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1 Introduction 

Service Level Management (SLM) is one of today’s common buzzwords.  SLM is a disciplined methodology and process used to ensure that adequate and a predictable level of service is delivered.  The process of monitoring service quality, detecting actual or potential problems, taking actions to maintain or restore the expected or required service quality and reporting on the service levels equates to the core components of SLM.  There are a number of elements within SLM including:

· Reviewing existing products and services

· Negotiating and soliciting feedback from Customers

· Creating and monitoring Service Level Agreements (SLA)

· Establishing Priorities

· Planning for growth

· Managing to comprehensive cost allocation (i.e., cost measurement) 
A Service Level Agreement is the instrument for enforcing SLM and this SLA Toolkit has been created to assist in the understanding and development of Service Level Agreements.  The Toolkit will address two types of agreements:

1. Service Level Agreements (comprehensive version)

2. SLA-Lite (abridged version)

Even though this Toolkit deals exclusively with SLAs, it is important to understand that other documents may also be necessary when forging and/or maintaining relationships with NBC customers.  These include the InterAgency Agreement (IAA), the Security Services Advisory (SSA)/Rules of Behavior (ROB), and the Interconnection Security Agreement (ISA).  

2 Service Level Agreements 

The Service Level Agreement establishes mutually agreed upon service levels, performance metrics, monitoring methods, and organizational responsibilities.  The purpose of the SLA is to provide both the customer and the NBC with a clear understanding of the services to be provided, the responsibilities of each party, and, in particular, the performance measures defining the standards for delivery of the service.  

A comprehensive Service Level Agreement (SLA) is an essential requirement for the provision or receipt of services. It defines the parameters for the delivery of that service, for the benefit of both parties. 
The quality of the agreement is therefore a matter of substantial importance. It must be complete, comprehensive and accurate in its coverage. Importantly, both parties must UNDERSTAND the contents and their obligations described within.   Additionally, a goal of the NBC is to execute one SLA for a customer regardless of the number of products or services provided.  This premise has been enabled in the SLA Template by utilizing multiple signatures as well as the concept of Attachments as described in Section 4.
The desire and expectation is that this concise SLA Toolkit will provide you the appropriate guidance and assistance in developing a standard and quality SLA.  When is it necessary to create an SLA?  
· NBCM-BF-6600-001 (NBC Policy on Reimbursable Agreements Document Management) states:
· An SLA is required for all major on-going products and services offered by the NBC.  For example, services such as Payroll, Financial Management, Human Resources, Aviation Services, and Appraisal Services require an SLA.
· SLAs are required for both DOI and non-DOI customers.  An SLA is not required between NBC Directorates but NBC Directorates are encouraged to prepare this document to ensure full understanding of expected services and performance between NBC organizations.
· The NBC Directorate providing the service is responsible for preparing a SLA and forwarding it to the customer.  For new customers, NBC’s preferred approach is to submit the SLA with the IAA, if possible, as a consolidated package for approval by the customer.

· While SLAs are not required for the following services, each NBC Directorate may determine that an SLA would be beneficial.  When an SLA is not prepared, additional detail of the services may be included in the IAA.
· Small, one-time projects or services, such as a facilitation or training engagement or a one-time response to natural disasters.  
· Contract Services (for most procurement requests done by the Acquisitions Line of Business and Aviation Management Directorate) 
· Passports
· Creative Communications
· Cash award granted to an NBC employee by the customer
· For any agreement, where the total amount is $50,000 or less.  For Central Bill (CB) agreements, the $50,000 limit applies to each Directorate, not the entire agreement.
Section 4 (Instructions on Populating the NBC SLA Template) provides step-by-step instructions on creating a comprehensive SLA.  

Once the SLA has been reviewed and approved by all parties, it is essential that Service Level Objectives (i.e., performance metrics) be captured and maintained.  Periodic sessions should be established with all customers to review the performance metrics to ensure that the NBC is meeting customer expectations.  It is recommended that these sessions be scheduled semi-annually; at a minimum, an annual session must be conducted.   Additionally, the date of the last session with a customer should be maintained in the Customer Agreements System (CAS) as this information will be provided to the NBC Senior Leadership Team.
3 SLA-Lite 
If comprehensive SLAs are not required and if the directorate wishes to prepare documentation, other than a comprehensive SLA, for tracking service levels, an abridged version of the SLA, referred to as SLA-Lite is available for these situations.  The SLA-Lite is illustrated for the purpose of providing directorates with an optional document that may be used to define service levels.  As the name indicates, the SLA-Lite is not as comprehensive as the standard SLA; however, the value is equally important.  The SLA-Lite defines the service(s) offered and customer expectations in order to satisfy the needs of the customer.  Therefore, the quality of the agreement is a matter of substantial importance. 
The SLA-Lite is a document which may be used at the discretion of NBC directorates, when the SLA is not required by NBC policy.  A sampling of the types of services that could be accounted for in the SLA-Lite are:

· Facilitation session

· One-time training class

· Contract Services (most notably Ft. Huachuca)

· Passports
· Creative Communications

· Drug Testing under $50,000
Section 5 (Instructions on Populating the NBC SLA-Lite Template) provides step-by-step instructions on creating the SLA-Lite document.  
The value of this vehicle is twofold:  1) the services provided and expectations are clearly stated and  2) a high degree of accountability within NBC is maintained.    
An important aspect of the SLA-Lite process is tracking the progress of the service requested to measure customer satisfaction goals.  An element has been established in the SLA-Lite document to track the status of the service delivered.  This data should be maintained for review by the Directorate’s management team as well as customers.  
4 Instructions on Populating the NBC SLA Template 

The purpose of this section is to provide instructions on how to complete the comprehensive Service Level Agreement template.  
· This template should be leveraged for any new SLA being crafted.  There is no intent to rewrite existing Service Level Agreements; however, as current SLAs expire, significant benefits may be garnered for our customers and the NBC if this template is utilized as a replacement vehicle.  After an SLA has been created and signed by all parties, the Version / Modification Log (immediately after the Table of Contents) should be updated anytime a change is made to the SLA.  
      SLA Core Section    

· The first three pages of the template contain elements common to each SLA crafted for NBC customers.  The expectation is that the provisions stated in these elements will not change except where noted below.  The one common exception is that “Customer/Agency Name” which is specified in multiple elements must be substituted with the actual customer designation.  The elements include:

· Statement of Legal Authority

· Purpose

· Period of Performance (can be changed to specify end date)
· Modification of Services

· Security

· Cost of Services

· Points of Contact (information for this element may be different for each SLA, therefore, it will be necessary to document the Customer and NBC contacts).
· Resolution of Disagreements

· Termination of Agreement

· Approvals (Customer and NBC approving authorities must sign).  If this SLA is to cover more than one product or service for a customer, multiple customer signatures should be specified.  
     SLA Attachment(s)

· A separate and distinct Attachment (the SLA Template only contains Attachment A) must be completed for each service and/or product offered.  For instance, if NBC is providing Acquisition, Payroll, and Finance services to an Agency, there should be three attachments within the SLA.
· The opening paragraph should present an overview of the service or product being provided.  An example for Acquisitions is contained in the template.

· Section I (Services To Be Provided) is necessary to convey, in detail, the services or product that is being provided.  The example in the template comes from the Drug Testing service.  It is essential that a comprehensive view of NBC provided services is communicated to avoid future confusion and/or conflict on the part of the Customer or NBC.  Furthermore, this section should include those services that are Baseline (or standard) as well as Optional Services.
· Section II (Responsibilities) should discuss the responsibilities of both the Customer and NBC in order to ensure that services are provided in a satisfactory manner.  If an Information Technology hosted application or Information Technology services are being supplied (e.g., Disaster Recovery, Telecommunications), the IT Customer Support Center must be contacted (303-969-7777) for a complete list of the additional responsibilities that need to be stated. 
· Section III (Service Level Objectives) is the critical component of the Service Level Agreement.  This is the area that identifies measures, metrics and action items that the NBC and Customer must perform in support of the metrics.  The measures and metrics listed must be meaningful, realistic, controllable and measurable.  This is the area that will most likely require the largest time commitment to research and document and may require significant negotiation with customers.  These metrics should address measures of people, process and technology and will be used for evaluating current performance and will provide feedback to identify opportunities for refinement of the NBC strategy and business plans.   

· Section IV (Points of Contact) should identify the Customer and NBC primary and alternate contacts specific to this service and/or product offering.

· Section V (Escalation) may suffice as documented.  If more extensive escalation procedures are available or required, this section should be updated appropriately.
· Note:  Prior to the Signatures Section, other sections may be added to the Attachment.  Such sections may contain unique conditions that have been negotiated with the customer or items that have not been addressed elsewhere in the core document or in the Attachment.  Examples of unique conditions include conversion/implementations; special funding or billing provisions.
· Section VI (Signatures) must include signatures of the approving authorities for the customer and NBC specific to this service and/or product.  The Signatures in the Attachment have been included in the event a situation arises where only the Attachment requires modification, then only the Attachment needs to be re-signed.
SLA Entry into the Customer Agreement System
· What do you do once the SLA has been created and all signatures have been obtained?  In order to accurately track and manage SLAs once they have been crafted and approved, it is required that they be incorporated into the Customer Agreements System (CAS).  The NBC Directorate providing the service is responsible for updating in CAS that the SLA has been approved and signed by the NBC and the customer and associating the SLA to the applicable Inter/Intra Agency Agreement.  The NBC Directorate then scans a copy of the SLA signed by both the NBC and the customer for retention in the CAS system.  If the customer has declined to sign the SLA, the reason for not signing and the date they declined to sign must be entered into CAS.

5 Instructions on Populating the NBC SLA-Lite Template 

The purpose of this section is to provide instructions on how to complete the SLA-Lite template.  The SLA-Lite is not a required document, but may be used by directorates who wish to formally document services being provided.  For IAAs where the total dollar amount of the IAA is greater than $50,000, a comprehensive SLA is required.
· This template can be leveraged when a comprehensive SLA is not required for any new SLA being crafted if a directorate chooses to prepare a SLA-Lite (versus the comprehensive SLA).  
· The field Directorate Name should be populated with the appropriate designation.
· Section I (Purpose) describes the reason for executing the SLA-Lite.  “Customer/Agency Name” should be substituted with the actual customer designation.

· Section II (Description of Legal Authority) is an optional field.   
· Section III (Points of Contact) is an optional field.  If used, it should identify the customer and NBC contacts specific to this service.  

· Section IV (List of Services) is a checklist that indicates the service(s) being offered.  Each applicable box should be identified via a check mark.  The template offers samples of services.  It is the responsibility of each Directorate to tailor the list of items specifically for their area.
· Section V (Description of Service(s) to be Rendered) is necessary to convey, in detail, the service(s) that is being provided. 

· Section VI (Expectations) is a critical component of the SLA-Lite document.   This is the area that identifies, in clear terms, the expectations of the customer in addition to actions that the NBC and Customer must perform to realize those expectations.  

· Section VII (Signature) will include the signature of the responsible party in NBC.  Once signed, this agreement should be delivered to the customer.  It is not necessary for a customer to sign the SLA-Lite; however, if a customer wishes to sign the document, that should be accommodated.  

· Section VIII (Agreement Number) is an optional field for tracking purposes.  It can be generated either internally by the Directorate or can be retrieved once the agreement is inputted into CAS.  
· Section IX (Post Execution Status) answers the question “did we meet the customer’s expectations.”  This section includes several data fields including the date the request was received, the proposed completion date and the actual completion date.  It also requests information pursuant to the NBC’s ability to meet the customer’s expectations.    Lastly, the name and signature of the NBC representative completing this section and the current date should be provided.     
SLA-Lite Entry into the Customer Agreement System
· What do you do once the SLA-Lite has been created?  In order to accurately track and manage SLAs, the SLA-Lite may be incorporated into the Customer Agreements System (CAS).  The NBC Directorate providing the service is responsible for updating in CAS that the SLA-Lite has been approved and signed by the NBC and the customer and associating the SLA-Lite to the applicable Interagency Agreement.  The NBC Directorate then scans a copy of the SLA-Lite signed by both the NBC and the customer for retention in the CAS system.  

Note:  If more than one service is being provided to a customer, directorates may create only one SLA-Lite document.  It will be necessary to document each section with the uniqueness associated with each service.
6 The NBC SLA Template 

Please click on this document to view the SLA template.  If changes are required to the template in the future, please contact the Solutions Coordination Office.  
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7 The NBC SLA-Lite Template 

Please click on this document to view the SLA-Lite template.  If changes are required to the template in the future, please contact the Solutions Coordination Office.  
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Department of the Interior


National Business Center


Service Level Agreement

This serves as the template for all future, new SLA’s.  The terminology in standard, black font is the recommended standard wording.  The phraseology in blue is meant to serve as instructions and/or examples.  Please take special note that when discussing performance metrics, it is imperative that those measures are meaningful and truly measurable.  
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SERVICE LEVEL AGREEMENT


I. STATEMENT OF LEGAL AUTHORITY


The statement of legal authority describes the existing legal codes and laws that allow agencies to provide the services.


The National Business Center (NBC), Office of the Secretary, Department of the Interior agrees to provide service and / or product support as stated in the attachment(s) to Customer/Agency Name, pursuant to authority 43 U.S.C. § 1467, 1468 which established the Department of the Interior Working Capital Fund.


II. PURPOSE


This section describes reason(s) for executing this Service Level Agreement.

The purpose of this Service Level Agreement (SLA) is to identify the basic services, and any agreed upon optional services,  provided by the National Business Center for Customer/Agency Name.  This SLA establishes mutually agreed upon service levels, monitoring methods, and organizational responsibilities where appropriate.


III. PERIOD OF PERFORMANCE


This section outlines the period during and the terms under which this Agreement will be active.


The agreement is effective upon signature.  The agreement will remain in effect until amended, replaced, or terminated by signed, mutual agreement of both organizations.


The National Business Center recommends that an annual review of the SLA occurs with the Customer/Agency Name.  If warranted, an expected outcome of that review session is an action plan that addresses and plans for required activities agreed upon by both parties.


IV. MODIFICATION OF SERVICES


This section describes the process for modification of any services identified in this Agreement.


Modification of any service(s) identified in this agreement may be accomplished at the request of either party with prior notification and agreement, and will be documented within 30 days of mutual agreement and effective until the expiration of this agreement.  


Emergent and unexpected events or congressional mandates may require adjustments to the SLA.  These adjustments will be submitted to the Customer/Agency Name and the NBC approving authority for their approval or rejection.  

V. SECURITY


This section addresses security requirements related to services included in this Agreement.



Security responsibilities and expectations, and system interconnection requirements related to services included within this SLA will be defined in a separate Security Services Advisory (SSA) and an Interconnection Security Agreement (ISA).  The SSA will be printed with the Inter/Intra Agency Agreement (IAA); the SSA does not require customer signature/review.  The ISA, which is the responsibility of the Information Technology Directorate, will be reviewed and signed by representatives of the National Business Center and the Customer/Agency Name.   A Rules of Behavior document will be attached to the SSA for clients who are users of computer systems and applications hosted and managed by the NBC.


VI. COST OF SERVICES



This section discusses funding and cost recovery.


Direct and indirect costs of the above-described services are to be recovered by NBC from all users on an equitable basis.  Annual funding will be approved by both parties through an Inter/Intra Agency Agreement. 


Annually, prior to the start of the fiscal year but no later than August 30th, the customer will be requested to determine the service(s) it wishes to subscribe to at the beginning of the new fiscal year.


VII. POINTS OF CONTACT


This section identifies the persons who will serve as overall contact points (Primary and Alternate) for Customer/Agency Name and the NBC for this SLA. 


		Name

		Pri / Alt


Contact

		Agency/Organization and Address

		Phone and Fax Number 

		Email



		  

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		





VIII. RESOLUTION OF DISAGREEMENTS


This section outlines the manner in which disagreements will be identified and    resolved.


Nothing herein is intended to conflict with current DOI directives.  If the terms of this agreement are inconsistent with existing directives of either of the Agencies entering into this agreement, then those portions of this agreement which are determined to be inconsistent shall be invalid, the remaining terms and conditions not affected by the inconsistency shall remain in full force and effect.  At the first opportunity for review of the agreement, all necessary changes will be accomplished either by an amendment to this agreement or by a new agreement, whichever is deemed expedient to the interest of both parties.


Should issues arise that cannot be resolved at the operating level, the area(s) of disagreement or concern shall be stated in writing by each party and presented to the other party for consideration.  If agreement is not reached within 30 days, the parties shall forward the written presentation to the National Business Center Director for coordination and resolution with the customer.  At the discretion of the NBC Director and in collaboration with the Customer/Agency Name, an independent third-party may be engaged to provide for a resolution.


IX. TERMINATION of AGREEMENT

This section states provisions for termination of the SLA. 


In consideration of the termination provisions stated in the Inter/Intra Agency Agreement, this SLA may be terminated by written notice from either party, followed by mutual agreement between the parties.  This action must occur at least twelve (12) months, or as specified in the individual attachment, in advance of the termination date.  In the event of termination by either party, the NBC agrees to support and cooperate as necessary to ensure a smooth transition to the successor solution.  


X. APPROVALS


Signatures below reflect an understanding and acceptance of the primary documentation described above for which the signees are responsible.  The attachment(s) to this primary document represent(s) components of the overall SLA.  Leadership from the NBC Directorate(s) providing services related to this SLA is responsible for identifying the appropriate signee.   

This SLA accompanies the initial Inter/Intra Agency Agreement and is considered binding for both NBC and the Customer/Agency Name upon signing, by all affected parties, of this SLA and the Inter/Intra Agency Agreement.  Future Inter/Intra-agency Agreements for this service will not contain this SLA but the terms, conditions, and responsibilities remain binding on all parties for the duration of service.  A copy of this SLA is always available upon request.


CUSTOMER Signature & Date



NBC Signature & Date


CUSTOMER Typed Name & Title



NBC Typed Name & Title

ATTACHMENT A:  LOB/SERVICE OFFERED


  (identify service in this heading)


ATTACHMENT A:  LOB/SERVICE OFFERED

OVERVIEW OF THIS SERVICE


This section should contain an opening paragraph that presents an overview of the service that is being provided.  Here’s an example:  The Acquisition Business Line acquires goods and services to support activities of an agency and selected Bureaus of an agency.  This Business Line provides for the materials and services needs of clients through contracting, purchasing, leasing, and interagency agreements for goods and services.  Mission needs handled by the Acquisition Business Line vary from landscaping services to ships and satellites.  Additionally, this Business Line provides contract oversight for the Purchase Card program to the entire agency.  There is a headquarters office, as well as service delivery points in four regional Administrative Support Centers.    


I. SERVICES TO BE PROVIDED

This section describes baseline and optional services to be provided.


The following is an example from the Drug Testing Service:  The NBC offers confidential, multi-functional drug and alcohol testing services in compliance with Executive Order 12564 dated September 15, 1986, titled “Drug-Free Federal Workplace”, and regulated by the Department of Health and Human Services and with the Omnibus Transportation Employee Testing Act of 1991 regulated by the Department of Transportation.  These include:


· Collection


· Laboratory Analysis


· Medical Review Officer Service


· Results Counseling


· Training


· Administrative Support


· Program Coordination


These services are a mix of standard baseline services and optional services.


A. BASELINE SERVICES


Baseline services are provided to all clients and are based upon the number of testing designated positions (TDP) and commercial drivers licenses positions (CDL) eligible for screening.  The optional services have separate costs driven by Agency-unique workloads or special requirements.  This document cites the major examples within the basic categories of service.  NBC intends for this document to be used in conjunction with the annual interagency agreement and to explain to customers what services are being provided to the CUSTOMER.


1. Administrative Support


IX. Provide access to Interior drug and alcohol testing contracts.

IX. Assist in program implementation.

IX. Brief Agency’s senior management on program implementation.

IX. Establish random testing pool.

IX. Answer employee, supervisor and management questions.

IX. Provide Internet access to specimen tracking system.

IX. Conduct program training for employees, supervisors and managers.

IX. Provide NBC staff to answer questions, resolve issues with employees, agency coordinators and contract personnel.

2 Laboratory Analysis


IX.  Ensure that the laboratory is certified by the Department of Health and Human Services.

IX. Review specimens and chain of custody to ensure they are in accordance with Federal guidelines.

IX. Screen specimens using Multiplied Immunoassay Technique (EMIT).

IX. Subject specimens screening positive to Gas Chromatography /Mass Spectrometry (GC/MS) to confirm positive test result.

IX. Store positive specimens for at least 1 year.

IX. Report results to the Medical Review Officer (MRO).

B OPTIONAL SERVICES


Optional services provided by the NBC in support of Drug Program Management are:

a. Provide total management of program including: staffing, collections, MRO, and Laboratory services.

b. Select positions subject to random testing.

c. Perform random testing draws and provide follow-up testing for employees testing positive.

d. Submit all necessary management reports for both the Departments' of Transportation and Health and Human Services.

e. Conduct training for employees, supervisors and managers.

II. RESPONSIBILITIES


    This section contains detailed responsibilities for the provision of services under this SLA.



A.
Customer Responsibilities:


1. Return signed customer agreement with all appropriate information completed to include:  The customer’s Agency Location Code (ALC), Obligating Document number, DUNS number for the Department of Treasury’s Inter-Governmental Payment and Collections system (IPAC), and any financial documentation attachments i.e.; MIPR and MIPR Acceptances required to bill client for services.


2. Provide accurate list of personnel in testing designated positions (TDP)



      and with commercial drivers licenses positions (CDL) with full


                  information on POC Supervisor.


3. Pay for contractor services within 60 days of receipt of invoice.


4. Provide space to conduct testing if done on-site.


5. Assist with coordination and problem resolution.


6. Provide all HR and EAP functions. 


IX. NBC Responsibilities:


                        1.  Establish secure access to vendor web site (s) for customer to schedule 


                  testing, obtain test results, receive training, provide reporting data, and


                  track the Collection, Lab, and MRO Services.



2.   Provide access to laboratory testing services through contracted vendor.


                        3.   Bill customer according to terms and conditions of customer



                  agreement.

4.   Provide for business recovery and continuity of operations of NBC business


      units in the event of a disaster or service interruption to customers. 



III. SERVICE LEVEL OBJECTIVES



This section outlines the basic level of performance for which the provider will assume responsibility.  It outlines the measures that will be used and describes the metrics that will be used to track performance.


Measurement of the NBC activities is critical to improving services and is the basis for cost recovery for services provided.  The NBC and Customer/Agency Name have identified activities critical to meeting the Customer/Agency Name business requirements and have agreed upon how these activities will be measured.  


		Service

		Measurement

		Metrics

		Metric Support Action Items

NBC Will…           Customer Will…



		Begin Collections

		Receive TDP employees list

		· 95% of        


       collections  


       begin within         two weeks         of receipt of        the TDP             employees           list.

		 Begin collections on time

		Send employee list



		Specimens Collections




		Notify applicant/employee

		· 95% of all specimens are collected within 48 hours of applicant/ employee notification

		 Send notification 

		 



		Collection Sites

		25 miles or 1 hour driving time of donor location

		· 97% of collections sites are within 25 miles or 1 hour driving time of donor location.

		 

		Ensure collection sites are within 1 hour driving time.



		Laboratory Analysis

		Valid specimens

		· 98% of all specimens are accepted as valid by the laboratory for analysis

		Utilize laboratories that have high quality.

		



		Lab Results

		5 business days

		· 95% of all lab results are available within 5 business days

		

		



		MRO reports

		Within 72 hours of lab results

		· 95% of all MRO reports are to the agency coordinator within 72 hours of lab results

		

		



		Phone calls to Project Manager

		Within one business day

		· 98% of calls to project manager are returned within one business day

		1. Receive call or email.


2. Return Call

		1. Place a call



		Service X

		Business continuity plans have been tested and are in place.

		If a disaster occurs, systems will be available within 24 hours.

		

		1. Develop business continuity plans.


2. Test process with NBC.



		

		Systems will work on PC’s at the designated agency

		System will support Windows 95/XP, IE 5.5 and above, Firefox.  

		Identify systems that solutions are compatible with.

		Use supported systems.





IV. POINTS OF CONTACT



This section identifies the persons who are responsible for and have direct knowledge concerning the specific product(s) being addressed in this attachment.


Customer - Primary: 



Customer - Alternate:  



Name






Name



Address





Address



Phone






Phone



Fax






Fax



Email






Email


NBC - Primary: 



NBC - Alternate:  



Name






Name



Address





Address



Phone






Phone



Fax






Fax



Email






Email


V. ESCALATION

This section provides for contact options when levels of service/responses are not being met. 


If expected levels of service and/or responses are not being met utilizing the prescribed processes, the Customer/Agency Name should pursue two options:


1. Contact an NBC representative listed in Section IV of this Attachment


2. Contact an NBC representative listed in Section VII of the SLA   


VI. SIGNATURES

Signatures below reflect an understanding and acceptance of this attachment for which the signees are responsible.  


Signatures below reflect an understanding of the Services described in this Attachment by the indicated parties.  This Attachment represents one component of the overall SLA between the NBC and Customer/Agency Name.  

CUSTOMER Signature & Date



NBC Signature & Date

CUSTOMER Typed Name & Title



NBC Typed Name & Title

Sensitive But Unclassified 
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Department of the Interior


National Business Center


Service Level Agreement


SLA-Lite 

This serves as the template for all new SLA-Lites.    

SLA-LITE

Directorate Name


I. PURPOSE


This section describes reason(s) for executing this SLA-Lite.

The purpose of this SLA-Lite is to identify the product and/or service provided by the National Business Center for Customer/Agency Name.  This SLA-Lite establishes a mutually agreed upon service delivery, expectations, and organizational responsibilities where appropriate.


II. DESCRIPTION OF LEGAL AUTHORITY



This section is optional.

III. POINTS OF CONTACT


This section identifies the persons who will serve as overall contact points for Customer/Agency Name and the NBC for this SLA-Lite. 


		Name

		Agency/Organization and Address

		Phone and Fax Number 

		Email



		  

		

		

		



		

		

		

		



		

		

		

		





IV. LIST OF SERVICES


This section is a checklist that indicates the service(s) being offered.  More than one service may be identified.  The items listed below are samples; each Directorate should provide items unique to their area.

Program





Services


⁯ One-time Training Class – A one-time training class is being offered to a specific customer or customers.  

⁯ Facilitation Service – A customer has requested assistance in facilitating a session.  

V. DESCRIPTION OF SERVICE(s) TO BE RENDERED

This section should contain a description of the service that is being provided.  

________________________________________________________  ________________________________________________________

________________________________________________________  ________________________________________________________


VI. EXPECTATIONS


This section should describe the expectations of the customer for this particular engagement.  In addition, this section should address the actions required by the customer and NBC to realize the expectations.

________________________________________________________  ________________________________________________________

________________________________________________________  ________________________________________________________    

VII. SIGNATURE

Signature below indicates an acceptance of this SLA-Lite by NBC management.  It is not necessary for the customer to provide their signature unless they desire to do so.  


NBC Signature & Date


 


NBC Typed Name & Title





VIII. AGREEMENT NUMBER

This is an optional field for tracking purposes.  It can be generated either internally by the Directorate or can be retrieved once the agreement is inputted into CAS.    



__________________________

IX. POST EXECUTION STATUS


This information indicates if customer expectations were met.  


Agreement Number (if available): _______________________



Date Request Was Received From Customer:  _____________

Proposed Completion Date Provided to Customer: _____________


Actual Completion Date:  _____________ 


⁯ Met Customer Expectations    ⁯ Did Not Meet Customer Expectations 

If Customer Expectations Were Not Met, Explain Why:


_____________________________________________________

⁯ Request Completed:     ⁯ On Schedule       ⁯ At Cost Estimate

If Completion Date Provided to Customer Was Not Met, Explain Why:


_____________________________________________________

If Cost Estimate Provided to Customer Was Not Met, Explain Why:


_____________________________________________________

_________     _________________   ________________________


      DATE                        PRINTED NAME                                                    SIGNATURE
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