
KavachIQ ITSM

EN T ER P RI SE IT  S ER VIC E  M A N A GEM EN T

One platform.
Every service.
Complete IT visibility.
Manage incidents, requests, assets, changes and services

from one intelligent ITSM platform.

KavachIQ ITSM brings incident management, service requests, asset management, CMDB, change management, service catalog, SLA 

management, automation and analytics into one unified service management platform.

Ticket Management SLA Management

Service Catalog Change Management

Asset Management Automation

CMDB Analytics

U N I F I E D  S E R V I C E  M A N A G E M E N T

KavachIQ ITSM
O N E  P LA TF OR M .  E V E R Y  S E R V IC E .

Resolve Faster

Centralize incidents, requests and service 

issues with intelligent assignment, SLA 

tracking and escalation.

Manage with Context

Connect tickets with users, assets, 

services, configuration items, locations 

and business relationships.

Automate IT Operations

Use workflows, approvals, notifications, 

service catalog requests and automation 

to reduce repetitive IT work.

C ENT RA LIZ ED  ITSM      |      A SSET-A W AR E SER VICE M A NA GEM EN T      |      C ONT R OLL ED  IT O PERA TIO NS
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KavachIQ ITSM

0 1  /  I T SER V IC E M AN A G EM EN T

Everything your service desk needs.
Manage the complete IT service lifecycle from one centralized platform. Incidents, requests, problems and changes each follow their own 

process, while sharing the same users, assets, services and history.
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Practice Capabilities

Incident Management

Restore normal service quickly and keep 

users informed.

Incident creation Categorization Priority Impact Urgency Assignment

Technician ownership Status tracking Comments Attachments Internal notes

User communication SLA tracking Escalation Resolution Closure

Complete ticket history

Service Requests

Fulfil standard requests through defined, 

approved workflows.

Request forms Request templates Service catalog integration Approval workflows

Assignment Fulfillment tasks SLA Notifications Request tracking

Problem Management

Find and remove the underlying cause of 

recurring incidents.

Problem records Root cause analysis Known errors Related incidents Workaround

Permanent resolution Problem lifecycle Knowledge article relationship

Change Management

Plan, approve and implement changes with 

controlled risk.

Change request Change type Risk assessment Impact assessment Approval

Change planning Implementation tasks Change window Rollback plan Validation

Closure Complete change history

F ROM  M ON ITO RIN G A LER T  TO REU SAB LE  KN OW L EDGE KavachIQ ecosystem integration

When used with KavachIQ NMS, a monitoring alert can open an incident that is already linked to the affected asset and its CMDB relationships, then 

carried through problem, change and knowledge records.

1 KavachIQ NMS → 2 Monitoring Alert → 3 KavachIQ ITSM → 4 Incident → 5 Affected Asset

6 CMDB → 7 Problem → 8 Change → 9 Resolution → 10 Knowledge Base

Shown as an architectural capability. Availability of specific integrat ions is confirmed during technical evaluation.

IT IL-ALIGNED SERVICE OPERATIONS
Incident, request, problem and change processes follow widely used ITIL service management 
concepts. Designed for enterprise IT service operations; no formal certification is implied.



KavachIQ ITSM

0 2  /  S ER VIC E  C A T AL O G & SL A  M A N A GE M EN T

Turn IT services into simple,

measurable experiences.
Publish standard IT services, route each request through the right approvals and teams, and track response and resolution per formance 

against defined service levels.
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User Service Catalog Request Form Approval Assignment Fulfillment SLA Monitoring Resolution

Service Catalog

Offer IT services as clear, orderable items. Each item carries its own form, 
approval path, fulfillment tasks and service level.

New Laptop Software Installat ion

VPN Access Email Account

Application Access Server Access

New Employee Setup Employee Offboarding

Password Reset Network Access

Hardware Replacement Example catalog items

SLA Management

Define service levels once and apply them automatically by priority, 
category or service.

• SLA policies

• Response SLA

• Resolution SLA

• Priority-based SLA

• Category-based SLA

• Service-based SLA

• Business hours

• Holiday calendars

• SLA pause / resume

• SLA breach detection

• Escalation rules

• SLA reporting

H OW  ES C AL A T I ON  W OR K S

When a response or resolution target is about to be missed or is 

breached, escalation rules can notify owners, raise visibility or reassign 
the ticket.

SLA targets ILLUSTRATIVE SLA EXAMPLE

Priority Response Target Resolution Target

Critical 15 minutes 2 hours

High 30 minutes 4 hours

Medium 2 hours 8 hours

Low 8 hours 2 business days

SL A  C LO CK  ( EXA MPL E)

Logged Resolution target

Responded Paused

(aw aiting user)

Warning

Breach → Escalate

Values are illustrative, not product defaults . Service levels are configured by each 

organizat ion.

Self-Service Portal

Give users one place to ask for help, find answers and follow progress 
without call ing the service desk.

• Create ticket

• Track ticket

• Service requests

• Knowledge base

• My assets

• Approvals

• Notifications

• Request history

E XA M PLE  U SE R  V I EW

REQ · VPN Access AWAITING APPROVAL

INC · Printer offline IN PROGRESS



KavachIQ ITSM

0 3  /  A SS ET  M A N A GE M EN T  &  C M D B

Connect every ticket to the

technology behind it.
Link tickets to the assets, configuration items, services and users they affect.
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SERVICE DEPENDENCY MAP (EXAMPLE) Each item depends on the one to its right

IMPACT ANALYSIS PATH

User

Consumer

→ Business Service

Service

→ Application

Applicat ion CI

→ Server

Server CI

→ Network

Network CI

→ Firewall

Security CI

→ Storage

Storage CI

server record in the CMDB

Incident Configuration Item Problem Change

Asset Management

Track what the organization owns: who has it, where it is , what it cost and where it is in its 
li fecycle.

H AR D WA R E SOF T WA R E

• Computers

• Laptops

• Servers

• Network devices

• Printers

• Mobile devices

• Storage

• Other IT equipment

• Applications

• Software versions

• Installations

• Licenses

A SSET  I N FOR M AT I ON

Asset ID Serial number Manufacturer Model Location Department

Owner Status Purchase information Warranty Vendor Contract

Related tickets

CMDB

Model how configuration items relate and depend on 
each other, to see what a fault or change will affect.

• Configuration items

• CI types

• CI relationships

• Dependencies

• Business services

• Applications

• Servers

• Network devices

• Locations

• Users

• Service relationships

• Impact analysis

A SSET  V S. C MD B

Assets: ownership, cost and lifecycle.

Configuration items: configuration, relationships 

and service impact. One device can be both.

Asset lifecycle

Recorded as  asset status
Procurement › Deployment › In Use › Maintenance › Repair › Retirement › Disposal

Asset-aware ITSM

With KavachIQ Agent, where applicable
KavachIQ Agent → Discovery / 

Inventory
→ Asset Management → CMDB → ITSM
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0 4  /  A U T OM A T IO N  &  K N O W L ED GE  M A N A GE M EN T

Automate repetitive work.

Standardize every response.
Automate assignment, approvals, notifications and escalation with configurable rules, and capture proven fixes as knowledge the whole team 

can reuse.
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Business rule · Critical network incidents ACTIVE

IF Ticket Category  equals Network

AND Priority  equals Critical

THEN Run the following actions

Assign Network Team

Set SLA Critical SLA

Notify Network Manager

Create Escalation Enabled

Illustrative rule. Conditions and actions are configured per organizat ion.

AUTOMATED TICKET WORKFLOW

1 Ticket Created

2 Categorize

3 Auto Assign

4 Apply SLA

5 Approval

6 Technician Task

7 Resolution

8 Customer Notification

9 Close

Automation Capabilities

Apply consistent handling to every ticket, without manual triage for routine 
work.

• Business rules

• Assignment rules

• Workflow rules

• Approval workflows

• Notifications

• Escalation

• Scheduled automation

• Recurring tickets

• Auto categorization

• Auto assignment

• SLA actions

• Webhooks / integrations

Knowledge Base

Build a governed library of answers for technicians and end users.

• Articles

• Categories

• Search

• Draft / Published

• Approval

• Versioning

• Attachments

• Related incidents

• Related services

• Internal knowledge

• Customer-facing knowledge

Reduce repeat incidents by turning
solutions into reusable knowledge.

Resolve → Document → Approve → Publish → Reuse
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0 5  /  A N A L YT IC S &  R EPO R T IN G

From ticket volume to

service performance.
Follow workload, service levels, assets and technician performance in live dashboards, and share structured reports with management.
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Service Desk Overview Illustrative dashboard

Open tickets

248
across all queues

Critical tickets

12
4 unassigned

SLA breaches

7
this week

Resolved today

64
vs 58 yesterday

Avg response t ime

18 min
last 7 days

Avg resolution t ime

3.4 h
last 7 days

0

30

60

90

Mon Tue Wed Thu Fri Sat Sun

Ticket trend · created vs resolved

Created Resolved

12

41

118

77

Critical

High

Medium

Low

Open tickets by priority
SLA compliance

94%

within target this month

Illustrative example with sample values, not live customer data or a product sc reenshot.

Service Desk Analytics

• Ticket volume

• Ticket trend

• Tickets by priority

• Tickets by category

• Tickets by department

• Tickets by technician

• Open vs resolved

• Aging tickets

SLA Analytics

• SLA compliance

• SLA breaches

• Response performance

• Resolution performance

• Escalation trends

Asset Analytics

• Total assets

• Assets by type

• Assets by department

• Assets by lifecycle

• Warranty status

• Software inventory

• License utilization

Technician Analytics

• Assigned tickets

• Resolved tickets

• Pending tickets

• Workload

• Response time

• Resolution time

MANAGEMENT R EPORTS

Service desk report SLA report Asset report Incident report

Problem report Change report Technician report Executive summary
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0 6  /  D EP L OYM EN T ,  S EC U RI T Y &  G O VER N A N C E

Built for controlled enterprise

service operations.
Run KavachIQ ITSM as a browser-based platform with role-based access, organizational separation, audit history and open integrat ion 

points.
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LOGICA L AR CHITECTURE OPTIONAL INTEGRATIONS

Users

Web Browser

KavachIQ ITSM
A P P L IC A T IO N  P L A T FO R M

ITSM Engine Workflow Engine SLA Engine Asset Management

CMDB Notification Engine Reporting Integration Layer

PostgreSQL Database

KavachIQ NMS

KavachIQ Agent

Email

Identity Provider

SIEM

Monitoring

Webhook / API

Access & Governance

• Organizations

• Departments

• Users

• Groups

• Roles

• Permissions

• Role-based access control

• Technician scopes

• Audit logs

• Activity history

• Secure authentication

• SSO integration

• API tokens

Multi-Organization

• Organization separation

• Department-level access

• Asset ownership

• Service ownership

• Technician scope

• Customer portal access

Security

• Role-based authorization

• Audit trails

• Protected credentials

• Secure API access

• Session controls

• Access logging

• Data protection

Deployment. Customer-hosted, with a cloud-ready architecture and browser-based access. Integrations with the KavachIQ ecosystem and third-party 

systems are optional; supported integrations, identity providers, hosting requirements and sizing are confirmed during techni cal evaluation.
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0 7  /  S PEC IF I CA T IO N S AT  A GL A N C E

The details, in one place.
A consolidated reference for evaluation and procurement teams.
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Area Specification

Product KavachIQ ITSM

Category Enterprise IT Service Management Platform

Deployment Customer-hosted / cloud-ready architecture

Interface Browser-based web console

Incident Management Incidents, assignment, SLA, escalation, resolution and history

Service Requests Request forms, templates, approvals and fulfillment

Problem Management Problems, root cause, known errors and related incidents

Change Management Change requests, approvals, planning, implementation and rollback

Service Catalog IT services and request workflows

SLA Management Response and resolution policies, business hours and escalation

Asset Management Hardware, software, l icenses, contracts and lifecycle

CMDB Configuration items, relationships and dependencies

Knowledge Base Articles, categories, search, approval and versioning

Automation Business rules, workflows, notifications and escalation

Reporting ITSM, SLA, asset, technician and management reports

Dashboard Service desk, SLA, asset and operational dashboards

Access Control RBAC, organizations, departments, groups and permissions

Audit User activity and administrative audit history

Integration REST APIs, webhooks, email and external systems

KavachIQ Integration NMS, monitoring and KavachIQ Agent integration

Database PostgreSQL

Frontend React + TypeScript

Backend Node.js + Express

Agent KavachIQ Agent where applicable

Request a demo or technical evaluation

Discuss your service desk, catalog, asset estate and integrations. Confirm hosting, sizing and supported 

integrations for your deployment.

www.veloraaisys.com info@veloraaisys.com +91 93256 88173

Pune office  Office No 1303/4, 13th Floor, Ambrosia Galaxy, Pancard Club Rd, Baner, Pune, Maharashtra 411045

Specifications summarise KavachIQ ITSM datasheet v1.0 and may change. Integration availability , hos ting requirements and sizi ng are confirmed during technical evaluat ion.

http://veloraaisys.com/
mailto:info@veloraaisys.com
tel:+919325688173
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