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Service 
Gap

Option 2: Decrease customer expectation / need
• Understand value drivers
• Understand cause / impact
• Conduct trade-offs

Option 1: Increase capacity
• Move resources (money, people)
• Re-engineer process to improve efficiency
• Move responsibilities (internally / externally)

‘As-Is’ customer need 
(perceived equitable 
value for money 
definition)

‘As-Is’ Service capacity 
(existing resources, 
skills, budgets, 
processes, etc)

‘To-Be’ Customer need

‘To-Be’ Service capacity
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Fig. 8A – Where a Service Level Agreement (SLA) is used, the service gap can be closed in one of two ways 
(at the discretion of the customer).  Alignment between service capacity and customer need will be measured 
by Key Performance Indicators.



Generic SLA Example: General LedgerGeneric SLA Example: General Ledger

Participants Supplier Constraints

Customer 
Obligations Review

Customer: Fund 
holders

Represented by: MSC
Service Provider: GL in 

Finance
Represented by: F Jaffer

• New fund might require a 
new FMC to be opened

• Volumes not always 
predictable

• No of staff available

• Completion of forms as per 
SAP R/3 guidelines

• Timeous submission

• SLA start date: 1 Jan 2001
• Review cycle: Quarterly report 

to FFOMs and FND managers
• Key measurements: 

– Master data: 1 day
– Single line journals: 2 days 

+ 99% accuracy
– Multiple: 3 days + 99% 

accuracy

Service KPI / 
Measurement

Customer 
Obligation

Supplier 
Constraint

Opening funds 1 day • Form 
completion

• New FMC for 
new fund

Closing funds 1 day • Form 
completion

• Volume 
predictability

• Staff 
availability

Processing 
single line 
journals

3 days + 90% 
accuracy

• Timeous 
submission

Processing 
multiple 
journals

Indicates players 
involved in SLA

Indicates 
customer 

obligations to 
ensure service 

delivery

Indicates constraints 
preventing optimal 

service delivery

Indicates review 
process and 

timing
Indicates how 

service performance 
is to be measured

Indicates 
specific 

constraints

Indicates 
specific 

obligationsOutlines all 
services 
presently 
offered

3 days + 90% 
accuracy

• Compilation 
of forms as 
per 
guidelines

Clearing 
advances

3 days + 90% 
accuracy

• Required 
authorisation 
forms 
completed

• Volume 
predictability

• Staff 
availability

• Volume 
predictability

• Staff 
availability

• Volume 
predictability

• Staff 
availability

Fig. 8B – A Service Level Agreement needs to cover certain generic areas including: the participants in the 
agreement, an agreed review process, services to which the agreement applies, how service provision will be 
measured, customer obligations and supplier constraints.



Management Services Committee
(acts as a mediator)
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Specific SLA 
could also be 

signed between 
service 

departments

Fig. 8C – The role of the Management Services Committee (MSC) is to ensure that SLAs are applied, 
performance is monitored, and remedial action is taken where necessary.  In most instances, SLAs are to be 
signed between a particular support department and a representative group of customers as agreed by the 
MSC.

SLA Customer SignatoriesSLA Customer Signatories


