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Abstract

This session will highlight how Expeditors implemented CA APM as both a
technology and process transformation by covering the aspects of planning,
deployment, instrumentation and end-user adoption across the enterprise.
Expeditors Special focus will be on the challenges posed by Expeditors' unique
International of architecture and how those challenges were addressed. Expeditors takes
Washington, Inc. great pride in being a solutions-based organization that takes time to
understand and address each customer's individual business needs through
customized solutions and seamless, integrated information systems. In this
session, Expeditors will discuss its CA APM implementation as both a
technology and process transformation initiative. The session will cover the
aspects of planning, deployment, instrumentation and end-user adoption
across the enterprise. Special focus will be on the challenges posed by
Expeditors' unique architecture, how those challenges were addressed, and
some of the benefits and value gained.

Jack Butler

Senior Developer, IT
Operations
Management

Certified CA APM
Professional
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" MISSION STATEMENT

1o set the standard for excellence in global logistics through total

®
x e I ' O I S commitment to quality in people and customer service,
with superior financial results.

You'd be surprised how far we'll go for you.

About Expeditors International of Washington, Inc.

Expeditors is a non-asset based global logistics company headquartered in Seattle, Washington.

Expeditors satisfies the increasingly sophisticated needs of international trade through customized solutions
and seamless, integrated information systems. Our services include the consolidation and forwarding of air
or ocean freight, customs brokerage, vendor consolidation, cargo insurance, time-definite transportation,
order management, warehousing, distribution and customized logistics solutions. Through organic growth
we give our clients and employees peace of mind knowing that their day to day business won't be disrupted
by merger pains.

1979 Seattle, Washington London, Shanghai, Sao Paulo, Beirut 250 across six continents 13,900+
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Enterprise Monitoring

Part of IT operations management

Departmental objective

A simple, consistent, dependable production environment targeting no unplanned downtime that supports
our ever-changing global logistics business

Enterprise monitoring is a team of dedicated staff.

— Two developers, two systems analysts, one business analyst, one
project manager

— Responsible for assessing needs, managing and improving tools,
maintaining data, advocating analysis and promoting education
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Challenges and Strategy



Challenges

A three-part problem

Environment

How do you build an
Application Performance
Management (APM)
environment to handle a
complex environment?

= 200+ data centers

= 250+ unique, home-grown
application code bases

= Numerous proprietary
frameworks

= 2,000+ unique possible
agents

Expertise

With no existing APM,
Business Process Management
(BPM) or Service Level
Management (SLM) programs,
how do you build the
knowledge necessary to
successfully implement?

Adoption

With a new, sometimes
overwhelmingly large, data set,
how do you build trust in the
data and encourage its use in
decision-making?
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Planning

Get your APM experts on the same page—Iliterally.

APM
b e St p ra Ct l Ce S Q O \ — Introduction 200

Student Guide
09ITS20631

MICHAEL 1. SYDOR

G

technologies
0TS2063180

HOW TO AVOID AND SOLVE PERFORMANCE PROBLEMS
ON THE COMPUTERS YOU WORK WiTH
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Strategy

A three-tier approach

Technology

/
/s
/
S
s
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s

~ APM team

/
/
4
/
/

Process
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Technology

Process

eImplement CA APM across preproduction environment.
eImplement CA APM across production.

eImplement APM customer experience manager.

*Apply custom instrumentation.

eIntegrate APM with other datasets and tools.




APM Infrastructure

APM End-User
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After APM @gﬁ;
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Custom Support
Shining a light in dark places

14

CA APM community library
Worked with pre-sales team

Created 14 custom agent

extensions
— 41 new tracers

— 23 new nameformatters
— Five new services

4 TL—‘DJ- APM WebServices Agent Extension
a [P src
. H} com.expd.apm.extension.agent.nameformatter
- H} com.expd.apm.extension.agent.nameformatter.eiservices
- £} com.expd.apm.extension.agent.nameformatter.soa
» B3 com.expd.apm.extension.agent.nameformatter.springdr
- H} com.expd.apm.extension.agent.nameformatter.springws
4 H} com.expd.apm.extension.agent.trace.correlation
- [4} ElServicesClientCorrelationTracerjava 1.1
» Ea ElServicesServerCorrelationTracer java 1.2
5 EE, EXPDS0OAClientCorrelationTracerjava 1.1
. [J} EXPDSOAServerCorrelationTracerjava 1.1
- [§} SpringDRCarrelationTracerjava 1.1
» Ea SpringDR5erverCorrelationTracerjava 1.1
5 EE, SpringW5CorrelationTracerjava 1.2
- [J} SpringWSServerCorrelationTracerjava 1.1
- H} com.expd.apm.extension.agentitrace.hc.soa
4 H} com.expd.apm.extension.agent.trace.hc2.springws
5 EE, SpringW5sClientReceiveTracer java 1.1
- [4} SpringWSClientSendTracerjava 1.1
- H} com.expd.apm.extension.agent.trace.hc springws.fault
» B3 com.expd.apm.extension.agent.trace.soa
. £} com.expd.apm.extension.agent.trace.springdr
- H} com.expd.apm.extension.agent.util
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GeolP APM-CEM Plugin

EJ CA CEM user groups can be created automatically, or you can create them manually.

Grouping users by geography, not subnet user Groups | user searc

[ New |
[ | | Name Impact Level | Active Users | Inactive Users
° ] | Bolivia, Americalla_Paz Medium (Default) | 5 o
. C u Sto m A P M - C E IVI p I u g I n O Bolswana, Africa/Gaborone Medium (Default) | 1 o
(] Brazil, America/Araguaina Medium (Default) | 1 o
O Brazil, America/Campo_Grande | Medium (Default) | 32 ]
o o (] Brazil, America/Cuiaba Medium (Default) | 1 o
[ | G ro u pS u Se rS by u S I n g G e O Locat I O n (] | Brazil, AmericaiManaus Medium (Default) | 2 0
o Brazil, America/Recife Medium (Default) | 7 o
O Brazil, America/Sao_Paulo Medium (Default) | 243 3
(] | Brazil, Unknown Time Zone Medium (Default) | 230 1
. |V| u Iti I e ro u i n O t i O n S O Bulgaria, Europe/Sofia Medium (Default) | 3 o
p g p g p (] Cambodia, Asia/Phnom_Penh Medium (Default) | 58 6
[] | Canada, America/Edmonton Medium (Default) | 96 25
— C O u n t ry (] Canada, America/Halifax Medium (Default) | 5 o
[] | Canada, America/Monireal Medium (Default) | 96 &
(] Canada, America/Rainy_River Medium (Default) | 539 38
—_— St a t e O Canada, America/Regina Medium (Default) | 1 ]
[[] | Ganada, America/St_Johns Medium (Default) | 39 4
° O Canada, Americaancouver Medium (Default) | 220 3
- TI m e - Zo n e [ | Canada, America/\Winnipeg Medium (Default) | 5 o
O Canada, Unknown Time Zone Medium (Default) | 111 10
—_— A n d m O re (] Chile, America/Santiago Medium (Default) | 78 o
O Chile, Chile/Confinental Medium (Default) | 7 ]
(] China, AsiaChongging Medium (Default) | 957 90
[] | China, AsiafHarbin Medium (Default) | 129 8
(] China, Asia’Shanghai Medium (Default) | 1078 55
177 items found, displaying 26 to 50. [First/Prev] 1, 2,

Currently available on the CA APM Community!
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EasylntegrationKit — Enhanced

= A Web service that allows for direct use of APM metrics in

external tools:

— Includes CA APM-CEM
statistical data, defect data
and incident data

— String metric extraction
— New export formats

— Enhanced UTF-8 to support
and content type selection
to enabled SAS integration

Soon to be available on the CA APM Community!
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Synthetic Transactions

Overview \". General \". Traces \". Errors "'\ Search \'. Metric Count "\

17

Third-party
service
— Like CA App

Synthetic

Monitor ( formerly,
Cloud Monitor)

Custom Java
EPAgent to
query APl and
report to CA
APM

Average Response Time (ms)

Failures

Availability % :

Status

R

e
4.0k

24k

152300 152500  15:2700  15:29:00

Location Unavailabilty 9%

15:2%00  15:25:00 15:27:00 15:29:00

15:23:00 153500 152700 15:39:00
Location RIT — Status Status Code
Mumkai, India 17,041 10K
Hong Keng, China 15,231 10K
London, UK 13,952 10K
New ork, NY 7,564 10K
Houston, TX 4312 10K
Seattle, WA 1,800 10K
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Business Application Monitor

Synthetic Transactions st A

= Used EasylntegrationKit
to bring data into other
dashboarding solutions _ . — e
. . © Currt'e:fta‘tfﬂ?r :fﬂf:tlon:
= Provides URL links

Total Response Time: 23432 Status Code:

back to CA APM e

Step 01 - Main Page

Step 02 - Login 2183 10/03 03:45 PM

. Step 03 - Select Customer 2193 10/03 03:45 PM

WO rkstatlo n fo r m O re Step D4 - Filter Customer 1688 10/03 03:45 PM
Step 05 - Select 1558 10/03 03:45 PM

Step 06 - View POs 1838 10/03 03:45 PM

. . Siep 07 - Review Bookings 2589 10/03 03:45 PM

Siep 08 - View POs and Bookings 2599 10/03 03:45 PM

granular and historical = . L
Step 10 - Logout 1570 10/03 03:45 PM

data
= Brings more users into
CA APM

. >
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Technology

eDefine appropriate roles and responsibilities with APM.
*Provide targeted, internal training for each role.
ePartner with technical experts to reduce visibility gaps and add additional context.

Process



Role Definitions

APM Analyst View graphs and metrics.

APM Incident Analyst Run a transaction trace session for an agent.*
Mount and un-mount agents for historical data.
Perform thread dumps for detailed diagnostics.*

CEM Analyst View service level agreement information.
Analyze graphs and trends.

CEM Incident Analyst Review, troubleshoot and close incidents.
Search for defects by individual username.
Run transaction trace from CA CEM for diagnostics.*

CEM Configuration Administrator Modify service level agreement thresholds.
Adjust defect thresholds.
Record and edit business transaction definitions.

*May increase overhead on application. Required training provides information on assessing risk.

; v
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Suggested Roles by Job Function
N A S ™

Ability to assess the impact of a performance problem CEM Incident Analyst ~ CEM Incident Analyst
Support Ability to troubleshoot and more accurately escalate Isc Analyst Isc Incident Analyst
performance issues

. Visualization of dependencies and dependency performance CEM Analyst CEM Incident Analyst
Quality N . . .
Compare transaction times and component transactions times Isc Analyst Isc Incident Analyst
assurance . .
between tests and across environments (esp. Dev in Test)
Identify possible performance bottlenecks earlier in the CEM Analyst CEM Analyst
Development . . L ) .
lifecycle, diagnose performance problems, prioritize bug fixes. Isc Analyst Isc Incident Analyst
BUSi Measure against performance and scalability requirements. CEM Analyst CEM Configuration
us:netss Analyze usage patterns. Administrator
analys Assess current thresholds and defect settings. Isc Analyst
Proiect Prioritize bug fixes, prioritize work on improving performance. CEM Analyst CEM Analyst
rojec Isc Analyst Isc Analyst
manager
i View dashboards and reports regarding trends in usage, CEM Analyst CEM Analyst
Business . .
transaction times and success rates. Isc Analyst
owner/
manager

*May increase overhead on application. Required training provides information on assessing risk. ’ J ®
’ @world’14  Expeditors



Training Roadmap (Simplified)

Intro to APM

Basic APM-CEM

Analyst

Business service and
transaction
management

Config admin

Incident
troubleshooting

Incident analyst

22

Basic APM training

Analyst

Single metric triage Incident analysis

Incident analyst

Identifying
application
baselines

) »
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Partnerships

Making it matter to those who care

= What questions can we help you answer? = What are the pain points and bottlenecks?
=  What are the key business transactions? =  Which classes and interfaces should be
instrumented?

For business transaction “A,” it would be helpful to know:
— The number of orders

— The type of order
— The number of units per order

— The total time to complete the order, based on complexity
(one to five units, five to ten units, etc.)

— If the user received an error message (but not an exception)

: - .
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Technology

ext.

eCreate APM maintenance discipline.

eInclude instrumentation and business transaction mapping into SDLC.
eIncrease effectiveness of triage/war-room scenarios.

*Build custom instrumentation during development.

Process . .
ePerformance analysis/proactive approach.



Maintenance

25

Task Performer hd Task hd Task Description hd
Review CEM Collector Logs:
1. Any Errors
2 TIM Daily Aggregation Status
CEM System Admin
CEM System Admin Review System Events in CEM
Backup Configuration and Trace directory. Make sure nothing is writing to the database while backing up. Best
CEM System Admin Back up Configuration and Trace Directory for CEM Practice: Shut down MOM, Collector, then backup.

= M Task Description
1. Check if number of files in fetciwily/cemitim/datalout/defects is increasing.
2. This should be blank: C:\Program files\CA APMintroscope.1.1. 1\cemitess\badfiles
Ifthere are files, check on MOM and on CEM collector
CEM System Admin Check TIM Defect Directory If CEM collectors are unable to process defect data, those transaction data will be stored in badfile directory
A Check Transaction Trends. CEM SLA management - Check that there are hourly data
B. Couple things to watch out for:

4

Open TIM: 1. Getto TIM, TIM Packet Statistics, Droped should show 0, If Dropped Packet Statistics shows anything greater
1. Check TIM Hourly Stats Processing than 0, there are too much data being handled. Few options to consider if that happens: a. Upgrade the MNIC,
2. Check TIM Packet Stats Adjust the webserver filters, Adjust Mirror data to limit data, or add new TIM to split the mirror data
CEM System Admin 3. Check Daily Aggregation Status 2. CapturediAnalyzed should be the same but a non-zero number. If this is all zero, TIM has been unplugged
CEM System Admin Mount a new EP agent on TIM, review 4

Task Performer ™ b Task Description B

Check APM Status Consaole:
1. Everything connected?

2. Are there active clamps? Open APM Status Console from 1SC workstations. Make sure everything is connected. Are the collectors slowing
ISC System Admin 3. Monitor Errors down? Are there active clamps® Monitor the errors. Try a Investigator search for 'isclamp’ from the superdomain
Open Logs:
ISC System Admin 1. Scan for Error Message and Warnings

Message queue is created for each socket connection to the EM (Collector or MOM) for each agent or each work
station. More than 60% of the clustering issues are related to this.

Check Qutgoing Message Queue: 1. Check for warnings in the logs
1. Look for warning on the logs 2. Goto Customs Metric Agent (*Super Domain®), then open Enterprise Manager. Then goto Internal, Messages,
ISC System Admin 2. Check from superdomain for Internal Message Queue que should equal to 0. This should be added to a dashboard in the future

, v
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Maintenance

Expeditors Application Support Menus 09:27:41 PDT 2

Java Workers count: & Tomcat Proc count: HTTPD procs:

exp.0o Monitoring APHM Deployment menn

Install / Upgrade Agents

Audit Agent Details

Update Lgent Details Expeditors Support Menus
Logon id:

Exit Menu

Please enter an option: . Monitoring APM Install /f Upgrade Agents Menu

g

Upgrade hgent Profile
Push Base Agent Files
REemowve Agent

Transfer Agent Profile
Transfer Agent Files
Delete Agent Files

2
4
5)
&
]
]

d) Quit to previous Menu

Please enter an option: .

caworld’14 = Expeditors




SDLC

System Development Lifecycle

=  Ensure that
development teams
account for
monitoring.

= Provide a standard
for interfacing with
monitoring experts.

=  Ensure monitoring is
implemented
uniformly.

27

= £5 Solution Planning and Design

[+ Paricipate in Solution Design Sessions
[+ Submit Strategic Self-Assessment Form
[ Communicate and Validate Proposed Solution
[ Refine Requirements
[+ Design Data Model
(5 Plan and Design User Interface
EIEH Critical Production Planning
[ Facilitate Security Flanning
[+ Plan Disaster Recovery and High Availability
[ Plan Monitoring  -ff—
[+ Plan Hardware and Network Meeds
[+ Plan Support Feedback and Communication
[+ Plan and Establish Mon-Production Environmer

El g PreProduction
(3 Perform PreProduction Testing
[ Perform Bug Management
[+ Perform Pre-Release Regression Testing
& QA Approval
EIEE Support Transition

[» Communicate Motifications to 1SC

[ Paricipate in QA Handoff to Support

[+ Paricipate in Support Transition Meeting

[+ Transition Support Documents

[ Validate Deployment Communication Plan

[+ Validate Support Feedback Communication Plan
[ Set Up SoftDist

[ Update Reqguired Deployment Documents

[ Conduct Application Support Requirements Audit
[ Validate OPs Menu Functionality

[+ Validate Monitoring ..‘_

[ Plan Training
[+ Plan Training Environment
[+ Plan Deployment

[ Perform Design Reviews
[ Review Controls and Compliance
g]s Initial Selution Plan and Design Complete

gy Support Handoff Complete

[ Create Support Training Modules
[ Manage User Feedback

[ Execute Training Plan

[ Review Controls and Compliance
gy PreProduction Work Complete

. il
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The Rise of APM

Sweet, sweet data

28

Development teams are now using APM data in daily scrums

and weekly/monthly reviews.
— APM, APM-CEM and synthetic transaction data

Performance enhancements are being made based on APM

metrics from production.
— Able to target bottlenecks as never before

Quality Assurance teams are comparing performance
baselines of new releases to old.
APM data is now used to help answer the question: Can our

systems support this new line of business?

) »
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Performance Analysis

Would dedicating staff to proactively analyze and take action on our performance data
provide value?

= Performance analysts can the data.
— Directly through Workstation/WebView and via integration points

= Performance analysts can the data.

= Performance analysts can with teams for needed
expertise.

= Recommendations have

= But..

; v
c@world’14  Expeditors

29



Key Lessons




Keys to Success

Plan ahead.

Dedicate ownership.
Train.
Integrate.

Contextualize.

Budget.

31

Read everything you can get your hands on. Create a roadmap and understand the needs of your
end-users.

Ensure that the APM environment can be appropriately managed by dedicated resources.

Empower as many users as possible to understand and own the data.

Bring APM data into existing tools and processes by any means necessary.

Make the data meaningful to the people who use it.

To use performance analysis recommendations proactively, you need to be willing to devote
resources toward them.

, -
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Recommended Sessions
sessows ltme Joay lome |ume

Enhancing the mobile end-user experience by integrating

Slesnes CA Mobile App Analytics and CA APM

Tuesday 11/11/2014 4:00 PM

0CX14S Redefine Triage by Learning the Golden Nuggets of APM Wednesday 11/12/2014 11:00 AM

0OCX18S Designing The Next Generation of Usability Wednesday 11/12/2014 1:00 PM

, - .
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Session Evaluation

Please provide your feedback about this session!

34

Session Name: Case Study: Learn How Expeditors Uses
APM as Both a Technology and Process

Transformation Initiative

Session Number: OCX13S

Access inside the CA World Mobile App.
— Click on

= |f you have added this session to My Agenda, it will be listed.
OR

— Click on
= Click on this session. Click

’ " °
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Session Evaluation

35

/ \

@) @)

Please provide your feedback
about this session

d

Session Name:
Case Study: Learn How Expeditors Uses
APM as Both a Technology and Process
Transformation Initiative

Access inside the CA World Mobile App

Click on SURVEY/SESSION EVALUATION
= |If your badge was scanned at the entrance to
this session, click on the name of this session.

. >
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For Informational Purposes Only

Terms of this Presentation

This presentation provided at CA World 2014 is intended for information purposes only and does not form any type of warranty.

Content provided in this presentation has not been reviewed for accuracy and is based on information provided by CA Partners

and Customers.
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