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SLA
Most of the activities in all businesses and the public sector are today depending of 
well functioning IT Services. Any disruption in the IT operation can cause serious 
and even severe restrictions in operations. This means that IT operations are under 
strong pressure to ensure that demanded IT services will be delivered to the users 
/ customers. In the light of today’s complex and dynamic system in all activities, it is 
a tough challenge to achieve the high level of service the users / customers expect. 
With the SLA the IT support can perform the full range of SLA processes, from de-
fining different SLA’s and check if they have been met, to collect and analyze per-
formance data, pinpoint problem areas and continuously improving offered service. 
When the SLA is installed and configured, it is also possible to carry out proactive 
measures in real time to ensure that it meets or exceeds the expected service. IT 
Support can then keep the service level that requires, and continuously improving 
service quality. 

SLA is an aid to support activities that want to ensure the quality of its service, or have specific 
commitments for the service to the clients and how it should be ensured. The module makes it 
possible to set up and operate according to detailed service agreements where the service de-
scribes the commitments to be met. These agreements contains of specifications like service levels, 
response times, equipment, price and information flow. All information is presented in a simple 
manner and help the HelpDesk support staff in their daily work. The SLA module can also provide 
managers with comprehensive reports showing the quality of service and support given. 

Escalation 
An important part of the SLA is to enter service codes for the various services. This is a feature 
that improves the handling of the escalation in NilexPlus. A service code can describe specific 
requirements for support, for example, that a task should be completed within a certain number 
of hours. Service code includes a number of levels that change over the time. Each level has a 
color code, which clearly will be presented in the case list. For each service code it’s possible to 
specify how the communication should be handled and which persons should receive e-mail mes-
sages. These features are useful for ensuring that the case is handled fairly and in accordance with 
agreements. 

Connections 
With the help of  connections SLA can  automatically be set depending on how the cases are filled 
in. That makes it easier for the case handlers and ensure that the correct SLA is elected. 

Important Inventories 
In Nilex Inventory you can enter and save the groups of inventories. These can then be linked to 
services. If a service includes operation and maintenance of a server park, create a inventory group 
of important inventories containing servers, routers and switches and link them to the service. The 
technician will then receive a good basis for the equipment involved and how quickly it should be 
fixed. 

Suppliers Agreement
The SLA module allows that the service agreement can be put on both suppliers and customers. 
By defining the agreement on suppliers the case handler get a clear picture of which supplier who 
are responsible for the equipment and which possible commitment they have. 

Reports 
With the SLA module it’s possible to generate reports presenting statistics on a variety of areas: 
how well final times to the customers have been reached, how important inventories have been 
handled as for instance, how long have certain inventories not been in operation etc.

With SLA the following advantages can be achieved: 
- More satisfied customers. 
- Lower total cost 
- Easier to customize the  service to customer expectations 
- Improved communication between the IT department with third-party provider


