Creating Service-Level
Agreements

Step 1: Define Services

Begin by clearly defining the scope of services that will be provided.
This should include the nature of services, delivery timelines, and any
other essential service characteristics.

Step 2: Determine Metrics

Establish key performance metrics that the service provider must
adhere to. These can be uptime percentages, response times,
resolution times, and other relevant performance indicators.

Step 3: Set Benchmarks

Set the minimum service performance level that must be maintained.
Specify the benchmarks for each performance metric.

Step 4: Outline Remedies

Detail the compensation or corrective measures that will be taken if
the service provider fails to meet the performance benchmarks. This
may include service credits, penalties, or specific recovery actions.



Step 5: Review Periodically

Establish a review schedule for the SLA to ensure that it remains
relevant and up-to-date with any changes in service requirements or
external conditions.

Step 6: Approval Process

Delineate the process by which the SLA will be approved by both
parties. This should include any negotiations, sign-off authorities, and
final agreement formalities.

General Notes

Collaboration

SLAs are best created with input from both service providers and
customers to ensure that expectations are clear and agreed upon
from both sides.

Legal Review

Before finalizing, have the SLA reviewed by a legal expert to ensure it
is clear, enforceable, and compliant with relevant laws and
regulations.

Flexibility

Consider building in flexibility to accommodate future adjustments to
the SLAs as services and business needs evolve.
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