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Service Level Agreement
Standard framework for service delivery commitments between Haarty Hanks and its clients
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1. Agreement Overview
This Service Level Agreement (SLA) defines the standard of service that Haarty Hanks commits to providing to its clients. This document sets out the measurable service levels, responsibilities of both parties, escalation procedures and review processes that govern the service relationship.
This SLA should be read in conjunction with the relevant contract or statement of work agreed between Haarty Hanks and the client. In the event of any conflict between this SLA and the contract, the contract shall take precedence.
2. Parties
	Party
	Details

	Service Provider
	Haarty Hanks | www.haartyhanks.com

	Client
	[Client Name and Organisation to be inserted at point of agreement]

	Agreement Date
	[Date of agreement]

	Review Date
	[Date of scheduled review]

	Contract Reference
	[Reference number of associated contract]




3. Scope of Services
This SLA covers the services described in the associated statement of work or contract. The specific services, deliverables and any associated timelines will be agreed and documented separately for each client engagement.
Haarty Hanks will provide services in a professional manner, in accordance with relevant industry standards and all applicable laws and regulations.
4. Service Standards and Response Times
	Issue Category
	Target Response Time
	Target Resolution
	Priority

	Critical: Service fully unavailable or major failure
	1 hour
	4 hours
	P1

	High: Significant impact on service delivery
	2 hours
	8 hours
	P2

	Medium: Partial impact, workaround available
	4 hours
	2 business days
	P3

	Low: Minor issue, minimal impact
	1 business day
	5 business days
	P4

	General enquiry or enhancement request
	2 business days
	Agreed separately
	P5



5. Availability and Performance
1. Target service availability: 99.5% uptime during agreed service hours (excluding scheduled maintenance)
1. Scheduled maintenance will be communicated at least 48 hours in advance
1. Planned downtime will be scheduled outside of core business hours wherever possible
1. Performance metrics will be reported monthly and shared with the client
6. Client Responsibilities
In order for Haarty Hanks to meet the service levels set out in this agreement, the client agrees to:
1. Provide timely and accurate information required to deliver the service
1. Designate a named point of contact for service management
1. Report issues promptly using the agreed reporting channels
1. Respond to requests for information or decisions within agreed timescales
1. Inform ${COMPANY} of any changes to their requirements or circumstances in a timely manner
1. Participate in scheduled service reviews as agreed
7. Escalation Procedure
	Level
	Description
	Escalation Contact
	Timescale

	Level 1
	Initial contact and resolution attempt
	Account Manager
	Immediate

	Level 2
	Unresolved after initial response
	Senior Account Manager
	After 2 hours (P1/P2)

	Level 3
	Escalation to management
	Operations Director
	After 4 hours (P1)

	Level 4
	Board level escalation
	Managing Director
	After 8 hours (P1) or client request



8. Service Credits
Where Haarty Hanks fails to meet the agreed service levels for reasons within our reasonable control, the following service credit framework applies. Service credits represent a partial reduction in the fees payable for the affected period and are the client's sole remedy for service level failures unless otherwise agreed in the contract.
	Availability Level
	Monthly Uptime
	Service Credit

	Below SLA by up to 1%
	98.5% - 99.4%
	5% of monthly fee

	Below SLA by 1% to 3%
	96.5% - 98.4%
	10% of monthly fee

	Below SLA by more than 3%
	Below 96.5%
	15% of monthly fee



9. Reporting and Review
Haarty Hanks will provide monthly service reports covering performance against agreed service levels, incident summaries, and any planned activities for the forthcoming period. A formal service review meeting will be held quarterly, or more frequently by mutual agreement.
This SLA will be reviewed annually or following any significant change to the services, client requirements or business environment.

10. Limitations and Exclusions
The service levels set out in this agreement do not apply in the following circumstances:
1. Events outside ${COMPANY}'s reasonable control (force majeure), including natural disasters, acts of government, or third-party infrastructure failures
1. Scheduled maintenance communicated in advance
1. Failures caused by client actions, third-party software or systems not under our control
1. Periods during which the client has not fulfilled its obligations under this agreement
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