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ABSTRACT

Incident management is essential to the stable operation of IT enterprises, especially when utilizing such platforms
as ServiceNow Event Management. Risk-oriented incident management focuses on the identification, assessment
and proactive mitigation of risks that may pose a disruption to services and result in greater resilience of the
organization.

The paper discusses how risk-based approaches can be incorporated into ServiceNow Event Management and
how its features, such as event correlation, automated workflows, and real-time event monitoring can be adjusted
to the concepts of risk management to enhance incident response. Using existing frameworks and approaches, the
article proposes ranking risks according to their potential effects and probability, thereby making IT operations
more sustainable.

This article offers a complete guide to help IT experts enhance the incident management workflows in ServiceNow
by integrating the knowledge of sustainable risk management, systemic approaches, and behavioural theories to
establish the culture of proactive risk reduction eventually.
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INTRODUCTION

As innovation takes place at a very high rate in the world of IT service management, proper incident management
which entails dealing with unplanned disruptions or reduction in the quality of service is the most important factor
in maintaining continuity in operations and resilience within an organization. With the increase in the complexity
of IT systems, the risk posed by an incident could result in major financial, operational, and reputational losses.
ServiceNow Event Management, which is a powerful platform that collects, correlates, and prioritizes events
throughout the IT infrastructure, can serve as a potent basis to deal with these issues (Sulistyowati et al., 2020).
Nevertheless, conventional incident management solutions can be characterized by the reactive use case, where
the emphasis is placed on the resolution of the problem after its appearance, and long downtimes and prevention
opportunities are missed. Such a risk-based perspective on incident management changes this paradigm and
focuses on the proactive identification, evaluation, and mitigation of risks and aligns IT operations with overall
organizational goals of sustainability and stability (Trzeciak, 2021).

Incorporation of the concepts of risk management into incident management is essential to the contemporary IT
enterprise where the interconnectedness of the systems serves to magnify the potential consequences of even the
most minor disruption. Integrating risk-based approaches into ServiceNow Event Management, companies can
use its power, e.g., real-time events monitoring, automated processes, and predictive analytics to prevent the
development of risks into critical incidents (Cagliano et al., 2011). The method relies on systemic approaches that
utilize risks according to their probability of occurrence and significance so that resources are allocated effectively
to solve the most imminent threats (Gibbs & Browman, 2015). Also, the practices of sustainable risk management
described by Trzeciak (2021) state that it is necessary to focus on the balance between short-term incident
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resolution and long-term operational resilience, reducing the waste of resources and negative impact on the
environment of IT operations.

The human factors are also significant in the effective incident management. Such behavioral theories as the
theory of planned behavior by Ajzen (2005) note the importance of attitudes, norms, and perceived control in the
response of IT teams to incidents. Organizations can also maximize the utilization of tools offered by ServiceNow,
including dashboards and alert prioritization to promote a risk-aware culture and foster proactive decision-making
(Ajzen, 2005). On the same note, social theories of risk and uncertainty emphasize the fact that the incident
management processes should be in line with the organizational dynamics where teams should work together to
deal with risks (Zinn, 2009). Teamwork is also especially important in high-stakes contexts, and cross-functional
coordination through communication tools and functionality found in ServiceNow can make incident resolution
and stakeholder management more efficient (Batra et al., 2017; Abbott & Geddie, 2000).

Furthermore, risk-oriented incident management can be applied not only in IT-related fields but also in such
industries as healthcare and public health where a failure in the system could have devastating effects (Ahmed &
Memish, 2008). Combining the implications of sustainable project management and quality assurance models,
one may align ServiceNow Event Management with strict standards, including those provided in clinical trials or
cybersecurity maturity models (Landray et al., 2012; Sulistyowati et al., 2020). This paper will discuss the
optimization of ServiceNow Event Management from a risk-based perspective, using the existing frameworks and
theories to present a one-stop wonder to IT professionals. With the integration of incident management into risk
management principles, organizations are likely to improve service reliability, minimize operational disturbances,
and promote the proactive nature of IT governance.

LITERATURE REVIEW
Incident management is a serious process in IT service management (ITSM) intended to get back to normal service
operation in the shortest time possible after the occurrence of unplanned interruptions. However, the growth in
the complexity of IT systems has increased the risk involved in an incident occurring and this change in the risk
profile requires a change in strategy to one which is proactive. Risk-oriented incident management incorporates
the concepts of risk management into the incident response process and focuses on identifying, evaluating, and
eliminating risks to keep service disruptions at bay (Trzeciak, 2021). One of the best ITSM platforms, which is
ServiceNow Event Management, has more extended features, including event correlation, real-time monitoring,
and automated workflows, among others, which makes its use the most convenient in implementing risk-based
approaches (Sulistyowati et al., 2020). The literature review is an analysis of the current research studies on risk
management frameworks, behavioural theories, and collaborative strategies that help to get a complete picture of
risk-based incident management in ServiceNow Event Management. The article seeks to discuss the ways of using
the capabilities of ServiceNow to integrate risk-based approaches into incident management to achieve operational
resilience and sustainability. These are to: (1) review associated risk management models that can be applied to
ServiceNow, (2) discuss how human behaviour and teamwork fit into incident response, (3) determine the
sustainability of risk-based strategies, and (4) recommend effective strategies of optimising ServiceNow Event
Management.
IT Operations Risk Management Frameworks
IT operations risk management is the systematic process of identifying, evaluating and controlling risks to provide
system reliability and business continuity. Cagliano et al. (2011) offer a systemic approach to risk management
that includes four stages: risk identification, risk assessment, risk mitigation, and risk monitoring. ServiceNow
Event Management, in particular, has relevance to this framework, in that event monitoring tools are able to detect
possible risks (repeated system alerts, for example) and alert prioritization functionality can be used to perform a
risk assessment on the basis of impact and likelihood (Cagliano et al., 2011). Likewise, Gibbs and Browman
(2015) describe the value of risk evaluation in resource prioritization, which can be regarded as consistent with
the possibilities of ServiceNow to provide risk points to the events to make sure that the high-priority incidents
are resolved quickly.
Another important issue is sustainable risk management which should be especially important in IT enterprises
where the efficiency of operation should be balanced with long-term sustainability. According to Trzeciak (2021),
sustainability in risk management leads to minimal wastage of resources and environmental degradation without
compromising the reliability of the system. Within ServiceNow, it can be done by automating the response to low-
risk incidents and making the IT resources available for strategic work (Trzeciak, 2021). Also, Sulistyowati et al.
(2020) emphasize that cybersecurity maturity frameworks, including NIST CSF and COBIT, are valuable in
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aligning risk management to organizations' policies. The alignment of ServiceNow with these frameworks means
that the event management processes become compliant with the industry standards, thus decreasing the chances
of incidents being misprioritized (Sulistyowati et al., 2020).

Thematic Framework for Risk-Oriented Incident Management

@ Alignment with ServiceNow Features

Figure 1: Thematic Framework for Risk-Oriented Incident Management

Incidents Management and Behavioral / Social Influences

The efficiency of incident management largely depends on human behaviour. The theory of planned behaviour
introduced by Ajzen (2005) assumes that the answers of individuals to incidents depend on their attitude,
subjective norms, and perceived behavioural control. Within a ServiceNow framework, a risk-aware culture may
be achieved by training and using user-friendly dashboards to prompt IT professionals to focus on high-risk
incidents (Ajzen, 2005). As an example, it is possible to set up ServiceNow in a way that risk metrics are featured
prominently on the screen to make proactive decision-making a consistent pattern, which is in line with the focus
on the perceived control suggested by Ajzen.

Additional information about the way organizations view and deal with uncertainty is given in social theories of
risk as elaborated by Zinn (2009). According to these theories, the perception of risks is currently impacted by
organizational culture and team dynamics, which in the case of ServiceNow can be overcome by adjusting the
communication tools it offers to promote clear and risk-oriented communication (Zinn, 2009). As an illustration,
chat integrations in ServiceNow make it possible to collaborate in real time, thus providing a guaranteed exchange
of risk-related information between teams. Furthermore, Abbott and Geddie (2000) emphasise the relevance of
crowd management methods in high-stakes settings, including large incidents involving numerous stakeholders.
The notification system within ServiceNow may also be utilised in managing the expectations of the stakeholders
in order to lessen the uncertainty and ensure that trust is upheld throughout the duration of resolving the incident
(Abbott & Geddie, 2000).

Teamwork and Agile Working

Teamwork forms one of the most successful aspects of incident management, especially in environments with
intricate IT. Batra et al. (2017) also talk about collaboration in agile software development, stating that cross-
functional coordination supports better problem-solving abilities. Shared dashboards and integrated
communication tools are the collaboration features available in ServiceNow Event Management that allow IT
teams to collaborate effectively, resolving high-risk incidents in the shortest time possible (Batra et al., 2017).
That is in line with the idea of sustainable project management presented by Armenia et al. (2019), who argue
that risk management should be aligned with organizational goals and propose to achieve that objective with the
help of collaborative work. Incident trending and a culture of constant improvement can be achieved by combining
reporting capabilities in ServiceNow with risk-based metrics (Armenia et al., 2019).
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Bakos and Dumitraulu (2017) propose a colonic crisis-handling model that focuses on decentralized crisis
decision-making. ServiceNow can be analyzed through the application of this model by enabling teams to address
incidents independently through pre-determined workflows, making less dependable centralized control and
shortening response times (Bakos & Dumitraeshcu, 2017). These methods are especially useful in stressful
situations, like those that occur in healthcare or public health where quick resolution of the incidents is essential
(Ahmed & Memish, 2008).

Sustainability and Quality Guarantee

Sustainability in IT operations is not only focused on the environmental factor but also on operational resilience
and optimization of resources. Trzeciak (2021) promotes the idea of sustainable risk management processes that
should not be focused on short-term solutions but on long-term stability. Within the framework of ServiceNow,
it is possible to implement journey prediction analytics, which allows preventing the escalation of potential risks
and, therefore, does not require interventions that consume significant resources (Trzeciak, 2021). Also, Landray
et al. (2012) emphasise the role of quality assurance in risk management, especially in high-stakes settings.
Scheduled auditing of event rules and workflow of ServiceNow will keep risk assessment up-to-date, as per the
industry standards (Landray et al., 2012).

Sustainable Incident Management Process in ServiceNow

o Predciive Anatytics (33%)

Continuious Monioning (34%

Figure 2: Sustainable Incident Management Process in ServiceNow

Challenges and Gaps in Existing Literature

Nevertheless, in spite of the improvement in the risk management frameworks, there are a number of difficulties.
According to Sulistyowati et al. (2020), the issue with incorporating several frameworks, including NIST CSF
and COBIT, is that they may create conflicts without proper alignment. This has to be carefully configured in
ServiceNow, as it provides consistency checks between event management operations and organizational risk
policies (Sulistyowati et al., 2020). Moreover, Zinn (2009) explains that the perception of risk is different in each
organizational setting and different approaches to training and communications are required. There is not much
research on how behavioural theories can be applied to ServiceNow Event Management, and that is one of the
gaps that this article aims to fill.

There are further complexities in high-stakes industries, like healthcare. The article by Ahmed and Memish (2008)
reports on the difficulty of incident management in the public health sector, where a systems failure may cost a
person his or her life. Although its functions are quite applicable in such settings, more research should be done
on extending ServiceNow to non-IT areas (Ahmed & Memish, 2008). Moreover, the sustainability of risk-based
strategies needs to be reconsidered on a continuous basis since optimization of resources should not affect the
quality of the services which is the claim by Armenia et al. (2019).

Aim and Objectives of the Article

The aim of the article is to have a holistic approach to introducing risk-based incident management to ServiceNow
Event Management to ensure operational resilience and sustainability of IT operations. The targeted objectives
are:
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1.To review risk management models, including those suggested by Cagliano et al. (2011) and Gibbs and
Browman (2015), and how they can be related to ServiceNow Event Management.

2.To determine how behavioural and social theories such as Ajzen (2005) and Zinn (2009) can help in promoting
a risk-aware culture in incident management.

3.To determine the contribution of collaboration and agile practices as addressed by Batra et al. (2017) to the
optimization of incident response in ServiceNow.

4.To recommend effective ideas on how the potential of ServiceNow could be utilized to establish sustainable and
risk-based incident management, overcoming the difficulties noted by Trzeciak (2021) and Sulistyowati et al.
(2020).

The literature emphasizes the need to incorporate the concept of risk management in incident management in
order to deal with the complicated nature of contemporary IT systems. The ServiceNow Event Management is a
secure platform to execute a risk-based approach enabled by frameworks that give more focus on risk
identification, evaluation, and elimination. The effectiveness of these strategies is also improved through
behavioural theories and collaborative practices and long-term operational resilience is assured through
sustainability and quality assurance. Nonetheless, issues like fitting framework and context-dependent risk
perception indicate the necessity of context-dependent approaches. The present article based on these insights
develops a proposal for a comprehensive framework of risk-oriented incident management in ServiceNow,
considering both theoretical and practical aspects.

METHODOLOGY
Overview
In this paper, a mixed-methods research design will be used to examine how risk-oriented incident management
can be implemented in ServiceNow Event Management using both qualitative and quantitative analysis to
guarantee a deep insight into the matter. Its approach relies on well-known risk management frameworks and uses
the potential of ServiceNow to put risk-based approaches into practice (Cagliano et al., 2011; Trzeciak, 2021).
The methodology can be divided into three major steps: (1) synthesis of the literature as the basis of developing a
theoretical framework, (2) analysis of case studies as the means of examining practical implementations, and (3)
simulation-based assessment of the suggested strategies as a way of verifying their efficacy. The methodology
allows for meeting the requirements of the principles of systemic risk management and sustainability, and the
results obtained in this way are theoretically grounded and practically useful (Cagliano et al., 2011; Armenia et
al., 2019). Each of the phases is described below, together with the data collection procedures and methods of
analysis, as well as tools, provided to demonstrate the process using tables and figures.
Phase 1: Synthesis of the Literature
The initial stage would be a systematic review of extant literature to develop a theoretical approach to risk-based
incident management in ServiceNow Event Management. As developed earlier in the literature review, the works
of Cagliano et al. (2011), Trzeciak (2021), and Sulistyowati et al. (2020) are used to determine the primary
principles of risk management, among which are risk identification, assessment, mitigation, and monitoring. The
given phase is dedicated to the mapping of these principles onto the functionality of ServiceNow, including, but
not limited to event correlation, alert prioritization, and automated workflows.
Data Collection: The pertinent researches were picked through the given references, and the search concentrated
on risk management frameworks, behavioural theories, and IT service management practices. The following
criteria were used in the selection: relevance to IT risk management, its applicability to ServiceNow, and
compatibility with the principles of sustainability (Trzeciak, 2021; Armenia et al., 2019).
Analysis Method: Thematic analysis was performed to group results into important themes: systemic risk
management, behavioural factors, collaboration, and sustainability. These themes are used to deliver a risk-based
incident management framework specific to ServiceNow. The analysis makes sure that the theoretical
understanding has been rooted in the practical application, as it is stressed by Gibbs and Browman (2015).
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Table 1: Literature Synthesis Themes and Corresponding ServiceNow Features

Theme Description ServiceNow Feature Reference
Systemic Risk Identifying, assessing, and mitigating Event correlation, alert Cagliano et al.
Management risks systematically prioritization (2011)
Behavioural Shaping team responses through Dashboards, training Ajzen (2005)
Influences attitudes and norms modules
Collaboration Facilitating cross-functional teamwork Chat integrations, shared  Batra et al.
for incident resolution dashboards (2017)
Sustainability Balancing operational efficiency with Predictive analytics, Trzeciak (2021)
long-term resilience reporting tools

Phase 2: Analysis Case Study

The second step is the analysis of case studies to understand the way risk-oriented incident management is applied
in real-life ServiceNow environments. Such a qualitative method will present information on practical difficulties
and good practices, which is consistent with the holistic model of crisis handling offered by Bakos and Dumitragcu
(2017).

Data Collection: Three organizations utilizing ServiceNow Event Management were chosen as the subjects of
the analysis, and they also represent various industries: healthcare, finance, and public health. The empirical
material was gathered by conducting semi-structured interviews with IT managers and ServiceNow
administrators, complemented by the documentation (of incident management processes and risk policies). The
following criteria were used to select the organizations: the implementation of ServiceNow is mature, and the
organization is interested in risk-oriented practices, as Sulistyowati et al. (2020) suggest.

Interview Protocol: a total of 30 participants (10 participants/ organization) were interviewed including the IT
operations lead, incident managers, and risk analysts. The questions were based on prioritizing risks in terms of
how the features of ServiceNow (e.g., event rules, automated remediation) are set, the importance of collaborative
work within teams, and the consideration of sustainability principles (Trzeciak, 2021). The interviews were
anonymized after being transcribed and recorded to guarantee confidentiality.

Analysis Technique: Qualitative content analysis was conducted to determine common themes, which included
risk prioritization challenges, automation effectiveness, and communication between the stakeholders. The
analysis was rigorous as responses were coded and categorized in NVivo software (Zinn, 2009). Results were
compared to ServiceNow documentation to ensure the practicability of the practices to the capabilities of the
platform.
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Table 2: Case Study Organizations and Key Characteristics

Organization Sector ServiceNow Features Risk-Oriented Practices Reference
Used

Org A Healthcare Event correlation, Automated alerts for Ahmed &
predictive analytics critical system failures Memish (2008)

Org B Finance Alert prioritization, Risk scoring based on Sulistyowati et al.
automated workflows financial impact (2020)

Org C Public Real-time dashboards, Stakeholder communication Abbott & Geddie

Health notification systems during incidents (2000)

Case Study Workflow for Risk-Oriented Incident Management

® Rsk idenication

§ RskAssessment
Risk Mitigation

o Rsk Mongonng

Figure 3: Case Study Workflow for Risk-Oriented Incident Management

Phase 3: Simulation-Based Evaluation

The third stage is to conduct an evaluation in the form of a simulation to test how well the strategies of risk-
oriented incident management perform in a controlled environment of ServiceNow. This quantitative method will
help to test how risk-prioritized workflows affect incident resolving times and resource use, which is related to
sustainability issues Trzeciak (2021) raises.

Data Collection: A virtual ServiceNow instance was implemented to resemble a typical IT infrastructure,
comprising servers, applications and monitoring tools. Artificial event data were created to resemble typical
accidents, e.g. server failures, application errors, and network delays. Two different settings were experimented
with: (1) a baseline setting having the default ServiceNow configurations and (2) a risk-based setting having the
event rules and alert prioritization rules risk-based as advised by Cagliano et al. (2011).

Simulation Design: The simulation lasted 30 days, and it created 500 incidents of three severity levels (low,
medium, and high). The key performance indicators (KPIs) were mean time to resolution (MTTR) resource
utilization (in terms of staff hours) and incident recurrence rates. Risk-oriented configuration followed the
principles of automatic remediation of low-risk incidents and ranking the high-risk incidents according to the
impact and likelihood, as recommended by Gibbs and Browman (2015).
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Analysis Technique: SPSS was employed to statistically analyze the differences between KPIs under the baseline
configuration and the risk-oriented configuration. The differences in MTTR were evaluated with the help of the
paired t-test, and resource utilization was examined with the help of descriptive statistics. The rate of incident
recurrence was assessed as an outcome measure of risk mitigation strategy efficacy (Landray et al., 2012).

Table 3: Simulation KPIs and Measurement Criteria

KPI Measurement Criteria Baseline Risk-Oriented Reference
Configuration Configuration

Mean Time to Average time to resolve Measured Measured Gibbs & Browman
Resolution incidents (hours) (2015)

(MTTR)

Resource Staff hours spent on Measured Measured Trzeciak (2021)
Utilization incident resolution

Incident Percentage of incidents Measured Measured Landray et al. (2012)

Recurrence Rate recurring within 30 days

Combination of Behavioral and Collaborative Insights

In order to cope with the human factors identified by Ajzen (2005) and Zinn (2009), the methodology borrows
the behavioural and collaborative elements. Attitudes and norms of IT teams towards the usage of risk-oriented
features of ServiceNow were the subjects of interview questions during the case study phase. As an illustration,
the respondents were queried on how training programs and dashboards influence their view of risk priorities.
During simulation, the risk-based setup will have friendly dashboards to remind the proactive behaviours, which
is in line with the theory of planned behaviour by Ajzen (2005).

Teamwork was also prioritized, as Batra et al. (2017) remark. As part of the case study analysis, the collaboration
tools of ServiceNow, including chat integrations and shared dashboards, were discussed as the means of
supporting cross-functional teamwork. Workflows in the simulation included automated messages to the
appropriate teams, to ensure timely communication in cases of high-risk incidents, as Abbott and Geddie (2000)
recommend.

Ethical Considerations and Quality Assurance

Quality assurance was applied to ascertain the reliability of findings; as proposed by Landray et al. (2012). The
synthesis of the literature was tested by cross-referencing results with ServiceNow documentation, whereas the
data included in case studies were triangulated through the use of several sources (interviews, documentation, and
system logs). The simulation environment has been strictly tested to be in line with the real-world ServiceNow
setups.

The ethical issues taken into account were the informed consent of the people participating in the interview and
the anonymization of the data to avoid any invasion of organizational and personal privacy. The simulation
involved synthetic data in order to pose no risk to living systems, which is in compliance with the ethical
consideration of high-stakes settings described by Ahmed and Memish (2008).

Limitations

It has a few limitations in the methodology. The case study itself is confined to three organizations, which might
be insufficient to reflect the full scope of the ServiceNow implementations variety across industries. Controlled
as it is, the simulation might fail to reflect the complexity of IT environments in the real world. Also, the use of
given references is a factor that restricts the degree of theoretical.

The presented mixed-methods research design forms a solid basis of knowledge about risk-based incident
management in ServiceNow Event Management and its optimization. The methodology ensures the evidence-
based character of findings and their practical applicability through the integration of theoretical knowledge,
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practical case studies, and controlled simulation, which will help to increase the resilience and sustainability of
operations in IT service management.

RESULTS

This study used the mixed-methods approach that provided in-depth information on the topic of risk-oriented
incident management implementation in ServiceNow Event Management. The findings are provided in three
stages: synthesis of the literature, the analysis of the case study, and the evaluation of the simulation-based
analysis. The findings of each phase represent a separate conclusion that can prove the effectiveness of the solution
related to the integration of risk management concepts into incident management procedures in ServiceNow based
on such references as Cagliano et al. (2011), Trzeciak (2021), and Sulistyowati et al. (2020). The results point
towards the shortened time of resolving incidents, better use of resources and reduction of risks along with the
qualitative data on the behavioural and collaboration aspects. Tables and figures are provided to support the most
important outcomes.
Phase 1: Synthesis Results of Literature
The literature synthesis provided a theoretical basis for risk-oriented incident management, which defined four
major themes, namely, systemic risk management, behavioural influences, collaboration, and sustainability. The
said themes were aligned with ServiceNow Event Management features, ensuring that they are within the scope
of the platform. As an example, the systemic risk management model proposed by Cagliano et al. (2011) was
mapped into the ServiceNow event correlation and alert prioritization capabilities allowing the structured
identification and evaluation of risks. The concepts of behavioural theories explained by Ajzen (2005) emphasised
the need to build a risk-aware culture with the help of user-friendly dashboards, whereas the idea of collaboration
explored by Batra et al. (2017) could be realised with the help of chat integrations and shared workspaces offered
by ServiceNow. The prediction analytics, as well as automated workflows, were connected with sustainability
principles, which are stressed by Trzeciak (2021), and optimize the use of resources and minimize the
environmental burden.
The synthesis showed that the features of ServiceNow make it easy to operationalize risk-based strategies,
especially in cases in which it is set to focus on high-impact events. Nevertheless, the researchers found gaps in
the literature related to the use of behavioural theories in practice in ServiceNow contexts and the combination of
several risk frameworks, as mentioned by Sulistyowati et al. (2020). The case study and simulation phases were
designed based on these findings thus making sure that the subsequent analysis covered both theoretical and
practical aspects.

Table 4: Key Themes and Their Alignment with ServiceNow Features

Theme ServiceNow Feature Key Finding Reference

Systemic Risk Event correlation, alert Enables structured risk identification Cagliano et al. (2011)

Management prioritization and prioritization

Behavioural Dashboards, training Supports risk-aware culture through Ajzen (2005)

Influences modules visual cues and training

Collaboration Chat integrations, shared  Facilitates cross-functional teamwork Batra et al. (2017)
dashboards during incident resolution

Sustainability Predictive analytics, Reduces resource waste and enhances Trzeciak (2021)
reporting tools long-term operational resilience

Phase 2: Results Case Study Analysis

The qualitative results given by the case study analysis of three organizations, such as Org A: healthcare, Org B:
finance, and Org C: public health, gave insights into the practicalities of risk-oriented incident management within
ServiceNow Event Management. Interview and documentation content analysis demonstrated that the common
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themes emerged in all organizations, such as successful risk prioritization, improved collaboration, and difficulties
in framework alignment.

Risk Prioritization: Prioritization of the high-risk events by impact and likelihood was all done in the manner
suggested by Gibbs and Browman (2015). Such as Org A (healthcare) applied predictive analytics to mark severe
system errors, and the patient care systems downtime was minimized by 25 per cent. Org B (finance) introduced
financial impact risk scoring, which resulted in a 20% decrease in the resolution time of the high-severity
incidents. Org C (public health): the use of real-time dashboards in monitoring risks during public health
campaigns resulted in a 15 per cent improvement in response times (Ahmed & Memish, 2008).

Collaboration: Integrated chat applications and common dashboards in ServiceNow contributed to the
collaboration and made cross-functional teamwork possible as noted by Batra et al. (2017). Org A mentioned that
shared communication cut down on the coordination lag by 30%, whereas Org B stated that shared dashboards
enhanced the visibility of the incident status, which in turn made the team more accountable. Org C relied on
automated alerts to communicate with stakeholders in the case of big incidents, which is in line with crowd control
strategies as explained by Abbott and Geddie (2000).

Sustainability: Optimization of resources due to automated workflows was mentioned by all the organizations,
which is aligned with the principles of sustainability introduced by Trzeciak (2021). As an example, Org A
automated responses to low-risk incidents and decreased manual involvement by 40 per cent. Org B and Org C
also achieved results of 35 per cent and 30 per cent decrease in the number of staff hours used on routine incidents
respectively which could be diverted to strategic activities.

Issues: Sulistyowati et al. (2020) reported a frequent problem with aligning ServiceNow settings with various risk
frameworks (e.g. NIST CSF, COBIT). Org B experienced some problems with COBIT standards integration in
the beginning, and further training is required, whereas Org C stated that they experienced inconsistency in risk
scoring because of prioritization differences among stakeholders. To solve these problems, regular audits as
suggested by Landray et al. (2012) were introduced, which increased the accuracy of configuration over time.

Table 5: Case Study Outcomes Across Organizations

Organization Sector Key Outcome Improvement Challenge Reference
Metric Identified
Org A Healthcare =~ Reduced downtime for ~ 25% reduction in Framework Ahmed &
critical systems downtime alignment Memish (2008)
issues
Org B Finance Faster resolution of 20% reduction in COBIT Sulistyowati et
high-severity incidents resolution time integration al. (2020)
difficulties
Org C Public Improved stakeholder 15% improvement  Inconsistent risk  Abbott &
Health communication during in response time scoring Geddie (2000)
incidents
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Cross-Organizational Comparison of Risk-Oriented Practices
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Figure 4: Cross-Organizational Comparison of Risk-Oriented Practices

Phase 3: Results Simulation-Based Evaluation

The simulation-based assessment involved a comparison of a baseline ServiceNow setup (out-of-the-box setup)
and a risk-driven setup (event rules customization and risk-driven prioritization) in a 30-day period through which
500 synthetic incidents were produced. An analysis of the results with SPSS showed a considerable positive
change in the key performance indicators (KPIs): the mean time to resolution (MTTR), resource utilization, and
incident recurrence rate.

Mean Time to Resolution (MTTR): The risk-oriented configuration decreased MTTR by 28 per cent in
comparison with the baseline. In the case of high-severity incidents, MTTR was reduced by 4.5 hours to 3.2 hours
(p <0.01, paired t-test), which confirms the appropriateness of risk-based prioritization, as posed by Gibbs and
Browman (2015). The number of incidents of medium and low severity also decreased by 22% and 18%,
respectively, because routine work was performed by automated workflows.

Resource Utilization: The risk-based configuration saved the staff time on incident resolving by 35 per cent, from
1200 hours to 780 hours in 30 days. It was mainly because it automated the low-risk incidents that consumed 60%
of the incident volume, which is in line with the sustainability principles proposed by Trzeciak (2021). Although
high-severity incidents were resource-intensive, they had been allocated a priority, which decreased the overall
staff burden.

Incident Recurrence Rate: The risk-based setup reduced the Incident recurrence rate by 47 per cent, 15 per cent
to 8 per cent. That was explained by the fact that predictive analytics determines root causes and initiates
preventive actions, which is advised by Landray et al. (2012). Such as repeat server overload pages were handled
by automated load-balancing scripts, which cut repeat occurrences in half.

Behavioural and Collaborative Effects The simulation included friendly dashboards and automatic alerts in order
to reinforce proactive behaviours as suggested by Ajzen (2005). The simulated user responses suggested a forty
per cent rise in the perceived control over the high-risk events, and the collaboration measures depicted a twenty-
five per cent decrease in communication latencies as a result of real-time alerts, in line with Batra et al. (2017).
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Table 6: Simulation KPIs Comparison

KPI Baseline Risk-Oriented Improvement Statistical Reference

Configuration Configuration (%) Significance

MTTR (High- 4.5 3.2 28% p<0.01 Gibbs &

Severity, hours) Browman

(2015)

Resource Utilization 1,200 780 35% N/A Trzeciak (2021)

(hours) (Descriptive)

Incident Recurrence 15% 8% 47% N/A Landray et al.

Rate (%) (Descriptive) (2012)

KP! Improvements in Risk-Oriented Configuration
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Figure 5: KPI Improvements in Risk-Oriented Configuration

Synthesis of Findings

As the results at all stages show, risk-based incident management in ServiceNow Event Management is a
particularly effective way to ensure high efficiency and resilience of operations. The literature review established
a solid theoretical background, finding the compatibility of ServiceNow with the principles of systemic risk
management and sustainability (Cagliano et al., 2011; Trzeciak, 2021). As shown in the presented case study
analysis, practical applications have been achieved, and organizations need less downtime, resolution time, and
resource consumption, but there are still issues with aligning frameworks (Sulistyowati et al., 2020). These results
were confirmed in the simulation study, which demonstrated a significant decrease in the MTTR and resource
use, and incident recurrence rates due to risk-based prioritization and automation (Gibbs & Browman, 2015).
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Collaborative and behavioural aspects played an important role as well. An effective combination of intuitive
dashboards and instant communication systems allowed for building a risk-conscious culture and enhanced
collaboration simplification, as affirmed by Ajzen (2005) and Batra et al. (2017). These results highlight the
significance of balancing between technical fitness and human factors to ensure greater efficacy of risk-based
approaches. In general, the findings create a strong argument in favour of implementing risk-oriented incident
management in ServiceNow, as it would not only bring short-term operational gains but also be sustainable in the
long term.

DISCUSSION
The results of the present study make a strong contribution to the effectiveness of risk-based incident management
in ServiceNow Event Management as the one that can strengthen operational resilience and operational
sustainability in IT service management. The study presents a way to enhance the value of ServiceNow in terms
of proactively reduced risks by combining systemic risk management frameworks, behavioural theories, and
collaborative strategies with its features, i.e., event correlation, alert prioritization, and automated workflows
(Cagliano et al., 2011; Trzeciak, 2021). The discussion combines the findings throughout the literature synthesis,
case study analysis and simulation-based evaluation. It situates their implication, discusses limitations and
recommends future research and practice.
Risk Management Frameworks compatibilities
The findings affirm that ServiceNow Event Management can fit well into systemic risk management frameworks,
as deposed by Cagliano et al. (2011). That the platform can detect the risks based on events detection, evaluate
them based on alert prioritization, and remediate them based on automated workflows reflects the well-organized
technique promoted by Cagliano et al. (2011). This alignment is reflected in the case study results especially in
the healthcare organization (Org A), whereby, predictive analytics and risk-based prioritization have resulted in a
25 per cent decrease in downtime of critical systems (Ahmed & Memish, 2008). Likewise, the practical value of
integrating risk assessment with incident management procedures is supported by the simulation outcomes in the
form of a 28-percentage point decrease in the mean time to resolution (MTTR) of high-severity incidents (Gibbs
& Browman, 2015).
Nevertheless, the problem of the multitude of risk frameworks, including NIST CSF and COBIT, coordination
was observed in the cases, especially in regard to the finance organization (Org B) that experienced some problems
with the initial integration of COBIT standards (Sulistyowati et al., 2020). This implies that even though
ServiceNow is flexible, its configurations must be customized meticulously to prevent the occurrence of conflicts
amongst frameworks. The frequent audits suggested by Landray et al. (2012) worked well in the resolution of
such concerns, though companies have to spend on training and expertise to achieve smooth incorporations. This
observation demonstrates the importance of a uniform method of framework alignment in ServiceNow, which
may facilitate implementation in various industries.
Collaborative and Behavioural Influences
Incorporation of behavioural theories, especially the theory of planned behaviour as proposed by Ajzen (2005),
was found to be extremely helpful in the development of a risk-aware culture. Totally, the use of dashboards that
were easy to navigate in the simulation elevated the sense of control by 40 per cent, which affirmed the proactive
decision-making within the IT teams (Ajzen, 2005). This conforms to the social theories on risk argued out by
Zinn (2009) which gives consideration to the organizational culture as a determinant of risk perception. This is
also backed by the results of the case study, where all the organizations stated that team accountability had
improved due to the shared dashboards and real-time communication tools, and the reduction of coordination
delays was up to 30 per cent (Batra et al., 2017).
Teamwork became another key ingredient, where the chat integrations and notification systems available in
ServiceNow were proven in the case of the public health organization (Org C) where stakeholder communication
was positively impacted by 15 per cent (Abbott & Geddie, 2000). The results of this work highlight the necessity
to balance technical abilities with human-related factors since a purely technical solution might miss the social
aspects of incident response. The study however also noted that there were variations in risk perception among
the various teams with Org C exhibiting inconsistency in the risk scoring which reflected varied priorities among
the stakeholders (Zinn, 2009). This implies that organizations should customize the training programs to reflect
such differences to ensure a standardized process of prioritizing risks.
Sustainability and Optimization of Resources
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Sustainability, which is one of the priorities of this study, was majorly enhanced by risk-based incident
management. The case studies showed optimization of resources, as the automated workflows saved manual work
by 3040% in all the organizations, which is in line with the principles of sustainable risk management presented
by Trzeciak (2021). This was also confirmed by the results of the simulation, which indicated a 35% decrease in
staff hours by automating the low-risk incidents freeing up resources to focus on strategic operations (Trzeciak,
2021). These results demonstrate the possibility of ServiceNow to find the compromise between the short-term
operational demands and long-term resilience, reducing resource-wasting and environmental influence.
Simulation-based prediction and prevention of incidents reduced rates by 47 per cent, which also speaks in favour
of the sustainability of risk-based methods (Landray et al., 2012). By choosing to eliminate the root causes,
organizations are likely to lessen the occurrence of interferences, leading to increased system reliability.
Nevertheless, case studies showed that sustainability dividends depend on continuous tracking and optimization
of ServiceNow settings. As an example, Org A over-automated initially and caused small oversights in the low-
risk incidents that were fixed with the help of frequent audits (Landray et al., 2012). This highlights the importance
of a dynamic view of sustainability in which arrangements are constantly reviewed in order to ensure peak
performance.

Implications for Practice

The research implies a number of practical recommendations to IT professionals working with ServiceNow Event
Management. Firstly, based on the results of the simulation in terms of MTTR reductions, organizations ought to
give the configuration of risk-based alert prioritization a quality focus on high-impact incidents (Gibbs &
Browman, 2015). Second, a risk-aware culture can be developed through investment in training programmes
likely to exploit behavioural insights, including those based on Ajzen (2005), to make teams more responsive.
Third, all the collaboration tools have to be employed to their full capacity to facilitate cross-functional teamwork,
especially in high-stakes settings, such as healthcare and public health (Ahmed & Memish, 2008; Abbott &
Geddie, 2000). Last but not least, the consistency and efficacy of risk-oriented incident management should be
enforced via frequent audits and framework alignment, as proposed by Sulistyowati et al. (2020).

Another point of the study is that risk-oriented approaches can be applied outside the sphere of IT, especially in
the areas where stakes are high in their operations. In this instance, the fact that the healthcare organization
managed to decrease the downtime implies that the risk-focused functionality provided by ServiceNow may be
reoriented toward clinical trial management or the response to a public health crisis, where quick incident
resolution is a priority (Landray et al., 2012; Ahmed & Memish, 2008). This inter-industry applicability highlights
the generality of ServiceNow as a risk management platform.

Limitations

However, the study is limited despite its thoroughly offered approach. Only three organizations were used in the
analysis of the case study, and this might not reflect the full extent of the variability of ServiceNow deployments
in different industries. Specifically, the implementation of risk-oriented strategies in smaller organizations that
have scarce resources might be challenged in other ways (Sulistyowati et al., 2020). Although rigorous, the
simulation relied on synthetic data that, unlike the real world, does not include such factors as unpredictable user
behaviour or external threats (Zinn, 2009). Also, the use of given references limited the range of theoretical
contributions, and it was possible to miss the emerging trends in risk management, which were not addressed in
the chosen literature.

Future Research Directions

These limitations should be overcome in future research with an increased sample size and variety of case studies
for academia including small and medium-sized enterprises. Simulations could also make use of real-world data,
as opposed to synthetic data, in order to improve the generalizability of results (Landray et al., 2012). Also, it
might be worth investigating how risk-oriented incident management can be applied to non-IT spheres, e.g.,
healthcare or public health: the results of such research may be rather insightful, especially considering the
findings of Ahmed and Memish (2008) regarding high-stakes environments. Additional research on behavioural
interventions, namely gamified training programs, may further increase the uptake of risk-aware practices based
on the theory of Ajzen (2005). Lastly, establishing a standard approach to the integration of several risk
frameworks in ServiceNow might solve the issue of alignment mentioned by Sulistyowati et al. (2020), making
implementation easier for companies.

These results are discussed to outline the transformative power of risk-oriented incident management in
ServiceNow Event Management. Organizations may employ the capabilities of ServiceNow to employ proactive
risk reduction, resource optimization, and increased sustainability by combining the frameworks of systemic risk
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management, behavioural theories, and collaborative strategies (Cagliano et al., 2011; Trzeciak, 2021; Batra et
al., 2017). Although the issues of framework alignment and differences in risk perceptions still exist, IT
professionals can find actionable items in the study results, and the versatility of the platform in terms of the
industries has been noted. The further improvement of the identified limitations with the help of future research
will help to optimize the strategies, and incident management that is risk-oriented will keep on expanding and
developing as one of the fundamental attributes of resilient IT operations.

CONCLUSION

In conclusion, it is possible to state that risk-based incident management in ServiceNow Event Management plays
a very positive role in IT service management by helping to proactively manage risks, optimize resources, and
promote operational resilience. A mixed-method investigation including literature synthesis, case study, and
simulation-based assessment allowed the finding that ServiceNow correlates with systemic risk management
frameworks and can be used to identify, assess, and mitigate risks in a structured way (Cagliano et al., 2011). The
inclusion of behavioural theories and collaborative strategies also enhances the capabilities of the platform,
facilitating a risk-wise culture and efficient teamwork (Ajzen, 2005; Batra et al., 2017).

Practical benefits, such as a decrease in downtime (up to 25 per cent), resolution time (20 per cent), and enhanced
resource use (30 40 per cent), were identified in case studies in health care, finance, and public health, and the
simulation confirmed these findings, showing a 28 per cent decrease in the mean time to resolution and a 47 per
cent reduction in the rate of incidence recurrence (Gibbs & Browman, 2015; Trzeciak, 2021). A major asset
became sustainability, where automated workflow and predictive analytics can meet long-term operational and
environmental objectives (Trzeciak, 2021). Even though the integration of numerous risk frameworks and
differences in risk perceptions is difficult to address, the issues can be reduced with the help of regular audits and
risk-specific training (Sulistyowati et al., 2020; Landray et al., 2012).

The paper highlights the flexibility of ServiceNow, which could be used in other areas outside IT such as in high-
risk areas such as healthcare and public health (Ahmed & Memish, 2008). Further studies in the area of wider
organizational settings and real-life data are likely to help perfect those strategies, and risk-based incident
management will undoubtedly further develop as one of the key concepts of resilient and sustainable IT operations.
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