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I. Overview

A. Goals and Objectives
This Service Level Agreement (SLA) serves as an agreement between the parties identified in Table C below to outline the roles and responsibilities of service providers in order to maintain an agreed upon acceptable level of service throughout the life cycle of system.  The goal of this document is to ultimately ensure a continuity of operations of the system, and identify the service level goals, operating practices, and reporting policies.

The intended audience for this document is represented in Table C below. 

B. System Description

C. Parties to the agreement  

	Organization
	POC Name
	Title
	Phone

	
	
	
	

	
	
	
	


D. Scope, Limitations, Terms and Review

E. Acronyms/Terms

	Acronym/Term
	Description

	
	

	
	

	
	


F. Point of Contacts

	Name
	Service Line
	Title
	Phone

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


G. Party Responsibilities

a. Customer 

b. Service Providers

II. Scope of Work

A. Services, Hardware, and Software Support Matrix

The following table identifies support activities by major actors. An “X” indicates that the identified actor has a role in the activity. If there is only one actor identified for a given support activity, then that actor has principal responsibility for that support activity. 

	 
	Service Providers

	 
	
	
	
	
	
	

	Function
	
	
	
	
	
	 

	
	
	
	
	
	
	 

	
	
	
	
	
	
	 

	

	
	
	
	
	
	
	

	
	
	
	
	
	
	 

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


B. Hours of Operations & Support Contact Information 

	Hours of Operations

	Service Provider
	Hours
	Off-Hour Procedure
	Contact Information

	
	
	
	

	
	
	
	

	
	
	
	


C. Priority Levels with Service Level Goals & Reporting

	 
	Targets

	 
	 
	Normal Hours
	After Hours

	Priority Level
	Service Provider
	Call Response

	Urgent/

Critical
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	High
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	 
	
	
	

	Medium
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	 
	
	
	

	Low
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Priority Level Description

	Priority Level
	Description

	Urgent/Critical
	Patient care is jeopardized or facility mission and/or operations are severely impaired.  The problem has severe impact on critical business function(s) or halts work of multiple users. Production system is non-operational.

	High
	Problem is adversely affecting the production system.  Minimal impacts on patient care, facility mission or operations, but need a timely resolution.  The impacted environment continues to function, but at a degraded level.

	Medium
	Problem where time is not critical and the production system continues to operate effectively. No adverse impact on patient safety or facility mission or operations.  The incident may involve an enhancement of performance or operation.

	Low
	No adverse impact on patient safety or production system.


D. System Performance




The following performance metrics will apply to circumstances under 



  control of the Service Provider.

i. Systems Availability

a. Performance Guarantee

b. Evidence of Performance

ii. Systems Processing Rates 

a. Performance Guarantee

The target processing rates for deployed initial components are listed below: 

	System Component
	Event
	Minimum Performance Rate
	Discussion

	
	
	
	

	
	
	
	


b. Evidence of Performance

i. Systems Responsiveness 

c. Performance Guarantee


Systems responsiveness thresholds are defined below::
	System Component
	Dimension
	Threshold
	Load
	Discussion

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


d. Evidence of Performance


    Measurements for systems responsiveness are defined below: 
	System Component
	Dimension
	Measurement

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


E. Corrective Action

F. Management Escalations

	
	
	
	Reporting
	

	Activity
	Coverage
	Responsible Party
	Recurrence
	Frequency
	Documentation
	Service Level
	Performance Metrics

	Systems Operations

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	N/A
	N/A
	N/A

	
	
	
	
	
	Message pattern
	N/A
	N/A

	
	
	
	
	
	Call Management Report
	95% Auto-detected
	Trouble ticket open

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


G. System Service Level Metrics and Reporting

	
	Reporting
	

	Activity
	Coverage
	Responsible Party
	Recurrence
	Frequency
	Documentation
	Service Level
	Performance

Metrics

	Configuration Management

	
	
	
	
	
	Configuration management documents
	N/A
	N/A

	
	
	
	
	
	Change management forms and applicable project plans  
	N/A
	N/A

	
	
	
	
	
	
	
	95% of alerts investigated

	
	
	
	
	
	
	N/A
	N/A

	
	
	
	
	
	Call Management Report
	N/A
	N/A

	
	
	
	
	
	
	
	


H. Incident and Problem Management

I. System Outage, Failure and Recovery

J. Call Flow Process

K. Notifications and Escalation Process 

III. Conflict Resolution

IV. Change and Release Management

See Change Management, Release Management, and Configuration Management Plans.
V. Signatures
	Organization
	Title
	Name
	Signature

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


VI. Appendix A

A. System Components Description

B. Prerequisites and Dependencies

VII. Template Revision History

	Date
	Version
	Description
	Author

	October 2010
	1.0
	Final tech format
	Process Management
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