
LOGGING SLA FAULTS & ACTIONS ON IRIS 

This guidance has three sections: 

1. Logging a new fault call 
2. Logging a client interaction: 

a. Responding remotely 
b. Attending Site 
c. Logging a fix 

3. Closing the fault 

 

1. LOGGING A NEW INFRASTRUCTURE FAULT CALL 

Anyone who takes a call from a client to log a fault will need to know how to do the following. 

This applies to all staff. 

Open IRIS and select “CLIENTS” 

 

Click “faults” to access the faults view 

 

 

 

 



 

 

Click “New SLA Infrastructure Fault” 

 

 

 

This will now show a list of all clients with maintenance contracts. Highlight the relevant 

client and click “ok” 

 

 

 

You will now see the fault record. Note: this looks different to a normal “job” record you 

may be used to. 

This is because there are key questions to ask the client when they raise the fault. 

The new fault screen will appear as below. Please enter as much info as you can, especially 

where the red stars are: 

 

 

 

 



 

 

  

Please list “Lead Engineer” as the engineer who will be doing the initial response and the site 

visit. This will usually be the on-call engineer. 

Click “Save”. 

Once you have clicked save you will see the job number appear on the job record. 

If you are not the on call engineer you must create an action for them to contact the client. 

Do this by clicking the “actions” tab then the “create action” button. See below: 



 

 

Click save.  

If you are not the on-call engineer make sure they are telephoned immediately and made 

aware of the need to contact the client. 

 

2. LOGGING A CLIENT INTERACTION 

To keep things simple, client interactions are logged using a timesheet entry interface. 

This is how it works: 

Next to the New SLA fault button is a “Log SLA Client Interaction” 

 

 

 This will display a list of open faults. Select the fault and press ok: 

 

 



Now complete the timesheet record, IMPORTANT take special note of: 

1. Select the type of client interaction. It must be one of the three SLA interactions shown 

a. Response to client 

b. Site Attendance 

c. Fix 

2. Log the date and time of the interaction 

a. If this is a response to client it will be THE START TIME THE CALL WAS MADE 

b. If it is logging site attendance this will be THE TIME OF ARRIVAL AT SITE 

c. If it is logging a fix this will be THE TIME THE FIX WAS ACHIEVED 

3. Log the time you actually spent on the fault. Remember this will include return travel 

etc. and will be different from point 2. 

 

 

 

 

3. CLOSING A FAULT 

 

Select the fault in question by “ticking” it (see below) 

Click “Close SLA Fault” 



 

 

 This process will automatically close ALL actions on a fault and close the faut job overall. 

As once you click the button you will see two prompts for comments. One will be for the 

internal job record and the other for the client SLA report. 

An example of the CLIENT comment box is shown. 

 

 

 

WORKED EXAMPLE 

This process was used for G4S call out to Altcourse by David Jones on 6-2-21. 

Job number J001872, it can be found here: 

 



This job required the new fault call to be logged, as per section 1 above, see: 

 

 

 

 

Then for a client interaction to be logged – firstly the initial response: 

 

 



 

 Then the site visit: 

 

 

 

This information inputted in this way means that the CRM could calculate the SLA performance and 

produce an SLA report.  Expample as follws: 

 

 


