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1. Purpose, scope and users

The aim of this document is to define the purpose, scope, principles, and activities of the Service Level

Management (SLM) process.

[Organization name] uses the Service Level Management process to ensure that all current and planned

IT services are delivered according to agreed achievable targets. This document is applied to all activities,

processes, and documents included in the SMS.

Users of this document are all employees of [organization name], as well as all external parties who have
arolein the SMS.

2. Reference documents

I1SO/IEC 20000-1:2018, clauses 7.5.4. e); 8.3.3.
:Business Relationship Management Process\
Incident Management Process‘

Service Request Management Process
Problem Management Process\

Capacity Management Process|

Service Availability Management Process\
$upplier Management Process\

iBudgeting and Accounting for Services Process‘
Information Security Management Process‘
tontinual Service Improvement Process]
thange Management Process\

Service Catalog Management Processi

3. Process overview

[Organization name] uses the Service Level Management process to achieve the following goals:

Gain a complete overview and control of the services that are provided, which include definition,
documentation, agreement, monitoring, measurement, and review of the services and their
respective agreements with the customer, i.e., Service Level Agreements (SLA)
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Commented [20A3]: You can find a template for this document
in the ISO 20000 Documentation Toolkit folder
“07_Relationship_Agreement_Processes/
07.1_Business_Relationship_Management”.

Commented [20A4]: You can find a template for this document
in the ISO 20000 Documentation Toolkit folder
“10_Resolution_Fulfilment_Processes/
10.1_Incident_Management”.

Commented [20A5]: You can find a template for this document
in the ISO 20000 Documentation Toolkit folder
“10_Resolution_Fulfilment_Processes/
10.2_Service_Request_Mangement”.

Commented [20A6]: You can find a template for this document
in the ISO 20000 Documentation Toolkit folder
“10_Resolution_Fulfilment_Processes/
10.3_Problem_Management”.

Commented [20A7]: You can find a template for this document
in the ISO 20000 Documentation Toolkit folder
“08_Supply_Demand_Processes/ 08.3_Capacity_Management”.

Commented [20A8]: You can find a template for this document
in the ISO 20000 Documentation Toolkit folder
“11_Service_Assurance_Processes/
11.1_Service_Availability_Management”.

Commented [20A9]: You can find a template for this document
in the ISO 20000 Documentation Toolkit folder
“07_Relationship_Agreement_Processes/
07.3_Supplier_Management”.

Commented [20A10]: You can find a template for this
document in the ISO 20000 Documentation Toolkit folder
“08_Supply_Demand_Processes/
08.1_Budgeting_and_Accounting_for_Services”.

Commented [20A11]: You can find a template for this
document in the ISO 20000 Documentation Toolkit folder
“11_Service_Assurance_Processes/
11.3_Information_Security_Management”.

Commented [20A12]: You can find a template for this
document in the ISO 20000 Documentation Toolkit folder
“14_Maintain_and_Improve”.

Commented [20A13]: You can find a template for this
document in the ISO 20000 Documentation Toolkit folder
“09_Service_Design_Build_Transition_Processes /
09.1_Change_Management”.

Commented [20A14]: You can find a template for this
document in the ISO 20000 Documentation Toolkit folder
“06_Service_Portfolio_Processes/
06.1_Service_Catalog_Management”.




[organization name]

e Proactively prevent service failures and identify opportunities for service improvements Commented [20A15]: These are recommended objectives; you
can include additional objectives or delete some according to your
company practices.

4. Process activities
4.1. Determining, documenting, and agreeing on SLAs

The Service Level Manager is responsible the following:
. :Define and agree with the customer regarding which services from those included in the List of

Services ’will be delivered to the customer Commented [20A16]: You can find a template for this
document in the I1SO 20000 Documentation Toolkit folder
“04_SMS_Plan”.

. Commented [20A17]: You can find a template for this
document in the ISO 20000 Documentation Toolkit folder
“07_Relationship_Agreement_Processes/

° 07.1_Business_Relationship_Management”.

Commented [20A18]: You can find a template for this

4.2. Monitoring service performance against the SLA document in the ISO 20000 Documentation Toolkit folder
“07_Relationship_Agreement_Processes/

07.2_Service_Level_Management”.

Commented [20A19]: These are only recommendations; you

The Service Level Manager ensures that:
can adapt them according to your company practices.

e Appropriate monitoring capabilities exist, including upgrade of existing or installation of new

ones Commented [20A20]: You can change the frequency according
to your company practices.

Commented [20A21]: You can change the frequency according
to your company practices.

4.3. Reviewing and revising SLRs, SLAs, and Supplier Agreements

The Service level Manager is responsible for ensuring that SLRs, SLAs, and Supplier Agreements are up to

[ Commented [20A22]: Adapt to your own needs. ]

document in the 1SO 20000 Documentation Toolkit folder
“09_Service_Design_Build_Transition_Processes/
respective SLAs, [Service Level Manager] instructs [Service Catalog Manager] to record the changes in 09.1_Change_Management”.

the [Service Catalog‘. Commented [20A24]: You can find a template for this
document in the ISO 20000 Documentation Toolkit folder
“06_Service_Portfolio_Processes/
06.1_Service_Catalog_Management”.

Commented [20A25]:

Commented [20A23]: You can find a template for this

5. Roles and responsibilities

[Llob title]] assigns the Service Level Manager role. Commented [20A26]: Please insert the appropriate job title
according to your organization practices, e.g.: IT Manager, Service

Astlicn . Manager, etc.
Responsibilities of the Service Level Manager: g
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e Ensures that SLA review is performed bnnualM

e Establishes, maintains, and develops relationships with customers, supporting teams, and all

other stakeholders

6. Measurement and reporting

The Service Level Manager is responsible for the following:

e Document the selected CSFs and KPIs in the Matrix of Process Measurements

. [Produce [‘monthlyﬂ reports and send them to the interested parties

e Produce ‘[quarterly] and [yearly] summary reports

e Based on measurements, identify any aspects that require improvement

Whenever the SMS objectives are updated in the SMS Plan, the Service Level Manager reviews and

updates the CSFs and KPIs in the Matrix of Process Measurements to reflect the new objectives.

7. Managing records kept on the basis of this document

[ Commented [20A27]: Adapt to your own requirements. ]

Commented [20A28]: These are only recommendations; you
can adapt them according to your company practices.

Commented [20A29]: You can change the frequency according
to your company practices.

document in the ISO 20000 Toolkit folder

Commented [20A30]: You can find a template for this
“13_Management_Review”.

Commented [20A31]: You can change the frequency according
to your company practices.

Commented [20A32]:
to your company practices. }

[ Commented [20A33]: You can change the frequency according

Record name Storage Person Controls for record protection Retention time
location responsible
for storage
Service Level [’tool name] ﬂjob title\] Service Level Manager has the \Until contract [r d [20A34]: E.g. Document Management System or }
: e fold
Agreement right to add/change the record. | validity, and ikl
T— archived.‘ [Commented [20A35]: Usually Service Level Manager }
[Commented [20A36]: Change if needed. }
Service Report [ﬁool name] ﬂ]ob title\] Service Level Manager has the Reports are [r d [20A37]: E.g. Document Management System or }
’ fold
right to add/change the record. | kept for [3 cldername
[Commented [20A38]: Usually Service Level Manager ]
years‘].
Commented [20A39]: You can adapt the retention period
according to your company practices.
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8. Validity and document management
This document is valid as of [date].

Owner of this document is [job title], who must check and, if necessary, update the document at least
}once ayear.

9. Appendices

e Appendix 1 — SLA Template

e Appendix 2 — Service Report

e Appendix 3 — Customer Agreement Portfolio
e Appendix 4 — Service Level Requirements

[Job title]
[Name]

[Signature]\
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Customer [hool name] ﬂjob title‘] Service Level Manager has the EUntiI contract Commented [20A40]: E.g. Document Management System or }
g . — fold
Agreement Portfolio right to add/change the record. | validity, and ki
. [Commented [20A41]: Usually Service Level Manager ]
then archlved.‘
[Commented [20A42]: Change if needed. ]
Service Level [’tool name] ﬂjob title\] Service Level Manager has the Documents [r ted [20A43]: E.g. Document Management System or }
) R fold
Requirements right to add/change the record. | are kept for [\3 clder name
[ Commented [20A44]: Usually Service Level Manager ]
years‘].
Commented [20A45]: You can adapt the retention period
according to your company practices.

Commented [20A46]: This is only a recommendation; adjust
frequency as appropriate.

Commented [20A47]: Only necessary if the Procedure for
Document and Record Control prescribes that paper documents
must be signed.
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