Lecture 16: Service Level Agreements
Learning Objectives:
1. Describe the purpose and contents of a service level agreement.

2. Explain the process by which an SLA is developed and maintained.

3. Discuss the role of a service catalogue in developing SLA.
4. Explain how SLAs might be monitored using the balanced score card.

Introduction
SERVICE LEVEL AGREEMENTS (SLAs)

Service level agreements define what can be expected exactly by recipients of a service in terms of the contents and delivery of a service. They define the rules of engagement. The SLA defines the agreed performance expected for a particular IT service including what is measured and what the penalties and rewards associated with missing or exceeding the targets.

SLAs are in essence, contractual agreements between the service provider and the customer concerning the meeting of specific goals. 

SLAs provide the reference point for determining whether an IT service has met its promises.

They promote communication between IT providers and customers, acting as a kind of memorandum of specification.
They help improve the quality of internal services.

Improved internal relationships


Enabling alignment of services with business needs


Helping develop a customer focus.
In simple terms, the SLA will define expected availability, response and accuracy:

All help desk calls answered within 30 seconds.

95% of all bills printed and delivered on time.

99.99% website availability.

The SLA will define:

Terms and conditions - such as a specific guaranteed response time.

Actions - who should be notified, methods of escalation .

Measurements. Response time, resolve time, availability.

SLA contents may include:

Revision history.

Scope. Definitions of what is covered in the SLA.

Definitions of availability levels and the terms e.g. Standard, Critical, Mission Critical.

Definitions of processes.

Definitions of how exceptions will be dealt with.

Who can receive the service.

Costs

How service changes will be dealt with.     

To define an IT service SLA we must understand: 

Current service performance and achievable service performance.

Current and projected needs and priorities of the business.

Process
Define Service Catalogue

The IT Service Catalogue

 

The objective of the Service Catalogue is to allow ease of access - to any user or potential user of an IT system or service - to information about the services offered. The Catalogue will provide a single, central source of continually updated information about IT applications and services.

 

The Service catalogue may help in:

 

Marketing IT Services

Achieving a standard approach

Rationalising IT services

Providing a single point of reference.

Defining baseline services

Setting customer expectations.

 

 

Do our internal customers know:

 

About every service we provide?

When the services are available?

How to obtain those services?

What costs are associated with those services?

What service levels they can expect?

What the escalation paths are?

Who to see for more information?

 

Issues:

 

Scoping the catalogue.

Obtaining and validating the information.

Consensus about wording and service definitions

Support for the development of the service catalogue.

Marketing and awareness campaign.

Updating and maintaining the service catalogue.

Support for procurement (e.g. of recommended printers)

Customised service catalogues.

 

Standard Template for Service Catalogue Entry

 

Service Title.

Contact information

Service Provider

Description

Costs

Exclusion/ Inclusion

Service level agreement. (for example, Bronze/ Silver/ Gold service).

 

Format

 

Intranet-based.

Service index.

Click on SLA to get details.

 

Process outcomes of service catalogue development.

 

Gain holistic understanding of IT services.

Identify redundant services.

Rationalise services.

Definition of 'vanilla' SLAs

Create Service Statement
Responsibilities

Key Performance Indicators

Service Availability

Escalation

Develop the SLA
Based on service catalogues and service statement

Monitor the SLA
Reporting on SLAs could be part of Balanced score card
Balanced Scorecard

One possible approach to performance measurement which is increasingly apply in IT Services is the balanced scorecard with KPIs for SLA incorporated.

A balanced scorecard is a multi-dimensional set of indicators use to define, measure and modify performance. 


 

 

For each area we develop objectives, measures and targets.

 

 

Corporate Contribution (Financial)

Measuring business value.

IT investment appraisal.

Measuring services value.

Customer Orientation (Customer)

Service levels (from  SLAs)
Customer satisfaction appraisal (SERVQUAL)

Application performance.

Operational Excellence (Internal Service Processes)

Responsiveness

Quality measures

Security

Future Orientation (Learning and Growth)

Staff training

Emerging technologies research

Knowledge management

 

 

An IT Services scorecard:

 

Makes the value of IT Services apparent to stakeholders

Provides motivation for improved performance

Establishes a framework for management reporting.

 

 

How do we set up an IT Service scorecard?

 

1. Talk to the stakeholders

Executive managers

Finance managers

IT staff

Customer operations managers

Audit staff.

 Review SLAs
2. Develop key performance measures

Using Service Catalogue and SLAs
3. Work out how you're going to implement them

What are the current measures?

What new information is needed?

 

4. Evaluate performance measures.

 

5. Evolve performance measures.

  

6. Develop IT Services management reports

Review SLA

SLAs are dynamic. They may need rewriting and revision as we learning about their implementation.
The SLA must match IT performance and business needs.

Under-performance will affect the businesses ability to perform.

Over-performance increases costs unnecessarily in expending resources delivering a level of availability / service assurance which the business does not require.

ASP SLAs 

Focus on availability and security

Define system performance, including benchmark targets, response times, monitoring and reporting and scalability.

Remedies includes nature of penalties, fee reduction or rebate and conditions for contract termination (SLA should have an exit clause.)

SLAs reduce the scope for disagreement.
Examples:

IT support of lecture theatres - University of Otago, New Zealand

Blue print for an SLA
Concepts
SLA, KPI, Service Catalogue, Balanced Score Card. 
Questions
Explain the relationship between SLAs, service catalogues and balanced score cards.
What are the benefits for IT service customers and providers of developing  a service catalogue.
Measurables are of key importance in a monitoring an SLA.. What measureables might suitable for:

The helpdesk


PC repairs


Environmental Disposable of old equipment


End user computing support
Activities
Search for a selection of examples of SLAs in IT services. How do they compare.

Compare their structures and build a definitive list of SLA content. How might you evaluate an SLA?
Reading
