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Mpon3BoauTEeNbLHOCTb lMpon3BoauTEeNbHOCTbL
MpunoxeHuu — BusHeca

100000

10000 |

8000

«... npocton anga 10,000 yenoBek Ha Yac obopavymnBaeTcs
yObiTkKamu cBbie $1M...»

Jayv Havnes. Landscape Operations & Integrations Manaager, Shell
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cbon goctyna ansg MoobunbHbIX
ycTtponcts iOS K App Store u
ITunes store NPUBEN K NOTEPSAM
$2.2M B yac.

http://www.zdnet.com/article/apples-itunes-store-app-store-experiencing-outages/
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[locnencTeuga ona busHeca

nageHue

NPOAYKTUBHOCTMU
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orogxerta nonb3oBaTeneun penytauuu

He cobntogeHue
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Heobxoaum HoBbINM Noaxod, K MOHUTOPUHTY

NPOnN3BOANTEITIbHOCTH
ynpexgaTb npobremsl YyNyylnTb B3aumMoaencTene npenocTaBUTb BCEM
00 OBHapy>XeHUs nx N UCKIIOYUTDb KTMUHT MOHM CTOPOHaM 3Ha4YNUMYH
KOHEeYHbIMU Nonb3oBaTenamMmu mexay UT komaHgamu NHOPOPMALWNIO a

He Habop AaHHbIX
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KaTeropmm LenocTHOro nogxoga MOHUTOPUHra
NPOnU3BOANTENBHOCTI

Hybrid

Application End User

Mapping Monitoring

Unified

High Volume
Management

Data
Collection .

Operational & Executive:
Dashboards
Reporting

Analytics
. Correlation .
Protocol . .
Analysis

Deep
Component
Analytics

End-to-End Application

Network Layer
Analytics Analytics
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PelweHuns Riverbed
The End-to-End Performance Company

Visibility Optimization Control

Metrics that matter for Superior performance for
optimal efficiency maximum productivity

Simplified orchestration
for true agility

* amazoncom b N h
& o
SteelCentral™ —
BsT@
Microsoft A o o m
riverbed  orange
PROFESSIONAL 4 r
SERVICES d|men3§g A
i e:==;==_=—==
SteelHead™ SteelFusion™ I(
elstral;

Riverbed Application Performance Platform

riverbed *
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IT Ops Network Ops

Unified Performance Visibility

Single Performance Management Interface

APPLICATION FOCUS
Real-Time, Continuous, High-Definition Data Capture and Analysis

NETWORK FOCUS

ALL Networks
ALL Applications

:::; RR oo riverhed

=

Switch Router  Packets SH/SF Devices

b Server App Server  Database Applications

Comprehensive Data Capture

SteelCentral: Your Command Center for Application Performance



« SteelCentral Portal

riverbed
aserebejakov | Sign out

HOME STEELCENTRAL APPLICATIONS DASHBOARDS REPORTS HELP

MOHUTOPUHI KOHEYHOTO
Nnonb30BaTens

[ mybokmn aHanus
KOMMOHEHT NPUIIOXEHUS

Kaptorpadus npumnoXeHnn

MoHuTopuHr Cetn,
Pa3bop lNakeToB,
AHanuns loTokoB

riverbed



[lpeactaBngem SteelCentral Applnternals

BCE TPAH3AKLUUUA
OT BCEX

NMONb30OBATENEN
BCE BPEMH

ans ... %
yryuLLeHuUs =
NpPOM3BOAUTENLHOCTY

onTUMMU3aLMMN -

NoJib30BaTeJSIbCKOro onbiTta

oTCneXXuBaHud BNUSAHUA Ha
OunsHec

riverbed ~



SteelCentral Appinternals: KntoyeBble BO3MOXHOCTU

Modern 2-Clicks Expose Powerful Flexible
Web Ul & To Root ALL on-demand Licensing
Dashboard Cause Problems analytics

SteelCentral”

Applinternals

Bnamt BCE npobnemsl c AMNArHoCcTuKa ntoboro [MpoaKTMBHOE yyylLeHUE
NPOU3BOANUTENBHOCTbIO NHUWOEHTA B AETaNAX BaLLUUX NPUIOXKEHUN

riverbed




Bce npobnemsbl ¢ Npon3BoANTENBbHOCTLIO

- - Web Ul &
steclentral Appirternals s onn . Tiverbed Dashboard

ACCOUNT HELP

®0 ° Today 11:06 = 12:06 o

Overview | Application Map Transaction Types Servers Instances Geography Search

Performance cooooecoven e oo Geography s iooomme oo Application Map
Server Response T... 0.0465  po—
s )
Transactions TETM o — g » amnmen
Page Load Time 2 || 3ee - ,_,lm;’ S
/ e S

Page Load CoUNt 21430 oo Q A
Violation Percentage  <1% ' _ v g
Click #1 You are only two clicks from an
24 Hour OVerview comaredovesesy Top Transaction Typ f Top Servers server Response Time answer '[0 any pe I‘fO rmance
Transactions S, M selected Time D TFDNPortal01 2.4445 F-M\‘J"‘/\l p ro b I e m

zzz:: TFDNSecure0? 1108 _ A AN\

Let’S d ri ” dOWn into the Forele TFDNConnectol 00385 A _ash\_sann b A~ . -
Monitor user experience,

1] ” . . . TFDNDataAccess01 0.015s A~ A
Home” transaction which is - |
experlencmg delays

06:00 e
2 - Today © Response - Yesterday

applications, infrastructure,
and key business transactions
from an interactive web-based
dashboard.

T @ Respon

Recent Alerts o« 700- Server Delays 1o emote delays Top Instances cerver Response Time

B Application Code ws#TradeFast 24885 N D
| Web
. M Database (ADO) .
sTransactional Alerts 0 I Web Servi [ Web Mec || WS#CTTradingHou. 12845 A AMM_awa shn

. ws#CTSecure 1.109s
eEnvironmental Alerts 722

Last triggered at 11:59 AM

wsH#CTWeather 0.030s

wsH#CTStock 0.015s




KOHKpeTu3auuna o YpoBHA TpaH3aKLnUn

HOME ACCOUNT

Home

Transaction Type Filter 3

Overview Application Map Transaction Types Servers Instances Geography | Search

HELP

® ®°Today1l:06—~12:06 o

transactiontype = 'Home'

PYLTL IR Show the top | 10000 || Slowest

v | | End-to-End Transactions | For | context (optional) ¥ | Apply Global Filters

Refine Results »

Your Filters
Transaction Type (from global)

39s V™ Home (3963)

More Filters

User

3.8s MAJ‘ sam.anostegui (170)
32s LS joe.mcelroy (152)

37s WU janet.griffin (151)
35s AL phillip.drumm... (147)
2.0s Mt khan.singh (142)

User IP
32s S 10.173.177.134 (152)
37s LU 10.173.477.132 (151)
35s LS 10.173.177.177 (147)
3.8s ANAN 10.173.177.119 (146)
2.0s Mt 10173177170 (142)

3.4s Jowd 10173.177.101 (140)
show more...
URL Path

39s VAN /TradeFast/Ho... (8965)

Server

39s VIS TFDNPortal0t.... (8965)

8,965 Matching Transactions

Search Results

Looks like an application code issue

Response Time (sec.)
40
b T et g
P ez Cary TRNRNL
1]
1106 1111 11:16 11:21 11:26 11:31 11:36 11:41 11:46 1151 11:56 12:01

Summary of Server Delays

W Application Code

[ Web

" Remaote

M Database (ADO)

W Other Categories (< 1%)

for the “Home” transactions, let's see

the details of these transactions

Response ¥ Completi Page Lc

Time Time berver Delays Delays
g 39.168 11:19:25 Home TFDMPortal01.rpm.riverbedlab.net  ws#TradeFast [TradeFast/Home.aspx _ -
@ 37.676 11:17:20 Home TFDMPortal01.rpm.riverbedlab.net  ws#TradeFast [TradeFast/Home.aspx _ -
@ 37.149 11:48:39 Home TFDMPortal0l.rpm.riverbedlab.net  ws#TradeFast ITradeFast/Home.aspx _ -
@ 36932 11:49:11 Home TFDMPortal0l.rpm.riverbedlab.net  ws#TradeFast ITradeFast/Home.aspx _ -
@ 36.909 12:03:23 Home TFDMPortal01.rpm.riverbedlab.net  ws#TradeFast [TradeFast/Home.aspx _ -
@ 36.656 11:19:50 Home TFDMPortal01.rpm.riverbedlab.net  ws#TradeFast [TradeFast/Home.aspx _ -
@ 36.037 11:34:16 Home TFDMPortal01.rpm.riverbedlab.net  ws#TradeFast [TradeFast/Home.aspx _ -
@ 35.9 12:03:47 Home TFDMPortal01.rpm.riverbedlab.net  ws#TradeFast [TradeFast/Home.aspx _ -
@ 35.208 11:19:54 Home TFDNPortal01.rpm.riverbedlab.net  ws#TradeFast ITradeFast/Home.aspx _ -
@ 35112 11:19:14 Home TFDMPortal0l.rpm.riverbedlab.net  ws#TradeFast ITradeFast/Home.aspx _ -

2-Clicks

To Root
Cause

Review all impacted
individual transactions

within the specified
timeframe




,D,I/IaI'HOCTI/IKa NMHUNWOEHTAa B AeTalldX Expose

ALL

OVERVIEW URLS TOP CALLS CALL TREE S5QL ENVIRONMENTAL PERFORMANCE RESOURCES ANALYSIS OPERATORS Problems

Overview

11:19:25 Feb 19 2016

Page Load Time 39.168s
1) [Ft
Server Response Time  38.8865 @0 & TFONDARACoES.
Exceptions e —
HTTP Status 200 s TFONPONED1. M. QTFDNsem'emnm;/
Uaer T @ A T f wesraneras e p— g wescTsne A\
User IP 10173177118 sanjusuanani :\\'
Location  Illinois, United States wsH#CTSecure
PageTile  TradeFastHome % CPU 100%
summary

% Garbage Collection Time

* The slowest back-end tier was ws#CTSecure
(86%), which had an average CPU usage of 99%
* The slowest method was com.TradeFast.

SecureService.StockReguestHandler.
CalculateGrowthRate (53%)
* The slowest front-end comp
byte (99%)

_ ...and it is exhausting the server CPU! = =

W System....Socket.Receive

yas Time to first

B System.. ExecuteNonQuery
System...estMotification

FETE W System...|Binder.Request

This “CalculateGrowthRate” piece of W O Wnocs

code is slowing down user
transactions...

Trace every transaction from user device or browser, to the application backend, while capturing second-by-second
system metrics.

Reconstruct and analyze incidents in great detail to fix code, SQL, infrastructure, or remote calls.



[IpoakTuBHOE yry4lleHne NpuUnoXeHnm

NP A A B a P BONMREDR o) PEREOIBRA AN

Run Google-Like Queries

Powerful
on-demand
analytics

Type search criteria here or click "add criteria" to assemble your criteria

JRRTSTTNERN  Show the top | 10000 || siowest

+ | [ End-to-End Transactions ¢ | € Apply Global Filters
Analysis Operations

AL === ——

Reports summarizing aspects of performance (report)

| Common % | x
Build and share

0.7s J\Mﬁﬂ Logout (7) 10:25 10:30 10:35 10:40 10:45 10:50 10
0.6s A | Stocktrade (2)

Client
3.2s Apply _ ! ©
6.5 filters Matching Transactions

37s

255 . 172.16.20.20 (228) Start Completion Response  * Transaction

218 D 172.16.20.21 (225) Time Time Time Type =

275 N 172162033 (222) ) 11:05:43  11:06:28 44301 Portfolio s
show more... T e

Analyze billions of transactions using
simple gueries to expose bugs, to
discover anomalies, to derive business
Insights or to plan for capacity.

L user-selected field such as url, server, etc.

All transactions not just slowest
transactions or
ones with most exceptions

AMAA
Refine Results » Top 10,000 Slowest Matching Transactions 4 asaa Areportrunsacollection of search analysis operators. reports
® R
Transaction Type )
A ALL seewos seweemessti X Navigator to interactively explore transaction statistics (navigator) zation Code
37s Home (5124) Response Time 4 === o= sl S e o sttt for oo o 58 (ADO)
. nteractively explore transaction statistics for all transactions in a time period. Drill-in
44s "\ portfolio (2693) . gmmmm y exp action statis inatime p ill-i e
@ fradefastpartiol see more details for any dimension of the data.
265 o\ N/A (875) 40 ! | ! | — I e —
s A", ;‘_t' 4 S Suigtenls 4 TOP Histogram of transaction response times (histogram) - Categories (< 1%)
ras A orders (657 L N A L PO
5.6s YTV Login (642) S e SRS IR : kil Show an interactive histogram of transaction response times for the top matching
. H transactions. Filter the data by selecting items or dragging over the charts.

Transaction counts plotted over time (transactioncount)

Plot the rate of transactions over time for all matching transactions, along with the total
count of matching transactions

Transaction counts plotted over time by server, url, etc. (transactioncount)

Plot the rate of transactions over time for all matching transactions broken down by a
A ) ) Country  Region
Percentiles for transaction response times (timeseries)

Show transaction response time percentiles graph, as well as transaction rate over time
for all matching transactions.

Normal operating range for response time by server (rivergraph)

the current response time
nt response time is an

joncount)

transactions along with the

count of transactions seen for each exception,

Identify related clusters of transactions with slower performance (cluster)



bu3Hec - aHanuTuka Powerful

on-demand
analytics

Trade Execution Time Volume by Stock Exchange

Transaction Duration - Average

1.57

nasdaq 1547

Iy action's
2
hug = buy (5640 transactions) 1,493
% 104 — sell (5504 transactions) nyse
5
=
s london stock exchange
5 051
3
§ toronto stock exchange
0.0 T T T T T T T T
04:00 07:00 10:00 13:00 16:00 19:00 22:00 01:00 hgngkong stock exchange
Related searches Transactioncount
* Analyze Performance of Buy Transactions A Transaction Count
* Analyze Performance of Sell Transactions
Trade Volume Volume by Stock Exchange
Transaction Count london stock exchange 11.375.16
400 5
action's nyse 6,980.49

£ 3001 = buy (5640 transactions)

5 = sell (5504 transactions) nanaq 3,733.47

=

2 2007 toronto stock exchange

%

3 i hongkong stock exchange

= 100

Units for parameter=totalamount
0

0400 0700 1000 1300 1600 1900 2200 0100 W Average totalamount



Mcnonb3oBaHne APM : nogxon pa3paboTynkoB
Applnternals yckopsieT Bbixoa pennm3oB 1 NOBbILLAET UX KAa4eCTBO

Measure user experience,
usage trends and measure
business impact of the app

Validate that code performs
well; leverage diagnostics to fix
bugs without reproducing them

Test app for problems and
share diagnostics when
anomalies are detected

Deploy and monitor app in
production; share diagnostics
when issues are detected

riverbed



Kntoyesble npenmyllectsa Applinternals

> Never miss a performance problem with complete
application visibility to back you up

> Reconstruct problems in great detail to accurately
diagnose root cause; eliminate guesswork

> Proactively expose bugs before they cause major
outages, and continuously improve performance

riverbed =



nony4yeHHble DU3Hec-NpenmyLLecTBa

3awmTa npupocT YCKOpPEHHbIN
VIHBGCTVILWIVI npon3BoAUTEeNIbHOCTU BbIX04 Ha PbIHOK
/ =\dentity COIOT 1=
oy cmarketing Sl o
:‘ - o \ Aer'S identlty symbol Sti

. 8 \} mmmmmmmmmm erm adver
' lq 2“":..,, s marP g p,‘odu,
i ' ...nlggntify ndu_p
" ‘ = name ¢ont.

£

COKpalleHue AOBOfbHbIE penyTauus COOTBETCTBUE
pacxonoB nonb3oBaTenu 6paHAaa cTaHAapTam

riverbed



ueHHocTb PM — otyeT IDC

ROl Summary for Riverbed’s Application
Performance Management Portfolio

ﬁ©' 3 Year ® Average Annual Benefits 4441 Payback

5319 $30361 64

Key Performance Improvements Realized from
Customers Who Deployed Riverbed SteelCentral

Hours Saved W Reductionin
per User Ins Downtime

88 82.4%

riverbed =



o = Every issue avoided saves
Critical Operational approximately $500K to $1M USD

Issues spiking of business impact.

“Valley of Despair”
Harvesting the Benefit of

Visibility
Sourcing

Jourpey (~50% Reduction in
Begins Operational Issues)

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q@4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q@4 Q1 Q2 Q3
2008 2009 2010 2011 2012 2013 2014 2015

riverbed




EMEA Applinternals Customers
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Apxutektypa SteelCentral Applinternals
«aKTnBHbI APM» (yCcTaHOBKa areHTOB)
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KombuHuposaHHas (APM + NAPM) apxutekTypa

AreHTbl + lccnegoBaHne NakeToB
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Last updated: November 20, 2014 7:43 pm

Royal Bank of Scotland fined £56m for IT

meltdown

Emma Dunkley. Claer Barrett and John Aglionby

o Share w 1 Author alerts B Print '}( Clip

BB comments

Royal Bank of Scotland has been hit with the
biggest retail fine in history from the UK’s
financial watchdogs after an IT meltdown
two years ago left millions of customers
without aceess to their accounts.

The Financial Conduct Authority fined the
state-backed lender a record £42m. A

further £14m fine from the Prudential Regulation Authority took the total penalty for
RBS and its NatWest and Ulster Bank subsidiaries to £56m.

O 06 6 0

More

ON THIS STORY

Lombard Ineos /RBS /US and
UK IPOs

RES fine signals tougher
approach to rigk

Aged IT exposes big banks to
young rivals
ON THIS TOPIC

MPs call for review of RBS
privatisation

RES turns to Al to answer
customer queries

RES piles up £50bn in losses
since crisis

Lex RBS — nothing beside
remains
IN BANKS

Senior bankers voice fears over
ECB cut

Crédit Agricole prepares for halt
on QE

Barclays offering high-tech ‘labs’
to businesses

But the 6.5m customers affected, 92 per cent of which
were retail clients of RBS Group, have typically
received only a few pounds in compensation.

About 4.7m retail customers received average
compensation payments of just £4.83, according to
people familiar with the situation. A further 2.7m
customers received less than £1. These payments made
up for missed interest on balances and fees.

The regulators said RBS, which is 81 per cent-owned
by the UK government, had paid a total of £70.3m
compensation to UK customers — including businesses
— and £460,000 to individuals and companies who
were not customers, but were affected by the IT failure.

The FCA said the fine was the largest in its history for a
retail matter, which it defines as one that directly
impacts the general public, and falls outside of
penalties for manipulating benchmarks such as Libor.

Barclays was hit with a £38m fine in September for
failing to protect £16.5bn of customers’ money.
HomeServe, the home insurance company, was fined

£30.6m in February this year for mis-selling produets.
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Enregistrement Embarquement
Hall Zone Hall Salle
10:55 Toulouse AF6114 2 N
11:00 Marrakech fiy JAF6612A A I'heure
11:00 Marrakech riy JAF6612 3 A Retardé —EBI
11:05 Marseille ARFRANCE 7 + VIR ) Prévu a 12:00

11:10 Biarritz AIRFRANCE 7 » AF 7498 2 Prévu a 1

11:10 Lisbonne P2 AR TP 443 |1 € Retardé
- . . , - Retardé
Des milliers de passagers — dont le maire de Bordeaux Alain Juppé — ont été , Emmanuel Cugny
cloués au sol samedi 7 novembre a I'aéroport d'Orly. Retarde s
Trafic toujours bloque a #0rly pour cause de mangue d'infos
» » _ o o 4 Prévu a météo. "Jusqu'a heure indéterminée". Pas plus d'info dans
En cause : une panne informatique affectant les outils météo de I'aéroport, qui a ravion @AirFranceFR
généré une interruption générale du trafic aérien au départ et a lI'arrivée d'Orly Retarde
pendant plus d'une demi-heure. Retardé A& Air France FR W Suivre
s (@AIFFranceFR -
I 1.45 vialte airmailt vt :
lta KM4e7 4 Retarde ( MANUELCUGNY Bjr, la fermeture de I aéroport d Orly est
11:55La ma : I une panne informatique d' une tour de contréle qui fournit
2 pal > VY 3 185 1 B Retarde les dr'unnéeLc; | |

10:27 - 7 Nov 2015
- 33 @

11:55 Pointe a Pitre SUULEUS N AF792 3 B Retardé
VY3182 1 R Retarda |

m AF 6228 2 A I'heure S 220

12:10 Fuerteventura
12:20 Nice
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% Handelsblatt = Unternehmen = Banken + Versicherungen = Technische Stérung: Panne im Online-Banking der Commerzbank

TECHNISCHE STORUNG

Panne im Online-Banking der
Commerzbank

Datum:  07.04.2015 15:54 Uhr

~Technische Storung” meldete die Commerzbank-Internetseite
am Dienstag etlichen Kunden des Online-Banking. Einfach
ignorieren, empfahl die Bank. Peinliche Internet-Pannen hauften
sich zuletzt bei dem Institut.

Frankfurt. Der Fehlerteufel schleicht sich immer mal wieder ins Online-
Banking ein - zuletzt gehiuft bei der Commerzbank k4. Am
Dienstagvormittag mussten das einige Kunden des Instituts feststellen.
Sie konnten zeitweise keine Bankgeschifte per Internet erledigen.
Vereinzelt habe das Online-Banking zwischen 9.30 und 10.30 Uhr nicht
funktioniert, sagte ein Commerzbank-Sprecher. Die Stérung sei
~innerhalb kiirzester Zeit” gehoben wurden. Im Kurznachrichtendienst
Twitter & informierte die Banlk, man miisse die ,technische Stérung*

ignorieren und den Browser aktualisieren.

Bereits vergangene Woche hatte es ein Problem mit dem Internet-Service
der Bank gegeben. Die jetzige Fehlermeldung hatte dem Unternehmen
zufolge aber nichts damit zu tun. Vergangenen Dienstag hatte es
~besonders viele Zugriffe” auf das Online-Banking gegeben. Deshalb
hatten ,.einige Kunden Schwierigkeiten bei der Anmeldung zum Online
Banking und bei der Ausfiihrung von Transaktionen”, so die

Commerzbank damals.

Und auch am 22. Mirz, einem Sonntag, ging bei den Online-Banking-
Kunden des Geldhauses fast den ganzen Tag lang gar nichts mehr. Von
morgens acht Uhr bis kurz vor Mitternacht konnten die Kunden der
Privatbank ihr Online-Depot nicht mehr aufrufen. Ein Commerzbank-
Kunde schrieb dem Handelsblatt, dass sein Kontostand filschlicherweise
mit null Euro angezeigt wurde. Der Grund fiir den Ausfall: eine

technische Stdorung des IT-Systems.
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Geldautomaten bei Sparkassen
ausgefallen

Bankkunden in vielen Regionen Deutschlands bekamen am Freitag an Sparkassen-Automaten
kein Geld. Auch die Kontoauszugsdrucker und die Uberweisungsautomaten waren gestort.

Ein Netzwerkproblem beim Sparkassen-Dienstleister Finanz Informatik hat am
Freitag die Geldautomaten in vielen Bundeslandern iiber Stunden lahmgelegt.
Betroffen waren Mordrhein-Westfalen, Rheinland-Pfalz, Baden-Wiirttemberg,
Bremen und das Saarland.

Sparkassen-Kunden haben bei einem Ausfall wie diesem besonderes Pech: Die
Sparkassen haben sich keinem Banken-Verbund angeschlossen. Das heifit, an
jedem Automaten einer anderen Bank fallen beim Abheben mit einer Sparkassen-
Karte Gebtihren an.

Neben den Geldautomaten waren auch Kontoauszugsdrucker und die
Uberweisungsterminals betroffen. Das Bezahlen mit EC- oder Kreditkarten im
Handel war dagegen ebenso méglich wie das Cnline-Banking.

Das Ausmal der Ausfalle war unterschiedlich. Einzelne Institute waren gar nicht
beeintrachtigt. Die Techniker des Rechenzentrums im Grofiraum Stuttgart waren
seit Freitagmorgen um sieben Uhr mit Hochdruck dabei, die Stérung zu beheben.

2»» nhrw-aktuell.tv W Folgen
@nrwaktuelltv i

pos
Wenn's ums Geld geht, versuchen Sie es spater noch einmal.
Massive Storung bei der #Sparkasse in vielen Bundeslandern @ WeltN24 GmbH 2016. Alle Rechte verbehatten
11:19 - 25 Sep 2015
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IT-Problem bei den SBB

Sieben Stunden lang gabs keine ) 588 CFF FFS
Online-Tickets

Publiziert; 27.04.2015 17 Kommentare + Drucken - E-Mail

Login

Auf der Seite sbb.ch und in der SEB-App konnte

man heute Morgen keine Tickets mehr kaufen. in der Zwischenzeit, Ihre Billette und
Schuld war ein IT-Problem ME. 100N, Yo Setwoicer
Verbindung zum Server m¢ == _ ; .
nicht maglich. Bitte tberprifi _ —  HE — 3 reien Y G410 M Twitiem)< 0
Internetverbindung und vers ahmgelegt: Der ehE=hep.
es erneut. Heute Montagmorgen konnten SBB-Kunden zwischen 5 und 12

Uhr keine Tickets mehr dber die Online-Kanale buchen.

OK Wer versuchte, iber sbb ch oder die SBB-App ein Billett zu

ldsen, erhielt eine Fehlermeldung. Auf der Website stand «503
Service Unavailable». In der App wiederum erscheint ein
Fenster: «Verbindung zum Server momentan nicht moglich.».

m:-.'f'ﬁ;:ﬁﬁ?ﬂ iﬁ?ﬁ:ﬂ"gﬂm ﬂWir.haﬂEﬂ gin IT—PrDbIem:-},. sagt SBB—Sprecher Christian
R e verzitcivn G Ginsig zu blick.ch. Gegen Mittag konnte die technische Storung
schliesslich behoben werden.

Ok

Unterbricke beim Online-Ticketshop gibt es immer wieder. Aber
dass der Service gleich wahrend sieben Stunden ausfallt, ist
auch laut Ginsig «aussergewohnlich». (alp)

27t April 2015 http://www.blick.ch/news/wirtschaft/it-problem-bei-den-sbb-sieben-stunden-lang-gabs-keine-online-tickets-id3702093.html
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Customers Of HSBC In UAE And Gulf Are
Enraged With Poor Service From The Company

2 years ago by Falak Hvat

2 5 2 0
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HSBC customers were dissatisfied and angry over
the technical defect that hindered them from
withdrawing cash from the ATMs or make use of
their credit or debit cards.

HSBC was proactive and instantly posted the news of the
technical glitch on twitter to broadcast it to all its customers, but
could not control their rage and poor experience of using the banks
ATM'’s and or credit and debit cards.

The customers spoke out feeling helpless, by saying HSBC should
have informed its users in advance of the error in the system
sooner than they did.

“Our apologies for any inconvenience you may have experienced,”
HSBC said in a post. “We would like to inform you that the issue has been resolved.”

By then however the customers were angry and had begun to post comments and feedback on social media websites
expressing their discontentment with the service. A customer tweeted on twitter saying “Dear @HSBC_UAE_Help, next time the
national network is down, would be nice to be informed by mail or sms, 2nd time in 2w, super annoying.”

This led the bank to inspect on the loss businesses and the bank had faced while customer’s retail spending restricted while the
cards weren't working. However collected information showed that too much damage hadn’'t been done and the error lasted
about an hour.

‘We knew there was a problem because some customers mentioned the inconvenience,” said Collefte Shannon, a
spokeswoman at the supermarket chain, Spinney’s. But she said it was “not a major issue”.

In the world of social media and the ability of people connecting instantly online, should motivate companies to instantly
inform customers of errors and problems that they can face while using the service, and instant solutions for customers while
they wait for errors to be resolved and business functions to operate smoathly.



«ABpO(bJIOT» BOCCTAHOBIUI pabOTy CHCTEMBI OPOHIPOBAHIIA
nocie cooga

PEK daily
11:15, 06.08.2013 m 3 WTweet 4| G+ 0

PaBoTa cuctembl Bporupoeanna Sabre, KoTopyk MCNonbayet
kpynHedwas 8 Poccur  aeBwakomnanuA  «AspodnoTs,
NoNMHOCTEH BOCCTaHoBNeHa. Takum obpasom, naccamxupos
Hauanu pervcTpUpoBaTe Ha peiickl He BPYYHYH, a uJepes
INeKTpoHHbI  cepeuc, coobljaeTcA B Npecc-penuse
aBHanepeBo3uMKa.

CoTpyAHWEaM aBMaKkoMMaHWW MNpULLINocsE  pPerdcTpUpoBaTh
nacca¥MpoB Ha pelicel BpyYHy ¢ 8.35, nockoneky B paboTte
Sabre no Bcemy mupy npousowen cboid. B «Aspochnotes
YTOUHANW. 4To 3ajepwerk peiicoB u3-3a cboA B cucTeme
DpOHWPOBAHMA HE MPOM3CLUND. CAHAKO W3BMHWIMCE Nepeq
naccaxupamu 3a Heygobctea. OpHako B asponopTy
LepemeTbeBo HabniogaeTcA CKOMNEHWE NACCEKUPOB.

doTo: MTAP-TACC

Sabre Holdings — rmofansHaa komnasua co wrab-keapTupoi

B Texace. OgHoOMMEHHOW cUCTEMOR OHMAaRH-DpPOHUpPOEAHWA CTaTBH IO TEME
none3aywTcA  okono 350 Teic.  TyparewTtcTe, 400
aeuakomnanuid, 100 Teic. rocTuHuy. «flwban cuctema gaet| ™ ABHAKOMIAHHH TIPeTyIPEJHIH IPAEHTENECTED O

cBoi. Ee moccTaHoBunu 3a 1.5 yaca - 370 npuemnemoe L R B QT

BpemA ONA Takod cucTembl OTkasaTbcA OT TakMx cucTeM| = «A3apodmoTs B 57 2a9EHTH 0 FOTOEHOCTH NEPEEEITH
BCE PABHO HE CMOMYTw, - YTOUHWN B 3upe paguocTasLmu maccaxnpos UTair

«Cut-FM»  vcnonHuTeneHelt gupekTop komnadut Peak IllepenMeTEeB0 pazpaboTATO CXeMY TPAHCIOPTHOTO
Systems Makcum Smm. COODIIEHHA ¢ HOBEIM TEPMHHATOM

370 He eguHcTBeHHbN cBolt B lepemeTeeBo 3a nocnegxee

BpemA. B MUHyBLIME BeiXOAHbE B TepmiuHane D asponopta LepemeTeero cnyuunca cBoil, NoCNefcTBMA KOTOPOTD 40 CHX
nop ycTpaHAkTcA. baraxHas cucTema oTkazanace paboTaTe, M M3-3a 3TOM0 M3 aBMArasaHK He yneTeno 6 Thic. YUEMOLAHOBE.
OcHoBHaA npuurHa npobnemel — 3arpy*eHHocTs TepMuHana D, paccuMTaHHoro W3HadaneHo Ha 9 MAH Naccasuvpoe B rog.
Ceroaxa TepmuHan obcnyxueaeT ropasno SonblUee KOMWUECTEO MHAEIA.



Awaria strony PKP Intercity moze potrwac
tydzien

2015-07-15 18:09
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Jak poinformowato powotujac sie na swoje ustalenia Radio ZET,
problemy z zakupem biletow kolejowych za posrednictwem strony
internetowej intercity.pl moga potrwac przez tydzien.

Wediug informacji Radia ZET. PKP wcigZz nie ustalilo przyczyny awarii. W tym celu powotano w PKP
Informatyka specjainy zespdt. Zgodnie z jedng z hipotez awaria zaczela sie od gldwnego serwera
systemu "KURS" - serwera "HP Non Stop”. Wedlug ekspertdw, z ktdrymi rozmawiali dziennikarze Radia
ZET, kolej wykorzystuje stary system, wspomagany wieloma informatycznymi nakiadkami.

PKP uspokaja jednak, ze przez internet kupowanych jest jedynie 20 proc. biletow, podczas gdy pozostate
80 proc. to bilety kupione w kasach, biletomatach czy poprzez aplikacie mobilng. Co wiecej, poprzez
strone intercity.pl istnieje mozliwosc zakupienia biletu, jednak nie kazda proba konczy sie sukcesem.
Na 10 préb zakupu biletu przez internet w & przypadkach sie to udaje.

Z powodu awarii systemu stanowisko strack prezes zarzadu PKP Informatyka Krzysziof Biniek. pg czasy

wyboru nowego szefa spdiki, funkcje te - jako petnigcego obowiazki - bedzie sprawowac Adam Filutowski,
Dyrektor Zarzadzajacy ds. Informatyki | Telekomunikacji Grupy PKP.

Awaria systemu sprzedaZzy biletow za posrednictwem strony internetowej intercity pl trwa od godzin
porannych 13 lipca.

Radio ZET, TVP.info

sieci nie kupisz. Awaria systemu PKP Intercity (fot. sxc.hu



Case Study: National Instruments

Industry: Technology/Electronics
Location: United States
Application:  Java applications
Products: Riverbed Applinternals
The Challenge The Result
= Frequent releases to business-critical public website introduce = Reduced application troubleshooting time by 90%

problems

=  Complex conglomeration of web services (300 Java applications
running on nearly 200 JVMs) is difficult to debug and troubleshoot

= Performance problems sometimes caused users to lose time
spent entering information on the site

= Tension between web support team and application developers "
over causes of application problems

Improved website stability and customer satisfaction with the site
Reduced issues introduced into production by 20% to 30%

Decreased MTTR; fewer team meetings needed to resolve
issues

Supported six-fold increase in website updates

‘I can’t imagine someone running a Ssite of any real size without this [SteelCentral Applnternals]

capability.”

' 4 - Eric McCraw, global web systems manager for IT at NI

riverbed -



Allianz (i) Case Study: Allianz Turkey

Industry: Finance and Insurance
Location: Turkey

Products: SteelCentral AppResponse, SteelCentral Transaction Analyzer, SteelCentral
Applnternals, SteelCentral NetSensor, SteelCentral AppMapper

The Challenge The Result
= Sluggish application response and page loading times = Faster application — average page load time reduced by 44%
= Troubleshooting and resolving issues took too long = Increased usage — average number of page views up by 45%
= Delayed information transmission to external agencies = Improved service quality — server response time down by 62%
= Faster time to resolution — some application issues are fixed
INn minutes

= Better reporting and visibility

. “It is now much easier to identify issues with the network or application themselves. In some

cases, problems that took a long time to solve can now be fixed in minutes.”
' _ - Neval Bircaner, IT governance supervisor at Allianz

riverbed -



A Case Study: Linkon

Industry: Services
Location: Sweden
Products: SteelCentral AppResponse, SteelCentral Appinternals

The Challenge The Result

= Long response time on new seat reservation system causing = Response time cut from 25 seconds to 200 milliseconds, leading
end-user frustration to faster booking process

= Many transactions abandoned, resulting in lost revenue = Performance issues now quickly analyzed, diagnosed

= Complex IT system makes it difficult to pinpoint source and resolved
of problem = Significant time and money saved

“Abnormal behavior is now spotted in advance and the relevant people are now contacted with
concrete information. SteelCentral has enabled us to detect bugs in our production-environment
we would never have discovered before. We now have a full overview of how our system

actually works .”
- Hans-Olof Sj6linder, product and services manager at Linkon

riverbed



OE.HELSEMIDT-NORGElT Case StUdy: Hemit

Industry: Healthcare | Pharmaceutical | Biotech

Location: Norway

Products: SteelCentral AppResponse, SteelCentral Transaction Analyzer, SteelCentral Appinternals

The Challenge The Result
= Slow access to key patient data systems creating = Enhanced user productivity
inefficiencies = Performance issues can now be analyzed, diagnosed and
= Extended logon times leading to lower employee productivity resolved
. Comlplex IT infrastructure meant issues often impossible to = Fast ROI — within days of implementation
resolve .

Greatly improved application performance
Logon times reduced, producing significant cost savings

“We’ve seen significant productivity improvements. We’ve been able to shave two minutes off
the logon time for over 8000 people. With the average number of logons a day being five, we've

estimated that the productivity improvements equate to around $60,000 a day.”
- Dagfinn Krog, service operation manager at Hemit

riverbed -



Industry: Manufacturing
Location: France

Products: SteelCentral

Yz Case Study: Michelin

The Challenge The Result

= Auditing applications during development phases .

= Ensuring proactive monitoring and diagnosis of application .
and infrastructure performance

Optimized application and infrastructure performance

Improved diagnosis time thanks to both software and
infrastructure root-cause analysis

End-to-end visibility of applications and infrastructure (during the
development phase, in real time and retrospectively)

Application rollout time reduced by 30%
Better control of IT investment

“Thanks to Riverbed Performance Management, we are able to support two major processes:
gualification of applications during the development phase as well as content visibility of

services and business applications.”

- Jean-Noél Simonnet, Chief Infrastructure Architect, Michelin

riverbed -



Mobistar

Background

Publishing, Broadcasting, and Internet

Inability to quickly troubleshoot
performance problems

No real-time overview of WAN: who’s
talking to whom, what applications.

Too much time fire-fighting, no time for
new business-critical IT projects

Case Study: Mobistar

The Result
= Adistributed SteelCentral

AppResponse solution

Monitor performance and utilization for
all critical applications and links

Real-time and historical view of a wide
range of application and network
metrics

Key Benefits

Much faster problem localization and
resolution across the WAN

Real-time overview of network and
application activity for all locations

Avoiding equipment upgrade by
detecting subtle misconfiguration issues

More time for business-critical IT
projects, improved IT support for
business strategy

“A few hours after installing the [SteelCentral AppResponse] appliances we were able to start analyzing
traffic end-to-end and could begin to deal with our first problems. There was value right out of the box. And
within a very short time we tracked down a subtle server configuration problem that was slowing down all

corporate e mail. Fixing that was like getting a free server upgrade - a real money saver.”
- Eddy Straetman, network manager

riverbed +



