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A service level agreement is...



What is a Service Level Agreement?



Parties to a Service Level Agreement
Most SLAs are between a Service Provider and its Internal or 

External Customers

Between And

IT Department Grounds Maintenance

HR Department Catering Division

School Services

i.e. Catering, Cleaning, Grounds 

Maintenance

Schools

Local Education Authority Schools

Leisure Trust Building Maintenance

ALMO (Arms length management 

organisation.)

Payroll; Legal Services



Service Level Agreements - What else are they?

✓ Communication Tool

✓ Expectations – Managing Mechanisms

✓ Conflict – Reduction Tool

✓ A Living Document

✓ Objective Process for Gauging Service 

Effectiveness



A Service Level Agreement is not:

✓A Quick Fix

✓A Mandate

✓A “Get” Strategy

✓A Complaint Stifling Mechanism

✓A Unilateral Decision-Making Process



Benefits of a Service Level Agreement
SLA is an excellent tool to help two parties 

i.e. service provider and customer.

Improve communications

Manage expectations

Clarify responsibilities

Build the foundation for a win-win relationship

However, not a quick or simple process.



Service Level Agreement & Service 

Management
To be effective it must incorporate two elements:

✓ Service Elements

✓Management Elements



Establishing a Service Level Agreement Process: 

Critical Initial Steps

✓Assess whether an SLA is 

appropriate

✓Ensure Management Commitment

✓Designate SLA Managers

✓Provide SLA Education



Establishing a Service Level Agreement Process: 

Scoping

✓Business Rationale

✓Identify all the relevant stakeholders

✓Activities and Processes

✓Capabilities Question

✓Impact Question

✓Risks Question



What makes a good SLA?
✓ Names 

✓ Duration 

✓ Services or goods to be provided 

✓ Obligations of both parties

✓ Location where service will be provided

✓ Who will be providing the service

✓ Performance standards/measurements

✓ Process for agreeing variations

✓ Complaints/disputes resolution

✓ Expected frequencies and the inputs

✓ Price for service and payment arrangement

✓ Authorisation





Contact us
The team is ready to help. 

Please direct enquiries to: training@apse.org.uk | 0161 772 1810

APSE Head of Training: Fiona Sutton-Wilson

Senior Training Officer: Amy Caldow

Training Co-ordinator: Olivia Wright

Business Support Assistant (Finance): Daniel Lee

3rd Floor Trafford House, Chester Road, Old Trafford, Manchester, M32 0RS

@APSE – Association for 

Public Service Excellence

@apseevents

@apsenews

mailto:training@apse.org.uk
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