Name of Practice


Service Level Agreements
Clinical Decision Support System (CDS) and Master Patient Index (MPI) System Integration

Date

Practice Logo/Brand

Practice Name
Practice Address
City, State Zip Code
Point of Contact
Phone
Fax
Email

Service Level Agreement
	This Service Level Agreement is a short form of the contract which has been already established. This SLA will document the monthly usage and status of the system. The SLA is used for each of the services that are provided.
	This will be shared between the department of Information Technology and the Hospital operations department 
	Date (Format: MM/YYYY)

	Contacts:
IT department _______________________
Operations dept _____________________

	Dates when effective (Format: MM/YYYY)

	Approvals:
IT department _______________________
Operations dept _____________________

	

	Services 
	
	
	Objective 
	Realtime
	Difference

	
	When available
	Mon – Fri 8am–5pm
	
	
	

	
	Form of response
	The response rate 
	
	
	

	
	The load of the work
	The weight of work done
	
	
	

	
	Accuracy
	The accuracy of completing the work
	
	
	

	
	The service batch
	The type of service done
	
	
	



The criteria for the SLA. 
1. The availability of the services is based on the system files which are open. 
2. If the service is missed, penalties should be applied as follows:
12 percent reduction in billing for a service that is missed by 2 percent. 
3. For the exceeded loads, the penalties which shall be applied include; 
In the billing, 10 percent shall be increased and for a missed service, there will be no penalty.
4. Reporting – data should be sent timely, each day at 8 am and the weekly reports should be prepared to help provide summary for weekly activities. 
5. Affected departments should negotiate changes to the SLA document
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