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Service Level Agreement (SLA) Template

What is Service Level Agreement (SLA) Template?

Service Level Agreement (SLA) Template: A Comprehensive Overview

A Service Level Agreement (SLA) template is a standardized document used to define and
measure the level of service that an organization provides to its customers or internal
stakeholders. It outlines the expected performance, quality, and availability of services,
ensuring that both parties have a clear understanding of their responsibilities and
expectations.

Components of an SLA Template:

1.

10.

Service Description: A detailed explanation of the services provided, including scope,
objectives, and any specific requirements.

. Service Levels: The minimum standards for service delivery, such as response times,

resolution times, availability, and quality metrics.

. Performance Metrics: Quantifiable measures to evaluate the effectiveness of the

service, including key performance indicators (KPIs) and service level indicators (SLIs).
Responsibilities and Roles: Clearly defined responsibilities and roles for both parties,
including incident management, problem management, and communication protocols.

. Service Availability: The percentage of time the service is available to customers or

internal stakeholders.
Response Time: The maximum time it takes for the service provider to respond to an
incident or request.

. Resolution Time: The maximum time it takes for the service provider to resolve an

incident or issue.
Escalation Procedures: The steps taken when a service level is not met, including
communication protocols and resolution procedures.

. Service Credits: Any financial penalties or rewards associated with meeting or

exceeding service levels.
Review and Revision: A process for reviewing and revising the SLA periodically to
ensure it remains relevant and effective.

Benefits of an SLA Template:

1.

Clear Expectations: Ensures both parties have a clear understanding of their
responsibilities and expectations.

. Improved Service Delivery: Encourages service providers to prioritize quality,

availability, and performance.

. Increased Customer Satisfaction: Demonstrates a commitment to delivering high-

quality services that meet customer needs.
Reduced Conflicts: Minimizes misunderstandings and disputes by establishing clear
guidelines for service delivery.

. Enhanced Communication: Fosters open communication between parties, facilitating

collaboration and issue resolution.
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Best Practices for Creating an SLA Template:

1. Involve Stakeholders: Engage customers, internal stakeholders, and service providers
in the development process to ensure their needs are met.

2. Make it Flexible: Allow for periodic review and revision of the SLA to reflect changing
business requirements or customer needs.

3. Use Clear Language: Avoid technical jargon and use simple, concise language to
facilitate understanding.

4. Establish Metrics: Develop measurable KPIs and SLIs to evaluate service performance
and identify areas for improvement.

5. Communicate Effectively: Ensure that both parties understand their roles,
responsibilities, and expectations.

Example of an SLA Template:
Service Level Agreement (SLA)
Service Description

e Service Name: IT Support
» Scope: Provision of IT support services to customers and internal stakeholders
e Objectives:

o 4+ Respond to incidents within 2 hours

o 4+ Resolve incidents within 4 hours

o + Maintain a service availability of - 9%

Service Levels

e Response Time: 2 hours
e Resolution Time: 4 hours
e Service Availability: - 9%
e Quality Metrics: Customer satisfaction ratings

Performance Metrics

¢ KPIs:
o + Incident response time
o + Incident resolution time
o + Service availability
e Slls:
o + Mean time to detect (MTTD)
o + Mean time to resolve (MTTR)

Responsibilities and Roles

e Service Provider: IT Support Team
e Customer/ Stakeholder: [Insert Name]

Service Availability

e The service will be available 24/7, except during scheduled maintenance periods.
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Response Time

e The service provider will respond to incidents within 2 hours.
Resolution Time

e The service provider will resolve incidents within 4 hours.
Escalation Procedures

¢ In the event of a service level not being met, the customer/stakeholder will notify the

service provider.
e The service provider will escalate the issue and provide regular updates until resolution.

Service Credits

» A service credit of $X will be applied for each hour the service is unavailable beyond the
agreed-upon threshold.

Review and Revision
e This SLA will be reviewed annually to ensure it remains relevant and effective.

By following this template, organizations can create a comprehensive Service Level Agreement
that outlines clear expectations and responsibilities, ensuring high-quality services are
delivered to customers or internal stakeholders.

template

Service Level Agreement (SLA)

1. Agreement Overview

This Service Level Agreement (SLA) outlines the expectations and responsibilities
between [Service Provider] and [Client] for the provision of services.

2. Purpose

The purpose of this SLA is to ensure that [Service Provider] and [Client] are aligned in
terms of service expectations, reliability, and support.

3. Scope of Services

e Services Provided:

o Description of services provided by [Service Provider].
o List any specific exclusions or limitations.
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« Availability:

o Services will typically be available [insert percentage, e.g., 99.9%] of the
time.

4. Service Level Objectives

Service 1 [Description of Service 1][e.g., 99.9% uptime] [e.g., Monitoring System]

Service 2 [Description of Service 2] [Target Level] [Measurement Method]

5. Performance Monitoring

e Performance will be monitored [insert frequency, e.g., monthly/quarterly].
e Reports will be shared with [Client] on a [monthly/quarterly] basis.

6. Incident Management

* Response Times:
o Critical Incidents: [Response Time]

o Major Incidents: [Response Time]
o Minor Incidents: [Response Time]

e Escalation Process:

1. Initial contact via [Contact Method].
2. Escalate to [Escalation Contacts] if not resolved in [Timeframe].

7. Responsibilities

e [Service Provider] Responsibilities:

o Provide services as outlined in the SLA.
o Maintain communication with [Client].

* [Client] Responsibilities:

o Provide necessary access and information to [Service Provider].
o Report incidents as they arise.

8. Fault Tolerance and Disaster Recovery

e Overview of the disaster recovery plan.
» Expected recovery time for critical services: [insert timeframe].
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9. Amendments

Any amendments to this SLA must be made in writing and signed by authorized
representatives of both parties.

10. Term and Termination

e This SLA is effective from [Start Date].
e Either party may terminate this agreement with [X days/months] written notice.

11. Signatures

[Service Provider]
Name:
Title:
Date:

[Client]
Name:
Title:
Date:

Export as PDF

Related:

¢ Al (tools, trends and more)

External links:

e LINK

Search this topic on ...

A 4

)

o

o0
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