
1. An SLA is of utmost importance supporting internal projects and IT services. In a corporate setting, an 

SLA can help to define and standardize the level of service provided by an IT department or other internal 

group to the rest of the organization through the following: 

• Establish expectations: It sets clear expectations for the IT department or internal group, outlining 

the level of service that they are expected to provide to the rest of the organization. This can 

include response times, availability, and quality standards for IT services. 

• Improve accountability: It helps to hold the IT department or internal group accountable by 

setting out the consequences of not meeting the agreed-upon performance standards. This can 

include financial penalties or termination of the agreement. 

• Prioritize IT services: It helps to prioritize IT services by setting out the order in which requests or 

issues will be addressed. This can help ensure that critical services are addressed promptly, while 

non-critical services are addressed promptly. 

• Facilitate communication: It helps to ease communication between the IT department or internal 

group and the rest of the organization. This can help to ensure that everyone is aware of what is 

happening with IT services and that any issues are addressed promptly. 

• Improve service delivery: It helps to improve service delivery by proving performance standards 

and setting out a framework for resolving disputes. This can lead to higher levels of customer 

satisfaction and a more efficient and effective IT service delivery process. 

2. Just like for internal projects and IT services, an SLA plays a significant role in supporting external 

projects with consultants or third-party service providers. It sets clear expectations and provides a 

framework for the delivery of services and the resolution of any issues that may arise through the 

following: 

• Define scope of services: It outlines the scope of services that the consultant or third-party service 

provider is expected to deliver, helping to ensure that everyone is on the same page about what 

is expected. 

• Establish performance standards: It sets performance standards for the services being provided, 

such as response times, availability, and quality. This helps ensure that the services are delivered 

quickly and effectively. 

• Hold the service provider accountable: It helps to hold the service provider accountable by setting 

out the consequences of not meeting the agreed-upon performance standards. This can include 

financial penalties or termination of the agreement. 

• Resolve disputes: It provides a framework for resolving disputes that may arise during the project. 

This can include a dispute resolution process, such as mediation or arbitration, which helps to 

avoid costly and time-consuming legal proceedings. 

• Facilitate communication: It helps to ease communication between the project team and the 

service provider by setting out the methods and frequency of communication. This can help to 

ensure that everyone is aware of what is happening with the project and that any issues are 

addressed promptly. 



3. Service Availability: 

• Uptime Percentage: The percentage of time the backup service is available and accessible to 

users. The SLA could specify that the backup service must be available and accessible to users for 

at least 99.9% of the time. 

• Recovery Time Objective (RTO): Largest amount of time it takes to restore data from backup. The 

SLA could specify that this takes no more than 4 hours. 

• Recovery Point Objective (RPO): Maximum acceptable data loss, expressed in time. The SLA could 

specify that this is 2 hours, which means if a user's data is lost or corrupted, no more than 2 hours 

of data can be lost. 

Quality Standards: 

• Backup Success Rate: The percentage of backups that are completed successfully. The SLA could 

specify that this is at least 95%, which means if 100 backups are tried, at least 95 of them must be 

in full. 

• Performance: The SLA could specify that the speed of data backup and restoration processes must 

be no slower than a specified rate, such as 100 MB per minute. 

• Scalability: Ability of the backup service to accommodate an increasing amount of data. The SLA 

could specify that the backup service must be able to handle 10 TB of data by the end of the year. 

Security: 

• Data Protection: The measures in place to protect the data being backed up, such as encryption 

and secure storage, with the data being encrypted at rest and in transit. The SLA could specify 

that the data must be encrypted when it is stored by the backup service and when it is transmitted 

over the network. 

• Data Access Control: Restrictions on who can access the data in backup. The SLA could specify 

that only authorized users should have access to the backed-up data, which means that the 

provider must implement measures such as user authentication, role-based access control, and 

access logging. 

• Compliance with Regulations: Compliance with relevant regulations. The SLA could specify that 

the backup service must be compliant with HIPAA or PCI DSS, which means it must meet the 

requirements of these regulations to ensure the privacy and security of the data. 

• Regular Security Audits: The frequency and scope of security audits to ensure the safety of the 

backed-up data, with regular security audits specified. The SLA could specify that the service 

provider must perform annual security audits to review the security of the backup service. 

 


