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SWANSEA COUNCIL 
CYNGOR ABERTAWE 

 
SERVICE LEVEL AGREEMENT 

 
RESOURCES DIRECTORATE 

 
SERVICE CENTRE 

 
PRIMARY, SECONDARY AND SPECIAL PHASES 

 
1. Name of Service 
 
Resources - Service Centre, currently has the following Business Areas. 
 

 Payroll Processing and Compliance 
 Workforce Analytics, Recruitment and Terms and Conditions Changes 
 Helpdesk, DBS and SCW 
 Accounts Payable and Purchasing 
 Cash Management and Accounts Receivable 

  
2. Name of Service Manager/Contact Number/Location 
 
 Sian Williams – Service Centre Manager 
 Room 153, Guildhall, Swansea, SA1 4PE 
 Tel:  Mobile 07532 372042 
 Email:  Sian.Williams2@swansea.gov.uk 
 
3. Summary of Services Provided in SLA 
 
The Business Units below are part of the Service Centre within the Resources 
Directorate, and strive to provide a high quality service in the following areas: 
 

 Payroll Processing and Compliance 
 Workforce Analytics, Recruitment and Terms and Conditions Changes 
 Helpdesk, DBS and SCW 

 
The SLA provided by the Business Units will be a high quality service, based on 
information received from schools and outside agencies, it will produce monthly 
payrolls for all staff, Workforce administrative support service, the DBS, SCW and 
Helpdesk functions to schools, provide all Workforce, Payroll, and Helpdesk DBS 
and SCW in respect of system change/development requirements.   
 
Advice, training and guidance will be offered on any related topics, together with 
specific Workforce/Payroll transactional training for school-based staff on the 
completion of appropriate documentation. 
 
 
 

Issued: April 2022 
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4. Allocation and Charging Methods 
 
The funding is delegated on the basis of the number of pupils at each school. 
 
5. Services Provided 
 
5.1  Payroll Processing and Compliance  
 

 Ensure so far that it is within its power, compliance with all statutory rules 
and regulations, i.e. the fulfilment of the employer’s responsibilities and 
obligations for all payment, National Insurance, Pension and Income Tax 
matters. This involves close liaison on a day-to-day basis with -  

 
  (a) HMRC 
  (b) DWP  
  (c) TP 
  (d) LGPS  
  (e) TPR 
 

 Give professional advice and support to the customer on payroll matters 
including statutory requirements, from staff professionally trained in payroll 
(CIPP).  

 Interpret and advise the school on any statutory changes and associated 
implications. 

 Issue an annual schedule of payroll deadlines and processing dates before 
the start of the financial year.   

 Calculate and arrange payments due under Statutory and Occupational 
Sickness, Parental leave (Maternity, Adoption, and Paternity including 
Shared) pay schemes to employees as required ensuring that payments are 
correctly made according to the relevant regulations.  

 Calculate and deduct any payments in respect of Jury Service, absence 
without leave or other special leave as advised.  

 In the event of an emergency payment request – payments calculated and 
the details input onto the Oracle HRMS system.  

 Recall of salaries – salaries recalled from an employee’s bank/building 
society account prior to noon on the day before payday.  

 Overpayments – Payroll will calculate the gross to net amount of any 
overpayment and seek the recovery of any overpayments using agreed 
methods, including deductions from pay following consultation with the 
person concerned and, where appropriate, an authorised contact.  

 Ensure compliance with the requirements of RTI (Real Time Information 
Exchange) with the HMRC submission of the Schools Full Payment 
Submission and employment Payment Summary each pay period, and the 
receipt and application of all incoming employee files from HMRC.  

 To input and verify any tax codes and figures, court orders, CSA orders, 
adjustments to National Insurance, pension adjustments and student loans. 

 Input any permanent or temporary salary/hours or employee status changes.  
 Apply any annual increments where appropriate. 
 Calculate and input any arrears that are relate to a backdated change.  
 Input any temporary additional payments (e.g. overtime, honorarium).  
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 Input bank/building society details as advised by the employee.  
 Respond to statutory demands and requests for payroll information from 

government bodies such as the HMRC and DWP.  
 Input leavers to the payroll system and make any payments or deductions as 

appropriate.  
 Calculate and pay any redundancy payments due.  
 Input and amend as appropriate all voluntary deductions on request from 

employees and reconcile and pay deductions over to the relevant third party 
(for existing voluntary deductions only).  

 Reconcile and make payments to third parties. 
 Issue guidance and collate payroll data for P11d reporting. 
 Send a report to HMRC and provide a copy P11d (substitute) to employees 

and calculate class 1a NI due.  
 Maintain the Service Centre’s school administration pack and provide training 

to Administration Officers/Business Managers as and when required. 
 
5.2  Pension Liaison Service  
 
Teachers Pensions and Local Government Pension 
 

 Interpret statutory changes and advise schools of implications and 
implementation requirements. 

 Notify the pension scheme administrator of all new starters to the scheme.  
 Notify the pension scheme administrator of any leavers from the scheme 

including the calculation and reconciliation of the employee’s pensionable 
pay.  

 Process all age retirements, early retirements, flexible retirements and ill 
health retirements for pension scheme members.  

 Process all scheme opt-outs and issue refunds if appropriate. 
 Notify the LGPS scheme administrators of any material changes that affect 

members.  
 Answer queries from the pension scheme administrators with respect to its 

members.  
 Deduct pension contributions, AVCs, and any additional contributions.  
 Determine and apply the employee pension percentage banding. 
 Each month provide both TPS and LGPS with a detailed breakdown of the 

pension contributions balanced against monies paid over.  
 Provide advice and guidance in regards to the implications of any changes in 

the Pension Regulations, where applicable.  
 Provide the Pension Scheme administrators with the details of any 

employees absent from duty as a result of industrial action and when 
applicable calculate the employee’s contribution due to cover for the period 
of absence. 

 Notify the Pension Scheme administrators of the details of unpaid leave of 
absence and when applicable calculate the employee and employer 
contribution due to cover for the period of absence.  

 Apply the Pension Regulations to scheme members, who are on maternity 
leave, including the:  

 
 (a) Calculation of contributions due for the unpaid period of absence;  
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 (b) Liaison with employees on the options available on their return to 
      work;  
 (c) Recovery of arrears of pension contributions where applicable, and 
      where necessary negotiating recovery over a period of time with the 
      member concerned;  
 (d) Updating of payroll and end of year records to confirm the    
      employee and employer contributions paid.  
 

 Apply the paternity, adoption and shared parental leave regulations to 
scheme members who take paternity or adoption leave.  

 Investigate and complete remuneration and contribution inconsistency  forms 
when issued by the scheme administrators.  

 Produce and reconcile LGPS annual pension return. 
 Provide LGPS/TPS with information regarding pension sharing on divorce. 
 Support the audit of the TPS and LGPS annual return and all pension audit 

requirements. 
 
Pensions Auto Enrolment  
 

 Assess the workforce at the staging date, advise on employee notification 
letters, take appropriate action on the payroll, notify scheme administrators.  

 Assess the workforce each pay period to identify if employees have hit a 
trigger, advise on employee notification letter, take appropriate action on the 
payroll and notify scheme administrators.  

 Keep appropriate records as required by the pension regulator.  
 If applicable ensure transition and postponement requirements are 

administered correctly.  
 Administer opt-outs correctly ensuring appropriate action is taken on the 

payroll, and records are maintained. 
 
5.3 Systems Development, Payroll Control Team  
 

 Produce information for payroll balancing for HMRC, Contributions Agency, 
pension bodies and any other bodies to whom voluntary deductions are 
made, within timescales that enable the payments to be  made within the 
pre-defined deadlines.  

 Process the payroll in compliance with all legal requirements, and supply the 
necessary information (as agreed between the parties) to pre-agreed 
deadlines.  

 Ensure salaries are credited to employees bank/building society accounts on 
the appropriate payday by use of the Bankers Automated Clearing System 
(BACS).  

 Produce the statutory pay advice note for each employee for each pay 
period.  

 Pay slips – negotiation, preparation and ordering with suppliers.  
 Provide advice on the structure of pay scales within the system, raise and 

maintain them in conjunction with the schools.  
 Advise on how to reflect the organisational structure within the system and 

maintain central data such as organisation, locations, posts, service 
conditions etc.  
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 Action pay awards and implement any appropriate variations to take account 
of salary increments for employees as instructed, producing tabulations to 
facilitate the verification of annual increments, and pay arrears arising from 
the implementation of pay awards as required.  

 Facilitate deductions from pay in respect of trade union subscriptions, 
charitable donations, health benefit schemes, Court Orders and other 
voluntary deductions, and supply lists of deductions made to enable the 
payment to the relevant 3rd parties.  

 Set up and maintain pension schemes, AVCs and ARCs.  
 Administer and apply audit requirements and procedures.  
 Input amendments to statutory deductions as advised by the HMRC.  
 Consolidate the year end provision of FPS, EPS and P60 information, 

submitting returns via EDI to HMRC by specified deadlines.  
 
5.4 Workforce Analytics, Recruitment and Terms and Condition Changes  
 

 Workforce recruitment – advertising, welsh language translations.  
 Issue contractual letters to employees who will be commencing maternity 

leave.  
 Produce and issue letters for individuals leaving their employment with the 

school.   
 Produce and issue letters for individuals taking paternity/adoption/parental 

leave.  
 Produce and issue all workforce analytical data e.g. Establishment Listings, 

Sickness etc. 
 
5.5 DBS and Employee, Manager and Schools Helpdesk 
 
The Service Centre Helpdesk provides a one-stop shop for all employee, manager 
and school queries.   
 
The Helpdesk normal opening hours are 9:30 – 16:00 Monday to Friday, 
communications will be issued if there any changes to these times. 
 
The email address for is servicecentre.helpdesk@swansea.gov.uk - all queries are 
logged and unique reference numbers provided to enable call tracking and 
escalation when necessary. 
 
The Helpdesk will endeavor to respond to all calls raised within 2 working days, with 
either a resolution or an update. This timescale may be longer on payday due to 
criteria for prioritizing calls. 
 
The Helpdesk will aim to ensure that no more than three callers are waiting in the 
queue at any time. 
 
 
DBS Administrative Service 
 
The Service Centre process all DBS checks; upon receipt of a valid email address 
for the employee and following completion of the verification process by the school 
and nominated Verification Officer. 
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 Counter signing DBS checks 
 Updating Oracle EBS system with DBS check details 
 Management information 
 Report generation and provision 

 
6. PERFORMANCE TRACKING and REPORTING  
 
6.1 Quality and Performance  
 
The Service Centre has a service policy of constant review and development in 
order to improve the quality and the cost effectiveness of its current services as well 
as offering new or extended facilities to provide better value to its customers.  
 
The quality and performance of the service is assessed in accordance with  
the standards laid down in the Service Specific Protocols and Procedures and  
Business Process Maps, and are regularly monitored for timeliness, accuracy and 
adherence to specification.  
 
Feedback is welcomed and we will arrange regular contact with customers on the 
quality and performance of the service. 
 
6.2 Performance Measures  
 
The Service Centre monitors aspects of its performance quantitatively, using the 
following targets:  
 

 Communication with customers.  
 Acknowledge all customer correspondence within 3 working days.  
 Respond to/resolve all written enquiries or complaints within 10 working 

days.  
 Answer all telephone calls within 2 minutes.  
 Target achieved within respective areas 

 
6.3 Quality of Service  
 

 Process all data received in Business Units by the  deadlines. 
 Accurately process all data relating to salary/pay. 
 Process all payments on due dates. 
 Process all statutory and procedural returns/documentation on or before due 

dates.  
 Provide a secure environment, compliant with all statutory requirements.  
 Accurately process all statutory and procedural returns/documentation in 

accordance with rules and regulations.  
 Provide all management information on or before deadlines.  
 Implement audit recommendations to agreed deadlines.  

 
If there are any causes for concern by any, party regarding compliance with this 
agreement this will be subject to immediate discussion with a view to reach a 
solution acceptable to both parties.  
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6.4 Data Protection  
 
The City and County of Swansea Council is registered with the Information 
Commissioner’s Office.  
 
The Service Centre will ensure that its employees, agency workers engaged in its 
services, or sub-contractors shall process the data controller’s information in line 
with GDPR.  
 
6.5 Other Standards  
 
The Service Centre will (except as may be provided in this agreement or by law or 
by the consent of an employee) ensure that its employees do not divulge to any 
third party any information which comes into its or their possession in the course of 
providing the Service.  
 
The Service Centre will comply with all obligations under the Data Protection Act. 
 
The Service Centre will immediately notify schools and Audit if it becomes aware of 
or suspects any irregularity relating to any transaction involving the schools. 
 
The Service Centre will maintain records of all work carried out for and  on behalf of 
the schools and shall keep them in a secure and confidential manner.  
  
 
7. CUSTOMER DUTIES AND RESPONSIBILITIES  
 
The Schools will be responsible for the following:-  
 
 Ensuring that information provided to the Service Centre is accurate and 
 up to date.  
 Ensuring that information provided to the Service Centre is on the correct 
 forms e.g. Universal Timesheet, Electronic New Starter forms etc. 
 That information is received by agreed deadlines.  
 Distribution of pay slips to employees.  
 Provide details of authorised signatories.  
 Provide current email addresses in relation to the DBS process.  
 
 
8.  Service Excludes 
 
This SLA does not include any services relating to Accounts Payable, Purchasing, 
Cash Management and Accounts Receivable. 
 
9.  Impact of No Buyback 
 
There would potentially be no: 
 

 Provision of a timely and accurate payroll service, including Expenses 
 Remedial action to correct over and underpayments in line with Policy 
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 Provision of management information 
 Compliance with HMRC, LGPS and other Statutory Regulations 
 Payroll Reconciliation 
 Provision of a timely and accurate Pension service  
 Timely provision of Pension costs and estimates, auto enrolment and 

pension regulator 
 Provision of a timely and accurate Recruitment service  
 Provision of a safe Recruitment Service, including DBS  
 Provision of Management Information 
 Compliance with Statutory Regulations 
 Maintain Recruitment and Employee records via online systems 
 One Stop Shop for all advice and support for Heads, Teachers and 

Employees 
 
Alternative arrangements would need to be made, to include registering with the 
HMRC regarding the PAYE tax reference number to ensure compliance, to provide 
a service in line with relevant legislation for the future. 
 
Comments and Complaints Procedure 
 
We will do our utmost to ensure that the services we offer to schools run smoothly, 
however we realise that there may be occasions when they do not.  We have a two-
stage procedure in place to overcome and deal with such instances.  We welcome 
both positive and negative feedback and would ask that if you have any comments 
or concern about a particular service that you use the following procedures: 
 
Stage 1: 
  
If you have a concern about a service, or wish to highlight a positive feature, please 
complete the comment form available to download via the SLA page on Staffnet:-  
http://www.swansea.gov.uk/staffnet/educationslacommentform which will be sent to 
the relevant SLA manager and Kelly Small, Head of Funding and Information Team. 
 
Stage 2: 
 
If your concern has not been resolved to your satisfaction, complete the complaint 
form available at the above link, which will be sent to the relevant SLA Manager and 
to Brian Roles, Head of Education Planning and Resources Service. 
 
 
 
 

 


