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Client 
Nexio, South Africa 

Industry 
MSP 

Business Challenge  

 A fast solution that is flexible 
enough to integrate with  
different monitoring and 
helpdesk systems (e.g. Solar-
winds / BMC Helix) 

 A robust & very reliable solution 
as backbone for support 

 A process that can be fully 
tracked and audited for ISO 
compliance 

Business Benefits 

 30 min per incident faster 
response time 

 Ability to trigger parallel  
processes to meet SLAs faster 

 Higher customer satisfaction 
 100% success rate in meeting 

SLA response time targets for 
Managed Services clients 

Learn More 
www.derdack.com  
 
Contact 
sales@derdack.com 
US: +1 202 4700885 
Europe: +49 331 29878-0 
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Background 
Nexio is a South Africa based Digital Ser-
vice Provider helping their clients to proac-
tively navigate, innovate and adapt to se-
cure relevance in an ever-changing market.  
They provide an innovative portfolio of 
end-to-end managed service solutions for 
greater control, security, agility, and visibil-
ity, and also operate a SOC.  

Situation 
Nexio has been using Derdack’s solutions 
for over 10 years. The initial need was to 
find a solution that represents a good 
combination of monitoring, alerting and 
ServiceDesk. They wanted to be able to 
see what is going on in a client’s environ-
ment as well as their own. The speed of 
detecting a problem, how quickly they can 
react to it and notify responsible support 
engineers, were crucial pain points that 
needed to be solved. Because needs and 
markets are ever-changing, any alerting 
solution had to be flexible and robust, al-
lowing Nexio to integrate with their differ-
ent monitoring and ServiceDesk platforms. 

Solution 
Nexio has been using Enterprise Alert® as 
a key component of their service offerings. 
Solarwinds serves as their monitoring solu-
tion and has it send all events to Enterprise 
Alert. From here alerts are filtered, adapted 

as needed (e.g. custom wording) and tar-
geted to different support groups (e.g. net-
working team / storage team / desktop 
team etc.).  

Notifications are sent to their service desk 
for calls to be logged in BMC Helix. This 
happens automatically based on keywords 
and client names, so, that the call gets 
logged into a specific support group and 
the support agents can pick it up.  

The automation of this process decreases 
Nexio’s response times by an average of 30 
minutes per incident as all of this happens 
in parallel and by the time the support en-
gineer gets off the phone, there already is 
a call reference number and the engineer 
is already in the car on the road to the cli-
ent to fix the problem.  

Benefits 
(1) Transparency and evidence on 

how long engineers take to re-
spond or take a call (for auditing, 
ISO compliance and to meet very 
strict SLAs) 

(2) Fast response times for engineers 
because of targeted alerts and 
parallel processes. 

(3) Future-proof solution that can in-
tegrate with any monitoring and 
service desk 

Nexio 

“As an IT Manager it is very important to me to service our customers to the best 
of our abilities. The new go-to-word is “ISO compliant” which means you need a 
process that is trackable and auditable. If an SLA is breached, you need to see 
where the delay is and have evidence of who or what has caused it.” 
Jean Muller, IT Manager at Nexio 

 

 

                   
               

                   
        

 

http://www.derdack.com/
mailto:sales@derdack.com
https://twitter.com/Derdack
http://www.linkedin.com/company/derdack-gmbh
http://www.youtube.com/user/DERDACK
https://www.derdack.com/news/
http://www.derdack.com/index.php?article_id=173&clang=0

	Background

