
Service Level Agreement (SLA) Working Party  
 

Terms of Reference 
 
 

Objectives   
 

• To review the quality and performance of the SLAs (Customer Care, Estate 
Management, Property Maintenance, Major Works and Open Spaces) that are 
charged for in accordance with the terms set out in the lease against targets and 
Key Performance Indicators (KPI) in the appropriate SLA or contract specification  

 
This objective will be fulfilled through:  
 

• SLA action plans and KPIs presented quarterly to the SLA Working Party, Residents 
Consultation Committee (RCC) and Barbican Residential Committee   
 

• Reviewing service delivery monitoring reports/action plans and KPIs and other 
comments/complaints raised via House Officers, SLA Working Party, RCC 
(including pre committee questions), surveys, House Groups, residents general 
comments   
 

• Engaging in discussion with officers to understand the processes and policies 
around achieving the targets and KPIs in the appropriate SLA or contract 
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• Reviewing a House Officer’s decision as ‘residents champion’ that issues have 
been resolved  
 

• Updating and reviewing the SLAs to be presented to the RCC for approval  
 

• Reviewing the House Officer’s decision as ‘residents champion’ that issues have 
been resolved  
 

• Updating and reviewing the SLAs to be presented to the RCC for approval  
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