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License Conditions  

This product is NOT FOR RESALE or REDISTRIBUTION in any physical or electronic format.  The 
purchaser of this template has acquired the right to use it for a SINGLE enterprise in a single county 
unless they have a multi-use license.  Anyone who makes copies of or uses the template or any 
derivative of it violates the United States and international copyright laws and is subject to fines that 
are treble damages as determined by the courts.  A REWARD of up to 1/3 of those fines will be 
anyone reporting such a violation upon the successful prosecution of such violators.  

The purchaser agrees that the derivative of this template will contain the following words within the 
first five pages of that document.  The words are:  

© 2017 Copyright Janco Associates, Inc. – ALL RIGHTS RESERVED 

All Rights Reserved.  No part of this document may be reproduced by any means without the prior 
written permission of the publisher.  No reproduction or derivation of this book shall be re-sold or 
given away without royalties being paid to the authors.   

All other publisher’s rights under the copyright laws will be strictly enforced.  

Published by:  Janco Associates Inc.  
Park City, UT 84060    

  

   435 940-9300 -- Email – support@e-janco.com   

Publisher cannot in any way guarantee the procedures and approaches presented in this book are 
being used for the purposes intended and therefore assumes no responsibility for their proper and 
correct use. In addition, we are not attorneys and are not providing a legal opinion as to the data 
that should be retained for the periods that the data should be retained.  The user should check with 
their legal counsel to determine the specific requirements for record retention and destruction.  
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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 CIOs 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:  

 What percentage of the time services will be available?  

 The number of users that can be served simultaneously  

 Specific performance benchmarks to which actual performance will be 
periodically compared  

 The schedule for notification in advance of network changes that may affect 
users  

 Help desk response time for various classes of problems  

 Dial-in access availability  

 Usage statistics will be provided.  

  

http://searchcio-midmarket.techtarget.com/definition/benchmark
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Work From Home – KPI Metrics 

 

 

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. 

 

 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Total Hours 94.3 190 350 717.5 700 500.2 200 150 120 175 125 100
Sessions 23 45 98 175 245 122 98 54 44 51 61 48
Failed Log-ons 23 12 43 22 21 17 45 33 29 17 34 22
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System Management – KPI Metrics  
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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 

  

  

https://e-janco.com/IT_Job_Descriptions.htm
https://e-janco.com/it-Job-Family.html
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What's New  

2023 Edition 

 Updated to reflect the latest compliance requirements 

 Updated all included job descriptions 

2022 Edition 

 Added job description for Manager KPI Metrics 

 Updated to reflect the latest compliance requirements 

 Updated all included job descriptions 

 Added detailed job description for Manager KPI Metrics 

2021 Edition 

 Updated to reflect the latest compliance requirements 

 Updated all included job descriptions 

 Added detailed job description for SEO Specialist 

 
2020 Edition 

 Added Work From Home metrics 

 Added an eReader version of the Policy 
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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,IW, M&D, DATool) 
SMC SRT (All Summary)
SMC SRT (MAPS, OfficeV)
SMC SA (CARS,MAPS, IW, M&D)
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Service Levels [System Management]  Page: 1  
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