SOP Template: Service Level Agreement (SLA)
Adherence Guidelines

This document provides comprehensive Service Level Agreement (SLA) adherence guidelines designed to ensure
consistent delivery of agreed-upon service standards. It covers the definition of SLA metrics, monitoring and reporting
procedures, roles and responsibilities of service providers, escalation processes for SLA breaches, corrective actions
and continuous improvement strategies. The aim is to maintain high customer satisfaction and operational efficiency by
enforcing compliance with established performance criteria.

1. Definition of SLA Metrics

¢ Availability: Percentage uptime of services within agreed timeframes.

¢ Response Time: Maximum allowable time to respond to client inquiries/incidents.

¢ Resolution Time: Maximum allowable time to resolve incidents or requests.

e Service Quality: Compliance with performance and quality standards.

e Customer Satisfaction: Feedback results based on periodic surveys or interactions.
Metric Target Measurement Frequency
Availability 99.9% Monthly
First Response Time Within 1 hour Per Incident
Resolution Time < 8 hours Per Incident

2. Monitoring and Reporting Procedures

Use automated monitoring tools to track SLAs continuously.
Generate regular performance reports (weekly/monthly) for review.
Document all incidents and SLA measurements in a centralized log.
Communicate performance status to stakeholders.

Highlight SLA breaches and provide analysis of root causes.

3. Roles and Responsibilities

¢ Service Provider: Ensure services comply with agreed SLA metrics, initiate corrective actions in case of
breaches, maintain accurate records.

e SLA Manager: Oversee SLA monitoring, reporting, and escalation processes; serve as primary contact for SLA-
related issues.

e Support Staff: Address incidents and requests promptly, document actions, escalate issues as required.

o Stakeholders/Clients: Reportissues, provide feedback, review periodic reports.

4. Escalation Process for SLA Breaches

Identification: SLA breach detected through monitoring tools or client feedback.
Notification: Notify relevant parties (team leads, SLA manager, client) within 1 business hour.
Assessment: Analyze cause and possible impact of the breach.

Escalation Level 1: Inmediate supervisor reviews and provides resolution plan.

Escalation Level 2: Involve senior management if not resolved within defined timeframe.
Client Communication: Inform client of breach, cause, and remedial actions taken.
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5. Corrective Actions & Continuous Improvement

Investigate all SLA breaches and document root causes.

Implement corrective measures (e.g. additional training, process changes).
Update SOPs and preventive controls as needed.

Review and analyze SLA performance trends quarterly.

Foster a culture of continuous improvement through feedback and lessons learned.



6. Review and Compliance

e Conduct periodic audits to ensure adherence to SLA guidelines.
e Regularly update SLA documentation based on business needs and service feedback.
e Ensure all staff are trained on the latest SLA policies.

Note: This template should be tailored to the specific requirements and SLA metrics of your organization or service
agreement.
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