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1. Purpose
This Service Agreement & Service Level Framework outlines the principles, standards, and commitments that guide how YSB People & Operations ("YSB", "we", "our", or "us") delivers services to clients.
The purpose of this document is to establish clear expectations, responsibilities, communication standards, and service commitments that support successful long-term partnerships.
Our approach is built around three core principles:
Clarity | Trust | Execution

2. Scope of Services
YSB provides business support services through three service models:
Dedicated Support (Hire)
Dedicated specialists who work as an extension of the client's team, supporting day-to-day operational activities.
Examples may include:
· Sales Support
· Marketing Support
· Customer Service
· Administration
· Procurement Support
· Accounts Administration
· Executive Support

Managed Services
Management and delivery of agreed business functions through a structured combination of people, processes, reporting, and ongoing oversight.
Examples may include:
· Customer Support
· Administration
· Procurement
· Finance Administration
· Marketing Operations
· Executive Support

Software Solutions
Development, enhancement, support, and maintenance of business systems and software solutions designed around operational requirements.
Examples may include:
· Websites
· Business Applications
· Process Automation
· Reporting Dashboards
· Data Integrations
· Software Development

3. Service Principles
All services are delivered in accordance with the following principles:
Clarity
We aim to provide clear communication, clear responsibilities, and clear expectations throughout every engagement.
Trust
We operate with honesty, professionalism, confidentiality, and accountability.
Execution
We focus on delivering agreed outcomes consistently and effectively.
Continuous Improvement
We actively seek opportunities to improve efficiency, visibility, and operational performance.

4. Roles & Responsibilities
YSB Responsibilities
YSB is responsible for:
· Delivering agreed services
· Providing appropriately skilled resources
· Managing performance
· Maintaining communication
· Providing reporting where applicable
· Supporting continuous improvement initiatives
Client Responsibilities
Clients are responsible for:
· Providing relevant information
· Granting required system access
· Providing timely feedback and approvals
· Supporting implementation activities
· Maintaining communication with designated contacts
Successful outcomes rely upon collaboration between both parties.

5. Communication & Governance
Clear communication is essential to successful service delivery.
Depending on the service provided, communication may include:
· Regular operational updates
· Progress reviews
· Service reporting
· Performance reviews
· Improvement discussions
· Escalation management
Communication frequency may vary depending on service scope and client requirements.

6. Service Levels
YSB aims to respond to client enquiries and service requests within the following target timeframes.
	Priority
	Description
	Target Response

	Critical
	Significant business impact
	Same Business Day

	High
	Important operational issue
	Within 1 Business Day

	Medium
	Standard service request
	Within 2 Business Days

	Low
	General enquiry or improvement request
	Within 5 Business Days


Response times represent acknowledgement and initial engagement rather than final resolution.
Resolution times may vary depending on complexity and scope.

7. Performance Management
Where appropriate, YSB will work with clients to establish:
· Service objectives
· Key Performance Indicators (KPIs)
· Reporting requirements
· Performance review schedules
Performance may be monitored through agreed reporting and review processes.

8. Availability
Standard operating hours are generally:
Monday to Friday
09:00 – 17:30 (UK Time)
Alternative arrangements may be agreed where required by the service scope.

9. Escalation Process
Where concerns arise regarding service delivery, performance, or communication, issues should be raised through the designated point of contact.
YSB is committed to addressing concerns promptly, professionally, and constructively.
Escalations will be reviewed by management where appropriate.

10. Continuous Improvement
YSB believes that operational improvement should be an ongoing process.
Where opportunities are identified, we may recommend:
· Process improvements
· Efficiency enhancements
· Reporting improvements
· Technology solutions
· Automation opportunities
· Service optimisation initiatives
Recommendations will be discussed with clients before implementation.

11. Service Reviews
Periodic reviews may be conducted to assess:
· Service performance
· Objectives achieved
· Operational challenges
· Improvement opportunities
· Future requirements
The frequency of reviews will depend on the service arrangement.

12. Amendments
Service requirements may evolve over time.
Changes to scope, responsibilities, reporting requirements, or service arrangements may be agreed between both parties and documented where appropriate.

13. Contact Information
Questions regarding this framework may be directed to:
Email: connect@ysb-people.com
YSB People & Operations
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