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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.



▶ What is a KPI?
▶ What makes a ‘good’ KPI?
▶ Where to Find ‘good’ KPIs?
▶ Pre-built KPI’s in ITSI

• Modules
• 3rd Party

▶ Field experience on the evolution of KPI’s
▶ Interesting KPI’s from the ITOA Practice
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What is a KPI?
Key Performance Indicator



“A performance indicator or key 
performance indicator (KPI) is 
a type of performance 
measurement”
– Wikipedia

“A key performance 
indicator (KPI) is a high-
level measure of system 
output, traffic or other 
usage, simplified for 
gathering and review on a 
weekly, monthly or 
quarterly basis.”
– Gartner

Let’s Look At How Others Define KPI 

“Performance measurement[1] is the 
process of collecting, analyzing and/or 
reporting information regarding the 
performance of an individual, group, 
organization, system or component..”
– - Wikipedia



“A KPI (Key Performance Indicator) is a recurring saved 
search that returns the value of an IT performance 
metric, such as CPU load percentage, memory used 
percentage, response time, and so on. ”
– Splunk

Splunk ITSI KPI



“A KPI (Key Performance Indicator) is a 
recurring saved search that returns the 
value of an IT performance metric, such as 
CPU load percentage, memory used 
percentage, response time, and … any any 
valid business metric like revenue, 
orders/minute, Helpdesk tickets, pending 
change requests, etc”

For The Next 35 Minutes, Let’s Use This:



What Is A ‘Good’ KPI ...
… and what is a ‘bad’ KPI



What Makes A ‘Good’ KPI?
… and a not so good KPI

▶ It is insightful
• Metric – a value
• KPI – a value with meaning (think: thresholds)

▶ Intuitive/Easy to Understand

▶ Is relevant to the user’s role/job function
• Executives want less detail, more aggregation
• Admin’s want more detail



What Makes A ‘Good’ KPI?
… and a not so good KPI

▶ Bad KPIs:
• Data is sporadic
• Alerts only when something is bad:  CPU Status Critical
• Counter data:    1234gb,   1239gb,  1299 gb

▶ Somewhat OK KPIs:
• Count-based data:   38 login fails last 15 minutes  (is that OK or not?)

▶ Good KPIs:
• Provide data regularly, whether systems are good or critical: cpu=45%
• Self normalizing data:  login success=90%
• Data with deltas not counters:   1.2 KB/min, 2.1 KB/min, 1.1 KB/min



Where To Find ‘Good’ KPIs
ITSI Modules, Ask and Service Decomposition



▶ ITSI v2.6 ships with nine (9) modules each with prebuilt KPI’s
• Application Servers – 17 KPI’s
• Cloud Services – 7 KPI’s
• Database Systems – 7 KPI’s
• End Use Experience – 8 KPI’s
• Load Balancers – 7 KPI’s
• Operating Systems – 12 KPI’s
• Storage Arrays – 10 KPI’s
• Virtualization – 10 KPI’s
• Web Servers - 8 KPI’s

▶ 86+ available today!

Where To Find ‘Good’ KPIs – ITS Modules
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/AboutITSIModules



Pre-Built KPIs – Application Server Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/ApplicationServerModuleKPIsandthresholds



Pre-Built KPIs – Application Server Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/ApplicationServerModuleKPIsandthresholds



▶ Easy
• Data Model base KPI’s are VERY easy to create
• Data Model based KPI’s are NOT very efficient/performant

▶ Efficient
• Base Searches are the recommended implementation for KPIs
• You can’t change a base search, it must be cloned

▶ Consider the following – How could this search be made more efficient?
• (index=* tag=oshost tag=performance tag=cpu)

ITS Modules – A Word Of Caution On Performance
The difference between ’easy’ and ‘efficient’ 



▶ Syncsort Ironstream Module for Splunk IT Service Intelligence
• https://splunkbase.splunk.com/app/3329/
• Capture real-time information from:

- Mainframe (CPC)
- z/OS® LPARs
- CICS® systems
- DB2® systems 

▶ Converging Data Patient Flow Module for Splunk IT Service Intelligence
• https://splunkbase.splunk.com/app/3325/
• Captures HL7 data related to patient care pathways

Where To Find ‘Good’ KPIs – 3rd Party Modules



▶ Ask the customer/user
• Existing Dashboards
• Daily/weekly/Monthly Status Reports

▶ Bad: “I am here to create KPIs for your system. What do you want?”

▶ Good: “Think about the last time your had an outage, what did you look at in 
order to resolve the issue?”

▶ Different KPI’s for different user roles
• Executives want less
• Admin’s want more

Where To Find ‘Good’ KPIs – Ask



What is the service to 
be monitored?

What are the KPIs for service?

What are the components 
of the service?

Onboard missing data into Splunk.

What are the metrics/what do 
you care about?

Identify data sources for each KPI Create KPIs, tune thresholds

Create Glass Tables

Multi KPI Alerts

Real-time Service Insights

Show value!

Ready for 
ITSI

SERVICE DECOMPOSITION

Create Deep Dives

Create Services, Dependencies

Where To Find ‘Good’ KPIs – Service Decomposition



Observations on the
Evolution of KPIs
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VP of Enterprise Service Monitoring, National Telecommunications Company

“I’d Rather See Three (3) Or Four (4)
Meaningful, Business Level KPIs

Than 15 Or 20 Noisy, Technical KPIs.”



▶ Like most activities in ITSI, creating KPIs is iterative

▶ Yes, you many start with the technical ones that are pre-built…

▶ … But, But, BUT DO NOT STOP WITH JUST TECHNICL KPIs
• We see this happening far too often

▶ Remember the user
• Admins want more technical detail
• Executive want more business relevant KPIs

Observations On The Evolution Of KPIs
It often start technical but shouldn’t end technical



Major Retailer

22



Some Interesting KPIs And Some 
Glass Tables For Context



CIO Scorecard
Enterprise Service Status Major Incidents

Service Health

Continuous Operational Visibility

Volume Revenue Incidents Changes

Major Changes

Service Health Volume Revenue Incidents Changes

Service Health Volume Ontime DeliveryIncidents Changes Service Health VolumeRevenue Incidents Changes

Service Health Volume Revenue Incidents Changes Container UtilService Health Throughput Incidents Changes



Online Transactions Services

Internal Transfer Service

External Wire Service
Money Exchange Service

Money Transfer Services

Service Health Corporate

Reconciliation Service

Fed Exchange Service

Core Splunk Searches
Transaction History

System Investigation

Heat Map Analysis
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Making machine data 
accessible, usable and 
valuable to everyone.



© 2017  SPLUNK INC.

1. Remember the user and what they care 
about

2. There is way more to service monitoring 
than technical KPIs

3. It is iterative 

4. Less is more when it come to executives

What makes a good 
KPI

Key 
Takeaways 
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Don't forget to rate this session in the 
.conf2017 mobile app

Thank You



▶ Ready, Set, Go! Learn From Others - The First 30 Day Experiences of ITSI Customers: Tuesday, September 26th, 201712:05 PM- 12:50 PM Room Salon C

▶ Splunk ITSI Overview: Tuesday, September 26th, 2017 1:10 PM-1:55 PM Room 147 AB 

▶ PWC: End-to-End Customer Experience: Tuesday, September 26th, 2017 2:15 PM-3:00 PM Room 143ABC

▶ RSI: Operational Intelligence: How to go From Engineering to Operationalizing IT Service Intelligence Where the Rubber Meets the Road:

Tuesday, September 26th, 2017 2:15 PM-3:00 PM Room147AB 

▶ Cardinal Health: Ensuring Customer Satisfaction Through End-To-End Business Process Monitoring Using Splunk ITSI:

Tuesday, September 26th, 20173:30 PM-4:15 PM Room143ABC

▶ ITSI in the Wild - Why Micron Chose ITSI and Lessons Learned From Real World Experiences: Tuesday, September 26th, 2017 4:35 PM- 5:20 PM Room Salon C 

▶ Event Management is Dead. Time Series Events are the Means to the End, not the End Itself. See How Event Analytics is Revolutionizing IT: 

Wednesday, September 27th, 201711:00 AM-11:45 AM Ballroom C

▶ Triggering Alerting (xMatters) and Automated Recovery Actions from ITSI:  Wednesday, September 27th, 2017 1:10 PM- 1:55 PM Room Salon C 

▶ Leidos - Our Journey to ITSI: Wednesday, September 27th, 2017 2:15 PM-3:00 PM Room147AB

▶ How Rabobank's Monitoring Team Got a Seat at the Business Table by Securing Sustainability on Competitive Business Services Built on Splunk’s ITSI: 

Wednesday, September 27th, 2:15-3:00pm Room 147AB

▶ Here Comes the Renaissance: Digital Transformation of the IT Management Approach: Wednesday, September 27th, 2017 3:30 PM-4:15 PM Room Salon C

▶ The ITSI ‘Top 20’ KPI’s: Thursday, September 28th, 2017 10:30 AM-11:15 AM Room Salon C

▶ Automation of Event Correlation and Clustering with Machine Learning Algorithms – An ITSI Tool:

Thursday, September 28th, 2017 11:35 AM- 12:20 PM Room Salon C 

▶ Event Management is Dead. Time Series Events are the Means to the End, not the End Itself. See How Event Analytics is Revolutionizing IT: 

Thursday, September  28th 11:35 AM - 12:20 PM in Ballroom B

▶ IT Service Intelligence for When Your Service Spans Your Mainframe and Distributed ITSI: 

Thursday, September 28th, 2017 1:20 PM-2:05 PM Room Salon C

Want to Learn More About ITSI at .conf2017? 

Tuesday 
September 
26th, 2017

Wednesday 
September 
27th, 2017

Thursday 
September 
28th, 2017



Q&A
Bill Babilon |  Global ITOA Solution Architect

William von Alt II | Staff Sales Engineer - HHS, Splunk, 
Inc



Pre-built KPIs in ITSI Modules



Pre-Built KPIs – Application Server Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/ApplicationServerModuleKPIsandthresholds



Pre-Built KPIs – Application Server Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/ApplicationServerModuleKPIsandthresholds



Pre-Built KPIs – DataBase Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/DatabaseModuleKPIsandthresholds



Pre-Built KPIs – End Use Experience Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/EndUserExperienceMonitoringModuleKPIsandthresholds



Pre-Built KPIs – Load Balancer Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/LoadBalancerModuleKPIsandthresholds



Pre-Built KPIs – Load Balancer Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/LoadBalancerModuleKPIsandthresholds



Pre-Built KPIs – Operating System Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/OSModuleKPIsandthresholds



Pre-Built KPIs – Operating System Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/OSModuleKPIsandthresholds



Pre-Built KPIs – Storage Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/StorageModuleKPIsandthresholds



Pre-Built KPIs – Storage Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/StorageModuleKPIsandthresholds



Pre-Built KPIs – Storage Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/StorageModuleKPIsandthresholds



Pre-Built KPIs – Virtualization Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/VirtualizationModuleKPIsandthresholds



Pre-Built KPIs – Virtualization Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/VirtualizationModuleKPIsandthresholds



Pre-Built KPIs – Virtualization Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/VirtualizationModuleKPIsandthresholds



Pre-Built KPIs – Web Server Module
http://docs.splunk.com/Documentation/ITSI/2.6.1/IModules/WebServerModuleKPIsandthresholds


