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Section 1: Overview of Service Level Agreements (SLAs)

e Examine the importance of measuring performance quality.

e |dentify how, when, and why SLAs support the attainment of quality.
e Determine the main objectives of an SLA.

e Explain the difference between SLAs and contracts.

e Describe SLAs for services from contractors.

e Discuss the use of SLAs between departments in an organisation.

Section 2: Main SLA Components

e |Identify the services being measured.
¢ Describe the common measures of quality.
e Outline how to manage, measure, and report service performance within governance
frameworks.
 Define customer duties in the context of an SLA.
e Examine how to manage issues through risk-sharing in an SLA.

e Discuss the process and effects of terminating an SLA.

Section 3: Draft an SLA

e Review the fundamentals of drafting agreements.

e Examine a model SLA design.

e |dentify the key elements of a quality SLA.

¢ Discuss the importance of using applicable and consistent measurement language.
e Determine strategies to encourage SLA adoption and achievement.

e Review the common components in SLA checklists.

Section 4: Managing an SLA

e QOutline review processes for SLAs.

e Describe how escalations can manage the performance of quality.



e Explore how to manage changes to keep an SLA current.
e Qutline negotiation strategies to manage variations in the agreement.
e Discuss options for intervening with underperforming contractors.

* Develop a process to review current SLAs and incorporate the findings in future SLAs.

Section 5: Managing SLAs Through Scorecards

e Discuss the development of using scorecards to assess SLAs.

» Describe how scorecards can contribute to process quality improvements.
e Outline how to align an SLA with corporate objectives.

e Determine methods of balancing stakeholder needs.

* |Identify the required KPIs to support an SLA.

e Plan and build a scorecard to measure an SLA.
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