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During the course of this presentation, we may make forward-looking statements regarding future events or 
the expected performance of the company. We caution you that such statements reflect our current 
expectations and estimates based on factors currently known to us and that actual events or results could 
differ materially. For important factors that may cause actual results to differ from those contained in our 
forward-looking statements, please review our filings with the SEC.

The forward-looking statements made in this presentation are being made as of the time and date of its live 
presentation. If reviewed after its live presentation, this presentation may not contain current or accurate 
information. We do not assume any obligation to update any forward looking statements we may make. In 
addition, any information about our roadmap outlines our general product direction and is subject to change 
at any time without notice. It is for informational purposes only and shall not be incorporated into any contract 
or other commitment. Splunk undertakes no obligation either to develop the features or functionality 
described or to include any such feature or functionality in a future release.

Splunk, Splunk>, Listen to Your Data, The Engine for Machine Data, Splunk Cloud, Splunk Light and SPL are trademarks and registered trademarks of Splunk Inc. in 
the United States and other countries. All other brand names, product names, or trademarks belong to their respective owners. © 2017 Splunk Inc. All rights reserved.

Forward-Looking Statements

THIS SLIDE IS REQUIRED FOR ALL 3 PARTY PRESENTATIONS.
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1. How can you fix the problem?

2. What can your results look like?

3. What do you need to set this up?

Key 
Takeaways 



12 Phone 
Calls

36 
Repeated 
Processes

2 
Escalations

2 On-site 
Visits

390 
Wasted 
Minutes

Nightmare Support Experience
This is where the subtitle goes



Who am I? 



▶ Husband and Father
▶ Engineering/Legal Background
▶ 10+ Years In IT Support
▶ 2 Years Splunk Experience
▶ Email: Travis.McBee@Cerner.com

Travis McBee



▶ Headquarters: Kansas City, MO
▶ Founded:1979
▶ Mission: Contribute to the systemic 

improvement of helath care delivery 
and the health of communities.

▶ > 24,000 Associates Globally
▶ 2016 Revenue : $4.8 Billion

What is Cerner?



▶ 24/ 7 Inbound Call Center
▶ Approximately 25,000 Calls / Month

• 2014: 12,000 Calls / Month

▶ Non-Technical Clientele
▶ ~33 Non-Technical Associates
▶ 3 Tier Support Structure
▶ Cloud Based Solutions

What is Consumer Care?



How Can You Utilize 
Non-technical Resources To 

Analyze Technical Logs?



▶ Big Data Benefits
▶ Data Sources

• Log Files (Avg. 6.6 GB/Day)
• Website Usage Information
• Database Configurations

We Have Data But Can Support Use It
Analytics vs. Support



John Smith Jane Doe

Bob Jones

Transforming Data To User Knowledge

User Data
Age, Location, Linked 
Users

Solution Data
Usage Logs, Error 
Logs, Client Information

System Data
Operating System, 
Browser, Versions



Eliminate Technical Need
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1. Translate Log Files (Event Types)



Eliminate Technical Need

1. Translate Log Files (Event Types)
2. Link To Work Instructions (Lookups)



Eliminate Technical Need

1. Translate Log Files (Event Types)
2. Link To Work Instructions (Lookups)
3. Event Monitoring (Alerts)



1. Translate Log Files (Event Types)
2. Link To Work Instructions (Lookups)
3. Event Monitoring (Alerts)
4. Run Automated Scripts

Eliminate Technical Need



Bringing It Together
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▶ Mapped to Unique 
Identifier

▶ Dashboards 
Organized By 
Usefulness

▶ Different Dashboards 
By Tier

▶ Transition Process

Bringing Support Information Together
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▶ Integrated 
Knowledgebase
• DB Connect

▶ Client Health 
Tracking

▶ Support 
Created/Owned Tools

Bringing Client Information Together
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▶ Avoid Waiting For 
Phone Calls

▶ Easy Reporting
▶ Potential For 

Automated Alerts

Bringing Proactive Support To The Table



Our Results





0

50

100

150

200

250

300

HealtheLife Triages

Consumer Care Opened

• Hours Saved: 1,080 / Month
• Money Saved: $34,950 / Month



Before Splunk After Splunk
▶ Verify Identity

• Can I get your first and last name?
• Can I get your date of birth?
• Can I get your email address?

▶ Things In The Data
• How can I help you?
• What does the error message say?
• What type of device are you on?
• What we browser are you using?
• ……

▶ Verify Identity
• Can I get your first and last name?
• Can I get your date of birth?
• Can I get your email address?

Eliminating Questions
And Customer Frustration



Setting It Up In Your 
Organization



What Do Your Logs Need To Look Like?
Cloud Based Web Applications

Unique 
Identifier

Request 
ID

Session 
ID

User ID

System 
Demographics

OS

Browser

Language

Tracing 
Information

Clicks

Errors

Timers

Historical 
Information

Dates

Time

User 
Demographics

Age

Location



▶ Stakeholders
▶ Tooling
▶ Communication
▶ Time Commitment
▶ Processes

Strategy, Design, & 
Implementation



Questions?



▶ Husband and Father
▶ Engineering/Legal Background
▶ 10+ Years In IT Support
▶ 2 Years Splunk Experience
▶ Email: Travis.McBee@Cerner.com

Travis McBee
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Don't forget to rate this session in the 
.conf2017 mobile app

Thank You


