Doc Ref:  <Document Reference Number> 
RM.040 Service Level Agreement
XXX 0, 0000

PJM

RM.040 Service Level Agreement

<Company Long Name>
<Subject> 
Author:
<Author>
Creation Date:
March 5, 1999
Last Updated:
XXX 0, 0000
Document Ref:
<Document Reference Number> 

Version:
DRAFT 1A

Note: Title, Subject, Last Updated Date, Reference Number, and Version are marked by a Word Bookmark so that they can be easily reproduced in the header and footer of documents.  When you change any of these values, be careful not to accidentally delete the bookmark.  You can make bookmarks visible by selecting Tools->Options…View and checking the Bookmarks option in the Show region.
Approvals:
<Approver 1>


<Approver 2>


Note: To add additional approval lines, Press [Tab] from the last cell in the table above.


 

Copy Number
_____

Note: You can delete any elements of this cover page that you do not need for your document.  For example, Copy Number is only required if this is a controlled document and you need to track each copy that you distribute.

Document Control

Change Record

4
Date
Author
Version
Change Reference






5-Mar-99
<Author>
Draft 1a
No Previous Document
















Reviewers

Name
Position
















Distribution

Copy No.
Name
Location





1 
Library Master
Project Library

2 

Project Manager

3 



4 



Note: The copy numbers referenced above should be written into the Copy Number space on the cover of each distributed copy.  If the document is not controlled, you can delete this table and the Copy Number label from the cover page.

Note To Holders:

If you receive an electronic copy of this document and print it out, please write your name on the equivalent of the cover page, for document control purposes.

If you receive a hard copy of this document, please write your name on the front cover, for document control purposes.

Contents

iii

Document Control

Change Record
iii


Reviewers
iii


Distribution
iii


Introduction
1


Scope
1


Related Documents
1


Service Definition
2


Services
2


Areas of Responsibility
2


Availability and Notification Periods
2


Reporting Arrangements
2


Client Responsibilities
2


Client Responsibilities
2


Computer Access and Security
2


Site Access
2


Procedures
2


Service Loss Procedure
2


Service Incident Procedure
2


Service Change Procedure
2




Note: To update the table of contents, put the cursor anywhere in the table and press [F9].  To change the number of levels displayed, select the menu option Insert‑>Index and Tables, make sure the Table of Contents tab is active, and change the Number of Levels to a new value.

Introduction

Note: The following document is given as a guideline only. It should be reviewed by all parties involved and Legal counsel where necessary.

This document details the Service Levels required by the staff for the <Project Name> project in order to provide <Company Long Name> the contracted level of support for <Project Name>. It is an agreement between the <Service Provider Name> and <Consultant>.

Baseline figures are quoted for each of the categories where appropriate; any permanent variation from these baselines are documented here.  Temporary variations may be negotiated with the <Service Provider Name>.

Scope

The agreement covers:

It does not cover:

Related Documents

The following documents are related:

Service Definition

Services

Areas of Responsibility

Availability and Notification Periods

Reporting Arrangements

Client Responsibilities

Client Responsibilities

Computer Access and Security

Site Access

Procedures

Note: The following examples may be appropriate for your assignment, but other procedures you will use may be relevant.

Service Loss Procedure

Service Incident Procedure

Service Change Procedure
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