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UC Berkeley IT Environment 
•  Many IT organizations on campus: IST, CSS IT, SAIT, ETS, Library, 

Business School, Law School, College of Engineering, etc.
•  Campus wide 245 IT services

–  Of which16 services are provided by ETS
•  No agreement on campus wide SLA framework
•  Campus wide IT Service Management efforts: OneIT + ServiceNow 

adoption
–  Incident Management
–  IT Service Catalog
–  Knowledge Base



What do you mean by SLA? 



What do you mean by SLA? 
Client experience 

•  Most clients do not know what is an SLA
•  Clients do not know what to expect when they engage 

services
•  SLAs are not transparent to clients
•  Not every service has an SLA 
•  SLA need to be measureable



Why a client friendly SLA? 

To become our client’s preferred educational 
technology services provider

by 

Setting clear expectations regarding services provided 
to both service provider and clients



The client friendly SLA 
Publish a client facing fact sheet (known as Service at a 

Glance) for each of the 16 services Educational 
Technology Services (ETS) provide to the campus 

community.

Service at a Glance (SaaG) provides information to 
clients about what they can expect when interacting 

with ETS services in a consistent and easy to 
understand format.



Creating “Service At a Glance” 

•  Gather current SLA information from each of the 
16 ETS  Services

•  Standardize SLA content
•  Design format for webpage
•  Document framework



Standardize SLA content 



Setting Expectations: 
Clients and Service Provider 



Service at 
a Glance 



Lets Discuss Further! 

P.S. you can reach me at jlocanas@berkeley.edu


