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Architecture Templates

Service Level Agreement (SLA) Template

What is Service Level Agreement (SLA) Template?

A Service Level Agreement (SLA) Template is a structured document that outlines the
expectations and responsibilities of service providers and clients regarding service delivery in
an enterprise context, often aligning with best practices and frameworks such as TOGAF (The
Open Group Architecture Framework). This template typically includes key components such as
service descriptions, performance metrics, compliance standards, response and resolution
times, and escalation procedures. Utilizing an SLA Template ensures that all stakeholders have
a clear understanding of service expectations, helps establish accountability, and facilitates
effective communication between the service provider and the client, thus supporting the
overarching architectural goals and maintaining alignment with organizational objectives. By
adhering to such frameworks, organizations can achieve consistency, enhance service quality,
and foster a collaborative partnership.
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Service Level Agreement (SLA)
Template

1. Agreement Overview

This Service Level Agreement (SLA) outlines the expectations and responsibilities
between [Service Provider] and [Client] for the delivery of services as part of the
Enterprise Architecture initiative.

2. Purpose

The purpose of this SLA is to define the service requirements and to establish clear
performance metrics that the service provider must meet. It aims to ensure a mutual
understanding of service provisions and to facilitate communication between the parties
involved.

3. Scope of Services

3.1 Description of Services

e Service 1: [Description]
e Service 2: [Description]
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e Service 3: [Description]
3.2 Exclusions

e Services not mentioned in this SLA.
e Any tasks outside the defined scope of services.

4. Performance Metrics

The following performance metrics will be monitored to ensure quality of service:

Percentage of time the service is

Service Availability (%) . 99.9% Monthly
operational

Response Time (hours) Ui (e 8 (e 0 Seriee < 2 hours Monthly
requests

Resolution Time (hours) ;I;;?Jistaken 19 e SaRlies < 4 hours Monthly

chiieres il emstee] (per Number of changes delivered AU S Monthly

month) changes

5. Service Management

5.1 Roles and Responsibilities

e [Service Provider]

o Provide designated services as per the agreement.
o Monitor performance metrics and report to [Client].

¢ [Client]

o Provide necessary access and environment for the [Service Provider].
o Review performance reports and provide feedback.

5.2 Incident Management

e Reporting process for incidents.
e Escalation procedures in case of unresolved issues.

6. Communication

6.1 Meetings

» Monthly review meetings to discuss performance and incidents.
e Ad-hoc meetings as needed to address urgent issues.

6.2 Reporting

e Regular performance reports delivered via [channel] on a [frequency] basis.
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7. Review and Changes

e This SLA will be reviewed on an annual basis or as necessary.
e Any changes to the SLA must be documented and agreed upon by both parties.

8. Signatures

This SLA is agreed upon by the parties below:
[Service Provider]

* Name:
e Title:
e Signature: ____ Date:

[Client]

* Name:
e Title:
e Signature: ____ Date:

Export as PDF

Related:

e Architecture
¢ Architecture Templates

External links:

e TBD
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