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Individual LabWork : Change Management 

Stage 1 : New/Assess - Record created 

 

Stage 2 : Authorize - CAB Approval 

 



 

Stage 3 : Scheduled - Change approved 

 



 

 



 

 



 

 

Stage 4 : Implement - Work in Progress 

 



 

 

 



 

 



 

 

Stage 5 : Review – Verification 

 

Stage 6 : Closed - Final state 



 

 

 

 

 

 



Group Activity: Problem Management Scenario Creation and Resolution 
Group 11 
1. Ananda Donelly Reksana (5026231149)  2. Muhammad Razan Parisya Putra (5026231174)           
3. Astrid Meilendra (5026231183) 
Step 1. Problem Scenario 
On Wednesday morning, around 9:00 AM, over 40 employees in the Finance and HR departments 
reported they could not access the SAP Enterprise Services dashboard. Pages either failed to load 
or froze midway through transaction processing. The Incident Management Team performed 
several quick actions, flushing DNS caches, restarting the SAP application gateway, and 
temporarily redirecting users through a secondary VPN tunnel, but these measures only worked 
for a few hours. Due to the high impact on critical business processes, the Problem Management 
Team opened a Problem Record (PRB0040001) to perform deeper investigation and eliminate the 
root cause. 

Step 2. Implement the Scenario in ServiceNow 
Problem Closed Workaround & Root Cause Solution 

 
 

 

Step 3. Link Related Records 
Related Incident Change Request 

  

Step 4. Analyze and Report 
●​ Scenario summary: >40 Finance & HR users users experienced timeouts/freezes in SAP 

Enterprise Services, triggering Problem Record PRB0040001 for deeper investigation. 
●​ Root cause: A defect in the SAP session-management module introduced by Patch 23.4 left 

idle sessions uncleared, causing memory leaks and session table saturation. 
●​ Workaround: Restart the SAP application gateway and manually purge active/idle sessions 

to temporarily restore access. 
●​ Permanent resolution: Roll back to 23.3, apply vendor hotfix 23.5, tighten timeout (10 min), 

validate via 48-hour load test + monitoring. 
●​ Link to Change & CMDB: Execute via a Change Request (CAB approval, back-out plan, PIR) 

and relate the Problem to affected CIs in the CMDB (SAP App Server/Gateway/DB) with 
Known Error and updated patch levels to maintain Incident → Problem → Change 
traceability. 

PDI Link 

https://dev310584.service-now.com/ user : Admin password:^n4B*rJehO2W 

 

https://dev310584.service-now.com/

