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01. Purpose
The purpose of this document is to ensure that the proper elements and commitments are in place to provide
consistent service support and delivery to the End-User(s) of Qatar University (QU) by Facilities and General
Services Department (FGSD) and its sections.

The goal of this Agreement is to obtain mutual agreement for the service provision between the Provider,
represented by Facilities and General Services Department (FGSD) and its sections, and the End-User(s) of Qatar
University (QU).

The objectives of this Agreement are to:

e Provide clear reference to service ownership, accountability, roles and/or responsibilities.

e Present a clear, concise, and measurable description of service provision to the End-User.

e Match perceptions of expected service provision with actual service support & delivery.

e Complying with the requirements of ISO 41001:2018 - Facility Management System (FMS), International
e Standard

02. Scope

This document is applicable to the Logistic Services provided by the Facilities and General Services Department
(FGSD) in Qatar University (QU).

03. References

- ISO 9001: 2015 — Quality Management System
- ISO 41001:2018 - Facility Management System (FMS) Standard — Requirements and Guidance for Use

04. Stakeholders

The following Service Provider(s) and Customer(s) will be used as the basis of the Agreement and represent the
primary stakeholders associated with this SLA:

1. Logistic Service Provider(s): Facilities & General Services Department (FGSD) in solidarity
with its affiliated section(s) (“Provider”).

* Note:
The delivery or execution of the service might be done by any contracted outsourced company/service
provider other than the Facilities and General Services Department (FGSD).

1. Customer(s): End-User (“Customer”).
The End-User might be any department/college/unit/Employee/etc. that located in the Qatar University
Camps and one of the contents of its Organizational Structure (OS).
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05. Service Level Agreement

5.1 Logistic Services Service Level Agreement
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