, target audience and topics covered as well as possible follow-up courses and hyperlinks for more information and help (see annex 3B to this SLA). The course has to be introduced according to the ''best practices'' guidelines as described in annex 3 D.

In every pilot course a PFM or a delegated person should be present. 

Additionally the trainer has to give a detailed feedback about the pilot course and suggest improvements if necessary. The contractor's project manager has to compile all the information regarding the pilot course and send it to the requester not later than fifteen (15) Normal working days after the pilot has taken place. 

In parallel with the process of adaptation of the course outline, the contractor has to adapt the course material.

The course material should be:

· Well written and well structured, with no mistakes;
· With good layout and qualitative printing;
· The title of the course material should be the same as the title in the catalogue of the requester (if training material developed especially for the requester);
· It should contain information about additional available resources at the requester's premises;
The approved course material has to be ready ten (10) days before the planned training course.

The course evaluation by the trainees of the pilot session for a newly adapted course will also be used as an element to confirm the adapted course material, or will point out necessary improvements to be taken into account before the next occurrence of this adapted course.

4.3. Service level metrics

85% of the course adaptations and designs have to be delivered in accordance with the contracting authority's requests.

4.4. Quality parameters

Please describe your methodology to achieve quality and define the relevant parameters (a minimal requirement is the pertinence towards the expressed needs) (10 points).

4.5. Risk an problem management

Identify the risks and problems that you could face with the provision of this service and explain the way you will tackle them. (5 points)
4.6. Compensation arrangements (liquidated damages) 

Should the adaptation or new course design not be ready in due time, no payment will be made for the adaptation or course design. 

Should the result of the evaluation for the pilot course not reach the requested minimum of 66%, the course will not be invoiced to the requester and a new pilot training session will have to be given for free at a date agreed with the requester, taking into account the necessary improvements pointed out.

4.7. Failure to meet contractual obligations

If, within a sliding period of one (1) year, less than 85% of the courses adaptations and new course designs are delivered in accordance with the requester's demands, this may be considered as a failure to meet contractual obligations.

If, within a period of six (6) months, three (3) pilot training sessions do not reach the minimum quality level of 66 %, this may be considered as a failure to meet contractual obligations.

5. SERVICE: Logistical and administrative Support person for organisation of the training

5.1. Definition 

The organisation of courses at the premises of the contracting authority implies that there are a number of tasks that could be done by a LASP (Logistical and Administrative Support Person). These tasks consist of:

· Classroom preparation: making sure that all supporting material, pedagogical material, presence lists, etc. are ready at the beginning of a course.

· Assistance to users: giving information to trainees about the courses, registration, contacts by phone, etc.

· Assistance to trainers: giving information to trainers, helping them to find answers to the questions of participants, showing how to use the infrastructure, etc.

· Management of training activities (publishing material and course description, registering participants, booking rooms, sending invitations, recording attendance, collecting evaluations, etc.) To this end, the Contracting Authority will give the contractor access to the learning and management system and software required. Staff allocated to these tasks by the contractor may be required to work on the premises of the Contracting Authority in Brussels or Luxembourg, if necessary. 

5.2. Process 

An order of working days corresponding to an estimation of the required logistical support services over a period of one (1) year will be issued through a SC.

5.3. Service level metrics 

At least 85% of the training courses will run without logistical and administrative problems when the logistical and administrative support is requested.

5.4. Quality parameters  

Please describe your methodology to achieve quality and define the relevant. (5 points) 

5.5. Risk and problem management  

Identify the risks and problems that you could face with the provision of this service and explain the way you will tackle them. (5 points)
5.6. Compensation arrangements (liquidated damages)  

For a training period for which logistical and administrative assistance has been ordered and the contractor has not been able to provide it in due time, the logistical assistance service will not be paid.

5.7. Failure to meet contractual obligations

If, within a sliding period of one (1) year, less than 85 % of the ordered logistical and administrative support days run smoothly, this may be considered as a failure to meet contractual obligations.

6. Service: management of services for face-to-face courses

6.1. Definition and description

The contractor will guarantee a smooth management and implementation of all aspects of the services based on the minimal requirements below: 

Please complete for each of the following services below your management actions to achieve the best results. The description of each item should include:
1) management structure;

2) procedures;

3) workflows.

Management of human resources (5 points):
Contract and financial management (5 points):
Training catalogue management(5 points):

· The contractor will have to provide:

1) Proactive information related to the evolution of the training catalogue in each quarterly meeting with the requester;

2) Coherence of the training courses with the IT environment of the requester;3) The course description according to the template added as the annex 3B
 of this SLA;

·  Training paths for profiles.

The contractor must participate in the yearly Product Family Management meetings concerning the evolution of the training catalogue as provided in section 4.4.2 of te tender specifications.

Management of schedules of the training courses (5 points):

The requester is primarily responsible for trainees' registration and communication with the participants. In collaboration with the requester, the contractor will handle:

· Planning and scheduling of training courses;

Quality management (5 points):

The responsible designated person by the contractor must:

Validate the course content (in collaboration with the requester);Analyse the evaluation form; Establish quarterly reports (see §6.2 );Organise quarterly contract management meetings; Improve continuously the services provided.

Communication (5 points):
· The contractor must designate a Single point of contact (SPOC) with the requester.

The SPOC has to be with good communication and organisation skills, he/she should be able to communicate in English and French. 

The contractor will also inform the requester immediately if there are any kind of problems encountered which influence the quality of training. It should also propose possible solutions. 

Services continuity (5 points)
Please describe your measures for guaranteeing a continuity of services for the training services required:
6.2. Reporting
Please describe your methodology to achieve quality of the reporting and define the relevant quality parameters (10 points).

A quarterly report has to be provided within two weeks after each calendar quarter. This report will provide an overview and an assessment of the services rendered during the previous quarter.
The quarterly report will include as a minimum:

· Overview of the status of the SC;

· Number of people trained;

· Number of training days;

· Number of training courses;

· Number of  training course contents;

· Type of training delivered;

· Number of training delivered  per different DG, other EU body and place of performance;

· Number of training adaptation days;

· Number of logistical and administrative assistance days;

· Evaluation form reports including metrics on satisfaction levels (global, grouped per training course and per instructor);
· Comparison of parameters between the past quarter and the quarter the year before;
· List of new courses in the contractor's catalogue;
· Issue analysis;
· List and status of the on-going course developments;
· Action plan (corrective actions, continuos improvement actions, etc.);
· At the last quarterly meeting of the year, an overview of the whole year should be presented; it should be compared to the parameters of the year before.
A quarterly contract management meeting is to be organised between the requester and the contractor to review the implementation of all aspects of the services, within two (2) weeks after the delivery of the quarterly report.

It should be organised the following way:

· Time and date for the meetings should be suggested and planned by the requester;
· Agenda should be proposed by the contractor, it should be sent not later than five (5) normal working days before the meeting;
· Meeting minutes should be taken by the contractor and as a minimum contain the following information: date and place of the meeting, present participants, questions discussed, decisions taken and an action list with deadlines and responsible parties;
· Meeting minutes should be sent to the requester no longer than ten (10) Normal working days after the meeting has taken place;
· Meeting minutes of the previous meetings should be always approved at the beginning of the next quarterly meeting.
6.3. Service level metrics

100 % of the quarterly reports are provided in due time.

6.4. Risk and problem management

Identify the risks and problems that you could face with the provision of this service and explain the way you will tackle them (5 points). 

6.5. Compensation arrangements (liquidated damages)
Please propose Compensation arrangements (liquidated damages) in the framework of this service (5 points).

6.6. Failure to meet contractual obligations

If, within a sliding period of one (1) year, two (2) reports are not provided in due time, this may be considered as failure to meet contractual obligations.

7. Service: delivery of blended learning / Virtual face-to-face training
7.1. Definition

 The contractor must provide tutoring services for e-learning trainees on the use of OTS (off-the-shelf) and developed e-learning courses. The tutor's activity is fundamental for the successful implementation of the e-learning course. Tutors will work closely with trainees playing the role of teacher, facilitator, administrator, coordinator for the whole course duration. In certain cases the tutor will work face-to-face with trainers.

Coaching courses under this framework contract will also be organised mainly on the use of OTS (off-the-shelf) and developed e-learning courses for a small number of people given for mixed language audience (French and English).

The role of the coach is similar with the role of the tutor as per above.  

The role of the tutor is to initiate and monitor the activities of the participants by contacting the participants by e-mail or in the discussion forums and suggesting the order and pace at which the participants should master the study materials. 

Additionally, the role of the tutor is to remind the participants of the assignments and deadlines, the activities in which they have to participate individually or in groups, as well as to evaluate their work. Therefore, should the participants have any questions or difficulties in mastering the study material; they can ask their tutors for help.

It is estimated that 95% of the tutoring/coaching services will take place from Brussels and Luxembourg. For the Commission, the tutors/coaches will mainly be physically present in a DTS room made available for them in the Commission premises.
 The trainer can also act as a coach for e-learning courses; in this case the trainer can be located somewhere else rather than at requester's premises.
In case of blended learning courses, the contractor must provide real or virtual face-to-face training sessions with a trainer for each online course (blended learning/virtual face-to-face training): one introductory session, one check-point/assessment session in the middle of the training, one wrap-up session at the end of the training; plus structured contact between the trainees and the trainer (mailbox, specific time periods where the trainer is available on the phone, etc.).
For each course, the trainer will normally invite participants to join an online community. S/he will host this community before and after the training course, raising relevant questions, suggesting activities for engagement and replying to questions asked. These online activities will be considered as remote services.

It is estimated that 95% of the face-to-face training sessions for blended learning will take place in Brussels and Luxembourg.
7.2. Process

An order of course instructor days, corresponding to an estimation of training days needed over a period of approximately six (6) months is ordered through a SC. This order will be used progressively.

Then, the requester takes the initiative to request specific training courses based on the identification of staff needs, on specific dates. The contractor will be informed in writing of the contracting authority's requests, one (1) month in advance to the foreseen date of the training. 

Within a maximum of five (5) working days, the contractor has to reply in writing or email, either accepting the requests or by proposing alternative dates. 

On the training day, the instructors will have to be present at least thirty (30) minutes before the beginning of the training course itself. When the trainer does not arrive in time, the planning manager of the contractor must be available on the phone in order to find an immediate solution. 

During the training course the trainer will inform participants about possible follow-up courses and refer to different type of additional resources available by the contracting authority when applicable (hyperlinks, e-learning courses, library, etc). 

At the end of the training the trainer will submit a feedback to the requester pointing out the rhythm of the training session as well as encountered problems and suggestions for improvement (annex 3 E).

The requester reserves the right to cancel a course with a prior notice of at least ten (10) Normal working days before the date foreseen for that course without any compensation. Should prior notice of cancellation by the EC be given less than ten (10) Normal working days before the foreseen date, the requester will have to pay for the course.

The contractor should deliver the requested training paths not later than fifteen (15) Normal working days after the request of the requester.

The contractor should deliver the requested pre and post knowledge testing questionnaires not later than fifteen (15) Normal working days after the request of the requester.

7.3. Service level metrics

At least 85% of the ordered modules should comply with the request of the requester and 85% should be delivered on time. 

7.4. Quality parameters

Please describe your methodology to achieve quality and define the relevant parameters. (10 points)
The quality assurance includes a technical function test which, for example, checks the following:

· Does the call work smoothly?

· How high is the running stability?

· How is the performance within the net? 

· Do all buttons and hyperlinks work? 

· Do all interactions and exercises work? 

· Are all media displayed/played correctly? 

· Do all navigation possibilities work?

For information, at the end of each course, participants fill in an evaluation sheet covering the following aspects:

· Content

· Learning Resources (Manuals, Presentation Material, Hand-outs, etc.)

· Methodology

· Organisation and logistics

· Tutor / Coach / Moderator

A sample questionnaire is presented in annex 3A.

Additionally, an overall evaluation is given to the whole course. A free text field is used for suggestions. 

The level of quality of each course is based on these evaluation sheets. Each aspect, except "organisation and logistics", has to reach a minimum of 66%. All aspects are composed of several questions.

Additionally, the average of the overall evaluation of the course has to be more than 66%. For each question, the assessment percentage is obtained by calculating the average of all the given answers where 0 is being the lowest and 10 the highest score. In order to express their opinion, participants use a sliding bar, only full numbers can be chosen (no numbers after decimal point).

Questions that are not answered or are "not applicable" are not included in the overall averages. 

The contractor will receive course evaluation files after each course. If any of the evaluated aspects is lower than 66%, the contractor has to inform the requester and look for the causes of such an evaluation as well as suggest a solution. 

The average of overall evaluation is visible for participants in the description of the course content. It's presented by five (5) stars where five (5) stars is the maximum, participants also see number of evaluations filled in for this specific course as well as maximum and minimum values that peers have attributed to this course content. 

7.5. Risk and problem management

Identify the risks and problems that you could face with the provision of this service and explain the way you will tackle them. (5 points)
7.6. Compensation arrangements (liquidated damages)
Should the overall evaluation for the courses be lower than 66% and the responsibility lies within the contractor, the used licences should not be invoiced to the requester. 

7.7. Failure to meet contractual obligations

If, within a sliding period of one (1) year, less than 100% of the e-learning course licences are delivered in accordance with the requests, this may be considered as a failure to meet contractual obligations.

If within a quarter, five (5) courses do not reach the minimum quality level of 66%, this may be considered ad a failure to meet contractual obligations.

8. SERVICE: Technical Consultancy

8.1. Definition  

This service covers the technical assistance when delivering content on the Learning Management System. 

8.2. Process 

An order of ½ working days corresponding to an estimation of the required technical consultancy services over a period of one (1) year will be issued through a SC. 

The contractor will have access to the LMS. After receiving the agreement of DTS he can add/modify course templates plan/modify courses and upload training supporting materials in the system. Trainers and coaches will also have access to the LMS in order to add supporting materials, manage presences, etc.

8.3. Service level metrics 
At least 85% of the e-learning modules will run without technical problems when the technical assistance service is ordered.

8.4. Quality parameters 

Please describe your methodology to achieve quality and define the relevant parameters (10 points). Please cover:
1) Organisational aspects (Single Point of Contact: SPOC);

2) Analysis of the needs;

3) Identification of the technician's profile;

4) Delivery;

5) Evaluation and quality control;

6) Any other relevant information.

8.5. Risk and problem management  

Identify the risks and problems that you could face with the provision of this service and explain the way you will tackle them. (5 points)
8.6. Compensation arrangements (liquidated damages)  

For any requests for which technical consultancy has been ordered and the contractor has not been able to respond to this request in due time, the technical consultancy service and related e-learning modules will not be invoiced. 

8.7. Failure to meet contractual obligations  

If, within a sliding period of one (1) year, less than 85% of the requests for technical consultancy services are solved, this may be considered as a failure to meet contractual obligations.

9. Service: management of services for blended learning / virtual face-to-face training
9.1. Definition

The contractor will guarantee the smooth management and implementation of all aspects of the services based on the minimal requirements below.

Please complete for each of the following services below your management actions to achieve the best results. The description of each item should include:

1) management structure;

2) procedures;
3) workflows.

Management of human resources (5 points)

…

Contract and financial management (5 points)

…

Training catalogue management (5 points)

…

The contractor will have to provide:

1) Proactive information related to the evolution of the training catalogue in each quarterly meeting with the requester;

2) Coherence of the training courses with the IT environment of the requester;
3) The course description according to the template added as the annex 3B
 of this SLA;
4) Training paths for profiles.

The contractor must participate in the yearly Product Family Management meetings concerning the evolution of the training catalogue as provided in section 4.4.2 of te tender specifications.
 Management of schedules of the training courses (5 points)

…

The requester is primarily responsible for trainees' registration and communication with the participants. In collaboration with the requester, the contractor will handle the Planning and scheduling of training courses

Quality management (5 points)

…

The responsible designated person by the contractor must:

· Validate the course content (in collaboration with the requester);

· Analyse the evaluation form;

·  Establish quarterly reports (see §9.2 );

· Organise quarterly contract management meetings;

·  Improve continuously the services provided.

The contractor will also inform the requester immediately if there are any kind of problems encountered which influence the quality of training. It should also propose possible solutions. 

Communication (5 points)

…

The contractor must designate a Single point of contact (SPOC) with the requester.

Services continuity (5 points)

Please describe your measures for guaranteeing a continuity of services for the training services required.

…

9.2. Reporting
Please describe your methodology to achieve quality and define the relevant quality parameters (10 points).

A quarterly report has to be provided within two weeks after each calendar quarter. This report will provide an overview and an assessment of the services rendered during the previous quarter.
The quarterly report will include as a minimum:

· Number of people trained;
· Number of training days;
· Number of training courses;
· Number of  training course contents;
· Type of training delivered;
· Number of training delivered  per different DG, other EU body and place of performance;

;
· Number of training adaptation days;
· Number of logistical assistance days;
· Number of technical consultancy days;
· Evaluation form reports including metrics on satisfaction levels (global, grouped per training course and per instructor);
· Comparison of parameters between the past quarter and the quarter the year before;
· List of new courses in the contractor's catalogue;
· Issue analysis;
· Action plan (corrective actions, continuous improvement actions, etc.);
· At the last quarterly meeting of the year, an overview of the whole year should be presented, it should be compared to the parameters of the year before.
A quarterly contract management meeting is to be organised between the requester and the contractor to review the implementation of all aspects of the services, within two (2) weeks after the delivery of the quarterly report.

It should be organised the following way:

· Time and date for the meetings should be suggested and planned by the requester; 
· Agenda should be proposed by the contractor, it should be sent not later than five (5) normal working days before the meeting;
· Meeting minutes should be taken by the contractor and as minimum contain the following information: date and place of the meeting, present participants, questions discussed, decisions taken and an action list with deadlines and responsible parties;
· Meeting minutes should be sent to the requester no longer than ten (10) normal working days after the meeting has taken place;
Meeting minutes of the previous meetings should be always approved at the beginning of the next quarterly meeting.
9.3. Service level metrics

100 % of the quarterly reports are provided in due time.

9.4. Risk and problem management

Identify the risks and problems that you could face with the provision of this service and explain the way you will tackle them. (5 points)

…

9.5. Compensation arrangements (liquidated damages)
Please propose Compensation arrangements (liquidated damages) in the framework of this service. (5 points)

…

9.6. Failure to meet contractual obligations

If, within a sliding period of one (1) year, two (2) reports are not provided in due time, this may be considered as failure to meet contractual obligations.

10. ANNEXES

1) Annex 3A - Evaluation questionnaire 
2) Annex 3B - Template for Training Catalogue
3) Annex 3C - Training Technical Sheet
4) Annex 3D - Best practices 
5) Annex 3E - Evaluation form for Trainers
� Regulation (EU, Euratom) No 966/2012 of the European Parliament and of the Council of 25 October 2012 on the financial rules applicable to the general budget of the Union and repealing Council Regulation (EC, Euratom) No 1605/2002, (OJ L 298, 26.10.2012, p. 1).


�Hands-on training: training session where each participant will practice in front of a personal computer 


� Hands-off courses: courses without computer interaction �


� This Annex should be filled in by the contractor at the beginning and during the contract implementation.


� This Annex should be filled in by the contractor at the beginning and during the contract implementation.
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