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Objective

  :Upon completion of this course, participants will be able to

Understand the core elements of SLAs and their applicability to your organisation.
Develop, draft, and manage SLAs.  

Describe SLA negotiations with internal and external suppliers.  
Articulate applicable quality outcomes in an agreement.  

Assess SLA performance using scorecards and establish benchmarks for future SLA
development.  

Audience

:This course is intended for

Professionals in Service Delivery and Quality Assurance  
Contract Administrators  

Project Coordinators  
Purchasing and Procurement professionals  

IT professionals  
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Anyone involved in planning, managing, and delivering tenders and awards  

Training Methodology

This course uses a variety of adult learning styles to aid full understanding and
comprehension. Participants will review case studies to highlight key areas of importance

and possible areas for faults. They will be supplied with the best tools required for learning
exercises to improve their skills. Participants will analyse the examples to thoroughly

  .understand how these skills, techniques and methods apply in the workplace

Summary

Service Level Agreements (SLAs) define the types and standards offered by a service
provider to its customers. They help manage customer expectations, define parameters for

performance issues, and specify the consequences of non-compliance with the agreement.    

This course is focused on the role of SLAs in meeting the organisational needs of companies
in long-term relationships with external service providers. You need to know how your

corporate partnerships will operate and how to address any problems that arise. In addition
to learning how to create SLAs, you will also understand SLA structures, strengths, and

weaknesses.  

Course Content & Outline

Section 1: Overview of Service Level Agreements (SLAs)

Examine the importance of measuring performance quality.  
Identify how, when, and why SLAs support the attainment of quality.  

Determine the main objectives of an SLA.  
Explain the difference between SLAs and contracts.  

Describe SLAs for services from contractors.  
Discuss the use of SLAs between departments in an organisation.  



Section 2: Main SLA Components 

Identify the services being measured.  
Describe the common measures of quality.  

Outline how to manage, measure, and report service performance within governance
frameworks.  

Define customer duties in the context of an SLA.  
Examine how to manage issues through risk-sharing in an SLA.  

Discuss the process and effects of terminating an SLA.  

Section 3: Draft an SLA    

Review the fundamentals of drafting agreements.  
Examine a model SLA design.  

Identify the key elements of a quality SLA.  
Discuss the importance of using applicable and consistent measurement language.  

Determine strategies to encourage SLA adoption and achievement.  
Review the common components in SLA checklists.  

Section 4: Managing an SLA

Outline review processes for SLAs.  
Describe how escalations can manage the performance of quality.  

Explore how to manage changes to keep an SLA current.  
Outline negotiation strategies to manage variations in the agreement.  

Discuss options for intervening with underperforming contractors.  
Develop a process to review current SLAs and incorporate the findings in future SLAs.  

Section 5: Managing SLAs Through Scorecards 

Discuss the development of using scorecards to assess SLAs.  
Describe how scorecards can contribute to process quality improvements.  

Outline how to align an SLA with corporate objectives.  
Determine methods of balancing stakeholder needs.  

Identify the required KPIs to support an SLA.  
Plan and build a scorecard to measure an SLA.  



Certificate Description

.Holistique Training عند إتمام هذه الدورة التدريبية بنجاح، سيحصل المشاركون عل شهادة إتمام التدريب من
(e-Certificate) وبالنسبة للذين يحضرون ويملون الدورة التدريبية عبر الإنترنت، سيتم تزويدهم بشهادة إلترونية

  .Holistique Training من

وخدمة اعتماد التطوير المهن (BAC) معتمدة من المجلس البريطان للتقييم Holistique Training شهادات
  .ISO 29993و ISO 21001و ISO 9001 كما أنها معتمدة وفق معايير ،(CPD) المستمر

لهذه الدورة من خلال شهاداتنا، وستظهر هذه النقاط عل شهادة إتمام (CPD) يتم منح نقاط التطوير المهن المستمر
واحدة عن كل ساعة CPD يتم منح نقطة ،CPD ووفقًا لمعايير خدمة اعتماد .Holistique Training التدريب من

  .لأي دورة واحدة نقدمها حاليا CPD حضور ف الدورة. ويمن المطالبة بحد أقص قدره 50 نقطة

Categories

الشؤون القانونية والعقود, المشتريات والمستودعات والخدمات اللوجستية وسلسلة التوريد, الجودة والإنتاجية

Related Articles

اتفاقية مستوى الخدمة: مفتاح الشفافية وجودة الأداء

تعد اتفاقية مستوى الخدمة (SLA) أداة حيوية ف عالم الأعمال والتنولوجيا، حيث تلعب دورا محوريا ف تنظيم

العلاقة بين مقدم الخدمات والعملاء. تهدف هذه الاتفاقية إل وضع أسس واضحة ومحددة للخدمات المقدمة، مع

تحديد التوقعات والمعايير الت تضمن جودة الأداء والالتزام. سواء كنت تتعامل مع مزودي خدمات الشبات،

تنولوجيا المعلومات،
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