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Abstract 

Incident management is a critical function of IT operations. It ensures organizations are able to maintain 

their systems reliably with minimal service disruptions. Traditional incident management approaches rely 

on reactive monitoring, manual root-cause identification, and static threshold-based alerting. This leads to 

a delay in detection of the issues, prolonged resolution times, and increased operational costs. As IT 

environments grow more complex organizations struggle with alert fatigue, siloed monitoring, and slow 

incident response. This results in financial losses, reputational risks, and compliance challenges. 

This paper explores the limitations of traditional incident management and the impact it has on 

organizations. The paper introduces proactive incident management and compares it to the traditional 

approach of incident management. It also further explains how proactive incident management leverages 

AI-based solutions to remediate the limitations of traditional incident management. 

Finally, the paper emphasizes the need for AI-driven solutions in incident management. 
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INTRODUCTION 

As modern IT systems increase in complexity and scale, the need for structured response mechanisms is 

emphasized. Incident Management is the process of identifying, analyzing, and resolving IT system 

failures, performance issues, or security breaches to minimize business disruption. It is a core function of 

IT Service Management (ITSM) and ensures that organizations can restore normal service operations as 

quickly as possible. It is a vital function within IT operations, ensuring system reliability and business 

continuity. 

However, traditional incident management models remain largely reactive. This means an incident is only 

identified and addressed after it has already impacted the end user. Traditional incident response follows 

a structured reactive process. Which starts with issue being reported, logging the incident, classification 

of the incident, investigating the root cause, resolving the incident, and port-mortem analysis of the 

incident. While this format provides a standard mechanism to handle incidents, it has major limitations.  

Firstly, the issue has to be reported by the users. This means there is an increase in Mean Time To Detect 

(MTTD) [4]. Then the IT teams have to gather the needed data from data silos and manually analyze the 

root-cause. This leads to an increased Mean Time To Resolve (MTTR) [4].  

Adding to these challenges is the growing complexity of IT Landscape. Modern applications are often 

distributed across multiple infrastructures which are on-premises, private cloud, and public cloud 

platforms. This makes monitoring and troubleshooting of the modern application very difficult. 

Traditional incident management methods often rely on static threshold and manual interventions, these 
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methods are no longer sufficient and there is a pressing need to modernization of the incident management 

process. 

 

IMPACT OF DOWNTIME ON BUSINESS OPERATIONS 

Downtime has serious consequences for businesses. As  downtime can significantly affect the financial 

performance, operational efficiency, customer trust, and regulatory compliance. [2] The longer an incident 

remains unresolved, the greater is the damage on the business. 

Downtime directly impacts revenue, operational cost, and productivity of a company. Studies have shown 

the IT outages can cost a business approximately $5,600 per minute, over $300,000 per hour, depending 

on the industry and the severity of the incident [1]. Downtimes do not just affect revenue; it also disrupts 

internal business operations leading to inefficiencies and delays in operations [1]. 

 

 
Figure 1 – Impact of downtime on organizations [2] 

 

Beyond financial and operational costs, downtime can cause long-term reputational damage and legal 

repercussions. In industries like finance, healthcare, and government, failing to meet a Service-Level-

Agreement (SLA) can lead to hefty penalties and loss of customer trust [4]. 

 

REACTIVE VS. PROACTIVE INCIDENT RESPONSE 

Incident response strategies can be broken into two, reactive and proactive response. Traditionally 

organizations have often relied on reactive incident response mechanism. In this approach the incidents 

are only identified once they have caused disruptions [3]. As the IT environments are growing more 

complex and distributed, organizations are trying to shift towards proactive incident response 

management. This approach focuses on early detection, automated resolution, and prevention of incidents 

before they impact users [3]. 

Reactive Approach Proactive Approach 

Incident is detected after user impact Incident is detected before user impact 

High MTTR (due to manual troubleshooting) Low MTTR (due to automated remediation) 

High Alert noise (Due to Static baselines) Intelligent alert filtering (Due to AI-Driven 

anomaly detection) 

Getting to the RCA is slow due to manual 

investigation 

Getting to the RCA is fast due to AI-driven 

insights 

Impact on business is high due to frequent 

downtime 

Disruptions and impact on business is reduced.  
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CHALLENGES IN TRADITIONAL INCIDENT MANAGEMENT 

The major challenge in traditional incident management is that, it is reactive in nature. IT Teams start 

looking at the incidents after the users are impacted. This can cause increase in operational costs. 

Prolonged downtime can impact revenue, operational efficiency, reputation and ultimately leading to weak 

customer trust. Manual troubleshooting and getting to the root cause analysis can increase labor cost for 

IT teams.  

In traditional incident management, organizations usually spend a disproportionate amount of time 

firefighting incidents as the root-cause identification and remediation in this approach is manual. Once the 

incident is identified the IT teams would need to gather all the information needed from multiple tools, 

manually correlate all of them and then try to analyze the cause of the issue. This prolongs the time it takes 

to resolve issues. 

Traditional incident management is often supported by traditional monitoring solutions. Due to the lack 

of correlation, siloed data, and reliance on static thresholds in traditional monitoring solutions, they 

generate too many alerts. Many of which are false positive or redundant. Due to the volume of alerts, the 

IT teams struggle to differentiate between actionable alerts and irrelevant alerts. 

 

 
Figure 2 – Reactive Incident Management 

 

 

REMEDIATING THE CHALLENGES WITH PROACTIVE INCIDENT MANAGEMENT 

Proactive incident management aims to remediate the inefficiencies of traditional reactive approaches. By 

integrating AI-driven observability, proactive incident management tries to detect, predict, and remediate 

the issues before they impact the users [5]. 

AI models in modern observability tools analyze the system behavior and create a baseline based on 

normal functioning of the application. These tools have machine learning algorithms which identify subtle 

deviations from normal performance patterns [5]. In doing so these observability tools can assist IT teams 

in identifying anomalies before they become incidents. Giving them the heads-up needed to remediate the 

issue before the users are impacted. 

In traditional incident management, IT teams spend hours manually gathering all the needed information, 

correlating them to find the root cause of an issue. In proactive incident management, the modern 

observability tools act as unified observability platforms. These tools bring all aspects of monitoring data 

in one place and automatically correlate them. The AI-models baked into these tools, leverage the 

correlated data to understand the root-cause of the problem quickly. This allows IT teams to identify the 

root-cause of a problem in seconds rather than hours [6]. 
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The modern observability tools automatically correlate all the data points. These tools are able to 

understand the dependency between different entities in an application and aggregate multiple alerts 

together. This immensely reduces the number of alerts IT teams have to deal with. These tools also 

leverage adaptive machine learning models to refine alert thresholds dynamically, thereby further reducing 

the noise. 

 

 
Figure 3 – Proactive Incident Management 

 

NEED FOR AI IN INCIDENT MANAGEMENT 

As modern IT environments grow increasingly complex, dynamic, and distributed across cloud, hybrid, 

and multi-cloud infrastructures the need for AI in incident management has become critical. 

Traditional incident management approaches rely on manual monitoring, static thresholds, and reactive 

troubleshooting. These processes are no longer sufficient to handle the immense volume of data generated 

by these complex systems, rapid changes in these systems, and interdependencies across services. 

AI-driven incident management transforms this entire process by enabling detection of anomalies in near 

real-time, automating the root cause analysis, and correlating the alerts intelligently. This allows 

organizations to detect, analyze, and resolve issues before they impact users. With AI-powered 

observability and self-healing IT systems, businesses can reduce Mean Time to Detect (MTTD) and Mean 

Time to Resolve (MTTR), minimizing downtime and operational costs while improving service reliability 

[5]. 

 

 
Figure 4 – Automated detection of probable root-cause [6] 

 

As IT teams face increasing pressure to maintain uptime and ensure seamless digital experiences, AI-

driven incident management is no longer optional, it is a necessity for organizations. 

 

CONCLUSION 

As organizations navigate through an increasingly complex IT environments, traditional reactive incident 

management approaches are no longer adequate. These approaches pose multiple limitations such as 
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delayed detection, manual root-cause analysis, slow incident resolution, and alert fatigue. This causes 

extended downtimes, financial losses, and reduced customer trust on the companies. 

To address these challenges  businesses must adopt AI-driven proactive incident management. AI-driven 

proactive incident management leverages real-time observability to detect issues quicker. By integrating 

AI-powered anomaly detection, intelligent alert correlation, and self-healing IT systems, organizations 

can significantly reduce Mean Time to Detect (MTTD) and Mean Time to Resolve (MTTR), minimize 

downtime costs, and enhance business resilience.  

As the future of IT operations evolve, the shift towards AI-driven incident management will be a key 

differentiator for businesses looking to stay ahead of their competition. Adopting AI and machine learning 

is no longer optional, it is an operational necessity for modern enterprises.   
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