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SLA Design Principles
- Define response and resolution windows by product category and priority.

- Map ticket priority to engineer skill sets and regional capacity.
- Track first-response, on-site arrival and job completion separately.

Sample SLA Matrix
- P1 Critical - 2 hr response, 8 hr resolution (medical / industrial)

- P2 High - 4 hr response, 24 hr resolution (consumer electronics)
- P3 Standard - 8 hr response, 48 hr resolution (appliances / IT hardware)

- P4 Low - 24 hr response, 72 hr resolution (non-urgent requests)

Penalty & Reporting
- Automated breach alerts when SLA thresholds are crossed.

- Executive dashboards for TAT compliance by brand, region and service centre.
- Monthly SLA scorecards exportable from the CRM reporting module.
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