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Abstract 

This document provides a template for a Service Level Agreement that EGI.eu would expect a 
Technology Provider to use to define the services it would offer to EGI.eu. If a technology provider 
has developed its own Service Level Agreement, it is expected to at least cover all of the areas 
identified in this template. The first part of the document provides a cursory overview and project 
document anchor. The second part of the document is the SLA template itself that, for easy access 
and adaptation, is contained in a separate document in DocDB. 
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I. COPYRIGHT NOTICE 

Copyright © Members of the EGI-InSPIRE Collaboration, 2010. See www.egi.eu for details of the EGI-
InSPIRE project and the collaboration. EGI-InSPIRE (“European Grid Initiative: Integrated Sustainable 
Pan-European Infrastructure for Researchers in Europe”) is a project co-funded by the European 
Commission as an Integrated Infrastructure Initiative within the 7th Framework Programme. EGI-
InSPIRE began in May 2010 and will run for 4 years. This work is licensed under the Creative 
Commons Attribution-Noncommercial 3.0 License. To view a copy of this license, visit 
http://creativecommons.org/licenses/by-nc/3.0/ or send a letter to Creative Commons, 171 Second 
Street, Suite 300, San Francisco, California, 94105, and USA. The work must be attributed by 
attaching the following reference to the copied elements: “Copyright © Members of the EGI-InSPIRE 
Collaboration, 2010. See www.egi.eu for details of the EGI-InSPIRE project and the collaboration”.  
Using this document in a way and/or for purposes not foreseen in the license, requires the prior 
written permission of the copyright holders. The information contained in this document represents 
the views of the copyright holders as of the date such views are published.  
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 Name Partner/Act
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Date 
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Moderator: Sergio Andreozzi 

Reviewers: Rafal Lichwala  

EGI.eu 

IGE 
18/11/2010 

Approved by AMB & PMB  24/11/2010 

III. DOCUMENT LOG 

Issue Date Comment Author/Partner 

1 10 September 2010 First draft Michel Drescher/EGI.eu 
2 12 October 2010 Fifth draft Michel Drescher/EGI.eu 

3 21 October 2010 Eighth draft 
Michel Drescher/Steven 
Newhouse/EGI.eu 

4 3 November 2010 Ninth draft Michel Drescher/EGI.eu 
5 5 November 2010 Eleventh draft Michel Drescher/EGI.eu 

IV. APPLICATION AREA  

This document is a formal deliverable for the European Commission, applicable to all members of the 
EGI-InSPIRE project, beneficiaries and Joint Research Unit members, as well as its collaborating 
projects. 

V. DOCUMENT AMENDMENT PROCEDURE 

Amendments, comments and suggestions should be sent to the authors. The procedures 
documented in the EGI-InSPIRE “Document Management Procedure” will be followed: 
https://wiki.egi.eu/wiki/Procedures 

VI. TERMINOLOGY 

A complete project glossary is provided at the following page: http://www.egi.eu/about/glossary/.  

https://wiki.egi.eu/wiki/Procedures
http://www.egi.eu/about/glossary/
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VII. PROJECT SUMMARY  

 

To support science and innovation, a lasting operational model for e-Science is needed − both for 
coordinating the infrastructure and for delivering integrated services that cross national borders.  

 

The EGI-InSPIRE project will support the transition from a project-based system to a sustainable pan-
European e-Infrastructure, by supporting ‘grids’ of high-performance computing (HPC) and high-
throughput computing (HTC) resources. EGI-InSPIRE will also be ideally placed to integrate new 
Distributed Computing Infrastructures (DCIs) such as clouds, supercomputing networks and desktop 
grids, to benefit user communities within the European Research Area.  

 

EGI-InSPIRE will collect user requirements and provide support for the current and potential new 
user communities, for example within the ESFRI projects. Additional support will also be given to the 
current heavy users of the infrastructure, such as high energy physics, computational chemistry and 
life sciences, as they move their critical services and tools from a centralised support model to one 
driven by their own individual communities. 

 

The objectives of the project are: 

 

1. The continued operation and expansion of today’s production infrastructure by transitioning 
to a governance model and operational infrastructure that can be increasingly sustained 
outside of specific project funding. 

2. The continued support of researchers within Europe and their international collaborators 
that are using the current production infrastructure. 

3. The support for current heavy users of the infrastructure in earth science, astronomy and 
astrophysics, fusion, computational chemistry and materials science technology, life sciences 
and high energy physics as they move to sustainable support models for their own 
communities. 

4. Interfaces that expand access to new user communities including new potential heavy users 
of the infrastructure from the ESFRI projects. 

5. Mechanisms to integrate existing infrastructure providers in Europe and around the world 
into the production infrastructure, so as to provide transparent access to all authorised 
users. 

6. Establish processes and procedures to allow the integration of new DCI technologies (e.g. 
clouds, volunteer desktop grids) and heterogeneous resources (e.g. HTC and HPC) into a 
seamless production infrastructure as they mature and demonstrate value to the EGI 
community. 

 

The EGI community is a federation of independent national and community resource providers, 
whose resources support specific research communities and international collaborators both within 
Europe and worldwide. EGI.eu, coordinator of EGI-InSPIRE, brings together partner institutions 
established within the community to provide a set of essential human and technical services that 
enable secure integrated access to distributed resources on behalf of the community.  
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The production infrastructure supports Virtual Research Communities (VRCs) − structured 
international user communities − that are grouped into specific research domains. VRCs are formally 
represented within EGI at both a technical and strategic level.  

 

VIII. EXECUTIVE SUMMARY 

This document provides a template for a Service Level Agreement that EGI.eu may wish to enter with 
a Technology Provider wishing to contribute one or more software packages for deployment into 
EGI’s federated production infrastructure. It can either be used directly by a Technology Provider if 
they have no Service Level Agreement of their own, or if they do as a checklist to ensure that they 
have minimally covered all of the areas seen to be important to EGI.eu. 

 

The document is divided into two parts. A short introductory part describes the purpose of this 
document, the SLA template, and how to generate an actual SLA from this Milestone document. The 
second part is entirely formed by the SLA template itself.  

 

This document does not provide guidance on how to negotiate the SLA with a Technology Provider. 
Neither does it give advice on the respective objective targets, or which sections of the template may 
be subject to negotiation with the pertinent Technology Provider. These issues must be resolved 
based on the situation of the EGI-InSPIRE project, its needs and general technical and political 
background of the negotiation. 
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1 INTRODUCTION 
In order to rollout and maintain a production infrastructure, EGI needs reliable technology partners 
that provide production quality software components for EGI’s goal of a European Grid 
Infrastructure. However, EGI itself does not provide the software. Rather, Technology Providers 
develop and maintain software that may run on computing and storage resources federated by EGI. 

 

This document serves two main purposes. The first, obvious purpose is to serve a template for a 
Service Level Agreement with any given Technology Provider that is interested in providing their 
implementation of one or more UMD Capabilities to the European Grid Infrastructure. The 
template’s aim is to provide a blueprint for Technology Providers to develop their own SLA document 
for negotiation with EGI.eu. Technology Providers that already have SLA documents may use the 
template according to its second purpose, i.e. as a checklist whether their own SLA proposal matches 
or includes the minimum baseline of services that EGI.eu expects from any Technology Provider 
interested in providing software to the European Grid Infrastructure. 

 

Although it is expected that the exact wording of SLAs may differ greatly, the common baseline 
provided by all Technology Providers will vary only in non-critical aspects across the agreed services 
so that a common level of quality and reliability between the Technology Providers is maintained. 
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2 SERVICE LEVEL AGREEMENT TEMPLATE 
 

To facilitate easy production of Service Level Agreements, the template is provided in a separate 
document in EGI.eu’s Document database: 

 

https://documents.egi.eu/document/241 

 

The template is partially completed using custom MS Word document properties. Open the 
Document Properties menu, and give meaningful values for any of the custom document properties 
that begin with “TP_”. 

Force an update of all fields in the document, using common MS Word keyboard shortcuts (varies by 
platform). 

Any remaining text that is marked in yellow must be filled in manually in negotiation with the 
pertinent Technology Provider. 
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