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Digital Experience

it

Application perfomance v Integration control
Worldmap (Apdex) Y @ Center Y v Service health @
www.vmware.easytravel.com | most active application

90.77007 «
SLO status
W Warning
NW A
%
SLO status
Bad
Sibir A Ural A FE A
96.8x | 36.2% 95« 96.902154« %
SLO status Error budget Target SLO status SLO status
W Good M Warning Bad M No Data W Warning Bad / 267
Logistics Y > ESED Y - BR-IT Y -
99.94 | 99.9« |95« 98.5% | 71.6% | 95« 100% | 100% | 95«
SLO status Error budget Target SLO status Error budget | Target SLO status Error budget | Target
M Good M Warning Bad M No Data M Good M Warning Bad M No Data M Good M Warning Bad M No Data

FHD - fulfillment SLA

Current values v 24h v 7days v
Availability Y~ Availability A Availability A

100% | 100« | 99.9« %199.9« % %199.9«
SLO status Error budget | Target SLO status | Error budget Target SLO status | Error budget Target
M Good M Warning Bad M No Data M Good W Warning Bad M No Data M Good M Warning Bad M No Data

30 days v

v Service performance

Serv.. Y ¥ Serv...

98.72« %

SLO status SLO status

Channel utilization

W Good Bad

Service Performance B...

A

Error budget

%
SLO status

80® 69 14
W Good M Warning B
Eo Y~ T7 Y - Service Performan
100 % 99.998 100« | 100.
SLO status SLO status SLO status Error budge
M Good W Good M Good M Warning B
SK-ZII2 A Service Performance
100% | 100 | 95« %| N
SLO status Errorbudget | Target SLOstatus | Error budget
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Open Security Problems by
23.1k [MEDIOME
Availability Y~ 15.4k [HiGH
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99.9
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SLA and business KPI monitoring

Infrastructure monitoring

User experiences monitoring

Release and product launch monitoring



DESK uses artificial intelligence

DATA

to make the (system monitorable

Artificial intelligence interprets data flows from
various sources: business indicators, metrics,
log files, traces, and user experience

End-to-End Monitoring

Troubleshooting and

Business Intelligence

Analysis of IT efficiency and its

8 identification of abnormalities, impact on business, user
reduction of system downtime behavior, and marketing
?/ Testing new application Opex reduction

functionality



Business DESK

Digital Experience System .

IT_DESK

Automated
infrastructure,
application, and
microservice
monitoring

Bug-free releases/
digital products

Marketing_ DESK

Real user monitoring
100% observability to
actual real user
experiences

Analysis of business
transactions,
marketing
campaigns, and user
behavior.
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Security DESK

Runtime Vulnerability
Analytics

Application
Protection

Log audit and
forensics




What(business goals will you achieve with DESK?

4

You will reduce
your opex

You will improve your
users’ digital journey:
you will know what your
users do while logged
onto the system, what
their interests are, and
what kind of problems
affect them

You will reduce your
time-to-market and
therefore minimize
the costs related to
testing new
applications

You will decrease the
number of trouble
tickets and your call
center employees’
work hours per year



Goal: Opex Reduction

Acceptance of an application and issuance of a loan under an accelerated program

Customer

Total time

4.9"ﬂ-mln

200 Hoo

Bank

Total time

19.5min

20 o0

Lending section

41,625

1.2%

Credit rating

142,386m

-11.2%

Program selection

32,800

6.6%

Identity verification

568,062u

-0.9%

Data input

14,972

13.0%

Creating an account

39,003u

+0

Sending an applicgtion
18,462

Enroliment
42,801

Monitoring of all business
process steps

Measuring the duration of each
transaction and the whole
business process through SW
code analysis

Analysis of business
process bottlenecks

Continuous SLA
monitoring across all
business process steps



Goal: Customer’s Digital Journey Analysis

Session details

K Session began Demo User2 on Apr 25, 2022 - 16:41.
This session consumes 1 user session of your license quota

46 s ; Demo User2 |:_] Web application (O Easy Travel
Session duration UserlD Application type Wma npunoxenna
® Tolerantly 1 sl \Vindows 8 720 x 1280
Cm User experience evaluation Actions with errors - oS I:__] PaspeweHnue 3xpaxa
Firefox 36 Whitnash, United Kingdom .",'i 78.3212.144 ((T)) Cityfibre Limited
Browser Geolocation IP ISP
Y Filter by
Analysis

Time scale

Conversions
UserlD

XHR actions

Load actions

# Errors

Session replay

O - - [
O
L ( L o e O ® D o - e ®
W
0s 55 105 155 20 255 305 355 40s 455 50

@ Other actions @ Conversions



Goal: Understanding What the Users Do When Logged In

Active sessions No problems Today, 17:36 - 19:36

Watch the activity trend of your users. At which time are the most sessions and when are users starting to use the
application.

Top 3 bounces

15 15 Bounce rate and actions
See which user actions lead to a bounce.
10 10
Bounced
Type User action Bounce rate sessions Duration
5 5
’ ‘ ” h ’ ’ | | | H‘ ‘ | | | h ” ‘ | ” | | ” loading of page /easytravel/home 80.5 % 62 137 s
0 LA | Il 11101 _ O
17:15 17:30 17:45 18:00 18:15 18:30 18:45 19:00 loading of page /easytravel/contact 100 % 48 128s
— Active sessions  l,| Started sessions Ended sessions loading of page /easytravel/signup 100 % 35 072s
How many users?

View full details
User engagement

Shows how much time users spent per session and number of actions per session.

1505 - Top entry and exit actions Where users start and end a visit
Shows where in your application users begin and end their journey.
100 s 10
Top entry actions Top exit actions
50s 5
Type User action Sessions Bounce rate Duration
0 ms 0
17:15 17:30 17:45 18:00 18:15 18:30 18:45 19:00 loading of page /easytravel/search 483 0% 143s
— Session duration l.I Actions / session loading of page /easytravel/home 77 80.5 % 134 s
Activity time
Peak activity intervals loading of page /easytravel/contact 48 100 % 1.28 s
Top 3 active-session intervals Top 3 session-start intervals loading of page /easytravel/signup 35 100 % 072s
ALY ) 19:09 mIE:00 _,19:OO loading of page /easytravel/login 29 100 % 172s
39% active sessions 39% session starts




Goal: Customer's Digital Journey Analysis

O, Search: Easy Travel...

Problems

2 5 services: Response time degradation Share feedback
® ® > Problem P-230236 detected at Feb 13 06:32 - Feb 13 06:46 (was open for 14 minutes).

H Affected applications Affected services 23 Affected infrastructure Affected SLOs
+
- 5 - -

Business impact analysis Root cause

Davis observed the following number of service calls and affected real users during the problem timeframe. Based on our dependency analysis all incidents have the same root cause

easyTravel Customer Frontend

:.; 51 /57 A 759k : Web request service

M affected users affected service calls I
Affected mobile apps Response time degradation event
Service method /CalculateRecommendations slow down
[ Easy Travel Mobile 51 /57
Dologin (90 % affected) affected users Events on:
searchJourney (88 % affected) See user sessions sample Service easyTravel Customer Frontend
Affected entry point services . III [® f;nqadzzfscode level, database calls, and outgoing Analyze response time degradation
&~ EasyTravelWebserver:8079 606k
/special-offers.jsp (100 % affected) affected service calls
/orange.jsf (98 % affected) See service flow
/logout.jsf (100 % affected) Metric anomalies detected
ew the metrics which show abnormal or outlying behavior
&~ EasyTravelWebserver:9079 15.3k
/easytravel/rest/login (100 % affected) affected service calls Show 2 more
Images (100 % affected) See service flow

Joacvtravel/re<t/bnokingc (100 % affortod) \N/



Goal: Improving Call Center Efficiency

Application status Hosts health Services health Database health Network metrics
‘ ‘ ‘ ‘ Traffic 519 Mbit/s
‘ ‘ ‘ ‘ ‘ ‘ . ‘ ‘ ‘ ‘ ‘ . ‘ Retransmissions 0.03 =
““““ ““.“‘ Availability 100 -
0000000 00000000
““‘.“‘.“‘ “.““““““‘
20000000 00000000
2000000 000000
0 o0
/A Allis well 54 Allis well 58 Allis well 1 1 i 1 1
15:00 15:20 16:00 16:20

Contacts to the call center

369

3100

by detecting the problem
before it has affected the users



Goal:

Reducing Testing
Time and Time-
to-Market

Release quality comparison
This dashboard shows the quality of releases (the presence of errors and degradations) in preprod and prod

+ Quality Improvement
+ Decreased release time for a stable release

~ The number of prod releases without checks In Key-ASTROM

Release quality »  Number of releases
Number of releases™  Problems T 5
n Ose
n Ipa
Preprod v 212l
Problems Y
™
st
o= - The number of prod releases without checks in Key-ASTROM
Release quality v Number of releases
6
e Problems Y
Ors
Service \lersion Buildid Aelease scoring Service Version Buildid Aelease scoring
frontend Va2 9042130 ™ frontend v22 00 100
fromtend vis 09042230 frontend vu 020210 100
frontend v 09042130 113 frontend v22 09042030 00
frontend va2 09042030 100 frontend v22 02041730 100

frontend vie 908930 frontend Vi1 rams0 00

Overall release quality percentage

100




Operations optimization through reducing
the time spent on key activities

@

Reduction of the key IT services
downtime

@

Testing time and time-to-market reduction

@

Support workload reduction éthrough reduced
number of trouble tickets and employees’ work hours

per year)
@




Effect of DESK
on Business (example)

Break Even Time

O Return on Investment

USD 363,714.32

Income

Purchase 19 months

System Implementation costs (3-year license, implementation, technical support)

USD 386,679.53



DESK Customer Base
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