Escalation Process & SLA

Delivery Issues (Candidates)

* Timesheet queries

*  Quality of GVs not suitable
*  Worker queries

* Support Supplier queries

* Manager queries

*  XMS queries

¢ GCandidate satisfaction

Governance Issues

* KPIs and SLAs Governance

* Support Supplier
Management

* Client satisfaction

+ Invoicing/ Billing issues

Level 1
Coordination Team
Tel - 0333 0154970
Temporaryresourcing.uos
@reed.com
(receipt acknowledged within
2 working hour)

Resolved within
4 working hours

Level 1
Coordination Team
Tel - 0333 0154970
Temporaryresourcing.uos
@reed.com
(receipt acknowledged within
2 working hour)

Resolved within
4 working hours

No

No

Level 2

Talent Delivery Team

(receipt acknowledged within
4 working hours)

No

Resolved within
1 working day

Resolved within
1 working day

Recorded within Issue Log

Level 4
Client Sponsor (Delivery)

(receipt acknowledged within 1
working day)

Resolved within
4 working days

Reviewed by governance team and processes amended if required
Included within quarterly review pack for discussion with UoS

Level 2

Senior Account Manager

(receipt acknowledged within
4 working hours)

No

Resolved within
1 working day

Recorded within Issue Log
Reviewed by governance team and processes amended if required
Included within quarterly review pack for discussion with UoS

Resolved within 1
working day

Level 4
Client Sponsor (AMT)

(receipt acknowledged within 1
working day)

Resolved within
4 working days

Reedtalentsolutions.com



Escalation Process & SLA & Gontact Points

Coordination Team Talent Delivery Team Client Sponsor (Delivery)
Tel - 0333 0154970 Jess Stocks & Ana Harmen Julie Hinchcliffe
Temporaryresourcing.uos Tel - 0333 0154970 Tel — 07841 253771
@reed.com Temporaryresourcing.uos —> Julie.Hinchcliffe@reed.com

DeIiverY Issues (Odndidofes) (receipt acknowledged within @reed.com (receipt acknowledged within 1
2 working hour) (receipt acknowledged within working day)
4 working hours)

* Timesheet queries

*  Quality of GVs not suitable
+  Worker queries ‘
* Support Supplier queries

* Manager queries

*  XMS queries
e Gandidate satisfaction

No No

Resolved within
4 working hours

Resolved within
1 working day

Resolved within Resolved within
1 working day 4 working days

Recorded within Issue Log
Reviewed by governance team and processes amended if required
Included within quarterly review pack for discussion with UoS

Coordination Team Senior Account Manager Client Sponsor (AMT)
Tel - 0333 0154970 Dee Patel Lindsey Tunstall
Temporaryresourcing.uos Tel — 07931 990788 Tel 07506 720361

@reed.com Dee.patel@reed.com Lindsey.Tunstall@reed.com
(receipt acknowledged within (receipt acknowledged within (receipt acknowledged within 1

Governance Issues 2 working hour) 4 working hours) working day)

* KPIs and SLAs Governance

* Support Supplier
Management

* Client satisfaction

+ Invoicing/ Billing issues

No No

Resolved within 1 Resolved within
working day 4 working days

Resolved within
1 working day

Resolved within
4 working hours

Recorded within Issue Log
Reviewed by governance team and processes amended if required
Included within quarterly review pack for discussion with UoS
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