
SOP Template: Service Level Agreement (SLA)
Monitoring and Reporting
This SOP describes the process for Service Level Agreement (SLA) monitoring and reporting, including defining
SLA metrics, establishing data collection methods, tracking performance against agreed-upon service standards,
analyzing SLA compliance, generating regular reports, and communicating results to stakeholders. The objective is to
ensure adherence to contractual service commitments, improve service quality, and facilitate informed decision-
making through accurate and timely performance insights.

1. Purpose
To ensure accurate monitoring and reporting of Service Level Agreement (SLA) compliance, providing transparency,
accountability, and continuous improvement in service delivery.

2. Scope
This SOP applies to all teams and individuals involved in tracking, analyzing, and reporting SLA metrics for service
agreements with internal and external stakeholders.

3. Responsibilities
SLA Owner: Defines SLA parameters and approves metrics.
Service Delivery Team: Collects data and maintains records.
Reporting Analyst: Analyzes results, prepares reports, and communicates findings.
Management: Reviews reports and implements improvement actions as needed.

4. Definitions

Term Definition

Service Level Agreement
(SLA)

A formal contract outlining agreed-upon service standards between provider and
client.

SLA Metric Quantifiable measure used to track SLA compliance (e.g., response time, uptime,
resolution rate).

SLA Breach Failure to meet a specified SLA metric or threshold.

5. Procedure
1. Define SLA Metrics

Identify key metrics based on contractual agreements and business objectives.
Document each metric's definition, calculation, and target level.

2. Establish Data Collection Methods
Select tools/systems for automated or manual data capture.
Designate responsible individuals for ongoing data collection and validation.

3. Track SLA Performance
Monitor and record service performance at defined intervals (daily, weekly, monthly).
Log and categorize any SLA breaches or exceptions.

4. Analyze SLA Compliance
Compare collected data against contractual SLA thresholds.
Identify trends, recurring issues, and root causes of SLA breaches.

5. Generate SLA Reports
Prepare standardized reports summarizing SLA performance and breaches.
Include visuals (charts, graphs) for clarity where appropriate.

6. Communicate Results
Distribute reports to relevant stakeholders (e.g., clients, management, team leads).
Hold reviews or meetings to discuss findings, improvement areas, and action items.

7. Continuous Improvement
Update monitoring processes and metrics based on feedback and business changes.



Implement corrective and preventive measures as needed.

6. Documentation
SLA Metric Definitions
Data Collection Logs
SLA Performance Reports
Meeting Minutes and Action Items
Change/Improvement Records

7. Review and Approval
This SOP must be reviewed annually by the SLA Owner and approved by management. Updates should be
documented in the version history below.

Version Date Description Approved By

1.0 2024-06-18 Initial release Management

8. References
Service Level Agreement (SLA) Contracts
Company Quality Management Policies
ITIL Guidelines

9. Appendices
Sample SLA Report Template
SLA Metrics Glossary
Responsible Contacts List
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