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Program Introduction:

In today’s fast-paced business environment, effective Service Level Agreements (SLAs)
are crucial for ensuring high-quality service delivery and strong partnerships between
service providers and clients. This training course provides a comprehensive
understanding of SLA best practices, covering key principles, negotiation strategies,
performance metrics, and compliance requirements. Participants will learn how to
develop, implement, and manage SLAs that align with business objectives and enhance

customer satisfaction.

Program Objectives:

Understand the fundamentals and importance of SLAs.

Learn best practices for drafting clear and effective SLAs.
Identify key components and structure of SLAs.

Develop performance metrics and KPIs for SLA measurement.
Improve negotiation and agreement processes.

Ensure compliance with legal and regulatory requirements.
Manage SLA lifecycle effectively.

Analyze and mitigate risks associated with SLAs.

Enhance communication between service providers and clients.
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Implement continuous improvement strategies for SLA performance.

Who should attend?

“» IT and service managers

“* Business relationship managers

For more Information please contact us on Tel: +965 22200189 - 99681033
www.Global-Kw.com - Info@global-kw.com
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“* Procurement and contract professionals

“* Customer service managers

“* Legal and compliance officers

“» Operations and service delivery professionals

“* Project managers responsible for SLA governance

“» Any professional involved in drafting, managing, or enforcing SLAs

Program Outlines

Day One
Introduction to SLAs: Definition and Purpose
Types of SLAs: Customer, Internal, and Multi-level
Key Components of an SLA
Best Practices in SLA Development
Setting Realistic and Achievable SLA Targets

Day Two

Service Scope and Exclusions

Defining Performance Metrics and KPIs
Monitoring and Reporting SLA Compliance
Roles and Responsibilities in SLA Management

SLA Negotiation Strategies

For more Information please contact us on Tel: +965 22200189 - 99681033
www.Global-Kw.com - Info@global-kw.com
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Day Three

Legal and Regulatory Considerations in SLAs
Managing SLA Risks and Disputes

SLA Review and Update Process

Ensuring Effective Communication in SLAs

Handling SLA Violations and Penalties

Day Four
Aligning SLAs with Business Goals and ITIL Framework
Customer Expectations and Satisfaction Measurement
Escalation and Resolution Procedures in SLAs
SLA Governance and Compliance Best Practices
Using Automation and Al for SLA Monitoring

Day Five

Benchmarking and SLA Performance Analysis
SLA Metrics Dashboards and Reporting Tools
Case Studies: Successful SLA Implementations
Common SLA Mistakes and How to Avoid Them

Future Trends in SLA Management

For more Information please contact us on Tel: +965 22200189 - 99681033
www.Global-Kw.com - Info@global-kw.com
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Training Methodology:

e Slide presentations

e Interactive discussion

e Simulations and Gamification
e Online Video material

Cost Quotation in Kuwaiti Dinars

The total cost includes:

@ Instructor(s) expenses
@ Training materials

@ Certification

Total Cost: 4000 US $ per Participant
(Four Thousand United State Dollar )

For more Information please contact us on Tel: +965 22200189 - 99681033
www.Global-Kw.com - Info@global-kw.com




