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Service Level Agreement (SLA) 
Reviewed and approved 20/03/2018 

 

Introduction 

This service level agreement (SLA) describes the level of service that [CLIENT] 
(‘the client’) will receive from MyMed Ltd trading as Q doctor (‘the supplier’). 

 

Purpose 

The client depends on IT equipment, software and services (together ‘the IT 
system’) that are provided, maintained and supported by the supplier.  Some 
of these items may be of critical importance to the business.  This service level 
agreement sets out what levels of availability and support the client is 
guaranteed to receive for specific parts of the IT system.   

This SLA forms an important part of the contract between the supplier and 
the client, enabling the two parties to work effectively together. 

 

Scope 

Parties and Terms 

The supplier MyMed Ltd, trading as Q doctor 
Willowbrook, Burbidge Close, 
Lytchett Matravers, Dorset BH16 6EG 
 
Primary Correspondence: South Bank Central, 1st floor, 30 
Stamford Street, London SE1 9PY 
 
Key contact: 
Dr Christopher Whittle 
+44 7704765536 
chris.whittle@qdoctor.io 

The client 
 
 
 
 

[CLIENT ORGANISATION AND ADDRESS] 
 
Billing contact name: [CONTACT] 
Key contact telephone: [TELEPHONE NO] 
Billing contact email: [EMAIL] 
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Minimal term 12 months 
Renewal Terms By mutual agreement 
Effective date [START DATE] 

 

 

Dates and Reviews 

The agreement for service provision begins on [START DATE] and will run for a period 
of 12 months.  This is subject to adjustment on mutual agreement between the two 
parties.  This may also be reviewed if there are any changes to the client’s IT system. 

 

Equipment, Services and Software covered 

This SLA only covers services and software listed on the table below. This list may be 
updated from time to time, with agreement from both the client and the supplier. 

Please note: 

The supplier guarantees response time for all items listed in this section 

The supplier guarantees uptime only for items with a ‘Yes’ in the Covered for uptime? 
Column. 

 

These items have been assigned a priority level, from 1 (most important) to 3 (least 
important). The priority levels help determine the guaranteed uptime and response 
time. 

 

Item Type Priority Covered for uptime? 
Administrator access 1 Yes 
Practice dashboard 1 Yes 
In-consultation safeguarding 1 Yes 
In-consultation guidelines 2 Yes 

 

 

Exclusions 

This SLA is written in a spirit of partnership. The supplier will always do everything 
possible to rectify every issue in a timely manner. However, there are a few 
exclusions.  

This SLA does not apply to:  
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 Any equipment, software, services or other parts of the IT system not listed 
above  

 Software, equipment or services not purchased via and managed by the 
supplier  

Additionally, this SLA does not apply when:  

 The problem has been caused by using equipment, software or service(s) in a 
way that is not recommended.   

 The client has made unauthorised changes to the configuration or set up of 
affected equipment, software or services.  

 The client has prevented the supplier from performing required maintenance 
and update tasks.   

 The issue has been caused by unsupported equipment, software or other 
services.  

This SLA does not apply in circumstances that could be reasonably said to be 
beyond the supplier’s control. For instance: floods, war and so on. This SLA also does 
not apply if the client is in breach of its contract with the supplier for any reason. 
Having said all that, MyMed Ltd (trading as Q doctor) aims to be helpful and 
accommodating at all times, and will do its absolute best to assist the client 
wherever possible. 

 

Responsibilities 

Supplier responsibilities  

The supplier will provide and maintain the IT system used by the client.  

Additionally, the supplier will:  

 Provide a high quality and secure platform for the purposes of online video 
consultation between clinician and patient. 

 Ensure relevant software and services are available to the client in line with 
the uptime levels listed below.  

 Respond to support requests within the timescales listed below.  
 Take steps to escalate and resolve issues in an appropriate, timely manner.  
 Maintain good communication with the client at all times. 

 

Client responsibilities  

The client will use the supplier-provided IT system as intended.  Additionally, the client 
will:  

 Notify the client of issues or problems in a timely manner.  
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 Provide the supplier with access to equipment, software and services for the 
purposes of maintenance, updates and fault prevention.  

 Notify their own medical indemnity provider of the use of this platform in 
clinical practice. 

 Ensure backup means of consulting with patients are possible in the case of 
loss of service, to meet its contractual obligations as a practice, e.g. the 
ability to telephone consult. 

 Abide by Information Governance policies within the clinical environment, in 
line with national information governance guidance and legislation. 

 Ensure that clinicians acting on the platform are doing so under regulatory 
guidance, working in a clinically safe manner, and not working on the 
platform where they do not feel adequately prepared to do so. 

 Ensure safeguarding concerns identified on the platform are followed up 
according to existing practice policy and procedure. 

 Be aware that no clinical responsibility is taken by the Supplier of the platform 
in the absence of provision of clinicians as a service, and that the platform is 
supplied as a separate product to the Q doctor CQC-regulated service. 

 Maintain good communication with the supplier at all times. 

 

Uptime 

In order to enable the client to do business effectively, the supplier will use 
commercially reasonable efforts to meet or exceed an uptime level of 99.95%. This is 
intended as a target objective, and as such failure to meet this level will not 
constitute a breach of Q doctor’s obligations nor entitle the Client to any service 
credit, damages or other remedy under this agreement. 

 

Measurement  

Uptime is measured using supplier’s automated systems, over each calendar month. 
It is calculated to the nearest minute, based on the number of minutes in the given 
month (for instance, a 31-day month contains 44,640 minutes).  

 

Target Response Time 

When the client raises a support issue with the supplier, the supplier promises to 
respond in a timely fashion.  

Response times  

The response time measures how long it takes the supplier to respond to a support 
request raised via the supplier’s point of contact; email (info@qdoctor.io) or 
telephone (+44 330 223 0349).  The supplier is deemed to have responded when it 
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has replied to the client’s initial request. This may be in the form of an email or 
telephone call, to either provide a solution or request further information. 
Guaranteed response times depend on the priority of the item(s) affected and the 
severity of the issue. They are shown in this table:  

 

Priority Level Response time 
1 15 minutes 
2 30 minutes 
3 60 minutes 

 

Response times are measured from the moment the client submits a support request 
via email or telephone. Response times apply during standard working hours (9am — 
5.30pm) only.  Q doctor will use commercially reasonable efforts to acknowledge 
receipt of a request for support within the time allotted (“Target Response Time”). A 
failure to respond to or fix bugs within the timeframes above will not constitute a 
breach of Q doctor’s obligations, nor entitle the Client to any service credit or 
damages or other remedy under this agreement. 

 

 

Commercials 

The supplier agrees to provide services for the agreed quotation [CLIENT QUOTATION 
REFERENCE]. 

 

Resolution times  

The supplier will always endeavour to resolve problems as swiftly as possible. It 
recognises that the client’s computer systems are key to its business and that any 
downtime can cost money.  

However, the supplier is unable to provide guaranteed resolution times. This is 
because the nature and causes of problems can vary enormously.   

For instance, it may be possible to resolve a fatal server issue in minutes, simply by 
restarting the server. But if a server fails due to disk error or a hardware fault (also 
classed as a fatal issue) it may take much longer to get back up and running.  

In all cases, the supplier will make its best efforts to resolve problems as quickly as 
possible. It will also provide frequent progress reports to the client.  
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Right of termination  

As per the renewal terms this contract will be subject to annual review for 
continuation by mutual agreement.  The client will provide 3 months written notice 
of their intention to terminate this SLA.  

 

 

 

Signatures  

This service level agreement is agreed as a contract between   
  and MyMed Ltd trading as Q doctor:  

  

Signed on behalf of the client:   

  

Name:  

Position:  

Date:  

  

Signed on behalf of the supplier:   

  

Name:  

Position:  

Date:  


