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Why This Matters

SLAs turn expectations into enforceable operational outcomes.



What’s Broken Today
Most SLAs fail to create real accountability.
CAD, NG9-1-1, and radio systems are mission-critical, multi-vendor environments. When accountability is weak, failures last longer, costs rise, 
and trust erodes.

• Vague language replaces measurable commitments

• Uptime and response metrics are undefined or unenforceable

• Verification is manual, inconsistent, or absent

• Penalties are rare, discretionary, or waived

• Vendor templates drive the contract, not operations

The Result:
Extended outages without recourse
Missed milestones and delayed go-lives
Finger-pointing in multi-vendor 
environments
Operational and reputational risk

Weak SLAs protect vendors, not operations.



The Cost of a Weak SLA
Weak SLAs create compounding operational and financial costs.

Extended outages without contractual remedies

Delayed go-lives and missed regulatory milestones

Staff overtime and manual workarounds

Escalation fatigue for leadership and vendors

Increased risk exposure without compensation Who Pays the Price:
Call takers and dispatchers
IT and technical staff
Agency leadership
The public and responders

Weak SLAs shift cost and risk from vendors to public safety agencies.



What separates enforceable accountability from contract language

DEFINED 
METRICS

Uptime 
percentage
MTTR by 
severity
Call handling 
availability

VERIFICATION
System logs
Dashboards
Independent 
monitoring

PENALTIES & 
CREDITS

Automatic 
application
Financial or 
service-
based
No discretion

REVIEW CYCLE
Quarterly 
reviews
Corrective 
action plans
Executive 
visibility

TERMINATION 
TRIGGERS

Repeated 
failures 
defined
Rolling 
periods
Material 
breach

If any element is missing, the SLA is informational, not enforceable.



Real-World Example: CAD Deployment
Accountability was enforced through contract design.

Regional CAD contract required 99.999% system availability

Reliability testing periods replaced one-time functional acceptance

Service credits applied automatically for missed benchmarks

Milestone payments tied directly to verified performance
Observed Outcomes:

Fewer repeat Priority 1 incidents
Improved vendor response times
Clear ownership across vendors
Reduced escalation to executive leadership

When payment and acceptance depend on performance, behavior changes.



Writing Enforceable SLAs
Enforceability is created by precision and verification.

Use measurable terms only and define how each metric is calculated

Specify clock start and stop rules for response and restoration

Tie milestone payments to verified performance, not installation

Require incident reporting, escalation, and root cause analysis

Define service credits that apply automatically by severity
Checklist Test:

Is performance objectively measurable?
Can compliance be independently verified?
Do remedies apply without discretion?
Is chronic failure clearly defined?

If performance cannot be measured and verified, it cannot be enforced.



Common Pitfalls
Where otherwise good contracts fail.

Accepting vendor boilerplate without modification

Using vague terms like 'reasonable efforts' or 'industry standard'

Confusing warranties with ongoing service level obligations

Leaving cybersecurity and incident response out of scope

Failing to define shared-responsibility models across vendors
Warning Signs:

Manual enforcement required
No objective reporting
Credits waived or renegotiated
Chronic issues normalized

If enforcement depends on negotiation, the SLA is already broken.





The SLA Enforcement Chain



Aligning SLAs with NG9-1-1 and CJIS
Modern public safety systems require compliance-driven SLAs.

Include CJIS uptime, availability, and audit support requirements

Define response and restoration times for cybersecurity incidents

Address cloud hosting, data residency, and access controls

Align SLA metrics with NENA i3 functional elements

Account for multi-agency and shared ESInet responsibility models Compliance Lens:
Availability and auditability are mandatory
Security incidents require defined SLA clocks
Compliance does not replace enforceability
SLAs must survive audits and incidents

Compliance requirements strengthen SLAs only when they are measurable and enforceable.



Enforcement Strategies
Effective enforcement is structured, automatic, and visible.

Milestone-based payments tied to verified performance

Hold final acceptance until reliability periods are satisfied

Quarterly performance reviews with documented corrective actions

Defined escalation paths with time-based triggers

Transparent dashboards shared with PSAP leadership

Governance Focus:
Enforcement occurs without negotiation
Escalation is predictable and documented
Leadership visibility drives accountability
Performance history informs renewals

Enforcement works best when it is automatic, consistent, and transparent.



Negotiation Tactics
Accountability is negotiated up front or lost later.

Start from your own SLA draft, not the vendor’s template

Benchmark against peer public safety contracts

Define SLA expectations explicitly in the RFP

Negotiate service credits before system acceptance

Tie renewals and extensions to performance history

Leverage Lens:
Leverage is highest before award
Post-go-live renegotiation rarely succeeds
Performance data strengthens future 
negotiations
Consistency across procurements matters

Strong negotiation sets the conditions for long-term accountability.



Case Study Snapshot: SLA Enforcement in Practice

Operational Enforcement
Priority 1–4 incidents with defined response and 
restoration targets
MTTR clocks with explicit start and stop rules
Automatic escalation at 50%, 75%, and 100% thresholds
30/60/90-day post-upgrade reliability periods

Credits, Breach, and Governance
Automatic service credits tied to monthly recurring 
charges
Chronic failure defined over rolling performance 
periods
Formal root cause analysis with corrective actions 
required
Monthly scorecards and quarterly executive service 
reviews

Well-written SLAs translate operational failures into measurable, enforceable consequences.



Tools You Can Use
Practical tools to move from theory to enforcement.

SLA metric and enforcement checklist

Model SLA clauses for uptime, MTTR, and escalation

Vendor performance scorecard templates

Quarterly SLA review and corrective action worksheet

Reliability period acceptance criteria templates

Practical tools to move from 
theory to enforcement.

SLA metric and enforcement checklist
Model SLA clauses for uptime, MTTR, and 
escalation
Vendor performance scorecard templates
Quarterly SLA review and corrective 
action worksheet
Reliability period acceptance criteria 
templates

Tools only matter when they are embedded, used, and enforced.



Key Takeaways
Strong SLAs protect operations, not vendors

Accountability must be defined, measured, and enforced

Performance verification is as important as performance targets

Payments and acceptance should depend on outcomes

Transparency and governance drive long-term reliability

Remember:
If expectations are not enforceable, 
they are optional.

Accountability protects public safety operations and public trust.





Technology fails —
Accountability shouldn’t
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