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SLA Governance

Framework Playbook
Overview

Building on the valuable insights from TUM’s taxonomy input and the various
workshops

A practical framework for designing, implementing, and enforcing SLAs in complex,
multi-provider cloud and edge environments

A toolkit for technical leads, legal advisors, service architects, and vendor managers by
offering a shared reference to translate business needs into measurable service
commitments
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e Lawyers’ view: SLAs are tools for ensuring
contract fulfillment — frequently attached
as an annex to the main service agreement

* Traditional SLAs are two-party agreements
between one service provider and one

service recipient Key Issue

* |n multi-provider eco-systems

 Different legal language (SLO, metrics...)
Responsibility allocation
Interdependency malfunctions

Knowledge silos
Dispute resolution
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Governance

Models

Focis

Lead Service Provider

Dedicated SLA
Broker/Central SLA
Manager

Decentralized/Peer-to-
Peer

A single prime provider
coordinates all sub-
providers and acts as the
customer’s main
interface.

A neutral governance
function consolidates
metrics, harmonizes
SLOs, and coordinates
cross-provider activities.

Providers coordinate
directly via standardized
interfaces and joint
processes without a
central authority.

Complex ecosystems
with a dominant
contractor.

Federated ecosystems
with balanced
responsibilities.

Loosely coupled
innovation ecosystems.
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* Entangled Supply Chains - Digital services are layered (e.g., SaaS on PaaS on laaS)
and depend on sequences of sub-providers.

* Federated Cloud Ecosystems - Independent providers collaborate as peers via
interoperable interfaces and shared governance to deliver integrated services.

This impacts...
ROleS an.d A * Actors and stakeholders
ReSpOnSIbIhtleS * Cross Provider Coordination

e Responsibility allocation
 Liability and risk allocation
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FOCIS

* Core structure

* Foundation — sets the stage and scope
of the SLA by defining terminology,
actors, and applicability.

= Service Level Objectives (SLOs) —
describe the measurable commitments
the provider makes about a service,
such as availability or performance.

Structure &
= Monitoring — specifies how
compliance with those commitments is Com ponents

measured through Service Level
Indicators (SLIs) and defined metrics.

= Enforcement — determines remedies,
escalation paths, and rights in case of
non-adherenc

» Sector-specific or jurisdiction-specific
requirements are captured in dedicated annexe
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SLA Content and Design Guidance FoCIs

ﬁ ﬂ

s
SLO SLI ‘Q’
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SLO — Objective: What service SLI - Indicator: How the aspect Metric: Parameters, expressions,
aspect is guaranteed (e.g., is measured (e.g., uptime %) and measurement rules

availability, latency)
e\ S\
\ \ & L

Target Value: Guaranteed Exclusions: Circumstances that  Remedy: Credits, adjustments,
threshold (e.g., > 99.9 %) suspend obligations or termination rights
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FOCIS

Monitoring and Reporting

* Monitoring
* Real-Time Monitoring — Core metrics
(availability, latency, throughput) must be
captured continuously and visualized in
dashboards accessible to authorized customer
and governance users

* Periodic Monitoring — Complementary
monthly or quarterly reports summarize
guantitative results, incident statistics, and
remediation activities. Data sources and
verification

* Reporting requirements to avoid knowledge silos
* Dashboards and KPIs

e Audit and verification rights
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Scoping and Model Selection: Identify which services and providers fall
under SLA governance. Select the applicable governance model (Lead
Service Provider, Dedicated SLA Broker, or Decentralized Peer-to-Peer).

Baseline and Template Configuration: Start with the core SLA
structure and adapt the templates to your organizational
terminology and measurement standards.

Using this
Playbook

Operationalization and Onboarding: Establish shared
dashboards, reporting intervals, and escalation protocols.

Continuous Review and Improvement: Integrate SLA metrics
into quarterly business reviews (QBRs). Adjust SLOs to reflect
evolving business priorities, risk exposure, or regulatory updates.
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SLA Templates
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