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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.  



 

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

 

  

Table of Contents 

  

Table of Contents ................................................................................................................................. 2 

Service Level Agreement ...................................................................................................................... 5 

Definition of What a Service Level Agreement is ............................................................................. 5 

Sample Service Level Agreement ..................................................................................................... 6 

Assumptions ................................................................................................................................. 6 

Service Stakeholders .................................................................................................................... 7 

Service Scope ................................................................................................................................ 7 

IT Provider Responsibility ............................................................................................................. 8 

Prioritization ................................................................................................................................. 8 

Typical Service Level Agreements .................................................................................................... 9 

Internal IT SLAs ............................................................................................................................. 9 

External SLA ................................................................................................................................ 11 

Sample Metrics ............................................................................................................................... 15 

Work From Home – KPI Metrics ................................................................................................. 16 

System Management – KPI Metrics ........................................................................................... 17 

What's New .................................................................................................................................... 19 

Appendix......................................................................................................................................... 18 

Job Descriptions 

Director IT Management and Controls 
Manager KPI Metrics 
Manager Metrics 
Metrics Measurement Analyst 
SEO Specialist 
 

 

  



SSeerrvviiccee  LLeevveell  AAggrreeeemmeenntt  
aanndd  PPoolliiccyy  TTeemmppllaattee    
wwiitthh  SSaammppllee  MMeettrriiccss  

0 10 20 30 40 50 60 70 80 90

Jan

Feb

Mar

Apr

May

Jun

Jul

Aug

Sep

Oct

Dec



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
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4th SMC Group
5th SMC Tape Rpt Aging
Dataset Aging Example Metrics
SMC SRT (Cars,IW, M&D, DATool) 
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DRP and Business Continuity Strategy 
1. In the event of a disaster or significant disruption, does your organization 

have documented plans for business continuity and IT disaster recovery?   
 

2. What type of failure scenarios or outages do you plan for?          
 
 

3. What duration of time is assumed for each type of failure scenario or outage 
you plan for?      

 

 
 

4. Does the plan establish critical business functions with recovery 
priorities?  

5. If you answered “Yes” to Question (4), what is the expected recovery time 
for your critical business functions? 

 
6. Does the plan account for interdependencies both internal and external to 

your organization?  

7. Does the plan cover some, most, or all locations from which you 
provide your services?  

8. What percentage of “business as usual” servicing capability is the plan 
designed to address? 

 

 
9. Do you have a dedicated team of professionals focused on business 

continuity and/or IT disaster recovery?  

10. If you answered “No” to Question (9), do you use an external BCP/DR   
service provider to handle your planning needs?  

11. Is your main IT facility or data center located in the same building 
or office complex occupied by your main business or operations 
staff? 

 

12. Please provide an illustration or schematic of how your organization’s 
primary, secondary, and/or tertiary servicing centers are set up to 
provide redundant services to ENTERPRISE. 
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