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Service Level Agreement (Detailed Template)
Use this for a multi-service contract, or any agreement where the stakes justify spelling everything out. Replace the bracketed fields with your own details. This is a complete SLA document you can adapt section by section.
Agreement ID: [SLA-000]     Version: [1.0]     Effective Date: [DD/MM/YYYY]
Section 1: Overview
1.1 Parties and contacts: [provider, customer, named representatives].
1.2 Purpose and background: [why this agreement exists].
1.3 Glossary of terms and acronyms: [define SLA, MTTR, uptime, and any subjective terms].
1.4 Duration, renewal, and termination: [e.g., 12 months, 30-day renewal notice, 45-day termination notice].
Section 2: Service Scope
2.1 Services covered: [describe each service].
2.2 Exclusions: [beta features, third-party software, customer-side issues].
2.3 Service hours and time zones: [e.g., 24/7, or 9 AM to 6 PM IST].
2.4 Deliverables: [e.g., a monthly uptime report].
Section 3: Service Levels
3.1 Availability target: [e.g., 99.9% monthly uptime], which allows [43 minutes] of monthly downtime.
3.2 Priority definitions: Critical, High, Medium, Low.
3.3 Response and resolution targets per priority:
	Priority
	Response Time
	Resolution Time

	Critical
	[15 minutes]
	[4 hours]

	High
	[30 minutes]
	[8 hours]

	Medium
	[4 hours]
	[2 business days]

	Low
	[1 business day]
	[5 business days]



3.4 Maintenance windows and planned outages: [e.g., second Sunday each month, 1 AM to 4 AM].
Section 4: Responsibilities
4.1 Provider responsibilities: [list].
4.2 Customer responsibilities: [list].
4.3 Conditions that pause the SLA when the customer side is unmet: [list].
Section 5: Performance and Remedies
5.1 How performance is measured and reported: [tool, cadence].
5.2 Service credits, calculation, and monthly cap: [e.g., 3% per breach, capped at 15% of the monthly fee].
5.3 Breach handling and remediation meetings: [process].
Section 6: Governance
6.1 Review cadence: [quarterly].
6.2 Change and amendment process: [e.g., 30-day notice, both parties agree].
6.3 Approvals and signatures:
	
	Provider
	Customer

	Name
	[ ]
	[ ]

	Designation
	[ ]
	[ ]

	Date
	[ ]
	[ ]

	Signature
	[ ]
	[ ]



Appendix
A.1 Pricing and service tiers: [table or description].
A.2 Reference documents: [list].
Template provided by Motadata. Edit the bracketed fields to fit your services.
This template is a starting point, not legal advice. Have a qualified legal or contracts professional review it before you sign it or send it to a customer. Motadata is not responsible for how this template is used, or for any loss, dispute, or harm that results from using it.
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