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General Information

Purpose

The purpose of this SLA is to establish a coopeegpartnership between the Sponsored Projects
Service Center and its customers. This SLA will:

= outline services to be offered and working assuomgtbetween the Shared Service
Center and its customers;

= quantify and measure service level expectations;
= outline the potential methods used to measureuhéty of service provided;

= define mutual requirements and expectations faoicatiprocesses and overall
performance;

= strengthen communication between shared servicgedans and its customers;
= provide a vehicle for resolving conflicts.

Vision

The new business environment will continuously elesservice, compliance and productivity
to its customers and core business practices.pifitmary goals for the service centers include:

= Integrate people, processes, and technology to provide abatbservice level to all
customers. Create a collaborative environment avtrested relationships and teamwork
are encouraged between administration, departmdimtisal areas, institutions and
suppliers to further Enterprise goals.

= Leveragehuman resources, institutional knowledge, develppgkill sets, and
technology in an effort to continuously improvewsee and productivity. Create an
organizational structure that balances strategictactical efforts that promote
efficiencies.

= Mitigate risk to the Hopkins’ enterprise by focusing on cdiamce requirements and
understanding the impact these requirements hapeaatuctivity and customer service.
Develop an integrated organizational structure whkipromote the consistent
interpretation and enforcement of policies, procedulocal, state and Federal laws and
regulations.

= Reduceunnecessary costs. Through the use of creativenizageon design, economies
of scale can be reached, resulting in lower opamaticosts. Design an environment that
eliminates redundant technological solutions armberages solutions that maximize the
goals and objectives of the Enterprise.




Objectives

Focus on Customer Service: Create a consolidated organization focusing onterehd
processes will promote the implementation of sifrgai processes by cutting redundant steps,
consolidating and automating processes, and levey&gy skills and capabilities.

Maintain Compliance: An integrated organizational structure will proviaenechanism for the
consistent interpretation and enforcement of pedicprocedures, local, state and Federal laws
and regulations. Additionally, the developmentaés and responsibilities that clearly assign
accountability and encourage end-to-end processibgsiness transactions will assist the
enterprise in maintaining an effective balance agnaolicy compliance, management controls,
and process efficiencies.

Reduce Cost: Through the use of creative (less hierarchicajpnoization design, economies of
scale can be reached, resulting in lower operdtmrsts. Additional potential cost reductions
may include payroll costs, transactional costd|ifes, training and overall administrative costs.

Continuoudly I mprove Quality: A consolidated organizational structure reflebesintegration

of related systems, functions, people and procesBegether with improved information

capture and reporting, this structure provides ddtopkins with the opportunity for the
enterprise to identify patterns and change proasdiar improve process efficiency and customer
service. In addition, properly defined roles aesiponsibilities will encourage teamwork and
collaboration across the enterprise and will cargito develop skilled, multi-functional
individuals that better support the goals and dhjes of the enterprise. The use of cross-
functional teams will promote the creation and iempéntation of improved business strategies,
which will provide more seamless and efficient @piens.




Service Performance

Mission

To provide financial and administrative post awasdistance to the faculty and other researchers
of the Johns Hopkins Institutions in order to fiaie the management of sponsored agreements
while maintaining compliance with all applicablevand regulations.

Scope

To provide services related to the pre-award sahgopost-award administration of sponsored
awards to the Johns Hopkins Institutions.

* Will set up and maintain each award’s master dments and monitor awards for
compliance with applicable Federal financial regjales and institutional policies.

» Will complete financial reporting to external sysors and close-out awards within the SAP
system according to sponsor requirements.

» Will serve as a resource to departmental admatts and researchers in all aspects of post-
award financial administration.

Hours of Operations

Typical hours of operation for the Service Center@&30am to 5:00pm Monday-Friday, with
the exception of approved holidays. Working houes/ine adjusted due to system/power
outages, controller’s office special events, emecgesituations, or disaster.

Service Expectations

The Sponsored Projects Service Center and itsrmgsfoagree to the service expectations and
working assumptions listed below. These serviqgeeetations are meant to monitor the more
critical elements of the services provided andnatemeant to reflect the comprehensive services
offered by the Sponsored Projects Service Center.s€rvice expectations will be effective in
the fiscal year beginning six months after SAPige tlate. Service level expectations will be
reviewed after a period of stabilization by the Quoittee and revised as appropriate.

Process Service Expectation Service MetriGow will thisbe measured)
Account Setup and Award 10 business days Account setup not completed after
Modifications Notification received after 10 days of notification

3:00 pm will not be
considered until the
following business day




FSR Submission 90 days after project endBacklog of FSR not submitted

date beyond 90 days
Award Closeout 90 days after project Termed awaadslosed beyond
90 days
New Sponsor Creation 3 business days Number of request not processed

Notification received after older than 3 days

3:00PM will not be
considered until the
following business day

Working Assumptions

= The Service Center will be fully staffed and fundadd supported by the HopkinsOne
Support Maintenance Organization.

Service Constraints

= Workload — Significant growth in the research base, stafidver and peak times will
lead to backlogs whereby the defined performanoeatbe guaranteed.

= Conformance Requirements -Changes in OMB Circulars A-21, A-110, FAR and any
other regulatory policy that would impact the besi® practices or alter procedures and
service delivery time frames

= Dependencies-Oculus (document storage/imaging), Coeus (prachgpgstem), SAP and
agreed upon work flomsust be functional. Response time from the SAP Hefk and
HITS must be timely to guarantee the defined parforce measurements are met. Any
customer related requirements must be completefaszorily to guarantee service
delivery time frames

Agreement Administration

Terms of Agreement

This agreement commences on SAP go live date itimutual understanding that
modifications may be required over time. Any atidredifications will be made in the spirit of
the original Agreement and must be reviewed byasgmtatives of the Sponsored Project
Service Center customer base. A formal reviewhisf Agreement and published modifications
will occur on an annual basis.

Periodic Quality Reviews

The Sponsored Project Service Center and représestaf its customer base will conduct
periodic reviews of the Sponsored Project Serviert& performance against agreed-upon
service level expectations. The agenda for thegews should include, but is not limited to:




service delivery since the last review;

major deviations from service levels;

conflicts or concerns about service delivery;

planned changes to improve service effectiveness, a
changes to the Agreement.

The Sponsored Project Service Center will alsoleebjuassess customer satisfaction and
will use the results as a basis for changes toApisement.

Service Level Agreement Maintenance

This Agreement will be reviewed on an ongoing basid updated as considered necessary.
Updates may become necessary due to changingesaegcs, modifications to existing
services, addition of services, significant vadasi from agreed upon service levels, or
unanticipated events.

Issue Resolution

If either the Sponsored Projects Service Centésaustomer identifies a substantive
breach of responsibility or other problem that ieggiresolution prior to the next

periodic review, the Service Center Director argl¢istomer representative will engage
in a joint effort of understanding and rectificatiof the issue. In the event this remedial
effort fails, either party can raise the issuehi® ©Office of the Controller of JHU.
Decisions made by the Office of the Controller,/angossible elevation to the Office of
the VP for Administration of JHU.

Funding Structure and Accounting Methodology

The budget for the Sponsored Project Shared Serwikebe prepared by the Director
and approved by the University Controller and Buddeector. The budget and
allocations to JHHS will also be reviewed and apptbby the JHHS Controller and JHH
Budget Director.

Advisory Committee and Roles

Provide feedback from constituent organizationsuréigg customer service, productivity
and compliance.

participate in periodic review of SLA with focus oastomer service, productivity, and
compliance

participate in the identification, prioritizatiom@ implementation of business process and
technology enhancements

support the testing of future applications featuf@sodules
sharing of information to constituents




The committee will initially consist of the followg:

Mike Amey - Associate Dean for Research, Schodledicine

Jim Erickson - Senior Director Finance, School @ditine

Alan Friend - Associate Dean, Finance and Adnmraigin, Whiting School of Engineering
Donna Helm - Associate Dean for Research Admirtistig BSPH)

Cheryl Howard - Assistant Provost, University Raig Administration

Jim Clauter - JHHS Controller Office

Kitty Lauer - Sr. Associate Dean for Finance andaniastration, Dean's Office (A&S)
Jane Schlegel - Associate Dean Finance, Bloontbeingol of Public Health

Wendy Spivak - Senior Director Finance and Openat8chool of Arts & Sciences
Phil Tahey - JHU Controller

Claire Bogdanski - Associate Dean for Finance Adwhinistration, School of Nursing
Ken Jones - Chief Financial Office, JHPIEGO

Catherine Porter - Director of Business ManagenteAtS

Debbie Rice - Assistant Dean of Finance and Adririation, SPSBE

One year after go live, the Advisory Committee waVisit the number and composition of
members. Some divisions will participate on a rotpbasis. For the first year, the committee
will generally meet bimonthly or as often as it@sidered necessary.

Reference Material:

http://ssc.jhmi.edu/sponsoredprojects/home.html




