Background:
In enterprise itsm operations like incident management using service now, we are planning to implement automation using Amelia framework and gen ai capability. 

Here is the current flow:
· Enterprise IT monitoring tools like BigPanda, raises incidents.
· New service now request would be created and it would be assigned to L1 queue.
· IT operational manager triage, he/she assigns the ticket to the available L1 resource.
· Based on the ticket title and description, the L1 resources checks the service now KB for the relevant solution.
· If no such solution finds, then the request would be reassigned it to next level like L2 and workflow will be closed.
· If Kb article found, then the relevant solution I mean the listed steps would be executed like doing health checks, getting some information, restarting autosys jobs, checking permissions, capturing logs etc.
· If operation is successful then they would close the ticket and workflow done.
· If operation is failed then if rollback is applicable and the rollback stpes are there in the KB article then they would perform the rollback and assins the ticket to L1 queue and workflow done here.

Here the complete workflow is manual and different operators are performing these operations with the help of KB article. There are more issues or concerns like almost all human steps, scalaibity is not that easy I mean we need more resources, also these are not human created tickts these are all machine raised standard issues/incidents still we are using human resources to do the same job repetedly, also more cost due to human reouces involvement. 

Here is the proposed state:
We are implementing an automation like almost majority of the stpes would be automated. We are also using Gen AI not for decision making or not for autonomous execution, this is to validate and help used to validated and speed up the decision making. So it is basically Gen AI based L1 automation with the end to end automation workflow with the human in the loop and the tight guardrails. 
Here is the workflow:
· Enterprise IT monitoring tools like BigPanda, raises incidents.
· New service now request would be created and it would be assigned to L1 queue.
· Now, we created a scheduler (Fast API), it pools for every 5 min (it is configurable) and it chceks if there are any new L1 requests. 
· Once it finds a new L1 request, it updates the service now L1 request status to in-progress and pulls that ticket information into our automation system. 
· Our program automatically seeks for the relevant KB article. Since all L1 reuqests are machine created incidents, we need not do the semantic search, instead we can do the normal text search with the help of subject line matching, because for all similar requests are created with the similar ticket subject. 
· If relevant KB article is not found, then it automatically, reassigns the ticket to L2 queue and the workflow is done here.
· If relevant KB article is found, then the automation program, it will capture both ticket description, the relevant KB article, and also the fully refined and tested system prompt all this information will be sent to the enterprise LLM (e.g. Gemeni 2.5) and asks to validate it. 
· LLM validates this information, creates the structured and well defined execution stpes and also the confidence scores and returns the response back to the program.
· Since we are ysing pydantic schema and strict json formate enforcement, validation would be accurate and no hellusanation or unnecessary things.
· Now, once we recives the clean response from LLM, it will invoke the human approval process.
· We will send an notification email to the given admin L1 email distribution list. 
· Anyone from that DL can verify the ticket info, KB article and the solution stpes and approve or reject the request.
· If human rejected – then it will reassign the ticket to L2 queue. 
· If human approves – then it will go the execution phase.
· With the help of amelia framework, we will execute the resolution – sometimes it is just a health check sometimes it is restarting the job or other typical enterprise level  L1 resolutions.
· (Optional step)If it is a long running process like starting the batch job or something, then this would be placed in a async process queue, and the automation process will come back and verifies that the job is completed. It will perform this checks on predefined intervals.
· Once the resolution is completed:
· If it is failed – 
· if rollback is applicable, then it will excute those stpes
· If rollback is not applicable it simply skips this rollback step
· And failed ticket would be reassigned to L2 queue.
· If it is successed – 
· Then the ticket would be closed
· Guardrails:
· Kill Switch capability: During this process a deatailed kill switch can be configurable property that canb e changed at anytime. So during this workflow everytime when we do the major stpes the program will validates the kill switch configuration like before triggerint the scheduled ticket pull operation, or  before sending the context to LLM, or before going to the execution phase etc. If kill switch is enabled, immediately the operation will be on hold and the ticket would be assigned to the L2 queue. 
· LLM Role:
· LLM Role: We are only using it for enhancing the solution not for decision making or not for autonomous execution so no risk.
· Grounding the LLM response: Pydantic scheams, strict JSON validation, confidence scores. 
· Human in the loop: Though it is enterly automated, still human in the loop step is there and the approval is needed. 
· Auditing: A detailed auditing is maintained, a single session id would be generated at the very first step like pooling the ticket info from service now till the end like reassigning the ticket or closing the ticket. So auditing would be maintained.
· Service accounts: 
· There are no credentials are used across this process. For getting information from service now, and updating those tickets would be done using service now service account deidicated one created for this purpose dna for our automation . all the tickest that are handled via automation would be identified using this service account.
· Also, for incident resolution, there might be rerunning the autosys jobs or performing health checks, these would be done using dedicated service accounts that works something like managed identity and no hard password or keys not requed anywhee.

So by leveraging this automation we are planning to maximize the automation capability and increae the scalability of L1 incidnet resolution with low cost, and high scalability, consistent decisions etc. 
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Task: Rephrase the aboce use case that suits for an enterprise use case. Make it as an efficient and professional and accurate representation. If you see some enhancements to the given statements, and feel free to do that and give me the best use case description, current state workflow and target state workfloe.
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Enterprise L1 Incident Automation with GenAI-Assisted Validation and Human-in-the-Loop Governance
Executive Summary
Large enterprises managing IT operations through platforms such as ServiceNow often handle a massive volume of repetitive, machine-generated L1 incidents. These incidents are typically raised by enterprise monitoring platforms such as BigPanda and resolved using predefined operational procedures documented in Knowledge Base (KB) articles.
In the current operating model, even standardized and repetitive incidents require significant human intervention from L1 support teams. This results in:
· Increased operational cost
· Limited scalability
· Slower incident resolution
· Inconsistent execution quality
· High dependency on manual effort for routine operational tasks
To address these challenges, the organization proposes an enterprise-grade L1 incident automation framework powered by orchestration automation, controlled GenAI-assisted validation, and strict governance mechanisms.
The proposed solution introduces:
· Automated ticket orchestration
· KB-driven execution workflows
· GenAI-assisted procedural validation
· Human approval checkpoints
· Enterprise guardrails and auditability
· Secure service-account-based execution
· Optional asynchronous workflow handling for long-running operations
The objective is not autonomous AI-driven decision making, but rather controlled and governed operational automation with human oversight.
Source context:

Current State Architecture (As-Is Workflow)
Existing Operational Workflow
1. Incident Generation
Enterprise monitoring and observability platforms generate operational alerts and incidents automatically.
Example:
· Application failures
· Autosys job failures
· Health check failures
· Permission issues
· Infrastructure threshold breaches
These alerts are integrated into ServiceNow and corresponding incident tickets are created automatically.

2. Ticket Assignment to L1 Queue
The incident ticket is routed to the L1 support queue for manual triage and resolution.

3. Manual Triage by Operations Team
An IT Operations Manager or queue manager manually:
· Reviews the incident
· Identifies an available L1 engineer
· Assigns the ticket for investigation

4. Manual KB Search
The assigned L1 engineer:
· Reviews the ticket title and description
· Searches internal KB repositories for relevant resolution procedures

5. Resolution Attempt
If a matching KB article is found:
· The engineer manually executes the documented steps
Typical actions include:
· Health checks
· Service restarts
· Autosys job reruns
· Permission validation
· Log collection
· Configuration verification

6. Escalation Handling
If:
· No KB article exists, or
· The issue cannot be resolved successfully,
the incident is manually reassigned to the L2 support team.

7. Rollback and Closure
If the executed operation fails:
· Rollback steps are manually performed (if documented)
· Ticket is reassigned to L2
If successful:
· Ticket is manually closed

Challenges in Current State
Operational Challenges
· Heavy dependency on manual execution
· High operational cost
· Limited scalability
· Repetitive effort for standardized incidents
· Slower MTTR (Mean Time to Resolution)
· Resource-intensive L1 operations
· Inconsistent execution quality across operators
Business Challenges
· Increasing incident volumes require additional staffing
· Operational inefficiencies for machine-generated repetitive incidents
· Reduced productivity of skilled resources
· Higher risk of human error

Target State Architecture (To-Be Workflow)
Proposed Enterprise Automation Framework
The proposed solution introduces an enterprise-grade L1 incident automation platform leveraging:
· Workflow orchestration
· KB-driven automation
· Controlled GenAI-assisted validation
· Human approval workflows
· Secure execution frameworks
· End-to-end auditability
The automation is intentionally designed with strict governance controls and human oversight.

Target State Workflow
1. Automated Incident Creation
Enterprise monitoring tools continue to generate incidents automatically through existing integrations with ServiceNow.

2. Automated Ticket Polling
A configurable scheduler service built using FastAPI continuously polls the L1 queue at predefined intervals (for example, every 5 minutes).
The scheduler:
· Identifies newly created L1 incidents
· Updates ticket status to “In Progress”
· Pulls ticket details into the automation platform

3. KB Identification and Mapping
Since the incidents are standardized machine-generated alerts, deterministic matching can be used instead of semantic search.
The automation engine:
· Matches ticket subjects and patterns
· Identifies the corresponding KB article
· Retrieves predefined operational procedures
Decision Point
· If no KB article is found:
· Ticket is automatically reassigned to L2
· Workflow terminates
· If KB article is found:
· Workflow proceeds to validation stage

4. Controlled GenAI-Assisted Validation
The platform sends the following context to the enterprise LLM platform (for example, Gemini 2.5):
· Ticket details
· Relevant KB article
· Refined system prompts
· Execution constraints
The GenAI component is used strictly for:
· Validation
· Structuring execution steps
· Improving procedural clarity
· Confidence scoring
Important Governance Principle
The LLM is not used for:
· Autonomous decision making
· Uncontrolled execution
· Independent remediation actions

5. Structured Response Enforcement
The GenAI response is validated using:
· Strict JSON enforcement
· Pydantic schema validation
· Confidence score validation
· Controlled response formatting
This ensures:
· Predictable outputs
· Reduced hallucination risk
· Consistent orchestration behavior

6. Human-in-the-Loop Approval
Before any operational execution occurs:
· A notification is sent to the designated L1 approval distribution list
· Authorized operators review:
· Ticket details
· KB mapping
· Proposed execution steps
· Confidence scores
Approval Outcomes
If Rejected
· Ticket is reassigned to L2
· Workflow terminates
If Approved
· Workflow proceeds to automated execution

7. Automated Resolution Execution
Using the Amelia automation framework, the platform executes the approved remediation steps.
Examples:
· Health checks
· Autosys job restarts
· Service validation
· Log retrieval
· Permission checks
· Controlled operational actions

8. Asynchronous Execution Handling (Optional)
For long-running operations:
· Tasks are placed into asynchronous processing queues
· Workflow state is preserved
· Automated periodic validation checks are performed until completion
Examples:
· Batch job execution
· Data pipeline restart validation
· Delayed service recovery verification

9. Post-Execution Validation and Rollback
If Resolution Fails
· Rollback procedures are executed (if available)
· Ticket is reassigned to L2 support
If Resolution Succeeds
· Ticket is automatically resolved and closed

Enterprise Guardrails and Governance Controls
1. Kill Switch Capability
A centralized configurable kill switch is implemented throughout the workflow.
Validation checkpoints occur before:
· Ticket polling
· LLM invocation
· Execution initiation
· Major workflow transitions
If enabled:
· Workflow execution stops immediately
· Ticket is reassigned to L2
This provides:
· Emergency operational control
· Risk mitigation
· Runtime governance

2. Controlled LLM Usage
Governance Model
The LLM is restricted to:
· Procedural enhancement
· Validation assistance
· Structured workflow generation
The LLM does not:
· Execute actions
· Independently resolve incidents
· Make autonomous operational decisions
Grounding Controls
· Pydantic schema enforcement
· Strict JSON outputs
· Confidence scoring
· Context grounding using KB articles

3. Human Oversight
Despite extensive automation:
· Human approval remains mandatory
· Final execution authorization stays with operations teams
This ensures:
· Governance compliance
· Operational accountability
· Risk reduction

4. End-to-End Auditing
A unique session identifier is generated at workflow initiation and maintained throughout the entire lifecycle.
Audit coverage includes:
· Ticket retrieval
· KB mapping
· LLM interactions
· Human approvals
· Execution logs
· Rollback operations
· Final ticket closure/reassignment
This supports:
· Compliance
· Traceability
· Operational observability
· Incident forensics

5. Secure Service Account Architecture
ServiceNow Integration
Dedicated service accounts are used for:
· Ticket retrieval
· Status updates
· Queue reassignment
Execution Operations
Dedicated enterprise service identities are used for:
· Autosys operations
· Health checks
· Infrastructure validations
Security principles include:
· No hardcoded credentials
· Managed identity-based authentication
· Least privilege access
· Segregated execution accounts

Business Benefits
Operational Benefits
· Significant reduction in manual L1 effort
· Faster incident resolution
· Improved operational consistency
· Reduced MTTR
· Increased automation coverage
· Higher scalability without proportional staffing increases

Financial Benefits
· Lower operational support cost
· Improved resource utilization
· Reduced dependency on repetitive manual operations

Governance and Risk Benefits
· Human-in-the-loop approval model
· Strict AI guardrails
· Full auditability
· Controlled execution framework
· Secure enterprise authentication model

Strategic Outcome
The proposed solution transforms traditional L1 IT operations from a manually intensive support model into a governed, scalable, automation-first operational framework.
By combining:
· Enterprise workflow automation
· Controlled GenAI-assisted validation
· Human oversight
· Strong governance controls
the organization can achieve:
· Scalable incident management
· Faster operational recovery
· Reduced operational cost
· Consistent execution quality
· Enterprise-grade compliance and control
Reference material:



Example:


Here are some realistic and enterprise-grade L1 incident examples that perfectly fit your GenAI-Assisted L1 Incident Automation use case. These are ideal because:
· They are repetitive
· Machine-generated
· KB-driven
· Low-risk
· Standardized
· Suitable for automation with guardrails
You can use these examples during executive presentations to explain where automation brings the highest value.

Enterprise L1 Incident Examples
1. Autosys / Batch Job Failure
Incident Example
“Critical Finance Batch Job Failed in Production”
Typical L1 Actions
· Verify job status
· Check dependent job completion
· Review scheduler logs
· Restart failed Autosys job
· Validate downstream trigger execution
Why Suitable for Automation
· Highly repetitive
· Standard operating procedure exists
· Easily KB-driven
· Deterministic recovery steps

2. Disk Space Threshold Alert
Incident Example
“Disk Usage Exceeded 85% on Linux Application Server”
Typical L1 Actions
· Capture disk usage details
· Clear temporary files/logs
· Archive old logs
· Validate free space recovery
· Re-run health checks
Automation Value
· Common operational alert
· Standard remediation
· No complex human reasoning needed

3. Application Service Down
Incident Example
“Application Service Not Responding”
Typical L1 Actions
· Validate service status
· Review process health
· Restart service
· Validate port availability
· Confirm application recovery
Automation Suitability
· Health check + restart workflow
· Easily scriptable
· Frequently occurring issue

4. CPU Utilization Alert
Incident Example
“CPU Usage Above Threshold for 15 Minutes”
Typical L1 Actions
· Identify top-consuming process
· Validate known maintenance jobs
· Restart stuck processes (if approved)
· Capture logs
· Verify CPU normalization
Why It Fits
· Monitoring-driven
· Threshold-based
· Standardized runbook available

5. Memory Utilization Alert
Incident Example
“High Memory Consumption Detected on Middleware Server”
Typical L1 Actions
· Validate memory utilization
· Check JVM/process health
· Restart middleware component
· Clear cache if applicable
· Revalidate memory usage

6. SSL Certificate Expiry Warning
Incident Example
“SSL Certificate Expiring Within 15 Days”
Typical L1 Actions
· Validate certificate details
· Notify application owner
· Trigger renewal workflow
· Update tracking system
Automation Benefit
· Predictable workflow
· Strong governance possible
· Notification-driven process

7. Failed File Transfer / SFTP Failure
Incident Example
“Daily Vendor File Transfer Failed”
Typical L1 Actions
· Validate SFTP connectivity
· Check file availability
· Retry transfer
· Validate checksum/logs
· Notify downstream systems

8. Database Connection Failure
Incident Example
“Application Unable to Connect to Database”
Typical L1 Actions
· Validate DB listener availability
· Check network connectivity
· Restart connection pool
· Verify DB health endpoint
· Re-test connectivity

9. Windows Service Stopped
Incident Example
“Windows Background Service Unexpectedly Stopped”
Typical L1 Actions
· Check service status
· Restart service
· Validate event logs
· Confirm service heartbeat recovery

10. Queue Backlog Alert
Incident Example
“Message Queue Depth Exceeded Threshold”
Typical L1 Actions
· Validate consumer service health
· Restart queue consumers
· Check dead-letter queue
· Monitor queue reduction

11. Kubernetes Pod Restart Issue
Incident Example
“Critical Kubernetes Pod in CrashLoopBackOff State”
Typical L1 Actions
· Validate pod logs
· Restart deployment
· Verify namespace health
· Confirm pod stabilization

12. API Health Check Failure
Incident Example
“Payment API Health Endpoint Failed”
Typical L1 Actions
· Verify endpoint accessibility
· Restart API gateway/service
· Validate backend connectivity
· Confirm successful health response

Best Examples to Mention in Executive Presentations
If leadership asks for examples, these are the best ones to mention because they are very relatable and clearly show automation value:
	Best Demo Example
	Why It Works Well

	Autosys Job Failure
	Extremely common in enterprises

	Application Service Restart
	Easy to visualize

	Disk Space Alert
	Simple but impactful

	CPU/Memory Alerts
	Strong monitoring integration story

	Failed File Transfer
	Shows business impact

	Queue Backlog Alert
	Demonstrates scalability

	API Health Failure
	Modern cloud-native relevance



One Simple Executive-Friendly Explanation
You can say:
“These are not complex human-created tickets. Most are repetitive machine-generated operational incidents like batch job failures, service restarts, health check failures, disk alerts, queue backlogs, or failed file transfers. Today, humans repeatedly perform the same KB-driven steps manually. Our automation framework standardizes and automates these repetitive L1 activities with governance, human approval, and controlled GenAI validation.”

Good Keywords to Use During Presentation
Use these phrases to sound more enterprise-aligned:
· “Deterministic operational workflows”
· “KB-driven remediation”
· “Standardized operational procedures”
· “Low-risk repetitive incidents”
· “Machine-generated operational alerts”
· “Human-in-the-loop automation”
· “Governed AI-assisted operations”
· “Operational scalability”
· “Controlled remediation automation”
By the way, your presentation structure and the way you're framing governance + GenAI boundaries is very strong for enterprise audiences. The distinction between “AI-assisted validation” vs “autonomous AI execution” is especially important and well positioned.
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Transforming L1 Operations with Automation, GenAl, and Human-in-the-Loop Governance
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