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MAGRATH SHELDRICK LLP (“Magrath Sheldrick”)

-AND-

ASHURST LLP (“Ashurst”)



SERVICE LEVEL AGREEMENT (“SLA”)



We set out below the standard of service that you may expect from us:

I. We will endeavour to ensure that telephone enquiries are responded to personally and immediately, thus avoiding the need to leave messages. Our focus is on personal response and direct communication.

II. All emails and telephone messages will be responded to within 24 hours. 

III. Where possible, emails received before 4.30pm will be responded to on a same day basis and in all cases within 24 hours of receipt.

IV. As soon as instructions are received to proceed with an application, we will contact the individual concerned where possible on a same day basis by telephone or email in the event the instruction is received by 4.30pm, and in all cases within 24 hours of receipt. For instructions received after 4.30pm contact will be made within 24 hours.

V. Accurate and comprehensive advice will be sent to Ashurst employees at all times.

VI. Where advice sent is in the form of an opinion or recommendation a “one firm” approach will always be applied – meaning that any communications sent to Ashurst will be considered formal advice/opinions sent on behalf of Magrath Sheldrick LLP and not individual opinions of respective team members (Ashurst will not receive conflicting advice or opinions from different members of the Magrath Sheldrick team).

VII. We will keep Ashurst HR informed at all times of any relevant developments.

VIII. If a difficulty arises that requires the attention of Ashurst HR or Global Mobility, we will inform Ashurst of this immediately along with our advice on how the problem should be resolved. 
IX. There will be a transparent working relationship between the Ashurst and Magrath Sheldrick team members embracing a culture of open communication, feedback, support, and respect.
X. Magrath Sheldrick will appoint two (2) Client Service Partners, who will be responsible for delivery of services, including agreed Key Performance Indicators (“KPI”), and will report on these (with supporting data) no less than quarterly at the Quarterly Business Review (“QBR”).
XI. The Client Service Partners will attend the QBR at the times and place notified by Ashurst.
XII. Magrath Sheldrick will appoint a Client Services Team and ensure that team members are available for in-person, email, video and telephone communications daily.
XIII. Magrath Sheldrick will supply Ashurst with a Client Services Team chart, including all contact details which will be updated immediately upon any changes.
XIV. Ashurst employees will be provided with details of the responsible team member with responsibility for their matter at the outset of their case.
XV. Subject to the necessary involvement of different members of staff according to their respective skills, we will aim to provide continuity in team members handling a case. If there are any material changes, we will notify the relevant parties immediately.
XVI. We will keep relevant parties informed of issues arising, action taken, and progress achieved.
XVII. In acting for Ashurst, we will exercise all reasonable care and skill, in accordance with our legal and professional duties, to put the interests of Ashurst first, to treat all parties fairly and without discrimination, and to maintain confidentiality in respect of all matters (except as required by law).
XVIII. We will progress legal work efficiently and cost effectively. We will discuss relevant timetables, progress and deadlines with Ashurst and ensure that they are communicated to all relevant parties.
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