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Service Level Agreement (Simple Template)
Replace everything in square brackets with your own details. This template suits an agreement that covers a single service and is meant to fit on two pages.
Between: [Service Provider Name, Address] (Provider)
And: [Customer Name, Address] (Customer)
Effective Date: [DD/MM/YYYY]     Review Date: [DD/MM/YYYY]
1. Service Description
The Provider will deliver: [list the services covered].
Not covered: [list exclusions].
2. Service Hours
Support is available [e.g., 9 AM to 6 PM, Monday to Friday, IST].
3. Service Level Targets
Availability: [e.g., 99.9% monthly uptime].
Response and resolution times: see the priority matrix in Section 4.
4. Priority Matrix
	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]



5. Responsibilities
Provider: deliver the services, report monthly, and escalate per Section 6.
Customer: report issues through [channel] and name a primary contact.
6. Escalation
First line: [name or role]. Second line: [name or role].
An unresolved Critical issue escalates after [30 minutes].
7. Service Credits
If monthly uptime falls below [99.9%], the Customer receives a [3%] credit on the monthly fee.
8. Review and Approval
This SLA is reviewed every [quarter].
	
	Provider
	Customer

	Name
	[ ]
	[ ]

	Designation
	[ ]
	[ ]

	Date
	[ ]
	[ ]

	Signature
	[ ]
	[ ]



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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