Zoe Bolton

Splunk Cloud at BBC Worldwide:

Head of Service Operations, B
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Introduction
BBC Worldwide
BBC Store
My Role
=  Pre & Post Live
BBC Store - Operational Priorities

- Why Splunk Cloud?

BBC Store — Splunk Cloud Journey

- High Level Solution Design
Operational Intelligence

= Splunk Mint

Business Intelligence

BBC Store — Splunk Cloud Roadmap
Q&A

splunk .conf2016




BS-2008

Volume of Email Accounts and EAS Acounts Mailbox Near or Exceeding Quota

Service orientated dashboard
®"  Frequency - Monthly

= Review Period - Monthly

= Effort-1 Week

= Systems-6

= Qutput - MS Excel

=  Trending - 3 months

®*  Troubleshooting - Limited

i 2 8§ 8 2 8 4 8 ¥
8§ 8 3 8 8§ 8 a 3

Client Launch Time (secs)
e May-09 Jun-09 Jul-03

Average delivery time (secs)
May-09 Jun-09 Jul-09

| Availabilty

|

Email Service Lost User Hours per head (per week)| *
May-09 Jun-09 Jul-09
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Introduction
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BEAE Store Osmi

Chidren's  Comedy Drama | Enterwainmers  Factal | Music& Arts  More ~

Escape This Summer

‘ - BEE Store

L All Purchases

¢ P q@

Our Bestsellers EastEnders

Easfrdes

Peaky Blinders The Night Marager  Dad's Army Peaky Blinders Happy Valley
s3] Os my T Serie 18 i es 2

Launched Nov 2015
BBCStore.com (UK Only)
Transaction video on
demand service

Buy BBC produced
content - Episodes &
Series

Streaming and
download to own (DTO)
Responsive Web, iOS,
Android, Windows 10




Video On Demand Platforms

Subscription video on
demand (SVOD)

- Monthly payment unlimited
streaming

Transaction video on

i
' iTunes demand (TVOD)

- Pay per episode \ series




Pre-Launch

28

BEE@Store o

24 x 7 Support

Digital Operations

People ‘
Monitoring

Incident, Problem,
Change, Release
Management
@ |

Process

P

Tools

Supplier Management

Service Level
Management

Continual Service
Improvement

....and so on
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Why Splunk Cloud?
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Operational Priorities

(@)

Monitoring Alerting Troubleshooting
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LA OO We needed a solution to

SELLERS SYKES . .
give us end-to-end visibility

DO o into the customer journey

BARKER REEVES
CORBETT MORECAMBE
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BBC Store’s Customer Journey

Each part of the journey has a different supplier
Browse Purchase Playback

Drive Time

Car SHare

+* l"‘ o, 4v ".‘.. ‘;
G ' .
0 Sign in Flnd a Programme Q m Peter Kay's Car Share }' ~—el
o 100 / )
e
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Why splunk>cloud ?

Speed of implementation ahead of BBC Store launch

No technical resources in the team to manage
infrastructure

User interface, dashboards and visualizations — needed a
L solution for non-technical users
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BBC Store — The Journey

On-Site Training

splunk>cloud

Launch  Mobile

Nov1s  Apps
Dec’15

Aug’15 Oct’15

=  Browsing
= Payments
= Authentication
= Security
Data Mapping \ = Playback (Daily)
Splunk
Configuration

Bug fixes\
enhancements \
features

Fortnightly Releases
>

Ops Intelligence
= Dashboards
- Alerts

L] Reports

BBC Store — Phase
2 Planning

splunk>miNT

April’16 July’16

{ Mobile Intelligence
iOS & Android
(Crash Logs etc.. )

st P

Gap Analysis
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Splunk Cloud — Solution Design

Services Customer Experience
BBC Store Services External SaaS Splunk Cloud BBC Store Clients BBC Store Clients
e (Mint) (Non Mint)
Environments
I Identity | | a;icateway | e — | store App-ios | | store App - win 10 |
Development
| Preferences | I CMS I S — | Store App - Android | I Download Mgr - Win |
I > e —
| Product Catalogue | I Payment Gateway | Test Download Mgr OSX
Entitlements Content Delivery
| | Networks e —
PreProduction
| Payment | AWS ——
e —
>
' Triage &
Debugging
Operational S

Intelligence

Intelligence

App Crash

Reporting

Service

Planning
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BBC Store

Operational Intelligence
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Performance Monitoring — Response Times

My Programmes ID Calls
Transaction History VOD Session (with ID auth)
(]
© = g
= 2] 2 @
= £
o) = €
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= £ ) L
[ £ 2 )
© = c @
7] 0] o S
2 7] I a
g g g g
@ o v4 — Avg &) — AVg
Q —_— r g — ms
14 4 \ )‘ -
Hour Hour
Hour Hour
Payment Metthods VOD Session (No ID Auth) Content Browsing e e
(]
(7] 1] %]
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Authentication

New Store ID Registrations

Store ID Sign In % Qv Hv
Sign In No. of Calls Percentage
IDP_AUTHENTICATE-SUCCESS 19990 99.93%
IDP_AUTHENTICATE-FAILURE 15 0.07%

Successful Sign In — 24 hrs

Sign In Errors by Type (24 hrs)

Average Response Time — Sign In Sign In - Errors (excluding human error)
s

Response Time (MS)
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Payments

Top Payment Method in Last 24 Hours

Purchase Initialize Success

Payment Method Percentage

Ms
4

e N N N—— — N / 7\~ 1 CreditCard 54.41%

PayPal 4211%

E-WALLET 3.47%

totaiResponse Time max(totalResponseTime Successfid Paypal Purchases in 24 Hours

Paypal Payment Errors by Type

@
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Payment Journey - Insights

Non UK - Payment Errors

3.000

1st June - Non UK pop-
up message added to
the BBC Store

June July

time

April May
2016
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BBC Store
Splunk Mint
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splunk>MINT

ALLDATA > # =

USERS AFFECTED USERS SESSIONS CRASH RATE (%) SESSION LENGTH SESSIONS PER USER
Total users Total affected users Total sessions Avg crash rate Avg session length ser
USERS CRASH RATE AVG LATENCY 303 78 9182 1.67 00:05:24
3976 6.49 % -
12
ANDROID > # & .
USERS CRASH RATE AVG LATENCY ”
1354 10.76 % 50
oS> 7 & .
04 Sep ep 00:00 07 Sep
CRASH RATE AVG LATENCY
221 %
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AVG LATENCY

0

04 Sep 00:00

Path

core/rightsmanager.asmx

08 Sep 00:00

Volume

2566

REQUESTS VOLUME
2566

M#Jm’-«“hl

04 Sep 00:00

Avg latency (ms)

1564.00

08 Sep 00:00

HTTP Error rate (%) +

47.54

Errors - Download

HTTP ERROR RATE

A7 54%
100 o 9 °
®
. ¢
=] .
50
25 &

04 Sep 00:00 08 Sep 00:00

Network Error Rate (%)

26.85
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Product Management - New Features
Chromecast

EVENTS > chromecast_play_video

20
-8~ chromecast_play_video
10 f
® ke fn) ®
S ® o6 o o S e J ® o @ @ o o
0 00:00 0S Sep 00:00 06 Sep 00:00 07 Sep 00:00 08 Sep 00:00 09 Sep ( 10 Sep 00:00
ven sers ren
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iOS App Release yesterday

TOTAL OCCURRENCES TOTAL AFFECTED USERS MEMORY USAGE ON CRASH AGGREGATED METRICS
116 7 € No results found.
NETWORK
, Cellular 50.86%
150 49.14%
100
APP VERSION
1.4 100.00%
0.00%
50
0 0OS VERSIONS
21 Sep 2016 23 Sep 2016 25 Sep 2016 27 Sep 2016 10.0.2 100.00%
0.00%
Stacktrace Affected users
User ID Last occurred Occurrences +
DEVICES
313a93c0d87352e11f89332376a24bf538927e8043112b083f5f47454d3e3bcb113a 27 Sep 2016 18:27 107 PhoneS1 93.10%
313a68f3f480584a847320e77d197f00101170f2f120a9774c5433dad0854fad22ff 27 Sep 2016 07:53 2 iPad54 1.72%
Others 2.59%
313a6f66b7fa079698c50e1949d2bc2af193bbcdb51b190876413b02c2ec7f9295b3 28 Sep 2016 07:46 2
313ad1e104ee26fa0f7f649c42600a59a6872413f59a57cd907dc3d050a1d1cd9622 26 Sep 2016 15:23 2
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BBC Store

Business Intelligence
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Reports for Marketing and E-Commerce

Store Sales (24 hrs) - Top Coupons Used in Last 24 Hours
Coupon Type Percentage

38.10%

14.20%

Store Sales (7 days)

Top 10 Assets Refunded - 7 Days

Programme Title Total Stcee Retunds i Last 7 Days
The Night Manager - SD

Line of Duty S

Assets sold by revenue (24 hrs) 4 The Fall - Sel
= Line of Duty Series 1-3 Bundle - SD
Programme Tite .
i - - e 3 = - | Total Saore Nefunds in Last 24 Mowrs
Line of Duty - Series 3 Ep2-Episode 2 16
anager -

splunk>
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Business Analytics - Searc

20,000
5.000
0.000
- - - - - -
Tue Wed Thu Fri Sat Sun Mon
Day
Last 7 Days
Top Keywords
Search Hits Percentage

+with+dan+cruikshank

0 20%
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Business Analytics - Refunds

Store Refunds Edit v | Morelnfo v | | & | &

A dashboard focusing on BBC Store refunds. These do not include refunds our Customer Services Team (FirstSource) make to their own internal account

Total Store Refunds in Last 24 Hours Total Store Refunds in Last 7 Days Total Store Refunds in Last 30 Days ﬁverage No. of Refunds per Customer in 24
ours

37 143 1.12

Total Refunds per month since Launch

1,500

1,000

M Total
November March May July
2015
Date
Top Title Refunded Each Day - 7 Days
Date Programme Title Total Refunds

12 The Night Manage
2 11 The Story of China - SD 2

10 The Night Man

v.§ a Tha Rridna Trilaav . €N
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BBC Store - Roadmap
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BBC Store — Roadmap Priorities

Splunk Apps
splunk>minT Playback, Data plunk App | | |
Event & Download Management AWS, International  Jira In-sourcing
Transactions & Windows 10 Policy Akamai VOD  Integration  project

I 1 1 T 1 t 1

splunk> (conf2o1s



splunk>

91 =0INOISSISrp,y
ILLH poSSOVES: £ i v o
osdy 139, [ % 81 ueryz9) o

€s/iseses g5

% sp-us
vy « LINON0G=p 1
w*QQ\\A.Q.N.:\x £

THANK YOU



