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What is a Service Level Agreement?

ÅFull flavoured definition:

ïA signed agreement between a consumer and a 
service provider describing what the service offers 
and under which conditions the service is offered

ÅToo often restricted to:

ïA set of Quality of Service (QoS) attached to a 
service



Why are SLAs helpful?

ÅClearly define what the service delivers

ÅSet out price and penalties

ÅIdentify competitive advantage

ÅBuild collaborative relationships

ÅClearly define obligations on both sides

ÅDefine what is success and how it is measured

ÅHelp to configure infrastructure to deliver the 
service



How to offer a service under a SLA?

ÅFor each service or application offered under an SLA 
the provider will have to:
ïDecide how to deploy the service or application to meet 

the SLA guarantees
ÅWhat are the resource requirements

ïDecide how much to charge for the service
ÅNeed economicviability

ïCreate management policies to maintain QoS
ÅNeed automated management to reduce service times and costs

ïRespond to the customers request in a timely fashion
ÅNeeds to be fast

ïMaintain an efficient use of infrastructure
ÅAvoid reservations ςmay lead to Economic Denial of Service



Rational when offering a SLA

ÅProblems
ïThere is no easy way to predict code performance on various 

platforms
ïInitially a manual process to generate the management polices
ïImpact of technology on business goals not always obvious
ïToo many variables introduce complexity in the management 

space, exponential increase

Å{ŜǊǾƛŎŜ ǇǊƻǾƛŘŜǊΩǎ ǎƻƭǳǘƛƻƴ
ïRationalizePortfolio
ïStandard Well-CharacterisedReusable Components
ïDiscrete bands of service offerings with well described and 

characterized QoS
ïReduce the number of variables guaranteed



Different views on a SLA

SOP SLA Schema SLA IL
Tr:man

Legal SLA Schema SLA IL
Tr:man

History SLA IL
Tr:man

Governance SLA IL
Tr:man

Merged Tagged SLA IL

Execution : Audit<Tag> 

SLA Schema

SLA Schema



SLA Lifecycle
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