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SiteAudit Service Level               

Agreement (SLA) Tracking        In This Article: 
• Feature Overview 
• Configuration Steps 
• Thresholds & Notifications 
• Creating Reports 

 

SiteAudit v3.0 offers the capability to create a Service Level Agreement (SLA), assign it to 

one or more printers, and track the results in a new view called SLA Analysis.  SLA alert 

thresholds notify service providers and/or administrators when compliance targets are 

exceeded.  

Feature Overview  
The central purpose of creating Service Level Agreements is to define and measure service 

performance.  Performance is often measured in response time (hours and minutes to fix 

the problem) and uptime (percentage of the printer’s availability during the SLA coverage).    

 

SiteAudit v3.0 provides the following functionality: 

 

1- SLA Setup 

 

• Create an SLA calendar that specifies work hours, work days, time zone and holidays 

• Create and name SLA, apply a calendar and time period to SLA  

• Define the SLA by error description, severity level, and service training level 

• Assign or remove SLA(s) to one or more printers 

 

2- SLA Analysis view 

 

• View shows performance metrics, Uptime %, Downtime Hours, and In-Time Incidents  

• Group and filter metrics to view which printers achieve 95% Uptime & lowest Downtime 

• Create custom SLA reports or schedule the standard SLA report for review    

• View Response-time by incident in the Incident History view 

 

 

3- SLA Notifications 

• Setup an SLA threshold 

based on Uptime, 

Agreement Name or specific 

IP address 

 

• Configure a notification rule 

to alert when threshold has 

been met or exceeded 

 

• Alert service providers when 

respond-time falls below a 

certain time limit  
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SLA Configuration Steps  
Before creating an SLA, determine the conditions for which the SLA will be measured.  A 

good place to start is to review the Problem Analysis and/or Incident History views.  

Filtering on these views will help to identify service problems in the fleet.  For example, sort 

by Downtime in the Problem Analysis view and identify where downtime is the highest.  Go 

to the Incident History view to drill down to specific incidents that contribute to downtime.  

Filter on Critical incidents over 4 hours in duration as an example.  Lastly, identify what 

conditions are supported by the SLA.  Service providers can identify which incidents are 

supported, for example supplies and maintenance.   

 

Step 1: Configure Work Hours Calendar(s)   

 

Select the Setup > Work Hours Calendar menu item to open the Work Hours Calendars 

dialog 

 

Configure: 

• Calendar Name 

• Time Zone 

• Working Schedule 

• Holidays 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Click the Add button beneath the Work hours calendars form to create a new work 

calendar.  Specify a name for the calendar and choose the time zone associated with the 

Calendar.  Only one time zone can be associated with a calendar.  Multiple calendars can be 

created but the names must be unique.  In Step 2, Create the Service Level Agreement, the 

Calendar can be associated with a Service Level Agreement. 

 

Specify the work days, hours, and holidays from the Working Schedule. Typically the SLAs 

are valid during business hours but may extend to the weekend as well.  The SLA will not be 

in effect during holidays and time periods outside those specified in the Work Schedule.  

 

 

Step 2: Create the Service Level Agreement   
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Click the Setup > Service Level Agreement menu item to open the Service Level 

Agreement dialog 

 

Configure: 

• Agreement Name 

• Select Calendar 

• SLA Period 

• SLA Conditions 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Click the Add button to create a Service Level Agreement.  Multiple SLA(s) can be created 

but each must have a unique name.  Enter the SLA name in the Agreement Name column.  

Associate a Work Hours Calendar to the SLA by selecting a calendar from the Calendar 

Name column, then specify the start and end date when the SLA is in effect. 

 

Finally, define the conditions of the Agreement in the Alerts filter condition.  The filter 

conditions available include: 

 

• Alert Severity Level 

• Alert Training Level 

• Description 

 

The following example shows the conditions for critical toner and jam incidents:  
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Step 3: Assigning SLAs to Printers   

 

Once a Service Level Agreement has been created, it can be applied to one or more devices 

in two ways.  The first is to select one or more devices from a SiteAudit view and then 

choose the Setup > SLA Configuration… menu item.  Alternatively, one can select SLA 

Configuration… from the right-click context menu. 

 

Highlight one or more networked printers that will be assigned an SLA. 

 

 
 

Select the Setup > Service Level Configuration menu item to launch the SLA 

Configuration dialog  

 

 

Select the SLA to apply to the printers. 
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SLA Thresholds 
 

In SiteAudit v3.0, a Service Level Agreement threshold has been added to allow users to be 

notified when an SLA has exceeded the limit of its defined conditions. 

 

The conditions for an SLA threshold include: 

• Agreement Name 

• Printer Address 

• Up Time 
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SLA Notifications   
 
A notification can be generated when an SLA threshold condition is true.  Simply create a 

notification rule that uses a Description condition matching the description of the SLA 

threshold. 
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Creating Custom SLA Reports   
 

SLA reports help to show service level performance by identifying where better support and 

response time is needed. 

 

The following procedure explains how to customize SLA reports. 

  

• Open the SiteAudit viewer and select the SLA Analysis view 

• Select the Edit Filter button and filter the report as desired.  For example, the 

following filter will display all Ricoh printers that have an uptime that is less than 

95% 

 
• Once the view is configured as desired, select Print Preview… from the File menu 

• Customize the report as desired by adding a header, footer, and logos  

• Choose the report file format and export the report or email it to desired recipients 

 

 

The following is a sample SLA report 
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Scheduling SLA Reports   
 

An SLA report can be scheduled for periodic delivery to specified recipients and archived to 

a chosen location.  Use the SiteAudit Report Wizard to create the command required to 

generate, email, and archive the scheduled report. 

 

To schedule an SLA report, follow the procedure below. 

 

• Select Scheduled Reports > Report Wizard… from the Tools menu. 

• Choose the Service Level Agreement report and follow the remaining instructions in 

the wizard 

 

By default, scheduled reports are delivered as XML documents.  Sample XSL style sheets 

are included in the installation of SiteAudit that can be used to convert the XML document 

into an HTML document.  Users are free to create or modify the existing sample style sheet 

in order to display the report content as desired and to convert the XML document into a 

desirable format.  Note that it is not possible to generate Excel or PDF formats using style 

sheet conversions. 


