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Abstract: This research paper presents a comprehensive comparison of the Incident Management applications offered by
ServiceNow and BMC Helix. The study examines key features, automation capabilities, user interfaces, reporting tools, and
integration options of both solutions. By evaluating their strengths and weaknesses in handling IT incidents, this paper aims to
provide insights for organizations seeking to enhance their incident response processes.

L. INTRODUCTION
In today’s digital-first business environment, effective incident management is crucial for maintaining service availability and
minimizing disruptions. ServiceNow and BMC Helix, two leading providers of IT Service Management (ITSM) solutions, offer
robust Incident Management applications designed to streamline the process of identifying, analyzing, and resolving IT incidents.

The incident management process

1. Incident 2. Notification 3. Incident
Logging & Escalation Classification

x B

4. Incident S. Investigation 6. Incident Resolution
Prioritization and Diagnosis and Closure

This paper aims to provide a detailed comparison of the Incident Management capabilities offered by ServiceNow and BMC Helix.
We will explore how each platform addresses the key stages of the incident lifecycle, from initial detection and logging to resolution
and post-incident review. By examining these aspects, we seek to offer valuable insights for IT leaders and decision-makers
evaluating these solutions for their organizations.
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A.
ServiceNow’s Incident Management application is a core component of its ITSM suite. Built on the Now Platform, it offers a
comprehensive set of tools for managing the entire incident lifecycle. Key features include automated incident logging,
prioritization, assignment, and escalation.

B.
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1. BACKGROUND

ServiceNow Incident Management

BMC Helix Incident Management

BMC Helix Incident Management, part of the BMC Helix ITSM suite, provides a modern, Al-driven approach to handling IT
incidents. It leverages cognitive automation to streamline incident resolution processes and improve service delivery.

1. COMPARISON

Incident Logging and Classification

ServiceNow

Multi-channel incident logging (web, email, phone, chat)
Al-powered categorization and prioritization

Automatic assignment based on predefined rules

Rich text editing and attachment support

BMC Helix

Omni-channel incident creation

Cognitive classification using natural language processing
Automatic prioritization based on business impact
Configurable templates for common incidents

Workflow and Automation

ServiceNow

Visual workflow designer for custom incident processes
Automated notifications and escalations

Integration with Configuration Management Database (CMDB)
SLA management and breach predictions

BMC Helix

AlOps-driven automated ticket routing

Intelligent alerting and notification system

Dynamic workflow adaptation based on incident context
Predictive analytics for potential SLA violations

Knowledge Management and Self-Service

ServiceNow

Integrated knowledge base with contextual article suggestions
Self-service portal with guided troubleshooting

Automated creation of knowledge articles from resolved incidents
Natural language search capabilities

BMC Helix

Al-powered knowledge recommendations

Chatbot integration for self-service incident logging and resolution
Automated knowledge harvesting from ticket resolutions
Contextual help within the incident management interface
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D. Collaboration and Communication

1) ServiceNow

e Built-in chat and collaboration tools

o Visual timelines of incident activities

e Integration with third-party communication platforms (e.g., Slack, Teams)
e Major incident management features for coordinating large-scale responses

2) BMC Helix

e Real-time collaboration spaces within incident records
o Integrated video conferencing capabilities

e Social media-style updates and @mentions

e Mobile app for on-the-go incident management

E. Reporting and Analytics

1) ServiceNow

e  Customizable dashboards and reports

e Real-time analytics on incident trends and performance

e Machine learning-driven insights for continuous improvement
e Extensive export options for data analysis

2) BMC Helix

e Al-driven analytics for proactive problem identification
e  Customizable KPI tracking and reporting

e Predictive analytics for forecasting incident volumes

e Integration with BMC’s broader analytics ecosystem

V. INTEGRATION CAPABILITIES
A. ServiceNow
1) Extensive API library for custom integrations
2) Pre-built integrations with popular monitoring and alerting tools
3) Workflow integration with other ServiceNow modules (e.g., Change Management, Problem Management)

B. BMC Helix

1) Open API architecture for third-party integrations

2) Strong integration with BMC’s Discovery and CMDB solutions

3) Seamless connectivity with BMC’s Digital Workplace for end-user interactions

V. STRENGTHS AND LIMITATIONS
A. ServiceNow: Strengths
1) Comprehensive platform with extensive customization options
2) Strong workflow automation capabilities
3) Large ecosystem of integrations and add-ons

B. Limitations
1) Can be complex to implement and configure
2) Potentially higher cost for full feature utilization
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C. BMC Helix: Strengths

1) Advanced Al and cognitive automation features

2) Flexible deployment options (cloud, on-premises, hybrid)

3) Strong integration with BMC’s IT operations management tools

D. Limitations
4) Smaller marketplace for third-party extensions
5) Transition from legacy BMC Remedy may require significant effort

VI. CONCLUSION

Both ServiceNow and BMC Helix offer robust Incident Management solutions with advanced features to support modern IT
operations. ServiceNow’s strength lies in its extensive customization capabilities and broad integration ecosystem, making it
suitable for organizations with complex, diverse IT environments. BMC Helix excels in its Al-driven approach and tight integration
with IT operations tools, appealing to organizations focusing on AlOps and cognitive automation.

The choice between these platforms will depend on factors such as existing IT infrastructure, specific incident management
requirements, budget considerations, and long-term ITSM strategy. Organizations should carefully evaluate their needs, conduct
proof-of-concept trials, and consider the total cost of ownership when deciding between ServiceNow and BMC Helix for Incident
Management.
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