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Because of the intensified service orientation
of many enterprises, both in their internal
organizational and technical business
processes and their external procurement
processes of outsourced IT services, the IT
has to be organized as a Service Supply
Chain over all involved partners up to the
final customers. Within such a chain, many
service relationships between a service
provider and a service costumer arise which
must be mutually protected by Servce Level
Agreements (SLAs), including agreements
regarding  achievements, measurement

methods, evaluation, reporting and
! accounting, as well as possible compen-
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to contract and manage a great many such
SLAs.
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The goal of the project is a flexible, expandable Semantic Concepts / Ontology
and transparent management of SLAs through the Witin the scope of
use of rule languages and concepts from knowledge
representation, which support implementation,

proactive monitoring and an efficient control of the

agreed service levels and associated service level
management processes. TI_ITI
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