
DOCUMENTATION – Service Level Agreement review (distribution)

Run prior day’s 
SLA data extract 

routine

Upload to SLA 
reporting model / 

scorecard

Check for data 
errors

Correct errors in core 
database & re-run 

download if appropriate

Review KPI reports – Traffic 
Lights, Exceptions, Contract 

Summaries, Root cause 
summaries, Depot Summaries

Conduct daily SLA 
conference call – agree 
Action Plan / Deadlines / 

Delegate Tasks 

Feedback daily report 
summary to depot staff & 
amend standard operating 
procedures as appropriate

Potential Process Re-engineering aspects

1

1

- explore possibility to create programming script to 
dump prior day’s SLA data as timed, automated event
- define standard data error conditions; auto-
interrogation of data and cleansing before data dump to 
ensure # data errors remaining are minimal

1

2 - ensure formal minutes are produced & circulated

1

1
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