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COURSE INTRODUCTION / OVERVIEW:

In today's service-driven economy, the Service Level Agreement (SLA) has evolved from a simple technical document into
a critical strategic tool that underpins business relationships and guarantees performance. This comprehensive training
course is meticulously designed to navigate the complexities of the entire SLA lifecycle, from initial design and strategic
negotiation to ongoing management and optimization. Participants will move beyond basic templates to understand the
art and science of crafting SLAs that are robust, fair, and aligned with core business objectives. We will explore key
principles from established frameworks like ITIL and delve into the practical insights of service management experts. As
discussed in works like "Foundations of IT Service Management Based on ITIL," a well-structured SLA is the cornerstone of
effective service delivery. BIG BEN Training Center has developed this program to empower professionals with the skills to
not only write technically sound agreements but also to negotiate terms that foster true partnership and drive value. This
course provides a deep dive into defining meaningful metrics, managing vendor performance effectively, and mitigating
risks through clear, enforceable contract language, ensuring that every SLA becomes a catalyst for success rather than a

source of conflict.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

¢ |IT Managers and Directors.

e Service Delivery Managers.

e Contract Managers and Administrators.

e Procurement and Sourcing Professionals.

e Vendor and Supplier Relationship Managers.

e Operations Managers.

e Legal Counselinvolved in contract negotiation.
e Business Analysts and Project Managers.

e Customer Relationship Managers.

e Compliance and Quality Assurance Officers.
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TARGET SECTORS AND INDUSTRIES:

e Information Technology and Services.

e Telecommunications Providers.

e Banking, Financial Services, and Insurance.

e Healthcare and Pharmaceutical sectors.

e Government Agencies and Public Sector Bodies.

e Business Process Outsourcing (BPO) and Call Centers.
e Consulting and Professional Services.

e Manufacturing and Supply Chain Logistics.

e Retail and E-commerce.

o Utilities and Energy sectors.

TARGET ORGANIZATIONS DEPARTMENTS:

e Information Technology (IT) Department.

e Procurement and Purchasing Department.

Legal and Contracts Department.

Operations Management.

Vendor Management Office (VMO).

Customer Service and Support.

Finance and Accounting.

Strategic Planning and Business Development.

Quality Assurance and Compliance.
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COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Develop a strategic framework for designing SLAs that align with business goals.

e Identify and define critical Key Performance Indicators (KPIs) and Service Level Objectives (SLOs).
e Master advanced negotiation techniques for achieving mutually beneficial agreements.

e Structure comprehensive SLA documents covering all essential clauses and components.

e Implement effective SLA monitoring and reporting mechanisms.

e Manage vendor performance and enforce SLA terms, including penalties and rewards.

e Conduct productive SLA review meetings to drive continuous service improvement.

o Navigate the legal and commercial complexities of service level agreements.

e Resolve disputes and manage escalations related to SLA non-compliance.

o Adapt SLAs for modern environments like cloud services and agile development.

COURSE METHODOLOGY:

This training course from BIG BEN Training Center employs a dynamic and interactive learning methodology designed for
maximum knowledge retention and practical application. We believe that mastering SLA management requires more than
theoretical knowledge; it demands hands-on experience. Therefore, the training is built around a blend of expert-led
instruction, real-world case study analysis, and collaborative group workshops. Participants will engage in simulated SLA
negotiation sessions, allowing them to practice strategies and receive constructive feedback in a controlled environment.
Interactive discussions and brainstorming sessions will encourage the sharing of diverse experiences and challenges. The
curriculum incorporates practical exercises, such as drafting SLA clauses and developing performance dashboards. Our
approach emphasizes a participant-centered learning environment where questions are encouraged and complex
concepts are broken down into manageable components. This immersive methodology ensures that participants leave
not just with an understanding of SLA best practices, but with the confidence and skills to implement them effectively

within their own organizations immediately upon their return.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF STRATEGIC SERVICE LEVEL MANAGEMENT

The strategic role of SLAs in business operations.

Differentiating between SLAs, Operational Level Agreements (OLAs), and Underpinning Contracts (UCs).

Key components of a robust SLA document.

The SLA lifecycle from creation to termination.

Aligning service levels with business objectives and customer expectations.

e Common pitfalls in SLA development and management.

Introduction to industry frameworks like ITIL for service management.

UNIT TWO: DESIGNING AND STRUCTURING EFFECTIVE SLAS

e Gathering requirements from stakeholders.

¢ Defining scope, services, and responsibilities clearly.

e Selecting meaningful and measurable Key Performance Indicators (KPIs).
e Setting realistic Service Level Objectives (SLOs) and targets.

o Crafting the core sections of an SLA document.

e Incorporating clauses for reporting, reviews, and exceptions.

e Developing a standardized SLA template for your organization.

UNIT THREE: THE ART AND SCIENCE OF SLA NEGOTIATION

e Preparing for a successful negotiation.

e Understanding different negotiation styles and tactics.

e Key strategies for win-win outcomes.

e Managing stakeholder expectations during negotiations.

e Handling difficult conversations and resolving conflicts.

e Techniques for negotiating pricing, penalties, and incentive structures.

e Therole of legal counselin the negotiation process.

www.bigben-training.com




UNIT FOUR: IMPLEMENTING AND MANAGING SLAS

e Transitioning from negotiation to live service management.

Establishing robust monitoring and data collection processes.

Designing effective SLA performance reports and dashboards.

Conducting structured and productive SLA review meetings.

Managing service credits, earn-backs, and penalties.

Implementing a formal process for change management and SLA updates.

Tools and technologies for automating SLA management.

UNIT FIVE: ADVANCED TOPICS AND FUTURE TRENDS IN SLAS

e Managing multi-vendor and multi-level service agreements.

o Specific challenges of cloud computing and SaaS SLAs.

Integrating SLAs with agile and DevOps methodologies.

Using SLAs to drive continuous service improvement and innovation.

The legal aspects of SLA enforcement and dispute resolution.

e Experience Level Agreements (XLAs) as a complement to SLAs.

The future of SLA management with Al and predictive analytics.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

Beyond metrics and penalties, how can an SLA be structured to foster a true partnership and drive innovation between a

service provider and a client?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO

OTHER COURSES?

This course distinguishes itself by adopting a holistic and strategic perspective on the entire Service Level Agreement
lifecycle, moving far beyond mere template creation. While many programs focus narrowly on the technical components
of an SLA, our curriculum dedicates significant attention to the nuanced arts of negotiation, stakeholder management,
and relationship building. A key differentiator is our emphasis on practical application through immersive, realistic
negotiation simulations, which allow participants to test and refine their strategies in a safe, expert-guided environment.
We delve into advanced concepts often overlooked, such as aligning SLAs with agile methodologies and the emerging
importance of Experience Level Agreements (XLAs). The content is designed not just to teach participants how to write a
contract, but to empower them to use the SLA as a dynamic tool for driving business value, managing risk, and fostering
collaborative, long-term partnerships with service providers. The course bridges the gap between legal, technical, and
business teams, providing a common language and framework for creating agreements that are not only enforceable but

also catalysts for continuous improvement and innovation.
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