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Chapter 1: Service Level Agreements: Roles and Key Features 1.11

WHY BOTHER? BENEFITS OF AN AGREEMENT

An SLA offers benefits to both providers and customers. If you need to persuade
others of the value of an SLA, start by identifying what you hope to accomplish as a
result of creating it, such as:

1.

10.

11.

12.

13.

14.

15.

Improved provider understanding of customers’ needs and priorities
Clearer customer expectations of provider capabilities

Increased customer ability to compete for limited provider resources
Consistency between parties in evaluating service effectiveness

A context for focusing on continuous improvements

A framework for assessing and improving customer satisfaction

A competitive edge over other providers that don’t use agreements

Less time lost in resolving conflicts between the parties

Clarity among parties regarding roles, responsibilities and accountabilities
A basis for building trust, cooperation and partnership between the parties
A framework for making a business case for increased resources

Greater customer control over costs relative to services delivered
Increased opportunity for long-term supplier/customer relationships
Contribution to ISO9000 certification

Part of an overall process improvement effort
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Chapter 1: Service Level Agreements: Roles and Key Features 1.12

FIVE CATEGORIES OF BENEFITS

Another way to look at SLA benefits that may be helpful in selling the value of SLAs is
to organize the benefits into categories, such as these five:

A. SLAs help to improve communication by

1. Creating an improved understanding between provider and customer

2. Facilitating increased sharing of important information

3. Providing timely feedback (and feedforward) about problems and needs
4

Reducing the number and intensity of complaints

B. SLAs help to manage expectations by

—_

Clarifying the scope of services and the division of responsibilities
2. Providing a context for realistic and reasonable expectations

3. Creating a shared language
4

Establishing priorities and service levels

C. SLAs help to improve service delivery by

1. Providing an objective basis for assessing service effectiveness
2. Facilitating the setting of performance thresholds

3. Providing a context for service changes
4

Providing a basis for continuous improvement

D. SLAs help to strengthen relationships by

1. Helping providers and customers make contact
2. Fostering a customer orientation

3. Often reversing troubled relationships

4

Conveying to service recipients that you're paying attention

E. SLAs help to create a business orientation by

1. Providing a link between services and business objectives
2. Facilitating the integration of new service offerings

3. Creating cost/performance accountabilities
4

Creating awareness of cost/benefit tradeoffs
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