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The integration of SolarWinds and ServiceNow provides a comprehensive approach to IT operations, ensuring not only 
e�ciency and speed but also a strategic, data-driven, and proactive approach to managing and optimizing the IT 
environment. This not only safeguards the IT operations from potential risks and damages but also enhances
operational e�ciency, data accuracy, and security through streamlined and automated incident management.

Enhanced 
Incident Management

Summary

#servicenow



Background

In the realm of dynamic IT environments, the management of events and incidents 
is paramount to maintaining operational stability and e�ciency. The challenge 
arises when manual processes introduce delays, miss critical information, and fail 
to establish a traceable link between incidents and the events that trigger them. 
The integration of monitoring solutions with IT Service Management (ITSM) 
platforms becomes essential to bridge this gap, ensuring a swift response and 
robust accountability.

Scenario

An IT environment utilizes SolarWinds for event monitoring and ServiceNow as its 
ITSM platform. The challenge encompasses the delay in incident registration due to 
manual processes, which extends resolution times, and a lack of direct correlation 
between monitoring events and incidents. Additionally, ine�ciencies and potential 
inaccuracies in manually populating Configuration Management Database (CMDB) 
Configuration Items (CIs) during incident creation, along with the loss of vital 
information during the incident lifecycle, further extend resolution times.

Solution

The devised solution leverages the collective capabilities of SolarWinds and 
ServiceNow to streamline the transition from event detection to incident management, 
enhancing overall IT operational e�ciency.

Enhanced Incident Management

PROACTIVE INCIDENT MANAGEMENT: Immediate creation of incidents from events ensures 
quicker response times and minimized system downtimes, transitioning from a reactive to a 
proactive incident management approach.

ENHANCED DATA ACCURACY: Ensuring accurate and up-to-date data through bidirectional 
communication and automated CMDB CI population, which leads to improved data integrity and 
incident resolution.

COST EFFICIENCY: Automation reduces manual labor costs, ensuring cost-e�ective IT 
operations and allowing sta� to focus on higher-value activities.

IMPROVED TRACEABILITY: Establishing a direct and clear linkage between incidents and their 
triggering events, which facilitates e�cient tracking and incident management, thereby 
enhancing accountability.

STRATEGIC INSIGHTS: The ability to extract actionable insights from historical data, enabling 
the refinement of IT processes and addressing recurring challenges, which leads to continuous 
improvement.

STRENGTHENED SECURITY: Quicker detection and management of security-related incidents, 
minimizing risks and potential damages, and thereby enhancing the organization's security 
posture.

Benefits
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