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A Study of SLA’s Maturity Level on Performance

Kichan Nam* - Juhee Kim™

Abstract

IT outsourcing becomes one of the important skilis for managing diverse and complex information
systems, SLA is considered as an one of the success factors for the successful outsourcing management.
Since it helps to establish common goal and provides better visibility of trends and performance, the
SLA process must go beyond mere measurement to include a methodology for the ongoing management
of service levels, and for the continuous improvement of service activities, functions and processes.
Despite SLA is one of the most important skills for the successful outsourcing, few studies have been
conducted for academic as well as practical purpose. For this reason, The objective of this study is to
develop an SLA's maturity model and empirically demonstrate how SLA'S maturity level affects its
performance through SLA’s maturity model.

The major contributions of this study are in two areas. This study contributes to academicians as
well as practitioners. First, from the academic perspectives this study tries investigating the maturity
fevel of the SLA based on empirical data. Second, practitioners can self-test their firms™ maturity level
using the proposed model.

The results of this study show that the SLA's maturity level affected positively SLA'S performance.
It is founded that the SLA’s maturity level had a significant impact on SLA's performance,
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