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Service Level Agreement
Effective date: 01/05/2026
Issued by: White and Company PLC, consisting of White and Company PLC and its subsidiaries.
Applies to: Agents, service providers and suppliers performing services on behalf of White and Company PLC.
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[bookmark: _Toc236747851]Purpose
This agreement defines the service standards, performance expectations, and responsibilities for services delivered by the Agent/Service Provider on behalf of the Client.

[bookmark: _Toc236747852][bookmark: _Hlk227328991]Whereas
a. White and Company PLC operates in the international moving and relocation industry.
b. White and Company PLC require professional moving and logistics services and may wish to outsource such services.
c. Service Provider operates an independent business specialising in moving, packing, and logistics services using its own personnel and equipment.
d. Parties explicitly do not intend to create an employment relationship or relationship of subordination.
e. This Agreement constitutes a contract for services.
f. Parties wish to record their arrangements in writing.
g. White and Company PLC operate in accordance with the FIDI Global Alliance FAIM quality standard (currently FAIM 3.4) and applicable ISO standards.
h. Parties intend those services are performed according to high-quality, safety, and compliance standards across Europe.
i. Service Provider complies with all relevant European and local laws and regulations.



[bookmark: _Toc236747853]Definitions
· “Quality Standards”: Standards derived from industry best practices, including care of goods, professionalism, safety, environmental responsibility, and customer service.
· “FIDI FAIM Standards”: The applicable FAIM quality standard. This standard will be updated regularly. 
· “EU Regulations”: Applicable laws within the European Economic Area, including transport, labor, customs, and safety regulations.
· “GDPR”: General Data Protection Regulation (EU) 2016/679.
· “Assignment”: A specific job or work order issued by White and Company PLC, setting out the agreed services, schedule, pricing, and conditions, and forming a standalone contractual engagement between the Service Provider and the Issuing Entity.
· “International Assignment”: Any assignment involving cross-border services.
· “KPIs”: Performance indicators set out in the Service Level & KPI Matrix.

[bookmark: _Toc236747854]Article 1 – Purpose and Intent
1. This SLA defines mandatory service, quality, compliance, ESG, information security, financial control and governance requirements.
2. The purpose is to ensure consistent service delivery, cost transparency, and proper risk management.

[bookmark: _Toc236747855]Article 2 – White and Company PLC Group Applicability

1. The Service Provider acknowledges and agrees that services under this Agreement may be requested by any White and Company PLC branch.
2. Each assignment shall constitute a separate contractual relationship between the Service Provider and White and Company PLC issuing the assignment (“issuing entity”).
3. The Service Provider shall not have any claim against any White and Company PLC other than the entity that issued the relevant assignment.
4. All obligations, invoicing, liability, and KPIs shall relate exclusively to the Issuing Entity.

[bookmark: _Toc236747856]Article 3 – Scope of Services
1. Each assignment under this Agreement shall clearly identify White and Company PLC issuing the assignment.
2. The Service Provider shall perform the assignment only for the issuing entity.
3. All obligations, invoicing, and liability shall relate exclusively to the issuing entity.
4. This Agreement is a framework agreement governing all services performed by Service Provider on behalf of White and Company PLC.
5. The Service Provider may be engaged for one or more services as defined below.
6. The exact scope per assignment shall be agreed via order confirmation, planning, or written instruction.
7. All obligations under this Agreement apply only to the extent relevant to the services performed.
8. No exclusivity or volume guarantee applies.
9. KPIs are defined in the Annex.
10. Quarterly KPI reporting and improvement plans are required.

[bookmark: _Toc236747857]Article 4 – Service Categories
Services may include one or more of the following:
1. Origin Services
· Packing
· Disassembly
· Loading
2. Transportation Services
· Road transport
· Linehaul
· Handling during transit
3. Destination Services
· Unloading
· Unpacking
· Assembly

[bookmark: _Toc236747858]Article 5 – Scope per Assignment
1. Each assignment shall define:
· applicable service category/categories
· planning and timing
· pricing
· any specific requirements
2. Service Provider may accept or decline assignments.
3. Acceptance confirms full capability and compliance.
4. For International Assignments, all customs and legal requirements must be met. This clause applies only where the assignment involves cross-border transport.
5. Service Provider warrants it holds all required licenses and permits.

[bookmark: _Toc236747859]
Article 6 – Quality Standards
1. Service Provider shall perform services in accordance with:
· FIDI FAIM Standards
· Applicable ISO standards (where relevant)
· Industry best practices
· Applicable local laws
2. Where stricter standards apply, those shall prevail.

[bookmark: _Toc236747860]Article 7 – Execution of Services
1. Service Provider is fully responsible for execution, quality, and safety.
2. Service Provider operates independently and without supervision.
3. Service Provider shall ensure that personnel follow the instructions and processes of the Issuing Entity for the specific assignment.
4. Coordination occurs only for planning and logistics purposes.
5. White and Company PLC may only provide instructions regarding the desired result.
6. Service Provider provides its own personnel, equipment, and insurance.
7. Personnel must be skilled, trained, and professional.
8. Proper equipment and materials must be used. 
9. Service Provider maintains records for audits and compliance.
10. Deviations or risks from assignments must be reported immediately.
11. Service Provider ensures sufficient English language capability for international communication.
12. Service Provider ensures correct labeling, packing, and documentation for international shipments.

[bookmark: _Toc236747861]Article 8 – Booking & Operational Control
1. Booking requests must be accepted or rejected within one (1) business day.
2. Acceptance confirms capacity and compliance with requirements.
3. Changes must be reported immediately with corrective actions.
4. Immediate escalation is required for risks, delays, incidents, or compliance issues to your dedicated White and Company Branch.
5. Failure to escalate constitutes a service failure.

[bookmark: _Toc236747862]
Article 9 – Service Quality and Conduct
1. Personnel must act professionally and respectfully.
2. Work must meet industry standards.
3. Poor performance may result in suspension.
4. Service-specific obligations: 
Origin Services
· Proper packing and labeling.
· Protection of goods and premises.
· Accurate inventory documentation.
Transportation Services 
· Compliance with transport laws.
· Valid licenses and permits.
· Proper securing of goods.
· Application for the CMR Convention where applicable.
Destination Services
· Careful unloading and unpacking.
· Protection of premises.
· Assembly according to instructions.
· Removal of packing materials (if agreed).
[bookmark: _Toc236747863]Article 10 – Term
1. This Agreement shall commence on 01/05/2026 and shall continue for an indefinite period. Either Party may terminate the Agreement with three (3) months’ written notice.
2. Service Provider is free to provide services to other White and company subsidiaries, provided that such services do not conflict with obligations under this Agreement.
3. [bookmark: _Hlk227330679]White and Company PLC may terminate immediately in case of serious breach or non-compliance.
4. Parties shall evaluate cooperation annually. 

[bookmark: _Toc236747864]Article 11 – Personnel and Subcontracting
1. Use of third parties is allowed only if they meet equivalent standards and are approved by White and company PLC in advance.
2. White and Company PLC may request identity and qualifications of subcontractors before approval. 
3. White and Company PLC may refuse personnel for objective reasons.
4. Service Provider remains fully responsible.
5. Service Provider is fully liable for third parties.

[bookmark: _Toc236747865]Article 12 – Variations and Accessorial Services
1. Changes affecting scope, cost, or timing require prior written approval.
2. Additional services require justification and approval.
3. Emergency exception applies only for necessary immediate action, with reporting within one (1) business day.

[bookmark: _Toc236747866]Article 13 – Charges, Invoicing and Cost Governance
1. Fees are agreed per assignment.
2. Charges must be transparent and justified.
3. Invoices must include job numbers, services, dates, and approved variations.
4. Invoices must be submitted to the Issuing Entity within 7 days after completion of the service.
5. Supporting documentation must be provided upon request.
6. Failure to provide documentation may result in non-payment.
7. Payment term: 30 days.
8. White and Company PLC may dispute invoices and request corrections.
9. The Service Provider shall invoice only White and Company PLC and issuing the relevant assignment, which shall be solely responsible for payment.
10. Service Provider has no claim against any White and Company PLC other than the entity issuing the assignment.

[bookmark: _Toc236747867]Article 14 – Cancellation
1. White and Company PLC may cancel free of charge up to two (2) working days prior.
2. Late cancellations: only demonstrable reasonable costs may be charged to the Issuing Entity.

[bookmark: _Toc236747868]Article 15 – Liability and Insurance
1. Service Provider is liable for damage caused within its scope of services. 
2. Liability is allocated as follows:
Origin phase → until handover to next party
Transport phase → subject to applicable conventions (e.g., CMR- consignment note)
Destination phase → from receipt of goods
3. Service Provider shall maintain adequate insurance.
4. Service Provider indemnifies only the Issuing Entity against third-party claims arising from its performance.
5. Liability may be limited as agreed separately, except in cases of:
· gross negligence
· wilful misconduct
6. Liability for each assignment is limited to the scope of services performed for the issuing White and Company PLC branch.
7. Each White and Company PLC branch is responsible only for obligations arising from the assignments it issues.

[bookmark: _Toc236747869]Article 16 – Data Protection
1. Data processing is limited to what is necessary.
2. GDPR compliance is mandatory.
3. Service Provider acts as processor where applicable.
4. Appropriate technical and organisational measures are required.
5. Confidentiality applies to all personnel.
6. Data breaches must be reported within 24 hours.
7. Data is processed within the EEA unless agreed otherwise.
8. Data is deleted after completion unless legally required otherwise.
9. White and Company PLC may audit compliance.
10. Upon termination, data is deleted within 30 days.
11. Transfers outside the EEA require safeguards, including Standard Contractual Clauses.

[bookmark: _Toc236747870]Article 17 – Environmental, Social and Governance (ESG)
1. Environmental 
Environmental: The Service Provider must comply with environmental laws; manage waste responsibly; avoid unnecessary environmental harm; and adopt reasonable measures to reduce environmental impact.
2. Social
Social: The Service Provider must comply with labour and employment laws; prohibit slavery; maintain safe working conditions; prohibit discrimination, harassment and abuse; and ensure staff are appropriately trained.
3. Governance
Governance: The Service Provider must comply with anti-bribery and corruption laws; comply with competition and anti-trust laws; maintain accurate business records; and notify White and Company PLC of any serious compliance breach.
4. The Service Provider must be able to provide reasonable evidence of ESG compliance upon request. 
[bookmark: _Toc236747871]
Article 18 – Audits
1. White and Company PLC or auditors may conduct audits with reasonable notice.
2. Service Provider shall cooperate fully.
3. Corrective actions must be implemented.
4. Audits may take place in any country where Service Provider operates.
[bookmark: _Toc236747872]Article 19 – Termination
· Notice period: 30 days
· Immediate termination for: 
· Breach of contract 
· Data/security violations 
· Repeated SLA failure 
[bookmark: _Toc236747873]Article 20 – Amendments
Amendments must be agreed in writing.
[bookmark: _Toc236747874]Article 21 – Governing Law and Disputes
1. This Agreement is governed by UK law.
2. Disputes shall be submitted to the competent court in the UK.


[bookmark: _Toc236747875]Service Provider Acknowledgement and Acceptance
By signing below, the Service Provider confirms that it has read, understood and agrees to comply with the terms of this document. 
	Field
	Details

	Service Provider Legal Name:

	

	Registered address:

	

	Primary contact:

	

	Title:

	

	Signature:

	

	Date:

	





[bookmark: _Toc236747876]Annex – Service Level & KPI Matrix

[bookmark: _Toc236747877]Additional KPIs
Note: KPI reporting and performance evaluation shall be conducted separately for each White and Company PLC branch.
	Category
	KPI
	Target

	Compliance
	Completion of operational documentation
	100%

	Communication
	Response time
	24 hours (business days only)

	Performance
	Claims incidence ratio
	< 10%

	Performance
	White and Company PLC feedback and Trustpilot score
	> 4.5
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