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1. SLA Summary
	Service
	SLA Target
	Measurement
	Reporting Freq

	Data Availability
	99.5%
	Monthly
	Monthly

	Batch Completion
	By 7:00 AM EST
	Daily
	Weekly

	Data Quality Score
	>98%
	Daily
	Weekly

	Incident Response
	<30 min (P1)
	Per Incident
	Monthly

	Incident Resolution
	<4 hours (P1)
	Per Incident
	Monthly




2. Availability SLA
	Metric
	Definition
	Target

	Uptime
	Platform available for scheduled operations
	99.5% monthly

	Planned Maintenance
	Scheduled downtime windows
	Sundays 2-6 AM EST

	Unplanned Downtime
	Maximum acceptable unplanned outage
	<3.6 hours/month



3. Performance SLA
	Process Type
	SLA
	Measurement

	Daily Batch - Critical
	Complete by 6:00 AM EST
	Job completion timestamp

	Daily Batch - Standard
	Complete by 7:00 AM EST
	Job completion timestamp

	Ad-hoc Queries
	<30 seconds response
	Query execution time

	Report Refresh
	Complete by 8:00 AM EST
	Dashboard refresh time




4. Incident Priority Matrix
	Priority
	Definition
	Response Time
	Resolution Time

	P1 - Critical
	Production down, no workaround
	15 minutes
	4 hours

	P2 - High
	Major impact, workaround exists
	30 minutes
	8 hours

	P3 - Medium
	Moderate impact, limited users
	2 hours
	24 hours

	P4 - Low
	Minor issue, no business impact
	1 business day
	5 business days



5. Sign-off
	Name
	Role
	Signature
	Date

	[Service Provider]
	IT Service Owner
	
	

	[Business Owner]
	Business Owner
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