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Case Study: BankUnited/ServiceNow
Synchronizing Records in an Enterprise Incident Management System using Baseline

Description Using the PRVD stack implementation of the Baseline Protocol to synchronize 
IT workflows across multiple parties

Target users End users at BankUnited and its managed service providers

Technology PRVD stack implementation of the Baseline Protocol; Polygon, Ethereum Main-
net; ServiceNow

Benefits
• Significant reduction or elimination of dispute resolution
• Real-time synchronization and reconciliation of incident data
• Privacy for internal incident data

Product Type ServiceNow Application

Launch Date Q4 2022

Production Phase Pre-production

Notable partnerships • Provide 
• ServiceNow

Milestones/Achievements Initial proof of concept successfully integrating ServiceNow instances using 
Baseline Protocol and the Ethereum Mainnet

Next steps
• Improve UX and package ProvideNow application for distribution via Servi-

ceNow Store 
• Production rollout to BankUnited MSPs
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Like many    companies, BankUnited uses the ServiceNow 
platform for IT Incident Management, and for other busi-
ness applications. While this was straightforward when 
IT service was purely internal, BankUnited has begun to 
onboard external Managed Service Providers (MSPs). 
This complicates the setup on two fronts.
 
First, instead of one connection to the internal IT service 
unit via BankUnited’s ServiceNow system, BankUnited 
has to build and manage multiple ServiceNow MSP 
connections.  Also, multiple connections increase the 
complexity of auditing the performance of the providers 
against their Service Level Agreements (SLAs).
 
IT Incident Management Service Level Agreements often 
stipulate turnaround times in hours or even minutes. 
Failure to meet targets can result in penalties, and dis-
putes commonly arise about when exactly a ticket arrived 
or when exactly something was fixed.
 
While it is easy to capture this kind of data, using it to settle 
a dispute means retrieving the data after the fact from a 
participant’s system of record, and trusting its accuracy. 
Relying on third-party data can be challenging, particularly 
around SLAs, and especially when there are strong financial 
incentives at play.
 
“Last year when we started talking about this we learned 
that ServiceNow was looking at blockchain capabilities as 
well as the Baseline Protocol, and we wondered how we 
could bring that in,” says Antonio Di Perna of BankUnited. 
“We felt ticketing would be a good use case.”
 
The solution consists of a ServiceNow integration with 
Provide’s Shuttle product which makes adopting the PRVD 
stack and Baseline Protocol very easy for organizations. 
Shuttle is a no/low-code BPM solution that generates 
recursive zero-knowledge circuits. End users will be able to 
“install” the ProvideNow application from the ServiceNow 
Store.
  
Shuttle offers a single and efficient onboarding pathway for 
all service providers via the ProvideNow application. This 
reduces the complexity and cost associated with onboard-
ing a network of counterparties.

 

The Baseline Protocol preserves privacy of an organiza-
tion’s sensitive data while granting counterparties the ability 
to verify state changes and maintain the synchronization of 
processes in real-time. As tickets are opened and interacted 
with, the data is processed in real-time by an instance of the 
PRVD stack running at each edge of the network; point-to-
point messages are exchanged among the instances and 
each organization’s ServiceNow instance is updated. The 
artifacts produced by this process (zero-knowledge proofs) 
are staged for eventual settlement on the Ethereum Main-
net by way of a custom EVM-compliant Layer 3 (provide.
network) and then Layer 2 (Polygon).
 
“That is where we see the real value,” says Di Perna. “You 
don’t have to go to the system of record, or even to the 
client. Sensitive data stays where it belongs, in each partic-
ipant’s internal system of record, whether it is ServiceNow, 
SAP or something else. And in the case of a dispute, our 
auditors and other parties provided access, do not need to 
request information after the fact. We can just unpack the 
proof.”

BankUnited has recently completed a proof of concept with 
Provide. Di Perna describes the project like this:
 
“Our PoC demonstrated and validated how a ServiceNow 
client, in this case BankUnited, could leverage the inte-
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Baselining is in our opinion one of the most promising  
recent developments in the business blockchain space. We 
think this BankUnited/ServiceNow/Provide case study offers 
a good taste of why. There are two things in particular we 
think businesses should take away from this case. 

First, thanks to Baseline (here implemented via the PRVD 
stack) the system allows multiple participants in a shared 
workflow to synchronize critical – and potentially conten-
tious – business information while keeping their actual data 
in-house. Creating this trust in shared data among multiple 
parties, while at the same time preserving privacy, is at the 
heart of what Baseline is intended to achieve. 

Second, the Baseline standard, in this case as implemented 
via the ProvideNow app and easily available in the 
ServiceNow store, also offers a fairly simple and above-
all standardized means of onboarding without building 
expensive new connectors.

Commentary and key  
takeaways for businesses

gration with Provide to baseline multi-company business 
processes involving the client and its designated MSPs. 
We demonstrated how blockchain combined with Base-
line Protocol allows multiple organizations to synchronize 
their ServiceNow Incident Management processes by 
registering every interaction as a zero-knowledge proof 
on the Ethereum blockchain. The ZKP can be used to 

cryptographically verify the interaction, and remediate any 
data disputes without disclosing sensitive data.” Di Perna 
says initial results are positive, though these are still early 
stages. “Right now it is a working POC; it is creating data on 
the blockchain. What we are working on now is to move to 
production and make commercial use. We are excited as 
this is the first web3 initiative of its kind.”

FOR MORE SEE

Baseline Protocol 

Provide


