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SaaS SLA Review Checklist
Test whether service levels, measurements, exclusions, credits, support duties, and escalation rights fit the business need.
Working file · Updated 2026-08-29 · Editable for internal business use
How to use this file
☐ Use this file to decide whether the proposed service commitment is measurable and operationally useful.
☐ The expected coordinator is the service owner with procurement or legal support; obtain input from operations, IT, support, procurement, legal, finance, business continuity, and the vendor.
☐ Complete material answers from current documents, controlled tests, or accepted decisions.
☐ Mark unknowns openly, assign an owner and due date, and preserve the final accepted evidence.
Document control
	Decision or project
	
	Document owner
	

	Vendor or service
	
	Review date
	

	Decision deadline
	
	Final status
	


Decision record
	Field
	Response or decision
	Owner
	Evidence / date

	Service And Component In Scope
	
	
	

	Availability Or Response Target
	
	
	

	Measurement Period And Data Source
	
	
	

	Maintenance And Exclusion Rule
	
	
	

	Claim Process And Remedy
	
	
	

	Escalation, Chronic Failure, And Termination Right
	
	
	


Decision rules
☐ Map each target to a business consequence.
☐ Check whether measurements reflect the service components users need.
☐ Calculate the practical effect of every exclusion.
☐ Assign ownership for monitoring and submitting claims.
Failure checks
☐ Confirm the record avoids accepting an uptime percentage without a calculation method.
☐ Confirm the record avoids ignoring regional or component exclusions.
☐ Confirm the record avoids relying on credits that must be claimed quickly.
☐ Confirm the record avoids missing rights after repeated failure.
Approval and follow-up
	Decision
	

	Approver and role
	

	Accepted exceptions
	

	Required follow-up and owner
	

	Next review date
	


Authoritative references
NIST contingency planning guidance: https://csrc.nist.gov/publications/detail/sp/800-34/rev-1/final
CISA resilience resources: https://www.cisa.gov/topics/risk-management
Use boundary: This file organizes procurement evidence. It does not replace legal, accounting, security, privacy, tax, regulatory, or technical advice for the actual transaction.
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