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Key benefits
• Improve IT service alignment with business objectives.

• Gain better measurements for prioritizing service tasks.

• Align your IT department with service delivery goals.

• Enable cost-based service delivery pricing.

The service level management challenge
With continuing demand to improve customer
satisfaction and deliver quality service, top executives
are paying close attention to operational costs and the
processes needed to meet service level agreements
(SLAs). In fact, 64% of executives say managing SLAs
is a top priority, but managing complex agreements
can be a daunting task. Organizations are challenged
to find the right balance of resources, business
objectives and cost. When agreements are not met,
organizations are at risk of being penalized or
charged back for the services they did not deliver.

HP Service Level Management helps organizations meet
these challenges by automating processes, controlling
costs and enforcing standards for delivering quality
service. With Service Level Management, IT can begin
to better understand and control the level of service and
support its customers expect. Organizational resilience—
the ability to proactively alert IT before an agreement
is breached—is the sign of a mature organization. 
HP Service Level Management is designed to help
organizations reach this level of maturity.

HP Service Manager Service Level
Management module helps keep your IT
services aligned with business needs. It 
makes it easy to develop standardized 
service level objectives for calls, incidents,
problems and changes and to construct
appropriate service level agreements.



Product overview
The HP Service Manager Service Level Management
module enables the negotiation of acceptable service
support response times and service availability
requirements. The HP Service Level Management
process starts with a focus on high level business
services provided by IT, and it extends the focus down
to specific operating process tasks and the individual
hardware and software components that make up a
service. HP Service Level Management’s powerful
workflow capabilities allow information to be extended
across the enterprise for effective decision making. HP
Service Level Management considers service entitlements,
underpinning contracts, lease information and
priorities relative to other service requirements.

SLAs define two major facets of service: the
availability of a specific resource within an allotted
time frame and performance guarantees for service
response times.

With HP Service Level Management, your 
organization can:

• Measure better the relationship between the service
desk and the customer.

• Determine how to continue to meet agreements as
well as gradually improve services.

• Identify proactively acceptable tradeoffs between
service levels and the cost of delivering services.

• Leverage repeated processes.

• Help improve customer satisfaction by achieving
mutually agreed-upon support levels.

• Align better IT to business needs.

• Build processes based on the industry-standard ITIL
framework.

Response time objectives can be driven by any 
number of conditions, such as priority, affected 
service and location.

Powerful features
Service Catalog driven agreements
HP Service Manger Service Level Management is
tightly integrated with the HP Service Manager Service
Catalog module. Service Level Agreements can be
designed to govern specific services provided by IT.
Service delivery objectives drive and measure the
process of providing new services to IT customers.
Service support objectives express the response time and
availability expectations around specific high level
services. Through the process of outage spreading,
availability requirements for high-level services take into
account issues taking place in supporting infrastructure.

Availability guarantees
Following IT Infrastructure Library (ITIL) best practices,
HP Service Manager Service Level Management links
information to availability management and confirms
that mission-critical systems are identified and
monitored. As a result, incidents can be prioritized
appropriately, and the right resources assigned. The
out-of-the-box, predefined workflows alert the relevant
stakeholders—all without interruption to the business.
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HP Service Manager Service Level
Management links information to
availability management and
confirms that mission-critical systems
are identified and monitored.



Expanded response time objectives
Response time objectives can be driven by any number
of conditions, such as priority, affected service and
location. Users can specify the agreed-upon response
times for the different IT teams responsible for
providing IT services, making it possible to manage
SLAs through different service organizations, including
third-party service providers and vendors. Flexible time
zone configuration allows you to calculate deadlines
and meet objectives across global operations.

SLA performance monitoring
Collect, store and collate data to measure SLA
performance and health in real time, providing
management with the tools needed to confirm the
proper prioritization of incidents and the overall 
quality of service.

End-user entitlement tracking
Determine which end users can obtain service, the
level of service to which they are entitled and that the
delivery of services meets their specified requirements.
Entitlement tracking promotes the proper setting of 
end-user expectations and allows for demand
planning, giving organizations the ability to better
utilize staff resources.

Immediate breach identification
HP Service Level Management reports against multiple
SLAs, allowing only the strictest agreement to drive
workflow processes. Powerful product workflows
provide process control and help prevent 
unwarranted breaching of agreements.

Expanded process integration
Following the ITIL best practice, HP Service Level
Management has important linkages with other HP
Service Manager software capabilities, such as service
management, incident management, problem
management, change management and service request
catalog. These linkages facilitate better visibility into
the delivery of service across the enterprise.

Service-level objective catalog
Organizations can define a common catalog of
objectives that confirms that all SLAs are based on
standard objectives. The catalog serves as the single
source for ordering and establishing available services
and provides a meaningful communication vehicle for
the IT organization and its customers. Objectives are
added by choosing from the service objective catalog
and also can be custom created for each SLA.

Management reports
Robust reporting capabilities provide mission-critical
feedback to the IT service management organization in
the form of service metrics relevant to each business units.
Management can begin disseminating this information
so that strategic decisions can be made regarding the
best use of IT resources and tools as well as how to
prioritize the services needed to support the business.
This helps better align IT with the business by identifying
and properly sustaining mission-critical services.
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HP Service Level Management has 
important linkages with other 
HP Service Manager software 
capabilities, such as service 
management, incident management,
problem management, change 
management and service 
request catalog.



A complete solution
Comprehensive training
HP provides a comprehensive curriculum of HP
Software and IT Service Management courses. These
offerings provide the training you need to realize the
full potential of your HP solutions, increase your
network optimization and responsiveness, and achieve
better return on your IT investments.

With more than 30 years experience meeting complex
education challenges worldwide, HP knows training.
This experience, coupled with unique insights into HP
Software products, positions HP to deliver the optimum
training experience. For more information about these
and other educational courses, visit
www.hp.com/learn

The smartest way to invest in IT
HP Financial Services provides innovative financing
and financial asset management programs to help you
cost-effectively acquire, manage and ultimately retire
your HP solutions. For more information on these
services, contact your HP sales representative or visit:
www.hp.com/go/hpfinancialservice

Ordering information
For ordering information for HP Service Manager 
Service Level Management module software, contact
your HP Software sales representative.

Contact information
To find an HP Software sales office or reseller near
you, visit: www.managementsoftware.hp.com/buy
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Get the most from your software investment
HP provides high-quality software services that address all aspects 
of your software application life-cycle needs. With HP, you have
access to standards-based, modular, multi-platform software coupled
with global services and support. The wide range of HP service
offerings—from online self-solve support to proactive mission-critical
services—enables you to choose the services that best match your
business needs.

For an overview of HP software services, visit:
www.managementsoftware.hp.com/service

To access technical interactive support, visit the Software Support
Online at: www.hp.com/managementsoftware/services

To learn more about HP Software Customer Connection, a 
one-stop information and learning portal for software products 
and services, visit: www.hp.com/go/swcustomerconnection

HP Services



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (None)
  /CalRGBProfile ()
  /CalCMYKProfile (Japan Standard v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 150
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 150
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 300
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f300130d330b830cd30b9658766f8306e8868793a304a3088307353705237306b90693057305f00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /FRA <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [300 300]
  /PageSize [612.000 792.000]
>> setpagedevice


