
Managing IT Vendors & Service Contracts Effectively 

Part 1: Office Roleplay Dialogue 

Scenario: An IT Technician, Brian, is discussing IT vendor and service 
contract management with his colleague, Sophie, to ensure smooth 
operations and compliance with agreements. 

 

Sophie: Hey Brian, I just received a support request from one of our 
departments. They said our cloud service provider isn’t responding to 
their issue. 

Brian: Let’s check our SLA (Service Level Agreement) with them. The 
SLA outlines response times, service expectations, and penalties if 
they fail to meet their commitments. 

Sophie: Good idea. If they’re not responding within the agreed 
timeframe, what should we do? 

Brian: We follow the escalation process. Most SLAs define steps for 
escalating unresolved issues, starting with a support ticket, then 
contacting a manager, and finally, if necessary, negotiating 
compensation for service failures. 

Sophie: Got it. We also need to review our contracts for upcoming 
renewals. Do we handle that ourselves? 

Brian: It depends. For smaller purchases, we manage procurement 
internally—researching vendors, comparing prices, and finalizing 
contracts. But for larger projects, we sometimes rely on third-party 
vendors. 

Sophie: So, that’s where outsourcing comes in? 



Brian: Exactly. If we lack the in-house expertise or need extra support, 
we outsource services to external companies. This can reduce costs 
and improve efficiency. 

Sophie: That makes sense. I’ve also heard of MSPs (Managed 
Service Providers). How do they fit into our IT strategy? 

Brian: MSPs handle ongoing IT services, like network monitoring and 
cybersecurity, on a contract basis. Instead of managing everything 
ourselves, we pay them to handle specific IT functions. 

Sophie: That’s really useful. I’ll check our SLA, follow the escalation 
process if needed, and review upcoming contract renewals. 

Brian: Sounds like a plan! Let me know if you need help. 

 

Part 2: Comprehension Questions 

1. What is the purpose of an SLA (Service Level Agreement)? 
(A) To define the level of service expected from a vendor 
(B) To track employee attendance 
(C) To increase internet speed 
(D) To prevent employees from accessing external websites 

2. What does the escalation process help with? 
(A) Setting up new employee accounts 
(B) Resolving service issues when vendors do not meet their 
commitments  
(C) Organizing office meetings 
(D) Installing new software updates 



3. What is procurement in IT management? 
(A) A method for testing new software 
(B) A backup system for disaster recovery 
(C) The process of acquiring IT products and services  
(D) A strategy for encrypting company data 

4. What is an MSP (Managed Service Provider) responsible for? 
(A) Manufacturing computer hardware 
(B) Approving IT budgets 
(C) Training employees on customer service skills 
(D) Providing ongoing IT services on a contract basis  

 

Part 3: Key Vocabulary Definitions in Japanese 

1. SLA (Service Level Agreement) (サービスレベル契約) – ベンダ

ーが提供するサービスの品質や対応時間を定めた契約。 

2. Escalation Process (エスカレーションプロセス) – サービスの

問題が解決されない場合に、段階的に対応を強化する手順。 

3. Procurement (調達・購買管理) – IT製品やサービスを購入する

プロセス。 

4. Outsourcing (アウトソーシング) – 社内で対応できない業務を

外部の企業に委託すること。 



5. MSP (Managed Service Provider) (マネージドサービスプロバ

イダー) – 企業の IT管理を契約ベースで提供する外部サービス

会社。 

 

Part 4: Questions & Correct Answers 

1. What is the purpose of an SLA (Service Level Agreement)? 

     (A) To define the level of service expected from a vendor 

2. What does the escalation process help with? 

     (B) Resolving service issues when vendors do not meet their 
commitments 

3. What is procurement in IT management? 

     (C) The process of acquiring IT products and services 

4. What is an MSP (Managed Service Provider) responsible for? 

     (D) Providing ongoing IT services on a contract basis 

 


