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SERVICE LEVEL AGREEMENT
BETWEEN
THE UNITED NATIONS DEVELOPMENT PROGRAMME 
AND
[full name of UN entity]

1. The United Nations Development Programme (“UNDP”) and [full name of UN entity] ([acronym of UN entity] or the “Client”) entered into a corporate framework agreement/memorandum of understanding (the “Corporate Agreement”) for the provision of support services on a cost recovery basis, dated [insert date xx xx 2025, TBD]. 

2. UNDP, through the [specify Business Unit (e.g. Country Office or HQ Unit) providing services], agrees to provide services to the Client in accordance with the Corporate Agreement and this Service Level Agreement (the “SLA”).

3. The purpose of this SLA is to establish the terms and conditions for the provision of services to the Client by UNDP, as specified in the Annex(es). The services under this SLA may be provided in the following areas: (a) human resources services; (b) general administrative services; (c) financial services; (d) procurement services; and (e) information, communication, and technology services. For the avoidance of doubt, the foregoing shall not include any services of a legal nature. Nor does the foregoing include the conducting of investigations related to the contractors, personnel, or staff under a UNDP Letter of Agreement (LOA) with services limited to the Client, related to or arising from any of the services provided hereunder. Should the Client or the matter require such incidental Legal and/or Investigations Services or should the Client request and UNDP agree to provide these incidental Services hereunder, they will be subject to full cost recovery - under this SLA and without separate agreement - as per the prevailing methodology that UNDP has in place at that time plus reimbursement of all actual costs and expenses incurred by UNDP in providing such Incidental Services. 

4. The Client shall request a service or services by means of sending [the UNDP UNall platform enclosing the relevant inputs/annexes identified in Annex I (Detailed Breakdown of Services and Service Conditions) hereto; (for a non-Quantum entity), a completed service request, in the form attached hereto as Annex II, and the relevant inputs/annexes identified in Annex I hereto] to [specify focal point in the Business Unit providing services (e.g. gssc.agencies@undp.org]. 


5. Cost recovery. The Client shall reimburse UNDP for all direct and indirect costs incurred in connection with the services rendered under this SLA. The basis of calculation of direct cost recovery is the relevant BMS Cost Recovery list [Universal Price List or Local Price List/non-standard services]. Indirect costs shall be reimbursed to UNDP at the rate of 8% of the direct costs incurred by UNDP.  Fees and turn-around times are subject to revision by UNDP in case the actual occurrence of requests varies by 25% in either direction of the anticipated occurrences during the corresponding period of time as specified in Annex I (Detailed Breakdown of Services and Service Conditions). 

6. Advance funding. All services provided to the Client by UNDP pursuant to this SLA shall be provided on a full pre-financing basis. The Client shall provide UNDP with all required funding in advance in respect of all costs UNDP will incur pursuant to paragraph 5 (Cost recovery).

7. Reporting and payment of service fees.  UNDP shall report back to the Client on the services provided on a quarterly basis, including but not limited to reports contained in UNDP dashboards. Fees will be charged upon services rendered, following the aforementioned report.  

8. Service delivery principles. UNDP shall provide consistent and reliable services to the Client in accordance with applicable UNDP regulations, rules, policies and procedures. Approaches and solutions shall be developed and offered in consideration of the environment in which the Client operates, as well as the Client’s needs and UNDP capacities. 

9. Beneficiary of services/Client’s responsibility. All services provided by UNDP are for the exclusive benefit of the Client, including any resulting title and/or other property rights produced by vendors contracted by UNDP for the Client, unless agreed otherwise. In addition to cost recovery under paragraph 5, above, the Client shall be fully responsible for any damage, loss and/or liability incurred (including with respect to the management, defense and settlement of or awards or judgments for any claims, including those of UN Tribunals) in connection with the services and any contracts concluded thereunder, except when arising from UNDP’s gross negligence, recklessness or willful misconduct.  

10. Agency. In providing services hereunder to the Client, UNDP is acting as a disclosed agent. Without limitation to the paragraph 9 above, and unless specified otherwise, all contracts, including for goods and services and non-staff personnel, shall specify that all rights and obligations ascribed to UNDP under the terms of the Contract are deemed to be those of the Client, including without limitation, management of the contractual relationship. To this end, any claims or demands made by any contractor, including with respect to allegations of misconduct involving the Client and/or its personnel, or grievances normally handled by the ethics or ombudsman’s offices, shall be handled by the Client. If the claim is made to UNDP, UNDP will refer the matter to the respective office of the Client for handling.

11. Particular Considerations when UNDP issues Letter of Appointment for Staff Members with Services Limited to the Client. Where staff members on a UNDP LOA with service limited to the Client are concerned, in case of inquiries to the Ethics Office, including requests for outside activities or requests for protection against retaliation, such matters will be first handled by the Client’s Ethics Office. Where such inquiries, requests, or recommendations involve measures UNDP is recommended to take, the Client Ethics Office will consult with the UNDP Ethics Office to coordinate engagement as appropriate with UNDP management. Should any aspects of the matter involve the need for an investigation and/or the UNDP Office of Legal Services, Investigative and/or Legal Services will be provided on the full cost recovery basis as specified herein. All privileges and immunities queries, requests for management evaluation, final investigation reports into allegations of misconduct or issues of litigation before the UN Dispute Tribunal involving a staff member on a UNDP LOA with service limited to the Client, will be forwarded to the UNDP Office of Legal Services for appropriate handling. Client undertakes to refer all legal questions (including privileges and immunities), formal appeals by staff against administrative decisions, allegations of misconduct, requests for settlement negotiation and UN tribunal matters to the UNDP legal office for appropriate handling.

12. Performance monitoring and quality assurance. A survey will be conducted by UNDP annually to collect feedback from the Client and the relevant UNDP personnel in order to (i) measure timeliness, quality and responsiveness of the services provided by UNDP, as well as the timeliness and quality of the Client’s requests; (ii) identify the Client’s evolving needs, and (iii) identify bottlenecks and other obstacles.  

13. Amendment. This SLA may be modified by mutual written agreement of UNDP and the Client.  Annex I is a working tool subject to periodic review and revision by UNDP and the Client.  

14. Term of the SLA. This SLA shall become effective on [insert date]. It will remain in effect until terminated by UNDP or the Client. A 90-day written notice is required for the termination to take effect.

ACCEPTED AND AGREED:

	For [UN Entity]:
	For UNDP:

	Name:

	Name: 

	Title:
	Title: 


	Date:
	Date:
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Annex I:
DETAILED BREAKDOWN OF SERVICES AND SERVICE CONDITIONS UNDER THE SERVICE LEVEL AGREEMENT
BETWEEN THE UNITED NATIONS DEVELOPMENT PROGRAMME AND [full name of UN entity]

*The chart below is indicative and provided for reference purposes only. UNDP Business Units must review and adapt this Annex to reflect the local context. Services should be reviewed periodically with the Client, and Annex I should be updated as appropriate to reflect the Client’s changing needs. When changes are required, only Annex I shall be modified; the main SLA text shall remain unchanged.

	Service area
	Service description
	Inputs required
	Anticipated occurrence 
	UNDP turnaround time
	UNDP contact point

	[specify area]
	[provide detailed description of service corresponding to description in Universal Price List /Local Price List, and annex any relevant forms and/or templates]
	[specify inputs and annexes required such as the Terms of Reference, etc] 
	[specify number of anticipated requests for this service per week, month or year]
	[specify the time the Business Unit will take to deliver specific service upon receipt of request]
	[specify Business Unit’s focal point for delivery of the service] 

	Human Resources
	FIXED-TERM (1st year)
	
	
	
	

	
	Staff recruitment package (per person)
	
	
	
	

	
	· Advertising (20%)
	
	
	
	

	
	· Short-listing (40%)
	
	
	
	

	
	· Interviewing (40%)
	
	
	
	

	
	Staff HR benefits administration and management (per person)
	
	
	
	

	
	Recurrent personnel management services: staff payroll, banking administration and management (person/year)
	
	
	
	

	
	· Payroll validation, disbursement (35%)
	
	
	
	

	
	· Performance evaluation (30%)
	
	
	
	

	
	· Extension, promotion, entitlements (30%)
	
	
	
	

	
	· Leave monitoring (5%)
	
	
	
	

	
	FIXED-TERM (subsequent year)
	
	
	
	

	
	Recurrent personnel management services: staff payroll, banking administration and management (person/year)
	
	
	
	

	
	· Payroll validation, disbursement (35%)
	
	
	
	

	
	· Performance evaluation (30%)
	
	
	
	

	
	· Extension, promotion, entitlements (30%)
	
	
	
	

	
	· Leave monitoring (5%)
	
	
	
	

	Human Resources
	TEMPORARY APPOINTMENT
	
	
	
	

	
	Recruitment package (per person)
	
	
	
	

	
	· Advertising (20%)
	
	
	
	

	
	· Short-listing (40%)
	
	
	
	

	
	· Interviewing (40%))
	
	
	
	

	
	Staff HR benefits administration and management (per person)
	
	
	
	

	
	Recurrent personnel management services: staff payroll, banking administration and management (person/year)
	
	
	
	

	
	· Payroll validation, disbursement (35%)
	
	
	
	

	
	· Performance evaluation (30%)
	
	
	
	

	
	· Extension, promotion, entitlements (30%)
	
	
	
	

	
	· Leave monitoring (5%)
	
	
	
	

	
	OTHER HR
	
	
	
	

	
	Fellowship package (per participant)
	
	
	
	

	General administrative services
	ACCREDITATION AND IDs
	
	
	
	

	
	Issue/Renew IDs (per UN LP, UN ID, etc)
	
	
	
	

	
	Stay permit / expatriate ID (per unit)
	
	
	
	

	
	Local driver’s license (full process, per unit)
	
	
	
	

	
	Accreditation with government (per unit)
	
	
	
	

	
	Vehicle registration (full process, excluding license fees, per unit)
	
	
	
	

	
	Visa request (excluding government fee, per unit)
	
	
	
	

	
	Visa extension (excluding government fee, per unit)
	
	
	
	

	
	Re-entry visa issuance (excl. govt. Fee, per unit)
	
	
	
	

	
	Non-immigrant visa authorization (per unit)
	
	
	
	

	
	Visa upon arrival (excluding government fee, per unit)
	
	
	
	

	
	Ground Pass (per unit)
	
	
	
	

	
	Diplomatic ID card (per unit)
	
	
	
	

	
	Report staff arrival / extension / departure (per unit)
	
	
	
	

	
	TRAVEL
	
	
	
	

	
	Air travel ticket issuance (booking, purchase, per person)
	
	
	
	

	
	Issuance of Travel Authorization PT8 (per person)
	
	
	
	

	
	Hotel reservation (per person)
	
	
	
	

	
	TRANSPORT AND LOGISTICS
	
	
	
	

	
	Vehicle registration and tax exemption (per unit)
	
	
	
	

	
	Car maintenance (per unit)
	
	
	
	

	
	Tax rebate for gasoline consumption (per unit)
	
	
	
	

	
	Vehicle transfer – buying excluding vehicle registration (per unit)
	
	
	
	

	
	Vehicle transfer – disposal (per unit)
	
	
	
	

	
	Insurance of personal effects (per case)
	
	
	
	

	
	Import customs clearance – vehicles (per unit)
	
	
	
	

	
	Hotel reservation for incoming travellers (per person)
	
	
	
	

	
	Event / conference arrangement (per event)
	
	
	
	

	
	Logistic arrangements for event - transport, equipment rental, translation services (per case)
	
	
	
	

	
	Disposal of non-expendable property (below US$2,500, per unit)
	
	
	
	

	
	Disposal of non-expendable property (above US$2,500, per unit)
	
	
	
	

	
	Facilitation for import car registration (per unit)
	
	
	
	

	
	Import customs clearance - non-vehicles (per unit)
	
	
	
	

	
	Export shipment (per unit)
	
	
	
	

	
	VAT exemption certificate (per unit)
	
	
	
	

	
	REGISTRY
	
	
	
	

	
	Incoming correspondence and mail (per item)
	
	
	
	

	
	Incoming fax message (per item)
	
	
	
	

	
	Outgoing mail (per item)
	
	
	
	

	
	Incoming pouch (per item)
	
	
	
	

	
	Outgoing pouch (per item)
	
	
	
	

	
	Messenger / courier services (per item)
	
	
	
	

	Procurement
	(LOW VALUE) PROCUREMENT PROCESS (not involving CAP) (per PO)
	
	
	
	

	
	· Identification and selection (50%)
	
	
	
	

	
	· Contracting / Issue purchase order (25%)
	
	
	
	

	
	· Follow-up (25%)
	
	
	
	

	
	PROCUREMENT PROCESS (involving CAP and/or ITB, RFP requirements) (per PO)
	
	
	
	

	
	· Identification and selection (50%)
	
	
	
	

	
	· Contracting / Issue purchase order (25%)
	
	
	
	

	
	· Follow-up (25%)
	
	
	
	

	
	RECRUITMENT OF CONSULTANTS (1st contract period)
	
	
	
	

	
	Consultant recruitment (per person)
	
	
	
	

	
	· Advertising (20%)
	
	
	
	

	
	· Short-listing and selection (40%)
	
	
	
	

	
	· Contract issuance (40%)
	
	
	
	

	
	Create express PO in Quantum (per PO)
	
	
	
	

	
	Payment of consultant’s fee (by Finance, per payment)
	
	
	
	

	
	RECRUITMENT OF CONSULTANTS (subsequent contract period)
	
	
	
	

	
	· Contract renewal (per contract)
	
	
	
	

	
	· Create express PO in Quantum (per PO)
	
	
	
	

	
	· Payment of consultant’s fee (by Finance, per payment)
	
	
	
	

	Finance
	Payment to vendors and staff (per transaction)
	
	
	
	

	
	· Issue check only (Quantum agencies only)
	
	
	
	

	
	· Vendor profile only (Quantum agencies only)
	
	
	
	

	
	F10 settlement (per transaction)
	
	
	
	

	
	Overtime payments (per transaction)
	
	
	
	

	
	AR management process: create/apply receivable pending item, record deposit item (per individual transaction)
	
	
	
	

	
	Journal Voucher or General Ledger Journal Entry (GLGE) (per transaction)
	
	
	
	

	Information Technology
	Servers and network maintenance (per quarter)
	
	
	
	

	
	Website hosting – set up (one time, per item)
	
	
	
	

	
	Website hosting – maintenance (per year)
	
	
	
	

	
	Internet service changes per workstation (per month)
	
	
	
	

	
	ICT consultation (per minute)
	
	
	
	

	
	LCD projector rental (per day)
	
	
	
	

	
	Laser printer rental (per day)
	
	
	
	

	
	Computer notebook rental (per day)
	
	
	
	

	
	Email service charge per workstation (per month)
	
	
	
	

	
	ICT support cost[footnoteRef:1] (per month) [1:  Fixed cost per month, reflecting the costs of technical support (on-site & by phone), installation of PC/printer, VDO conference set-up, LCD projector set-up for presentations, swapping PCs, setting-up new e-mail account, and ICT equipment sourcing.] 

	
	
	
	

	
	Off-site ICT support (per hour)
	
	
	
	



Annex II:

SERVICE REQUEST 
FROM [INSERT FULL NAME OF REQUESTING UN ENTITY] TO THE UNITED NATIONS DEVELOPMENT PROGRAMME

	To: [insert UNDP business unit, e.g. a country office or headquarters unit]

	From: [insert name of UN entity]


	Attn:	[insert UNDP focal point, e.g. Resident Representative]

	Authorizing Official:	[insert name of UN entity’s duly authorized official issuing service request]

	Email: [insert email address if available]  
	Signature:


	Fax: [insert fax number if available]

	Date of request: [insert date]

	Copy:   


	

	UN Entity Reference No.
	[insert unique reference (key field) up to 50 characters used by UN entities to identify their request]


	UN Entity ULO Number
	[insert unique reference (key field) up to 50 characters used by UN entities to identify their request]


	UN Entity Account Number/Project Code
	[insert unique reference (key field) up to 50 characters used by UN entities to identify their request]


	Due Date            


	[indicate date; for payments only]

	Payee
	[insert specific details]


	Currency/Amount
	[specify US$, US$ equivalent or local currency]


	Service Instructions
	[include any additional information]
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