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The Industry Standards Subcommittee of the HROA is initiating an effort to update the HROA Recommended PracticesTM for Service Level Agreement (SLA) Methodology and SLA Matrix of Measurements. We need your assistance to make this an effective exercise.

The current version  of the SLA standards (HROA 0702) include two documents:

SLA Methodology
Service Level Matrix
We would appreciate it if you would review these documents and provide your feedback via red-line or in a separate document. Specifically, we are looking for:
1.  Suggestions on additions/deletions or changes to the methodology and definitional information.

2. Suggestions on additions/deletions or changes to the measurement definitions in the SLA Matrix. Is there a more effective measurement you would propose? 

3. Suggestions relating to new or different measurements that you believe would be more relevant. 

4. Suggestions to increase or decrease expected and/or minimum target levels, including rationale for change.

If you have a standard set of SLAs (measurements and/or methodology) that you are using in the marketplace, please attach this to your response. 

Additionally, please provide feedback, where you have experience or a point-of-view on the following:

1. Do you utilize any qualitative measures (e.g., quality of CSR interaction)? If so, how have these been defined and measured?

2. Do you utilize any account management SLAs (e.g., # of UAT issues, or repeat errors)? If so, how have these been defined and measured?

3. On a scale of 1-5, to what degree do you believe SLAs reflect buyer satisfaction (1=not at all; 5 = to a great degree)?

4. What is your greatest frustration with SLAs?

5. What do you believe should be done to improve SLAs?

Would you be willing to participate in a working group to create the next generation HROA Recommended Practice SLAs?

Name: __________________________

Company: _______________________

Position: ________________________

Email: __________________________

Please return any comments to Debora Card at debora.card@tpi.net.

