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ABSTRACT

The evolution of Incident Lifecycle Management
(ILM) has become a cornerstone in ensuring the
resilience and continuity of global enterprises. This
paper delves into the progression of ILM practices,
highlighting the transition from reactive to
proactive approaches, the integration of advanced
technologies, and the adoption of standardized
frameworks. Through an analysis of case studies
and methodologies, the paper underscores the
significance of a structured incident management
process in mitigating risks, enhancing operational
efficiency, and safeguarding organizational
reputation.
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INTRODUCTION

In the contemporary digital landscape, global
enterprises face an increasing array of challenges
that can disrupt operations, ranging from
cyberattacks to system failures. The ability to
swiftly and effectively manage incidents is
paramount to maintaining business continuity and
safeguarding stakeholder trust. Incident Lifecycle
Management (ILM) encompasses the processes
and practices employed to identify, respond to, and
recover from such disruptions.
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Historically, incident management was
predominantly reactive, with organizations
addressing issues as they arose. However, the
complexities of modern IT infrastructures and the
critical nature of continuous service availability
have necessitated a shift towards proactive and
structured ILM practices.

This paper explores the evolution of ILM in global
enterprises, examining the methodologies,
technologies, and frameworks that have shaped
current practices. By analyzing case studies and
industry standards, the paper aims to provide a
comprehensive understanding of how ILM has
transformed to meet the demands of modern
enterprises.

CASE STUDIES

1. HCL Technologies: Transforming Critical
Incident Management

HCL Technologies, a global IT services company,
faced challenges in managing critical incidents
across a complex support ecosystem. Multiple
partners followed their own protocols, leading to
inconsistencies in incident handling. HCL
implemented a standardized process for Critical
Incident Management (CIM), ensuring clear,
actionable, and aligned updates across all partners.
This transformation enhanced the user experience
and improved the efficiency of incident resolution.

2. Microsoft: Leveraging Al for Incident
Management

Microsoft developed 'Xpert, an Al-powered
system that assists on-call engineers in crafting
domain-specific language queries to analyze
telemetry data during incidents. By automating the
query recommendation process, Xpert reduced the
time required to mitigate incidents and alleviated

operational burdens on engineers, thereby
enhancing service reliability.

3. Searchlnform: Enhancing Incident Lifecycle
in Cloud Systems

SearchInform, a  cybersecurity = company,
introduced a comprehensive approach to managing
the incident lifecycle in cloud systems. By
integrating advanced detection mechanisms and
structured response protocols, SearchInform
improved the efficiency of incident handling,
minimized downtime, and strengthened overall
system resilience.
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METHODOLOGY

The research methodology employed in this study
involved a qualitative analysis of existing
literature, industry reports, and case studies from
leading global enterprises. Data was collected from
reputable sources, including academic journals,
corporate publications, and industry white papers,
to ensure the reliability and validity of the findings.

The analysis focused on identifying key trends,
technologies, and frameworks that have influenced
the evolution of ILM practices. Particular attention
was given to the adoption of ITIL (Information
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Technology Infrastructure Library) standards, the
integration of Al and machine learning
technologies, and the shift towards proactive
incident management strategies.

By synthesizing information from diverse sources,
the study provides a comprehensive overview of
the advancements in ILM and offers insights into
best practices for global enterprises seeking to
enhance their incident management capabilities.

RESULTS

The analysis revealed several significant trends in
the evolution of ILM practices:

1. Adoption of ITIL Frameworks: Many
enterprises have adopted ITIL standards to
standardize incident management
processes, ensuring consistency and
efficiency in handling incidents.

2. Integration of Al and Automation: The
incorporation of Al and automation tools
has streamlined incident detection and
response, reducing resolution times and
minimizing human error.

3. Proactive Incident Management:
Organizations  are  shifting  towards
proactive strategies, including predictive
analytics and continuous monitoring, to
identify and address potential incidents
before they impact operations.

4. Enhanced Collaboration Tools: The use
of collaborative platforms has improved
communication among incident response
teams, facilitating quicker and more
coordinated responses.

5. Focus on Post-Incident Analysis: Post-
incident reviews have become integral to
ILM practices, allowing organizations to
learn from incidents and implement
measures to prevent recurrence.

CONCLUSION

The evolution of Incident Lifecycle Management
in global enterprises reflects a concerted effort to
enhance resilience, minimize downtime, and
maintain  stakeholder trust. By adopting
standardized frameworks like ITIL, integrating
advanced technologies, and shifting towards
proactive  incident management  strategies,
organizations can better navigate the complexities
of modern IT environments.

Future advancements in ILM will likely focus on
further automation, the integration of emerging
technologies such as blockchain for incident
tracking, and the development of more
sophisticated predictive analytics tools. As
enterprises continue to digitalize and expand
globally, the importance of effective ILM practices
will only increase, underscoring the need for
continuous improvement and adaptation in incident
management approaches.

REFERENCES

e  HCL Technologies. (2025). Transforming Critical Incident
Management for a Global Enterprise. Retrieved from
https://www.hcltech.com/case-study/transforming-critical-
incident-management-for-a-global-enterprise

. Jiang, Y., Zhang, C., He, S., Yang, Z., Ma, M., Qin, S., Kang, Y.,
Dang, Y., Rajmohan, S., Lin, Q. (2023). Xpert: Empowering
Incident Management with Query Recommendations via Large
Language Models. arXiv. Retrieved from
https://arxiv.org/abs/2312.11988

e Searchinform. (2025). Incident Lifecycle Management: An In-
Depth Guide. Retrieved from
https://searchinform.com/articles/cybersecurity/measures/incide
nt-response/incident-lifecycle/

. Squadcast. (2024). Chaos To Control: Incident Management
Process, Best Practices, and Steps. Retrieved from
https://www.squadcast.com/blog/chaos-to-control-incident-

management-process-best-practices-and-steps




\5SN: PENDIG.

IJMRIAS)
ISSN (Online): Request Pending

Volume-1 Issue-3 || Jul-Sep 2025 || PP.21-26

International Journal of Medical Research and Innovation in Applied Science

https://ijmrias.org/

Fliplet. (2023). Top 13 Incident Management Best Practices for
2023. Retrieved from https://fliplet.com/blog/top-13-incident-
management-best-practices/

Atlassian. (2025). Incident Management: Processes, Best
Practices & Tools. Retrieved from
https://www.atlassian.com/incident-management

Rootly. (2025). Enterprise Incident Management: Best Practices
for Large Organizations. Retrieved from
https://rootly.com/blog/enterprise-incident-management-best-
practices-for-large-organizations

InvGate. (2024). Navigating the Incident Management Lifecycle:
A Complete Guide. Retrieved from
https://blog.invgate.com/incident-management-lifecycle

Seerist. (2024). 5 Incident Management Best Practices. Retrieved
from https://seerist.com/blog/5-incident-management-best-
practices/

ComplianceQuest. (2025). Incident Management: Importance,
Process, and Best Practices. Retrieved from
https://www.compliancequest.com/incident-management/
Jaiswal, 1. A., & Prasad, M. S. R. (2025). Strategic leadership in
global software engineering teams. International Journal of
Enhanced Research in Science, Technology & Engineering,

14(4), 391. https://doi.org/10.55948/IJERSTE.2025.0434

Tiwari, S. (2025). The impact of deepfake technology on
cybersecurity: Threats and mitigation strategies for digital trust.
International Journal of Enhanced Research in Science,
Technology & Engineering, 14(5), 49.
hitps://doi.org/10.55948/IJERSTE:2025.0508

Dommari, S. (2025). The role of Al in predicting and preventing
cybersecurity breaches in cloud environments. International
Journal of Enhanced Research in Science, Technology &
Engineering, 14(4), glela”,
https.//doi.org/1055948AJERSTE.2025:0416

Yadav, N., Gaikwad, A., Garudasu, S., Goel, O., Jain, 4., &
Singh, N. (2024). Optimization of SAP SD pricing procedures for

custom scenarios in high-tech industries. Integrated Journal for
Research in  Arts and  Humanities, 4(6), 122-142.
https://doi.org/10.55544/ijrah.4.6.12

Saha, B., & Kumar, S. (2019). Agile transformation strategies in
cloud-based program management. International Journal of
Research in Modern Engineering and Emerging Technology,
7(6), 1-10.

Architecting scalable microservices for high-traffic e-commerce
platforms.  (2025).  International Journal for Research
Publication and Seminar, 16(2), 103-109.
hitps://doi.org/10.36676/jrps.v16.i2.55

Jaiswal, I. A., & Goel, P. (2025). The evolution of web services
and APIs: From SOAP to RESTful design. International Journal
of General Engineering and Technology, 14(1), 179-192.

Tiwari, S., & Jain, A. (2025). Cybersecurity risks in 5G networks:

Strategies for safeguarding next-generation communication
systems. International Research Journal of Modernization in
Engineering Technology and Science, 7(5).
https://doi.org/10.56726/irjmets75837

Dommari, S., & Vashishtha, S. (2025). Blockchain-based

solutions for enhancing data integrity in cybersecurity systems.
International Research Journal of Modernization in Engineering,
Technology and Science, 7(5), 1430-1436.
https://doi.org/10.56726/IRIMETS75838

Yadav, N., Dharuman, N. P., Dharmapuram, S., Kaushik, S.,
Vashishtha, S., & Agarwal, R. (2024). Impact of dynamic pricing

in SAP SD on global trade compliance. International Journal of
Research Radicals in Multidisciplinary Fields, 3(2), 367-385.
Saha, B. (2022). Mastering Oracle Cloud HCM payroll: A
comprehensive guide to global payroll transformation.
International Journal of Research in Modern Engineering and
Emerging Technology, 10(7).

Al-powered cyberattacks: A comprehensive study on defending
against evolving threats. (2023). International Journal of Current
Science, 13(4), 644—661.

Jaiswal, I. A., & Singh, R. K. (2025). Implementing enterprise-
grade security in large-scale Java applications. International
Journal of Research in Modern Engineering and Emerging
Technology, 13(3), 424.
https://doi.org/10.63345/ijrmeetorg.v13.i3.28

Tiwari, S. (2022). Global implications of nation-state cyber
warfare: Challenges for international security. International
Journal of Research in Modern Engineering and Emerging
Technology, 1003), 42.
https://doi.org/10.63345/ijrmeet.org.v10.i3.6

Dommari, S. (2023). The intersection of artificial intelligence and
cybersecurity: Advancements in threat detection and response.
International Journal for Research Publication and Seminar,

14(5), 530-545. https://doi.org/10.36676/jrps.v14.i5.1639



https://doi.org/10.55948/IJERSTE.2025.0434
https://doi.org/10.55948/IJERSTE.2025.0508
https://doi.org/10.55948/IJERSTE.2025.0416
https://doi.org/10.55544/ijrah.4.6.12
https://doi.org/10.36676/jrps.v16.i2.55
https://doi.org/10.56726/irjmets75837
https://doi.org/10.56726/IRJMETS75838
https://doi.org/10.63345/ijrmeet.org.v13.i3.28
https://doi.org/10.63345/ijrmeet.org.v10.i3.6
https://doi.org/10.36676/jrps.v14.i5.1639

\5SN: PENDIG.

IJMRIAS)
ISSN (Online): Request Pending

Volume-1 Issue-3 || Jul-Sep 2025 || PP.21-26

International Journal of Medical Research and Innovation in Applied Science

https://ijmrias.org/

Yadav, N., Vivek, A. S., Subramani, P., Goel, O., Singh, S. P., &
Shrivastav, A. (2024). Al-driven enhancements in SAP SD pricing
for real-time decision making. International Journal of
Multidisciplinary Innovation and Research Methodology, 3(3),
420-446.

Saha, B., Pandey, P., & Singh, N. (2024). Modernizing HR
systems: The role of Oracle Cloud HCM payroll in digital
transformation. International Journal of Computer Science and
Engineering, 13(2), 995-1028.

Jaiswal, 1. A., & Goel, O. (2025). Optimizing content
management systems with caching and automation. Journal of
Quantum Science and Technology, 2(2), 34—44.

Tiwari, S., & Gola, D. K. K. (2024). Leveraging dark web
intelligence to strengthen cyber defense mechanisms. Journal of
Quantum Science and Technology, 1(1), 104—126.

Dommari, S., & Jain, A. (2022). The impact of loT security on
critical infrastructure protection: Current challenges and future
directions. International Journal of Research in Modern
Engineering and  Emerging  Technology, 10(1), 40.
https.//doi.org/10.63345/ijrmeet.org.v10.il.6

Yadav, N., Bhardwaj, A., Jeyachandran, P., Goel, O., Goel, P., &

Jain, A. (2024). Streamlining export compliance through SAP
GTS: A case study in high-tech industries. International Journal
of Research in Modern Engineering and Emerging Technology,
12(11), 74.

Saha, B., Singh, R. K., & Siddharth. (2025). Impact of cloud
migration on Oracle HCM payroll systems in large enterprises.
International Research Journal of Modernization in Engineering
Technology and Science, 7(1).
https.//doi.org/10.56726/IRIMETS66950

Jaiswal, 1. A., & Khan, S. (2025). Leveraging cloud-based

projects (AWS) for microservices architecture. Universal
Research Reports, 12(1), 195-202.
https://doi.org/10.36676/urr.v12.i1.1472

Tiwari, S. (2023). Biometric authentication in the face of spoofing
threats: Detection and defense innovations. Innovative Research

Thoughts, 9(5), 402—420. https://doi.org/10.36676/irt.v9.i5.1583

Dommari, S. (2024). Cybersecurity in autonomous vehicles:
Safeguarding connected transportation systems. Journal of
Quantum Science and Technology, 1(2), 153—173.

Yadav, N., Aravind, S., Bikshapathi, M. S., Prasad, P. M., Jain,
S., & Goel, P. (2024). Customer satisfaction through SAP order

management automation. Journal of Quantum Science and
Technology, 1(4), 393—413.

Saha, B., & Goel, P. (2024). Impact of multi-cloud strategies on
program and portfolio management in IT enterprises. Journal of
Quantum Science and Technology, 1(1), 80—-103.

Jaiswal, 1. A., & Solanki, S. (2025). Data modeling and database
design for high-performance applications. International Journal
of Creative Research  Thoughts, 13(3), m557-m566.
http://www.ijcrt.org/papers/IJCRT2543446.pdf

Tiwari, S., & Agarwal, R. (2022). Blockchain-driven IAM

solutions. Transforming identity management in the digital age.
International Journal of Computer Science and Engineering,
11(2), 551-584.

Dommari, S., & Khan, S. (2023). Implementing zero trust
architecture in cloud-native environments: Challenges and best
practices. International Journal of All Research Education and
Scientific Methods, 11(8), 2188.

Yadav, N., Prasad, R. V., Kyadasu, R., Goel, O., Jain, A., &
Vashishtha, S. (2024). Role of SAP order management in
managing backorders in high-tech industries. Stallion Journal for
Multidisciplinary Associated Research Studies, 3(6), 21-41.
https://doi.org/10.55544/sjmars.3.6.2

Saha, B., Jain, A., & Jain, A. K. (2022). Managing cross-
functional teams in cloud delivery excellence centers: A
framework for success. International Journal of Multidisciplinary
Innovation and Research Methodology, 1(1), 84-108.

Jaiswal, 1. A., & Sharma, P. (2025). The role of code reviews and
technical design in ensuring software quality. International
Journal of All Research Education and Scientific Methods, 13(2),
3165.

Tiwari, S., & Mishra, R. (2023). Al and behavioural biometrics
in real-time identity verification: A new era for secure access
control. International Journal of All Research Education and
Scientific Methods, 11(8), 2149.

Dommari, S., & Kumar, S. (2021). The future of identity and
access management in blockchain-based digital ecosystems.
International Journal of General Engineering and Technology,
10(2), 177-206.

Yadav, N., Bhat, S. R., Mane, H. R., Pandey, P., Singh, S. P., &
Goel, P. (2024). Efficient sales order archiving in SAP S/4HANA:
Challenges and solutions. International Journal of Computer

Science and Engineering, 13(2), 199-238.



https://doi.org/10.63345/ijrmeet.org.v10.i1.6
https://doi.org/10.56726/IRJMETS66950
https://doi.org/10.36676/urr.v12.i1.1472
https://doi.org/10.36676/irt.v9.i5.1583
http://www.ijcrt.org/papers/IJCRT25A3446.pdf
https://doi.org/10.55544/sjmars.3.6.2

\5SN: PENDIG.

IJMRIAS)
ISSN (Online): Request Pending

Volume-1 Issue-3 || Jul-Sep 2025 || PP.21-26

International Journal of Medical Research and Innovation in Applied Science

https://ijmrias.org/

Saha, B., & Goel, P. (2023). Leveraging Al to predict payroll
fraud in enterprise resource planning (ERP) systems.
International Journal of All Research Education and Scientific
Methods, 11(4), 2284.

Jaiswal, I. A., & Verma, L. (2025). The role of Al in enhancing
software engineering team leadership and project management.
International Journal of Research and Analytical Reviews, 12(1),
111-119. http.//www.ijrar.org/IJRAR2543526.pdf

Dommari, S., & Mishra, R. K. (2024). The role of biometric

authentication in securing personal and corporate digital
identities. Universal Research Reports, 11(4), 361-380.
https://doi.org/10.36676/urr.vi1.i4.1480

Yadav, N., Abdul, R., Bradley, S., Satya, S. S., Singh, N., Goel, O.,
& Chhapola, A. (2024). Adopting SAP best practices for digital

transformation in high-tech industries. International Journal of
Research  and  Analytical ~ Reviews, 11(4), 746-769.
http://www.ijrar.org/IJRAR24D3129:pdf

Saha, B., & Chhapola, A. (2020). Al-driven workforce analytics:

Transforming HR practices using machine learning models.
International Journal of Research and Analytical Reviews, 7(2),
982-997.

Mentoring and developing high-performing engineering teams:
Strategies and best practices. (2025). Journal of Emerging
Technologies and Innovative Research, 12(2), h900-h908.
http.//www.jetir.org/papers/JETIR2502796.pdf

Tiwari, S. (2021). Al-driven approaches for automating
privileged access security: Opportunities and risks. International
Journal of Creative Research Thoughts, 9(11), c898—c915.
http.//www.ijcrt.org/papers/IJCRI2111329.pdf

Yadav, N., Das, A., Kar, A., Goel, O., Goel, P., & Jain, A. (2024).

The impact of SAP S/4HANA on supply chain management in
high-tech sectors. International Journal of Current Science,
14(4), 810.

Implementing chatbots in HR management systems for enhanced
employee  engagement. . (2021).  Journal of Emerging
Technologies and Innovative Research, 8(8), f625—1638.
http.//www.jetir.ovg/papers/JETIR2108683.pdf

Tiwari, S. (2022). Supply chain attacks in software development:

Advanced prevention techniques and detection mechanisms.

International Journal of Multidisciplinary Innovation and
Research Methodology, 1(1), 108—130.

Dommari, S. (2022). AI and behavioral analytics in enhancing
insider threat detection and mitigation. International Journal of
Research and Analytical Reviews, 9(1), 399—416.

Yadav, N., Krishnamurthy, S., Sayata, S. G., Singh, S. P., Jain, S.,
& Agarwal, R. (2024). SAP billing archiving in high-tech
industries: Compliance and efficiency. Iconic Research and
Engineering Journals, 8(4), 674-705.

Saha, B., & Kumar, A. (2019). Best practices for IT disaster
recovery planning in multi-cloud environments. Iconic Research
and Engineering Journals, 2(10), 390—409.

Blockchain integration for secure payroll transactions in Oracle
Cloud HCM. (2020). International Journal of Novel Research
and Development, 5(12), 71-81.

Saha, B., Aswini, T., & Solanki, S. (2021). Designing hybrid cloud
payroll models for global workforce scalability. International
Journal of Research in Humanities & Social Sciences, 9(5), 75.
Exploring the security implications of quantum computing on
current encryption techniques. (2021). Journal of Emerging
Technologies and Innovative Research, 8(12), gl-gl18.

Saha, B., Kumar, L., & Kumar, A. (2019). Evaluating the impact
of Al-driven project prioritization on program success in hybrid
cloud environments. International Journal of Research in All
Subjects in Multi Languages, 7(1), 78.

Robotic process automation (RPA) in onboarding and
offboarding: Impact on payroll accuracy. (2023). International
Journal of Current Science, 13(2), 237-256.

Saha, B., & Renuka, A. (2020). Investigating cross-functional
collaboration and knowledge sharing in cloud-native program
management systems. International Journal for Research in
Management and Pharmacy, 9(12), 8.

Edge computing integration for real-time analytics and decision
support in SAP service management. (2025). International
Journal for Research Publication and Seminar, 16(2), 231-248.
https.//doi.org/10:36676/jrps.vi6.i2.283



http://www.ijrar.org/IJRAR25A3526.pdf
https://doi.org/10.36676/urr.v11.i4.1480
http://www.ijrar.org/IJRAR24D3129.pdf
http://www.jetir.org/papers/JETIR2502796.pdf
http://www.ijcrt.org/papers/IJCRT2111329.pdf
http://www.jetir.org/papers/JETIR2108683.pdf
https://doi.org/10.36676/jrps.v16.i2.283

