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Negotiation is often the best — and sometimes the only — way to develop effective,
lasting solutions to many kinds of work problems. This program builds the skills you need
to craft constructive agreements between the project team and the other stakeholders.
Participative exercises will help you master basic concepts: getting agreement vs.
eliminating differences and positions vs. interests. You will also learn when to negotiate,
how to prepare for a negotiation, how to manage the aggressive negotiator, and how to
deal with “everyday” negotiations. Case studies include both internal negotiations and
contract negotiations. This program will help you develop the personal and professional
skills needed to lead your project team. You will learn how to create a shared vision and
how to keep your team aligned with that vision through storytelling. The program covers
vital general management skills such as motivation, feedback, and delegation. Other
topics include how to develop agreement on roles and responsibilities, when to
emphasize task behaviors over relationship behaviors, how to build a team that sees itself
as a team, and dealing with a difficult team member.

At the end of this course trainees will be able to:

e Gain better understanding about public / private partnerships with vendors
e Learn how to negotiate with vendors on contracts for services

e Understand the value of Service Level Agreements

e Learn how to develop positive relationships with customers

e Contract officers

e Procurement officers

e Service department personnel
e Project Managers

e Project Engineers
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Day One

e Defining Service Level Agreements
e Background of SLA

e Definitions of SLA

e Scope

e Methodology

e Timelines

e Purpose of SLA

e Not a Contract?

e Professional & Business Challenges
e New business model

e Service life-cycle

Day Two

e Service-related processes

e Business scenario at-a-glance

e Research Issues on SLA

e Components of a SLA

e Describing a Service

e Describing performance levels

e Describing Customer Support

e SLA Measurement

e Service design, management of services
e Services: function, process, role, activity
e Principe of service design

e Objectives, areas, procedure, management and strategy.

Day Three

e Balanced design

» Identifying the requirement for services

e Aspects and activities of the design

e Process of Service Design

e Services portfolio

e Service architecture, levels of architecture

e The structure of the processes in the design of services: catalog of services,
service level management, capacity management, availability, information
security, suppliers

e The SLA Process
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e Setting Up The SLA Process
e It Service Management Integration
e Migrating An SLA Into A Contract

Day Four

e Service Level Contracts

e Importance of Legal Review
e Document Format

e Master Services Agreements
e Service Attachments

e Short-Form Agreements

e INTEGRITY

e Outsourced Contracts

e What is outsourcing?

e Advantages - Key Points

e Disadvantages - Key Points

Day Five

e What types of service to outsource?

e Negotiating with the vendor

e In-Sourcing Contracts

e Successful Customer — Vendor Relationships
e Benefits of Service-Level Agreements

e Service Elements:

e Management Elements:

e Process of establishing an SLA

e SLADo’s and Don'ts

e Sample SLAs
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Training Method

Pre-assessment

Live group instruction

Use of real-world examples, case studies and exercises

Interactive participation and discussion

Power point presentation, LCD and flip chart

e Group activities and tests

e Each participant receives a 7” Tablet containing a copy of the presentation, slides
and handouts

e Post-assessment

Program Support

This program is supported by interactive discussions, role-play, case studies and
highlight the techniques available to the participants.

The course agenda will be as follows:

e Technical Session 08.30-10.00 am

e Coffee Break 10.00-10.15 am

e Technical Session 10.15-12.15 noon
e Coffee Break 12.15-12.45 pm

e Technical Session 12.45-02.30 pm

e Course Ends 02.30 pm

Course Fees*

e 6,500 USD
*VAT is Excluded If Applicable
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