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/
Workshop Agenda:

Service Level Agreements (SLAIS)
— What is an SLA?
— Why Implement SLAIS?
— Whatis Included in an SLA?
— SLA Negotiation Process
— Caveats
Operational Level Agreements (OLAIS)
— What is an OLA?
— Why Implement OLAIS?
— Whatis Included in an OLA?
— OLA Governance

A Sample Service Desk (Service-based) SLA and

OLA will be reviewed and discussed.
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What 1s an SLA?

Service Level Agreement

A Mutually Beneficial Written

Agreement between the Service

Desk and its Customers Defining:
Key Service Targets
Responsibilities of Both Parties
Reporting Methodology

Compensation Due the Customer if
the Service Desk Misses the Mark

(if Charging is in place)
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SLA Types:

Service-Specific

Customer-Specific

Corporate
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Why Implement SLAIS?

Keep These Principles in Mind Throughout
the Presentation:

Above All, SLAIS Formalize Relationships

Relationships Must be Cultivated and then
Managed on an Ongoing Basis

SLAIS Define Specific Areas of
Accountability Between Two Parties; Each
Party Must Designate a Representative and
Confer Appropriate Authority to Those
Representatives (e.g., Help Desk &
Customer)

SLAIS are Business-Enablers

kpeak.com 651.452.5244




Why Implement SLAIS?
The Biggest Reason:



SLA Contents:

Service Desk SLAIS are Typically Service-Specific and
Written at the Corporate Level for Incident Resolution and

Service Request Fulfillment and Include:

Introduction

Roles & Responsibilities of Both Parties
Help Desk Support Hours

[Out of Hours[Procedures

Incident Resolution and Service Request Objectives
(MTTR Targets and Due Dates)

Escalation Procedures

Exception Procedures

IT Service Continuity

Charging Formulas and Procedures (if applicable)
Performance Incentives/Penalties (if applicable)
Metrics

Service Reporting and Reviewing

Audits
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Process Improvement Projects:

PROCESS STEPS: Project PROJECT STEPS:

=

Identify and Define the
Business Need

1. Scope Management
Plan

2. Document the “AS IS” 2. Work Breakdown

3. Analyze the “AS IS” Structure / Activity List

4. Architect the “TO BE” 3. Staffing Plan

5. Implement the “TO BE” 4. Risk Management Plan

6. Evaluate and Control Service Desk 5. Communication Plan

7. Continuously Improve VISION / 6. Quality Assurance Plan
STRATEGY \ 7. Procurement Plan

Organizational
Transformatio

Process

FOCUS:
All Three Components are Critical to a 0 Individual
Successful Process Improvement 0 Team

0 Organization

(SLA) Project!
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The SLA Negotiation Process:

Assess Current
Level of
Performance

Elicit
Customers]
Requirements

Perform Gap
Analysis

Determine
Reporting
Methodology

N

Ensure
Performance
Goals are | ——| Architect the
SMART Future State
Write OLAIS

_ Align
and Align UCIS \ Organizational

/
A%

& Individuals

Improve

i Goals
Obtain Report &
Approvals Evaluate
Monthly with
Y Customers
Continuously Train All

Stakeholders

Execute as a

Project!
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SLA Negotiation Process (contl)

1. Assess Current Level
of Performance

What are our current
metrics / results?

What do our Customers say
about our performance?

How efficient are we?

What about the current
process adds value and
should be preserved?
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