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This template describes the thinking and internal decisions that might go into designing a customer Service Level Agreement (SLA).  In this case, we are considering a hosted email service for corporate customers.

SLA Metrics Summary

	Item
	What it is
	Target
	We Pay
	Not included

	Network Availability
	% of hours in month that customer can send or receive mail
	99.99%  (4 minutes unplanned down time per month)
	1% of month’s subscription for each 0.01% missed up to limit of 3%
	Scheduled maint, customer’s apps or equip down, acts of God

	Mail Delivery
	% of all sent mail that ultimately gets delivered
	100%
	1% of month’s subscription for each 0.1% missed up to limit of 3%
	Bad content, downed systems, no pick-up, excessively large files

	Control Panel Status
	Delay in posting new info to portal
	Average info is less than 15 minutes old
	Nothing
	---

	Delivery Time
	Average time to deliver mail
	No committed target
	N/a
	N/a


Limits:

· Customers with subscriptions of at least $x,xxx per month

· Total credit never more than 6% of base subscription

· Paid as credit against next period’s invoice

· Must have current software installed and follow any documented operating procedures

Business/Financial Risks:

· Revenue hit: up to 6% if network blinks

· These are “per customer” rather than network-wide.  Requires reporting per customer, and scores may vary by customer.

· Must proactively measure and report results, probably have to proactively notify of credits due.

· Can we consistently meet/exceed these numbers today?

· Can we create simple reports that need little/no explanation each month to customers?

· Must keep reporting to monthly, not allow customers to get interim reports or raw data for their own analysis (else we’ll spent most of our time with the few customers who want to pick apart our methodology)

SLA Metrics Template
1
www.Enthiosys.com 

[image: image1]