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John Lewis — A Journey to

Awesome
How Difficult Became Easy with Splunk & ITSI

Paul Adams, Splunk Engineer

09/27/2017 | Washington, DC T
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Q: Who is John Lewis?

-3

UK Department
Store Retailer

38,000 "
Employees

| | | 46 Retail
(¢ = Outlets
150 year ’ :
heritage John Lewis

- John Lewis o . - | splunk> (D

£4bn Annual
Revenue




John Lewis Really Is Different!

;It Is.a-Partnership

Owned By Employees | i
Making them Happy and Driven

To Give Great Customer Service

- e -\4-. ‘_



Great Staff ...

"Now Where Are They On This Website?"

Sign In or Register My Account My Wish List

ohn Lewis

Partnership Card Insurance Gift List Inspiration & advice Our shops Customer services == UK

O,

S

Home & Garden Furniture & Lights Electricals Women Men Beauty Baby & Child Sport & Leisure Gifts Offers Brands

Home Page > Home & Garden

Home Furnishings

Home & Garden

Bedding

Towels HRVALY ) d \ -
T RN %

Blinds A " o TR

Curtains

Curtain Poles, Tracks &

Accessories Make eating outdoors taste even

Cushions, Bean Bags & better

Throws

) View all Picnicware
Fabrics Outdoor Tableware
Wallpaper Summer Drinks

Carpets & Flooring

Home Accessories

Lighting
Pictures

Mirrors
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Issues were

N - ’ Reproducible
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About Humé
By Humans If AQEIse Failed ...
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! @JB Host Healtl @
I\/IldQ APM @

Best of Breed
Monitoring

So What’ It Like Worklng Like This?
&Y. e -~
Pers:.;::l‘l @ m@m On a Sunny Day It

Looks Like This

g e @
Joh@wis o . @ @ ‘ splunk>
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It Breaks Down ﬂust Nhen You Need It The Most

OWNERSHIP SPAGHE"

pest of Breed A L E R T S T (o R M SEMANTIC SPAGHETTI

Monitoring

UNCONSOLIDATED

UNDERFIRINGOVERFIRING
A FRAGMENTED NCONSISTENT
-l CONTEXTLESS
b HUMAN LATENCY

Operational HUMAN RELIANCE

Personnel \ C K ET ST O R M HUMAN ERROR

HUMAN INCONSISTENCY

- I ORPHANS
Ticketing TICKET BLOAT TIME DELAYED
System DUPLICATED
SILOED RESPONSE CONFUSION UNCORRELATED
OVERLOADED DUPLICATED EFFORT
CONT AT PRIORITY CONFUSION 4 DELAY § quaLiTy

. REACT!? IMPACT BLINDNESS BUCK PASSING .
John Lewis FOCUS CHURN splunk> (T
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Let’s, Turn T% at Nmséjnto a V%Iuable

Host Health

/ Middleware
N

etwork

CORRELATION
o A

MUTUAL ENRIClHMENT

Automation ChatOps
Email Alerts Dashboards
\ Ticketing System /
——————

John Lewis splunk> (&R
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So How Actually Did We Get
Started at John Lewis?

splunk>

SCreen

 AFELGADEF1@ HTTP
Product LAFF1OAD

1
STONID=5D55SL7FF "’\"",'_
9F F1ADFF3

Category _id=GIETY
/o1 screen?
/0ld1link?

1. Lo 'AKS I te

Product_id=FL :
26&JSFE

nrTe 1.1

~reen?cé
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Where Were We Losing Customers?

Arrive Fill Basket Check Out

PER CUSTOMER

splunk>
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3227, 0:156) nc
"<2)" 468 ])rthr
e 5.17

Atepc
G

e 1 404

SCreey 1"
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Product
/oldlin
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BOTY_1d=GIFTS&RISESSIONID AFFLOADEFLS T o
SCreen?product_id=FL-DSH-01&JSESSTONID=5D3S - 0

. HTTP 1.1
k?item id=EST-36&% SESSIONID=SD5SLOFFIADFF3 MI - & ate




Actually We Had No Choice But To Use Splunk

2004 Era Tactics Didn’t Work! ... And To Make Things Worse

% Speculative Restarts &
O

: No Server-Side Error
3 Reconfigures a nc-go @ﬂ Signatures

i/ -
A Issue Not Reproducible SaaS Component

Involved

5

Maybe Just Er, No!

@ Steps Vaguely Described

Ignore It? Far too much at stake!

John Lewis splunk> (T
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XPIODING THE MYTH
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No Such Thin
“It's Not Renroduci

o=

“I dopf know HOW to Reproduce”

But Analytics Changed The Game For Us!
" John Lewis B splunks (IR
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Dropout Rate Why?

During Checkout

Entire

Factors

Population

: “Exotic” JavaScript
A;arlcmar WAl On Cloud Hosted
Sease Payment Page

=

0%| 1009
A Particular ‘

User Device .3\2\6)

Intolerance of
“Exotic JS”

+

Exotic Cloud
Payment Page
Comes Into Play

Running a

ODO
Particular OS %9@@

With a Particular @& &
Browser Version g@ga

Using a Particular

Credit Card @‘S@g

IS So 5 Ingredients Needed to Reproduce This Problem!

splunk> I
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f Th'"gs Would Never Be— =

The Same Again! = ==

“It’s Pt OK to Spend All Day Looking at Charts”

Analytics Changed The Mindset !
- John Lewis o . - | splunk> [N
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So What Work Went Into This?

Process Mining

Characterise The Data
Sequence The Flow

Ny splunk> + G) Disco

splunk> I



So What Work Went Into This?

Characterise The Data

John Lewis

Sequence The Flow

Develop More Assets

Develop Query

|
!
I
I
I
i
[
| Create Visual

' Skeleton

|

:Plug Results |ntoI
' Visual Skeleton |

— — — — — — — m— m— ]

F—————————I

, |
: |
I ﬂl, 'l
: = Make |
1 © Performant |
| -
1 8 !
: O Make |
i & Flexible
1 Q. :
. |
: |
|

The World Changes

|
| Spin-Offs

: Different Angles
' Different Intents
|DI'I|| Downs '
I1st Line Frlendly l
Headhnes '
| Alerts |
'Reports !
I

I
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We All Want to Produce Things That Are

Flexible
FLEXIBLE Quick to Dev
Maintainable
Performant
QUICK to DEV Skills — Light
MAINTAINABLE
PERFORMANT

SKILLS - LIGHT

John Lewis splunks



Reality: The See-Saw of Doom!




Reality: The See-Saw of Doom!




But With ITSI — We “Could Almost Have It All”

~ John Lewis e splunk> EZETiY



But With ITSI — We “Could Almost Have It All”

~ John Lewis e splunk> EZETiY



How ITSI Did That For John Lewis

Flexible
Quick to Dev
Maintainable
Performant

Skills — Light

John Lewis splunk> (T
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Performant

Skills — Light &
splunk> I

John Lewis




2014: Attempt One

2

2
d
eval enanPC=roun o

Performance
Burden

P izeSpan=,
21 spanRath:Siz

SPL-

wal ALERT=1I =
X mode=sed fi®
- wcHost=UP"

Drawing Package

b

- John Lewis

4y Effort Burden

”. Maintenance Burden

Results

Skills — Light 2|
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Flexible

Quick to Dev

Maintainable

Performant

DO

NollVy1 S g conf2017



2014: Attempt One

Z

sizeSpan=m,
:l spanRatiossi,
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fval enanPC=round(y
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"X mode=sed fi€

- r
wcHos t=uP

Inflexibility

Effort Burden

Maintenance
Burden

Skills Burden

John Lewis

31.2

78.1

67.6

OO0

Summary

Index

L
g

e [
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|

et
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[
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Flexible
Quick to Dev

Maintainable

Performant

Skills — Light 2|
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2014: Attempt One
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2016: With ITSI

’____\

/= KPls, Services\
E & Entities
I's
| sizeSpan=u, I m‘
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,~ Accelerated Dev

S » Less to Maintain

A 4

; 1 Trivial to Master

A

-
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|
|
|
|
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, O Dashboard
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CSS
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What Did This Mean For Our Life Cycle?

Largely Unchanged Navelr Improved
__________________________ o I L (R VL LR T (S YRR W[ WD TN T T —— iy
P s\ ,l \\
: e ——————————— s 1 I

------------ J
I e |
I I I
I 1 I
I L I
I I i
I I i
I I I
I I I
\ ,' \ I
\\ ----------- '/ \~ ------------------------------------------ 'I

The World Changes

John Lewis T splunk> [N
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Beyond IT Ops at John Lewis

Fulfilment
Ops

Bus.
Optimisation

Sec Ops

Online Data

Security Data
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Q&A

Splunk > listen to your data’



