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The "SLA Governance Framework Playbook for Multi-Provider Cloud-Edge Continuum
Environments" by FACIS provides a practical, modular toolkit for designing,
implementing, monitoring, and enforcing Service Level Agreements (SLAs) in complex,
multi-provider cloud and edge ecosystems. Its primary goal is to enable consistent and
transparent governance and transform business requirements into measurable,
enforceable service commitments across layered platforms and diverse data services.

The Playbook is aligned with the FACIS Taxonomy for SLAs, which serves as the
conceptual foundation, and is structured around four main building blocks:

1. Foundation:
Establishes scope, terminology, and the relationship between actors

2. Service Level Objectives (SLOs):
Define measurable commitments such as availability, performance, or
support responsiveness.

4. Enforcement:
Describes remedies, escalation paths, and rights in case of SLA violations.
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Multi-Provider Governance and
Coordination Models

The Playbook addresses the challenges of accountability and risk management in environments
where multiple providers contribute to a shared outcome. It defines core governance principles —
transparency, modularity, proportionality, enforceability, and data minimization — to ensure that
multi-provider collaboration remains both legally sound and operationally executable.

It distinguishes between two primary coordination approaches, with a focus on the emerging

federated model:

Coordination

Description

Model

Entangles Supply
Chains

Federated
Ecosystems

A Lead Provider
manages
sub-providers and
cascades obligations
downward
("back-to-back
commitments").

Coordination Focus

Single contractual
interface for the
customer
(hub-and-spoke).

Accountability/

Complexity

Centralized; simple for the
customer but can lead to
"blame chains" and
reduced transparency.

Independent
providers
interoperate as peers
under harmonized,

jointly governed SLAs.

Harmonized metrics
and joint governance
across autonomous
peers.

Shared; requires explicit
governance of interfaces
and comparable
measurement.

Within these environments, the Playbook classifies three principal Governance Models for

coordination:

1. Lead Service Provider (hub-and-spoke): A single prime supplier acts as the customer's main
interface, consolidating data and managing sub-providers.

2. Dedicated SLA Broker/Central SLA Manager: A neutral governance function harmonizes
SLOs/SLIs, reconciles measurement data, and coordinates cross-provider activities, enhancing
transparency and comparability. This is particularly suitable for federated ecosystems.

3. Decentralized/Peer-to-Peer: Providers coordinate directly via standardized interfaces and joint
processes without a central authority, offering maximum flexibility but requiring mature
operational discipline. This is also relevant for federated ecosystems.
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Each model also requires clear transition and continuity provisions, including step-in
rights, substitution procedures, and data handover obligations to maintain service

integrity during provider changes.

The choice of model dictates how roles and responsibilities are allocated, which can be
formally documented using a Responsibility Assignment Matrix (RACI) to ensure
unambiguous ownership for activities like incident detection, root-cause analysis, and

remedy calculation.

SLA Structure and Enforceable

Commitments

An enforceable SLA, following the FACIS
structure, clearly states the scope,
measurement rules, exclusions, incident
classification, and tangible consequences of
non-adherence to commitments.

Core Components and Hierarchy

Commitments are structured in a clear hierarchy
to ensure operational clarity and legal
enforceability - SLA-> SLO->SLI->Metrics

* Service Level Objective (SLO): The high-level
commitment (e.g., "ensure high service
availability").

* Service Level Indicator (SLI): How the
commitment is measured (e.g., "uptime
percentage of the service").

» Metric/Target Value: The quantitative
threshold, metric formula/expression, and
calculation rules (e.g., "monthly average
uptime 99.9%, excluding approved
maintenance windows").

Example SLO Categories

SLOs must be measurable, auditable, and
traceable to business outcomes, using
enforceable language (e.g., "shall maintain"
instead of "strive to ensure"). Exemplary key
categories include:

* Availability: Uptime percentage, measured by
provider telemetry and validated by customer
probes (e.g., 99.9% per month).

* Performance: Latency and throughput targets
(e.g., 95 percentile response time 200 x ms).

* Customer Support: Timelines for
acknowledgement and resolution based on
incident severity (e.g., Priority 1 incidents
resolved within four hours).

* Data Protection and Privacy: Notification
timelines for confirmed data breaches (e.g.,
within 24 hours of detection).

* Reliability and Operational Resilience:
Recovery Time Objective (RTO) and Recovery
Point Objective (RPO) (e.g., RTO 4 hours, RPO
15 minutes).
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Monitoring, Reporting, and Legal

Context

Monitoring and Verification

Effective governance requires transparent and
consistent measurement. Monitoring
combines real-time data collection for
continuous visibility with periodic reporting for
historical trend analysis.

» Data Sources: SLIs must reference verified
data sources, and cross-provider
environments need shared or federated
observability to correlate metrics for
end-to-end visibility and fault attribution.

* Reporting: Providers must supply regular

performance reports in both
human-readable and machine-readable
formats (e.g., PDF and JSON/API) for

automated integration.

e Audit Rights: Customers and authorized
auditors should have reasonable rights to verify
measurement processes and underlying data,
which is critical for preserving transparency.

* Dashboards: Secure dashboards are essential
for visualizing current attainment, historical
trends, and for providing a consolidated view
("single pane of glass") of aggregated KPls
across multiple providers.

Legal and Regulatory Alignment

The Playbook is designed to complement
overarching contractual frameworks like the
Master Services Agreement (MSA) and the Data
Processing Agreement (DPA). SLOs must translate
regulatory requirements into measurable
commitments.

Key regulatory frameworks addressed include:

Framework Core Obligation in SLAs

GDPR (General Data Protection Regulation)

SLOs for breach notification timelines,
data-handling, and sub-processor
transparency.

NIS2 (EU Directive on Security of Network and
Information Systems)

SLOs for Information Security and Incident
Reporting; joint escalation.

DORA (Digital Operational Resilience Act)

SLOs for Operational Resilience; obligations for
testing and audit rights.

Al Act (Artificial Intelligence Act)

Optional SLOs for explainability, data-quality,
and auditability for high-risk Al components.

The modular architecture supports capturing sector-specific or jurisdiction-specific requirements in
dedicated annexes (Annex E), which overlay the base SLA without rewriting it, ensuring precise
tailoring while preserving a consistent core structure. In addition, the Playbook highlights the
automation and machine-readability of SLAs as an essential enabler for efficient governance,
allowing automated compliance verification, metric exchange, and cross-provider transparency.
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Key Differences to Traditional SLA
Governance for Cloud Services

FACIS moves the focus from a two-party contract document to an ecosystem governance tool.
While other SLA governance approaches define the components of an SLA, the FACIS Governance
Framework defines the dimensions to achieve consistent governance and accountability when a
service depends on a chain or federation of providers, ensuring that customer requirements are

traced and enforced across the entire service delivery stack.

FACIS Dimension /
Building Block

FACIS Focus on Multi-Provider Settings

Foundation: Roles of
Involved Parties

Explicitly defines and distinguishes roles
like (Lead) Provider, Sub-provider, Broker,
and Carrier. Focuses on clear risk
allocation and managing blame chains.

Focus of traditional SLA Governance
Approaches

Primarily focuses on the two main parties:
Provider and Customer. Roles are usually
simpler and less inter-dependent.

Includes the characteristic Cross-Provider
SLA (Inter-Provider) and stresses the need
to describe the connection between
involved services and their position in the
cloud stack to ensure compatibility.

Foundation:
Interdependency of
Services

Often focuses on single service or
Cross-Service SLA (Intra-Provider) and
the fundamental laaS/PaaS/SaaS models.
Cross-provider complexities are often not
deeply modelled.

SLOs: Commitment
Framing

Recommends consistency in framing
(Positive, Negative, Best-Effort) across all
involved providers to ensure clear
accountability.

Typically describes framing only in the
context of the single provider’s
commitment to the customer.

Highlights aggregated (end-to-end)
metrics as crucial for tracking overall SLOs
dependent on multiple providers.

Monitoring:
Measurement Scope

Mainly focuses on single resource metrics
and composite metrics within the domain
of one provider.

Monitoring:
Integration

Recommends that monitoring practices
and metrics be aligned and integrated
across the cloud service provisioning
stack to enable end-to-end monitoring.
Highlights models like SLA Management
Services with Monitoring Agents and
Coordinators for federated environments.

Acknowledges the need for monitoring
but is less aligned for multi-party
integration and coordination mechanisms.

Enforcement: Claim
Complexity

Acknowledges the difficulty of
determining who should provide
compensation and the risk of snowballing
effects in supply chains. Recommends
standardized processes for claiming from
multiple providers.

Focuses on the single provider's
penalties/remedies and the customer's
claim submission process to that provider.

Automation Focus Emphasizes assessing language maturity
and applicability to multi-provider
settings as a prerequisite for adoption.
Includes dimensions like Focus (lifecycle

phases) and Formalization.

Traditional focus is on machine-readability
of general SLA terms (e.g., WSLA,
WS-Agreement) or on a specific phase like
negotiation or monitoring.
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