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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.  
Special focus will be on the challenges posed by Expeditors' unique 
architecture and how those challenges were addressed. Expeditors takes 
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. 
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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. 

Founded Global headquarters Regional headquarters Locations People 

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

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 

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 



Challenges and Strategy 
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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—literally. 
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Strategy 
A three-tier approach 

Technology 

Process People 

APM team 



People 

Technology 

•Implement CA APM across preproduction environment.  
•Implement CA APM across production. 

•Implement APM customer experience manager. 

•Apply custom instrumentation. 

•Integrate APM with other datasets and tools. 

Process 
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APM Infrastructure 

Central VMWare ESX Farm

TCP 5001, 

8560, 8558

TCP 5001, 8560

EEM 1

CA Embedded Entitlements Manager

TCP 389

TCP 5432

TCP 5432

Agent Collectors 1-5

CA Introscope Enterprise Manager

Agent Data Collector

TCP 5432

CEMDB

PostgreSQL

cemdb

TCP 8560, 8558

TCP 80

TCP 80

Deployed Agents

DMZ TIM

CA Transaction Impact Monitor (TIM)

EEM 2

CA Embedded Entitlements Manager

TCP 5250

TCP 8560, 8081

APM End-User

MOM 1

CA Introscope Enterprise Manager

Manager of Managers (MOM)

CEM Collector 1

CA Introscope Enterprise Manager

CEM Services Manager

 

Production TIM

CA Transaction Impact Monitor (TIM)

TCP 5250

EEM VIP

Apache Load Balancer

TCP 389

Domain

Controller(s)

Microsoft Active Directory
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Web Application 

Web Server 

Availability Fault Performance 

Availability Fault Performance 

Supporting Services 

Availability Fault Performance 

Database 

Availability Fault Performance 

Middleware/Messaging Tier 

Availability Fault Performance 

Operating System 

Availability Fault Performance 

Network 

Availability Fault Performance 

Before APM 
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Web Application 
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Custom Support 
Shining a light in dark places 

 CA APM community library 

 Worked with pre-sales team 

 Created 14 custom agent 
extensions 
– 41 new tracers 

– 23 new nameformatters 

– Five new services 
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GeoIP APM-CEM Plugin 
Grouping users by geography, not subnet 

 Custom APM-CEM plugin 

 Groups users by using GeoLocation 

 Multiple grouping options 
– Country 

– State 

– Time-zone 

– And more 

Currently available on the CA APM Community! 
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EasyIntegrationKit – Enhanced 

Soon to be available on the CA APM Community! 

 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 
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Synthetic Transactions 

 Third-party 
service 
– Like CA App 

Synthetic 
Monitor ( formerly, 

Cloud Monitor )  

 Custom Java 
EPAgent to 
query API and 
report to CA 
APM 
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Synthetic Transactions 

 Used EasyIntegrationKit 
to bring data into other 
dashboarding solutions 

 Provides URL links  
back to CA APM 
workstation for more 
granular and historical 
data 

 Brings more users into 
CA APM  

 



People 

•Define appropriate roles and responsibilities with APM. 
•Provide targeted, internal training for each role. 

•Partner with technical experts to reduce visibility gaps and add additional context. 

Technology 

Process 
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Role Definitions 

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

APM-CEM Role Permissions 

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. 

APM Role Permissions 

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.* 
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Suggested Roles by Job Function 

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

Function Interest in APM Basic user Power user 

Support 
Ability to assess the impact of a performance problem 
Ability to troubleshoot and more accurately escalate 
performance issues 

CEM Incident Analyst 
Isc Analyst 

CEM Incident Analyst 
Isc Incident Analyst 

Quality 
assurance 

Visualization of dependencies and dependency performance 
Compare transaction times and component transactions times 
between tests and across environments 

CEM Analyst 
Isc Analyst 

CEM Incident Analyst 
Isc Incident Analyst 
(esp. Dev in Test) 

Development 
Identify possible performance bottlenecks earlier in the 
lifecycle, diagnose performance problems, prioritize bug fixes. 

CEM Analyst 
Isc Analyst 

CEM Analyst 
Isc Incident Analyst 

Business 
analyst 

Measure against performance and scalability requirements. 
Analyze usage patterns.  
Assess current thresholds and defect settings. 

CEM Analyst CEM Configuration 
Administrator 
Isc Analyst 

Project 
manager 

Prioritize bug fixes, prioritize work on improving performance. CEM Analyst 
Isc Analyst 

CEM Analyst 
Isc Analyst 

Business 
owner/ 
manager 

View dashboards and reports regarding trends in usage, 
transaction times and success rates. 

CEM Analyst CEM Analyst 
Isc Analyst 
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Training Roadmap (Simplified) 

Intro to APM 

Basic APM-CEM 

Analyst 

Incident 
troubleshooting 

Incident analyst 

Business service and 
transaction 

management 
Config admin 

Basic APM training 

Analyst 

Single metric triage 

Identifying 
application  
baselines 

Incident analysis 

Incident analyst 
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“Having visibility to this type of information will give us greater insight into the processes being followed by 
operations.  Also, this will give us information about the efficiency of the system in processing the requests.” 
 What questions can we help you answer?  
 What are the key business transactions?  

 

 What are the pain points and bottlenecks? 
 Which classes and interfaces should be 

instrumented?  

Partnerships 
Making it matter to those who care 

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) 



People 

Technology 

Process 

•Create APM maintenance discipline. 

•Include instrumentation and business transaction mapping into SDLC.  

•Increase effectiveness of triage/war-room scenarios. 

•Build custom instrumentation during development. 

•Performance analysis/proactive approach. 
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Maintenance 
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Maintenance 
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SDLC 
System Development Lifecycle 

 Ensure that 
development teams 
account for 
monitoring. 

 Provide a standard 
for interfacing with 
monitoring experts. 

 Ensure monitoring is 
implemented 
uniformly. 
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The Rise of APM 
Sweet, sweet data 

 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 get to the data. 
– Directly through Workstation/WebView and via integration points 

 Performance analysts can get meaning out of the data. 
 Performance analysts can partner with teams for needed 

expertise. 
 Recommendations have measurable impact. 
 But … 

Yes! 



Key Lessons 
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Keys to Success 

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

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

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

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

Contextualize. Make the data meaningful to the people who use it. 

Budget. To use performance analysis recommendations proactively, you need to be willing to devote 
resources toward them. 
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Q & A 
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Recommended Sessions 

SESSION # TITLE Day Date TIME 

OCS16S 
Enhancing the mobile end-user experience by integrating 
CA Mobile App Analytics and CA APM 

Tuesday 11/11/2014 4:00 PM 

OCX14S Redefine Triage by Learning the Golden Nuggets of APM Wednesday 11/12/2014 11:00 AM 

OCX18S 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!  
 
 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 Session Evaluation. 
 If you have added this session to My Agenda, it will be listed. 

OR 

– Click on My Agenda. 
 Click on this session. Click Session Evaluation. 
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Session Evaluation  

Please provide your feedback 
about this session 

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  

 

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.  

Terms of this Presentation 
 


