
 

 

 

Draft Copy 

 

 

 

 

 

 

Service  Level  Management 
 

 

 

 

Release Data:  18 March, 2012 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Prepared by: 

 

Thomas Bronack 

 



Standards and Procedures Manual 

Service Level Management  Page:  5.2 

 

 

Section  Table  of  Contents 

 

5. SERVICE LEVEL MANAGEMENT ...................................................................................................... 4 

 
5.1. INTRODUCTION TO SERVICE LEVEL MANAGEMENT.................................................................... 4 

5.1.1. DEFINITION ..................................................................................................................... 4 
5.1.2. SCOPE ........................................................................................................................... 4 
5.1.3. MISSION ......................................................................................................................... 4 
5.1.4. OBJECTIVES ................................................................................................................... 4 
5.1.5. BENEFITS ....................................................................................................................... 4 
5.1.6. SMC DISCIPLINE INTERFACES ......................................................................................... 4 
5.1.7. SERVICE LEVEL MANAGEMENT DISCIPLINES .................................................................... 5 
5.1.8. FUNCTIONAL AREAS ASSOCIATED WITH SERVICE LEVEL MANAGEMENT ............................. 6 

 
5.2. PROCESS OVERVIEW .............................................................................................................. 7 

5.2.1. DEFINING SERVICE LEVELS ............................................................................................. 7 
5.2.2. AGREEING UPON SERVICE LEVEL DEFINITIONS ................................................................ 7 
5.2.3. FORMULATING SERVICE LEVEL DEFINITIONS .................................................................... 7 
5.2.4. OVERVIEW OF SERVICE LEVEL DEFINITION DOCUMENT .................................................... 7 
5.2.5. MEASURING SERVICE LEVELS ......................................................................................... 7 
5.2.6. REPORTING ON SERVICE LEVELS .................................................................................... 7 
5.2.7. BACKUP PROCESS .......................................................................................................... 7 
5.2.8. RECOVERY PROCESS ...................................................................................................... 7 
5.2.9. HISTORY AND TRENDING ANALYSIS ................................................................................. 7 

 
5.3. PROCESS FLOW ..................................................................................................................... 8 

5.3.1. CREATING SERVICE LEVEL DOCUMENTS .......................................................................... 8 
5.3.2. GAINING APPROVAL OF SERVICE LEVEL DOCUMENTS ...................................................... 8 
5.3.3. IMPLEMENTING SERVICE LEVEL DOCUMENTS ................................................................... 8 
5.3.4. UPDATING SERVICE LEVEL DOCUMENTS .......................................................................... 8 

 
5.4. PROCESS ELEMENTS .............................................................................................................. 9 

5.4.1. SERVICE LEVEL DEFINITIONS .......................................................................................... 9 
5.4.2. SERVICE LEVEL DOCUMENTS .......................................................................................... 9 
5.4.3. SERVICE LEVEL MONITORING .......................................................................................... 9 
5.4.4. SERVICE LEVEL REPORTING ........................................................................................... 9 
5.4.5. SERVICE LEVEL REVIEW MEETINGS ................................................................................. 9 

 
5.5. ROLES AND RESPONSIBILITIES .............................................................................................. 10 

5.5.1. SERVICE LEVEL MANAGER ............................................................................................ 10 
5.5.2. SERVICE LEVEL ANALYST.............................................................................................. 10 
5.5.3. SERVICE LEVEL TECHNICIAN ......................................................................................... 10 
5.5.4. INTERFACES TO OTHER AREAS ...................................................................................... 10 

 
5.6. PROCESS EVALUATION ......................................................................................................... 11 

5.6.1. PRESENT SYSTEM WEAKNESSES .................................................................................. 11 
5.6.2. RECOMMENDATIONS FOR IMPROVEMENT ....................................................................... 11 

 



Standards and Procedures Manual 

Service Level Management  Page:  5.3 

 

 

 

Section  Table  of  Figures 

 

 
FIGURE 1:  OVERVIEW  OF  SMC  DISCIPLINES  ASSOCIATED  WITH  ASSETS ..................................................... 5 

FIGURE 2:  FUNCTIONAL  AREAS  RESPONSIBLE  FOR  SERVICE  LEVEL  MANAGEMENT ................................... 6 

 

 



Standards and Procedures Manual 

Service Level Management  Page:  5.4 

 

 

 

5. Service Level Management 

 

 

 

5.1. Introduction to Service Level Management 
 

 

5.1.1. Definition 
 

 

5.1.2. Scope 
 

 

5.1.3. Mission 
 

 

5.1.4. Objectives 
 

 

5.1.5. Benefits 
 

 

5.1.6. SMC Discipline Interfaces 
 

 

 



Standards and Procedures Manual 

Service Level Management  Page:  5.5 

 

 

 

5.1.7. Service Level Management Disciplines 
 

Inventory Management is the first step in implementing Service Level Management at an 

organization.  It is responsible for answering the question -- "What Assets do we have?".   

The Configuration Management process is then responsible for answering "Where are 

those assets located?", and so on for the remaining disciplines. 

 

 

Service  Level  Management  -  Disciplines
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asset  is  being  

used?
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Defining  the  capacity  of  an  asset  and  determining

how  much  of  the  assets  capacity  is  being  used.

Determining  how  well  an  asset  is  performing  and

who  is  utilizing  the  asset.

 
 

Figure 1:  Overview  of  SMC  Disciplines  Associated  with  Assets 

 

To insure the curency of the Inventory Management System, it must be integrated within 

the everyday functions associated with acquisition, redeployment and termination of 

assets.   
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5.1.8. Functional areas associated with Service Level Management 
 

 

 

Service  Level  Management  (SLD  and  SLR)

End  User Development Maintenance Systems  Support

Service  Level  Definition  (SLD)

Service  Level  Reporting  (SLR)

Compare

Capacity

Management

Performance

Management

Facilities

Management

Data  Center

Operations

* Resource  Management  Facility  (RMF)

* Systems  Management  Facility  (SMF)

* Collection  and  Reporting  Tools

*  Inventory  Management

*  Configuration  Management

*  Job  Scheduler

*  Exception  Reporting

Good

Bad

Responsible  Lehman  Brothers  Manager:  Jack  Scott

 
 

Figure 2:  Functional  Areas  Responsible  for  Service  Level  Management 
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5.2. Process Overview 
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5.3. Process Flow 
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5.4. Process Elements 
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5.5. Roles and Responsibilities 
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5.6. Process Evaluation 
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