This is a sample of the final product
and these pages are for your review
dl and are protected by Janco's copyright.

https://e-janco.com

Service Level Agreement
Policy Template
&
Sample KPI Metrics

2023 Edition



Victor
Sample


Table of Contents

TaDIE OF CONTENTS ...eeiiiieiee ettt sttt e et e bt e e s e e e bt e e meeesabeeesneeesnreesnenesareean
SErVICE LEVEI ABIEEMENT...ciii i e e e e e e e e s e e et e e e e e e s e e astaaeeeeeeeesnnsreneenas
Definition of What a Service Level AGreemMeENnt iS.......coccuviieeciiiiieieciiiee ettt et e e e e aaeea e
Sample Service LeVEl AGreEMENT .....ocvve i e e e e e s rree e e e e s e s anrr e e e e e e e e eennnnns
ASSUIMPTIONS ceetitiiiiiiiiiiiitittererererere ettt et ettt ettt ttttttttttttttetetetttetttetteetmeetmeeteeeeerene
SErVICe STAKENOIAEIS ..ottt et
BT VICE SCOPE ittt e e e
IT Provider RESPONSIDIITY ..ccccuveeeiiiieee e e e e
PrIOFTEIZAtION .t s
Typical SErvice LeVEl AGrEEMENTES ......uuiiiii e ettt e e e e e e e s ar e e e e e e e esnrraeeeeeeeeenas
INEEINAI T SLAS ..ttt e st st e st e s ne e e sabe e e be e e smreesaneresaneesaneesanenesreeenne
EXTEINAI SLA ...t sttt st e s b e et a e e s reresar e e ereeeanenesreeeane
Y= T00] o] LAY =1 o o ol SRR
WOrk From HOmE — KPI IMIELFICS ...c.uviriieieeiiecieeseeete ettt s e
System Management — KPIIMIELIICS ..ouiiiiiiriiiiiiieee e iiiiiteee ettt ee e e s s ssiraee e e e e s s s sasbraeeeeeessnnes
WAT'S INEW ...ttt st ettt et e s b e sae e st e s bt e bt e b e e s meesmeeemeeenneen
AN o 01T T [ USSR
Job Descriptions

Director IT Management and Controls
Manager KPI Metrics

Manager Metrics

Metrics Measurement Analyst

SEO Specialist

Page 2 © 2023 Copyright Janco Associates, Inc. — ALL RIGHTS RESERVED - https://e-janco.com




Service Level Agreement

Definition of What a Service Level Agreement is

A service-level agreement (SLA) is a contract between a service provider and a customer that
specifies, usually in measurable terms, what services the network service provider will furnish.
Many Internet service providers provide their customers with an SLA. More recently, IT
departments and their ClOs have adopted the idea of writing a service level agreement so that
services for their customers (users in other departments within the enterprise) can be measured,
justified, and perhaps compared with those of outsourcing network providers.

Some metrics that SLAs may specify include:

This is a sample of the final product
and these pages are for your review
and are protected by Janco's copyright.

Y

ormance will be

. anges that may affect
https://e-janco.com

Help desk response time for various classes of problems
4 Dial-in access availability

4 Usage statistics will be provided.
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Work From Home — KPI Metrics

Work From Home - KPI Metric
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This is one of many KPIs that can be used for SLAs. Janco does provide services to review your WFH

operations and generate custom KPI Metrics. Call for a quote.
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System Management — KPI Metrics

Number Reported Events / Problems - Nightly Batch
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Appendix

Job Descriptions
Five (5) job descriptions are included with this policy template. It comes separately in its directory.
Director IT Management and Controls
Manager KPI Metrics
Manager Metrics
Metrics Measurement Analyst
SEO Specialist

For more information on the full inventory of Janco’s Job Descriptions go to:

https://e-janco.com/IT Job Descriptions.htm - Job Descriptions

https://e-janco.com/it-Job-Family.html - IT Job Family Classification System
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What's New

2023 Edition

2022 Edition

2021 Edition

2020 Edition

+ Updated to reflect the latest compliance requirements

=

Updated all included job descriptions

Added job description for Manager KPl Metrics
Updated to reflect the latest compliance requirements

Updated all included job descriptions

=+ £ &

Added detailed job description for Manager KPl Metrics

=

Updated to reflect the latest compliance requirements
4+ Updated all included job descriptions
4+ Added detailed job description for SEO Specialist

4+ Added Work From Home metrics

#+ Added an eReader version of the Policy
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Service Level Agreement
and Policy Template
with Sample Metrics
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Sample SLA Metrics

Service Levels

System Management
Weekly Call Volumes
Response Times
Desktop - Mean Time To Repair.
Problem Analysis
Ticket Volumes by Group
Tickets by Severity
Infrastructure

Infra Notes

Infra Comm 1

Infra Comm 2

Internet Usage
Abend Analysis

Tracking Abends
Abend Impact
Applications

Application Development
System Monitoring Center

1st SMC Group

2nd SMC Group

3 rd SMC Group

4th SMC Group

5th SMC Tape Rpt Aging

Dataset Aging Example Metrics
SMC SRT (Cars. /W, M&D, DATool
SMC SRT (All Summary)

SMC SRT (MAPS, OfficeV)

SMC SA (CARS.MAPS, IW, M&D)
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Number Problem Events
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