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Forwarding Microsoft SCOM
Alerts to the Service Desk

Streamlining Incident Management
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Dynamic Tools for Dynamic Landscapes

Within today's dynamic technology landscape,
monitoring tools can identify issues within
seconds — but turning those alerts into
meaningful, trackable action is where many
organizations fall short.

Microsoft System Center Operations Manager
(SCOM) provides powerful visibility across
infrastructure and applications, yet its value is
limited when alerts don't flow efficiently into
the service desk. This whitepaper outlines how
automated SCOM-to-service desk integration
removes manual effort, accelerates response
times, and strengthens overall incident
management. It also provides an overview of
current connector options and introduces
Kelverion’s  streamlined  approach  for
transforming raw alerts into actionable, well-
managed incidents.
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Executive Summary

Modern IT operations rely heavily on monitoring solutions like
System Center Operations Manager (SCOM) to detect issues across
servers, applications, and services. While SCOM excels at generating
alerts, organizations often struggle to ensure these alerts translate
into actionable incidents in their IT Service Management (ITSM)
platforms. Without proper integration, critical alerts may be missed,
tickets may be created manually, and incident resolution can be
delayed.

Automating the forwarding of SCOM alerts into service desks such as
ServiceNow, while maintaining bi-directional synchronization,
transforms monitoring into actionable intelligence. This white paper
explores the landscape of SCOM-to-service desk integration,
examines available connector solutions, and highlights Kelverion's
robust and flexible solution for seamless alert-to-ticket automation.
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The Challenge

Alerts Without Integration

Many organizations rely on email notifications or manual processes to convert SCOM alerts into
service desk tickets. This approach has several limitations:

¢ Manual effort: Operators must manually review alerts and create incidents.

¢ Missed or delayed response: Alerts may be ignored or filtered out, risking SLA breaches.

e Limited visibility: Service desk teams lack critical monitoring context, while operations teams
may not know the status of corresponding tickets.

Operational Risks

Without automated integration:
e Critical alerts may remain unresolved, causing outages or business impact.
e Manual ticket creation consumes valuable staff time.

¢ No feedback loop exists between SCOM and the service desk, reducing transparency and
efficiency.
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The Need for Automation

Effective integration addresses these challenges by:

e Automatically forwarding critical alerts to the service desk.

e Mapping alert data to ticket fields for context-rich incidents.

e Synchronizing ticket status with SCOM alerts (bi-directional sync).

e Supporting advanced workflows, such as automated remediation or assignment routing.
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Service Desk Connector Landscape

Organizations have several options for integrating SCOM with ITSM platforms. Common

connectors include:

Connector / Vendor

Cookdown
Connection Center

OpsLogix ServiceNow
Incident Connector

Native ServiceNow
Connector
SCOM-to-ServiceNow

Connector Pro

Kelverion Integration
Packs

Description & Capabilities

Mature, bi-directional sync for alerts and incidents, with
filtering, mapping, and automated monitor reset.

Bi-directional SCOM-to-ServiceNow integration, secure
APl access (OAuth 2.0), automated ticket updates.

ServiceNow Event Management integration; allows alert
forwarding and incident mapping.

Enables alert mapping, incident creation, assignment
routing.

Connects SCOM to multiple service desks (ServiceNow,
BMC Helix, Jira, Azure DevOps), with orchestration and
runbook-based automation.

Support Status

Actively
maintained

Supported
Supported;
version-

dependent

Supported;
vendor-specific

Fully supported

Each connector has unique strengths, from simplicity of deployment to advanced orchestration
capabilities. Selecting the right solution depends on an organization’s monitoring volume, ITSM
platform, and automation requirements.
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How Connectors Work: Technical Overview

Alert Detection

SCOM monitors infrastructure and applications. When issues are detected, alerts are generated,
containing metadata such as severity, source, and description.

Alert Processing

Connectors monitor these alerts through:
¢ Polling SCOM databases or APIs for new alerts.
¢ Notification channels triggered by SCOM subscriptions or scripts.

¢ Management Pack deployment, providing configurable rules for alert handling.

‘M’ Page 7




Transformation and Mapping

Connectors translate SCOM alert fields into the service desk incident schema. Key capabilities
include:

e Custom field mapping: Assign alerts to the correct ticket fields (priority, Cl, assignment
group).

o Filtering: Exclude low-priority or irrelevant alerts.

e Grouping and deduplication: Combine related alerts into single tickets to reduce noise.

Ticket Creation and Synchronization

Connectors communicate with service desks via APIs (REST or SOAP) to create or update tickets.
Bi-directional sync ensures:

o Ticket updates (status, resolution) in the service desk are reflected back in SCOM.

e SCOM alerts can be closed or reset automatically based on ticket resolution.

Logging and Auditing

Connectors maintain logs for auditing, troubleshooting, and compliance. Secure authentication
and encrypted communication ensure data integrity and protection.
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Why Kelverion Is a Strong Choice

Kelverion distinguishes itself through flexibility, security, and support, making it an ideal solution
for forwarding SCOM alerts to ServiceNow or other service desks.

Integration Pack for ServiceNow

e Supports the ServiceNow REST API for incident creation, updates, and CMDB integration.
Legacy SOAP support remains available but is being phased out in favor of the modern REST
API.

e Pre-built activities simplify automation, including record creation, attachment management,
and import set operations.

e Smart discovery caches ServiceNow tables and fields, reducing manual mapping effort.

Bi-directional Automation

e Automatically synchronizes ticket status with SCOM alerts.

e Ensures closed or resolved tickets update the corresponding SCOM alert, completing the
feedback loop.
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Security and Reliability

e Uses secure credentials, least-privilege access, and encrypted APl communications.
e Supports multiple connections for separate environments or privilege levels.

e Maintained and upgraded in line with ServiceNow platform changes.

Flexibility Across Service Desks

o Kelverion supports multiple ITSM platforms, including BMC Helix, Jira, and Azure DevOps.

e Standardizes alert-to-ticket workflows across diverse environments.

Scalability and Maintainability

e Orchestrator runbooks provide a maintainable, version-controlled automation platform.

e Supports scalable operations, robust error handling, and centralized monitoring.
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Implementation Considerations

Risk Management

e Alert Storms: Filter low-priority alerts to reduce noise.
o Field Mapping Errors: Validate mappings in a staging environment.
e Security Risks: Use encrypted credentials and least-privilege APl accounts.

e Scalability: Plan for alert volumes and orchestrator capacity.

Best Practices

e Engage both operations and service desk teams during design.
o Pilot the integration in a non-production environment.
e Schedule regular reviews and updates to integration runbooks.

e Monitor integration health with alerts and logging.
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Architecture Reference (Kelverion-Based)

SCOM - Orchestrator with Kelverion Integration Pack —
Service Desk (ServiceNow)

1. SCOM generates alerts.
2. Orchestrator Runbooks process alerts:
a. Map fields to ticket schema.
b. Call ServiceNow API to create or update incidents.
c. Monitor ticket status and update SCOM alerts.
3. Service Desk manages incidents:
a. Tickets reflect SCOM alert context.

b. Ticket resolution triggers automated updates back to SCOM.

Security, logging, and auditing are embedded throughout the process to ensure compliance and
reliability.
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Business Impact

e Faster response times through automated ticket creation.

¢ Fewer missed incidents, reducing downtime and SLA breaches.

¢ Improved visibility between monitoring and service teams.

¢ Reduced manual workload, allowing staff to focus on higher-value tasks.

e Scalable automation that evolves with infrastructure growth.
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Conclusion

Forwarding SCOM alerts to a service desk is essential for modern IT operations. While multiple
connectors exist, Kelverion’s Integration Packs offer unmatched flexibility, security, and
maintainability. By automating the alert-to-ticket workflow and ensuring bi-directional
synchronization, Kelverion empowers organizations to improve incident response, enhance
collaboration, and optimize operational efficiency.

Next Steps:
1. Assess SCOM alert volume and service desk requirements.
Define key use cases, including field mappings and synchronization rules.

Engage Kelverion for a demo or proof-of-concept.

> won

Pilot the integration in a test environment and iterate before full deployment.

With Kelverion, organizations can transform SCOM alerts from notifications into actionable,
automated workflows that drive operational excellence.
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About NiCE

NiCE Services for Microsoft System Center encompass consulting services tailored to System
Center Operations Manager, Configurations Manager, and Service Manager. Our offerings include
SCOM Health Assessments, training, advice and provisioning for third-party SCOM tools, as well
as SCOM-centric monitoring solutions for business elements such as applications, databases,
operating systems, services, and custom applications.

NiCE Management Packs for Microsoft SCOM are available for AIX, Azure AD Connect, Entra ID,
Citrix VAD & ADC, Custom Applications, HCL Domino, IBM Db2, IBM HMC & VIOS, IBM Power HA,
Linux on Power Systems, Log Files, MariaDB, Microsoft 365, Microsoft Teams, Microsoft SharePoint,
Microsoft Exchange, Microsoft OneDrive, Mongo DB, NetApp ONTAP, Oracle, Veritas Clusters,
VMware, and zLinux.

Our commitment

1. Ongoing development, incl. latest version support
2. Top required metrics come out-of-the-box

3. Integrated source knowledge to solve issues faster
4. Custom development & coaching

5. Highly responsive support team

6. Easy onboarding & renewals

7. Largest set of Microsoft SCOM Management Packs

About Microsoft System Center Operations Manager (SCOM)

Microsoft SCOM is a powerful IT management solution designed to help organizations monitor,
troubleshoot, and ensure the health of their IT infrastructure. SCOM provides comprehensive
infrastructure monitoring, offering insights into the performance, availability, and security of
applications and workloads across on-premises, cloud, and hybrid environments. With its robust
set of features, SCOM enables IT professionals to proactively identify and address potential issues
before they impact the business, improving overall operational efficiency and reducing downtime.
By leveraging SCOM, businesses can achieve greater control over their IT environment, ensuring a
seamless user experience and enhancing the reliability of their services.

Take advantage of all the benefits of advanced monitoring using NiCE Management Packs for
Microsoft System Center Operations Manager. Contact us at solutions@nice.de (EMEA, APAC), or
solutions@nice.us.com (US, LATAM) for a quick demo, and a free 60 days trial.

NiCE IT Management Solutions GmbH NiCE IT Management Solutions Corporation
Liebigstrasse 9 3478 Buskirk Avenue, Suite 1000

71229 Leonberg Pleasant Hill, CA 94523

Germany USA

www.nice.de Www.nhice.us.com

solutions@nice.de solutions@nice.us.com
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https://www.nice.de/all-solutions/
https://www.nice.de/aix-management-pack-for-microsoft-scom/
https://www.nice.de/azure-ad-connect-monitoring/
https://www.nice.de/citrix-management-pack-for-microsoft-scom/
https://www.nice.de/custom-scom-management-packs/
https://www.nice.de/ibm-db2-management-pack/
https://www.nice.de/powerha-management-pack/
https://www.nice.de/nice-linux-power-mp-for-microsoft-scom/
https://www.nice.de/log-file-monitoring-scom-nice-logfile-mp/
https://www.nice.de/active-365-mp/
https://www.nice.de/microsoft-teams-monitoring/
https://www.nice.de/microsoft-sharepoint-monitoring/
https://www.nice.de/microsoft-exchange-monitoring/
https://www.nice.de/monitoring-microsoft-onedrive/
https://www.nice.de/nice-mongodb-management-pack-for-microsoft-scom/
https://www.nice.de/oracle-database-management-pack/
https://www.nice.de/nice-veritas-cluster-mp-for-microsoft-scom/
https://www.nice.de/nice-vmware-mp/
https://www.nice.de/microsoft-scom-mp-ibm-system-z-monitoring-nice-zlinux-mp/
mailto:solutions@nice.de
mailto:solutions@nice.us.com
http://www.nice.de/
http://www.nice.us.com/
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