Training Course on Service Level Agreements
(SLAS)

Professional Development Training Course Outline

Category Development Duration 5 Days

Online / On-site

Base Fee $1,100 USD Delivery Mode )
Hybrid

Course Introduction

In today’ s competitive and digital-driven business environment, Service Level Agreements (SLAS) are critical tools
for managing performance expectations, accountability, and vendor-client relationships. Training Course on Service
Level Agreements (SLAS) delivers a comprehensive understanding of SLA design, implementation, monitoring, and
optimization. Participants will gain expertise in creating legally binding agreements that align with organizational
goals, performance metrics, and customer satisfaction. By leveraging data analytics, automation, and compliance
strategies, this course provides practical tools to enhance service delivery and minimize risks.

This program focuses on strategic SLA management, including real-world challenges and solutions.
Whether you're a project manager, I T specialist, procurement officer, or service provider, this
course empowers you to draft, analyze, and negotiate robust SLAs. With afocus on cloud-based
services, ITIL framework, vendor performance, and digital transformation, participants will gain
industry-relevant insights to drive SLA effectiveness in any sector.

Programme Curriculum

Training Course on Service Level Agreements (SLAS)

Introduction

In today’ s competitive and digital-driven business environment, Service Level Agreements (SLAS) are critical tools for
managing performance expectations, accountability, and vendor-client relationships. Training Course on Service Level
Agreements (SLAS) delivers a comprehensive understanding of SLA design, implementation, monitoring, and
optimization. Participants will gain expertise in creating legally binding agreements that align with organizational goals,
performance metrics, and customer satisfaction. By leveraging data analytics, automation, and compliance strategies, this
course provides practical toolsto enhance service delivery and minimize risks.



This program focuses on strategic SLA management, including real-world challenges and solutions. Whether you're a
project manager, I T specialist, procurement officer, or service provider, this course empowers you to draft, analyze, and
negotiate robust SLAs. With afocus on cloud-based services, ITIL framework, vendor performance, and digital
transformation, participants will gain industry-relevant insights to drive SLA effectivenessin any sector.
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Understand the core components of effective SLAS.

Learn how to draft legally sound and performance-based agreements.
Gain knowledge of ITIL-based SLA frameworks.

I dentify and implement key performance indicators (KPIs) in SLAS.
Analyze SLA compliance risks and mitigation strategies.

Explore automation tools for SLA monitoring and reporting.

Evaluate vendor performance using structured SLA templates.
Examine SLA lifecycle management best practices.

Enhance client satisfaction through measurabl e service outcomes.
Understand SLA relevance in cloud computing and managed services.

. Improve communication and negotiation skills for SLA contracts.
. Utilize data analytics for SLA performance optimization.
. Develop skillsto handle SLA breach and dispute resolution.

Target Audience

1.
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IT Managers & System Administrators
Project Managers

Procurement & Contract Managers
Service Delivery Managers

Cloud Service Providers

Operations Managers

Lega & Compliance Officers
Business Analysts

Course Duration: 5 days

Course Modules

Module 1: Introduction to SLAs and Industry Relevance

Definition and types of SLAs

Historical evolution and future trends

Importance in cloud services and I T outsourcing

Stakeholder roles and responsibilities

Key terms and legal considerations

Case Study: SLA implementation in a multi-cloud enterprise

Module 2: SLA Structureand Components

Scope, objectives, and partiesinvolved

Service description and performance metrics

Escalation procedures and remedies

Responsibilities and penalties

Termination clauses

Case Study: Building a comprehensive SLA for aglobal IT project

Module 3: KPI Development and Performance Metrics



Identifying relevant KPIs

Benchmarking service performance

Measuring uptime, response time, and resolution time
Toolsfor KPI tracking

Aligning KPIs with business outcomes

Case Study: KPI alignment for aBPO service SLA

Module 4: Legal, Compliance & Risk Management
e Regulatory compliancein SLAs (GDPR, HIPAA)
Legal liabilities and indemnities
Managing SLA breaches
o Risk assessment techniques
Negotiating dispute resolution terms
Case Study: SLA breach and legal action in a healthcare provider

Module 5: SLA Monitoring and Automation
e Automation tools (ServiceNow, Jira, etc.)
Real-time reporting and dashboards
Alert systems and threshold triggers
Service level reporting templates
Reducing manual monitoring errors
Case Study: Automating SLA tracking for atelecom company

Module 6: Vendor Management and Evaluation
e Selecting vendors based on SLA history
e Vendor scorecards and evaluation techniques
Contract renewal and renegotiation
Managing third-party dependencies
Vendor communication protocols
Case Study: Vendor performance review for agovernment I T contract

Module 7: SLA Negotiation and Communication
o Negotiation techniques and communication styles
Common negotiation pitfalls
Collaborative versus competitive strategies
Internal and external stakeholder engagement
Finalizing agreement drafts
Case Study: Negotiation breakdown and resolution in a startup

Module 8: SLA Auditing, Review & Continuous I mprovement
e Conducting SLA audits
e SLA revision cycles
e Root cause analysisfor failures
Service improvement plans
Future-proofing your SLA
Case Study: Post-audit improvementsin afinancial institution’s SLA

Training M ethodology
¢ Interactive lectures using real-life industry examples
e Hands-on workshops for drafting and analyzing SLAs



Case study analysis to apply theoretical knowledge

Group discussions and breakout sessions for idea exchange
Practical exercises using SLA templates and digital tools
Live scenario simulations for dispute resolution practice

Register asa group from 3 participantsfor a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of thistraining, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

¢. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon successful
completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at |east a week before commence of the training, to FINESKILL
TRAINING CENTER account, asindicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location Price

10 Aug 2026 14 Aug 2026 Online $1,100
17 Aug 2026 21 Aug 2026 Online $1,100
24 Aug 2026 28 Aug 2026 Online $1,100
31 Aug 2026 04 Sep 2026 Online $1,100
07 Sep 2026 11 Sep 2026 Online $1,100
14 Sep 2026 18 Sep 2026 Online $1,100

21 Sep 2026 25 Sep 2026 Online $1,100


mailto:info@fineskilltrainingcenter.com

Start Date End Date Location

28 Sep 2026 02 Oct 2026 Online $1,100

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com


https://www.fineskilltrainingcenter.com/courses/training-course-on-service-level-agreements-slas

