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Service Level Definition Template: Example

SERVICE AREA: ELECTRONIC SERVICES SERVICE MANAGER: ELECTRONIC SERVICES MANAGER

SERVICE DEFINITION WHAT WE EXPECT FROM OUR USERS

Every new electronic (information) service to be available within 5
working days of the subscription being active

Access problems or faults to be reported within 24 hours to
supplier

To notify the library of any access problems encountered

To comply with licence restrictions and ensure password are kept
secure

MONITORING PROCESS PERFORMANCE INDICATORS REPORTING STRUCTURE

Logging of time taken to make service
available

Logging of problems and time taken to
resolve

75% of new services available within 3 days Annual report

Reports to Library User Forum
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