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Application performance monitoring for 
financial services
The evolution of digital technology is changing the 
financial services industry and digital transformation 
is the core of these initiatives. Digital performance 
management matters now more than ever.

Improving customer experience top of the list for 
financial services
Digital is disrupting banking and insurance industries worldwide. 
Financial service organizations are under pressure to increase 
functionality and customer service – at the same time.

Customer experience is a top strategic priority in today’s digital 
age. Companies that enhance the customer relationship by 
delivering digital services that are easy, immediate and more 
responsive to customer needs, will find themselves ahead of the 
competition.

Personalization is key to a better customer 
experience
Meeting the digital expectations of each customer, while 
presenting relevant products and services, requires a deep 
understanding of users’ web and mobile behavior. For success, the 
following is crucial:

• Monitoring capabilities on every customer and transaction for 

better business and operations insight

• Synthetic monitoring to ensure visitors from any location, browser 

or mobile device have a positive digital experience

• Fast and fluid online interactions, awareness of slowness or 

outages

  @Dynatrace     fb.com/dynatrace
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Dynatrace is the only vendor that can extract 
data from the backend for real-business 
intelligence

• Full stack monitoring from the front end to the back end

• Support multiple generations of application technology that 

co-exits and works together

• Complete visibility across all tiers

Resolve customer experience issues proactively
Dynatrace is the best in class for finding and resolving problems 
fast, all the way down to the code level.

• Dynatrace learns how your application environment performs and 

proactively detects anomalies

• No more war rooms, artificial intelligence technology tells you 

where and why applications break down

• With trillions of events analyzed each day, Dynatrace can pinpoint 

down to individual lines of code

• Invest your time on opportunities with the biggest impact - SDLC

Dynatrace is the go-to performance monitoring 
solution for all your digital performance needs
Dynatrace helps business, operations and development manage 
the complexity of the digital age.

• Awareness into where performance matters most

• Know each customers journey and interactions with your 

application

• Automatic detection and alerts to slow response times and 

outages

• Prioritize performance optimization based on real digital-business 

outcomes

• Better collaborate with IT around a common language based on 

digital experience

https://twitter.com/Dynatrace
https://www.facebook.com/Dynatrace/?fref=ts


Challenge
Swiss Life Select needed to improve quality assurance and offer reliable provision of IT 
services for the end user.

Challenge
West Bend Mutual Insurance believed it was ahead of the game when it came to managing 
the performance of its most critical business application — until endusers told the company’s 
IT team that the measurements didn’t accurately portray their expectations or experiences

Challenge
There was a very challenging business-view application that we recently implemented,It has 
a couple of interfaces and services that originate from different systems. With that level of 
complexity, it was a real challenge to identify what end-user action produced an issue for one 
user, but not for another running the same process.

Results
• Service levels and their proof reflect the user’s 

perspective                                                                       
• Complete transparency of IT service quality 

ensured at all times by an Solution integrated 
dashboard                                                                         

• Significantly more effective use of IT resources 
for system monitoring with increased quality

Results
• Jump in proactive fixes with alerts to issues 

before end users are impacted

• Both app and network performance analyzed 

in real time and from a historical perspective 

spots negative trends before degrading app 

performance

• Ability to quantify the value of IT using business-

critical data

Results
• Using PurePath® we can capture 100% of the 

transactions with minimal impact to overhead. 
No other technology can do that.

• Dynatrace provides both alerts and incident 
rules to trigger actions and communicate with 
other systems, look at the dashboard, drill down 
and get the answer.

dynatrace.com       @Dynatrace     fb.com/dynatrace

Now, it is the customer’s experience that defines 
whether everything is running smoothly. And we 
are actually now able to identify problems that 
occur at an early stage, in most cases without 
users having to report them.“

— Nils Rubi, Swiss Life Select

Dynatrace’s approach to both Application and 
Network Performance Monitoring has provided us 
with a very clear tool for communicating between 
IT and the business unit.”

—  Craig Walker, 
Enterprise Architect, West Bend Mutual Insurance

Now, none of us have to waste time going through 
logs to remediate issues. We just look at the 
dashboard, drill down and get the answer.”

—  Oscar Garcia, 
Senior System Test Engineer, Woodmen of the World

http://dynatrace.com
https://twitter.com/Dynatrace
https://www.facebook.com/Dynatrace/?fref=ts


Challenge
Needed to be proactive when end-user experience threatened to be compromised.

Challenge
End-user experience was being compromised, needed solution for rapid triage and root cause 
isolation in a very distributed environment.

Challenge
To identify why performance problems occur within both internal and external applications.

Results
• Reduced the number of helpdesk calls from 

5,000 to a few hundred                                                             
• Policy closing went from 2-3 visits and 22 days to 

1 visit and about 22 minute                                           
• Turned IT from reactive to heroes as well as 

trusted advisor to business team

Results
• Reduced time to finish claim by nearly one half 

the time
• Reduced troubleshooting from committee to a 

few people in a room                                                  
• Improved response time to rate policies four 

times over

Results
• Visibility into the myriad factors that can impact 

user experience
• Keeping record of how the most used and 

historically worst-performing functions in its 
applications evolve

• Instantly identify when a particular function 
isn’t performing quickly and intervene straight 
away

dynatrace.com       @Dynatrace     fb.com/dynatrace

It’s eye-popping because when presented with this 
kind of facts and information, it makes it easy for 
the management to make the decision to utilize 
this solution,”

— Yosie Iroth, Senior Vice President and Head
of Information and Services of Manulife Indonesia

Dynatrace improved our response time to rate 
policies four times over.”

—  Brian Bemiller, Leader – Service-Oriented 
Architecture Team, Westfield Insurance

A bank can’t distinguish itself with interest rates, 
but it can with good service.”

—  Bart Calders

http://dynatrace.com
https://twitter.com/Dynatrace
https://www.facebook.com/Dynatrace/?fref=ts


Challenge
Ensuring usability and operational excellence of the MIB (Mobile and Internet Banking) 
application for more than 5 million of mobile banking customers.

Challenge
AIA needs a set of complete performance analysis and management solution that covers the 
whole service life of the application system in order to help it check and enhance its capability 
of monitoring the service quality of applications from the angle of real user experience. 

Challenge
As every branch increases in size, the development of the internal system of BOC becomes 
more and more difficult. In development,testing and maintenance, there was the problem of 
being difficult to check and find performance errors. 

Results
• 3X faster web performance improvement
• Increase ability to debug performance issue in 

pre-production                                                                 
• Reduce mean-time-to-resolution and root cause 

identification for IT Infrastructure team                    
• Common dashboard for operation and 

development team

Results
• Understand the real feeling of all users
• Reach the code-level performance diagnosis and 

analysis
• Greatly reduce product testing and launch 

time and increase the efficiency to locate and 
eliminate defects.

Results
• Help BOC Software Center realize a close 

cooperation with testing personnel
• Collect the data changes in different pressure 

circumstances and allow the real-time exchanges 
among development personnel 

• Find performance bottleneck problems as 
quickly as possible, and further optimize and 
deal with such problems

• Prevent performance defects in advance to a 
great extent. 

dynatrace.com       @Dynatrace     fb.com/dynatrace

We are always on the lookout for ways to improve our 
business operations, become more competitive and 
ensure that our customers are even more
satisfied at every touchpoint withthe bank. The 
Dynatrace Application Monitoring solution helps ensure 
that we provide world class services and user experience 
and improve the way we serve our customers.”

— Khun Somsak
of Information and Services of Manulife Indonesia

Since the adoption of Dynatrace APM solution, our 
monitoring has not been limited to the conventional 
indicators such as CPU, memory availability, etc., or 
average user experience, but has been expanded, in 
respect of extent, to the real feeling of all the users, 
and in respect of depth, to the inside of APP, reaching 
the code-level performance diagnosis and analysis. ”

—  American International Assurance Co. Ltd. 

Manage some important business transactions; via 
large data analysis, provide supports for operation 
decisions; in addition, realize the visualized and 
refined management over important transactions, 
analyze every branch of the whole business flow and 
its focus so as to optimize the whole business flow 
and promote user experience.”

—  Jiang Mengxia, 
Testing engineer of BOC Software Cente

http://dynatrace.com
https://twitter.com/Dynatrace
https://www.facebook.com/Dynatrace/?fref=ts
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Business Challenge

The mission and vision of TMB Bank PLC is to be the leading Thai bank in world-

class financial offerings and services. Customer-centricity is a vital part of their goal 

that spans a national network for all branches and ATMs and services more than 5 

million customers.

To continue to service their customers in the best possible way, TMB introduced 

a new version of their Internet banking platform and the MIB (Mobile and Internet 

Banking) application. The application was specifically designed based on customers’ 

needs, including greater accessibility, security and functionality.

Paramount to the application is convenience and simplicity to give customers the 

freedom to utilize online transactional banking services anywhere, any time.

At the top of the list was the ability to deliver the best user-experience possible. 

Both business and IT stakeholders embarked on a journey to find the best digital 

performance monitoring solution in the market. They selected Dynatrace.

Solution

With the Dynatrace digital performance platform of solutions, TMB Bank now 

empowers its IT team and ensures the quality of mission critical application and 

banking services. Dynatrace shortens their application release cycles, helps them 

debugs performance issue in pre-production, and reduces mean-time-to-resolution 

through rapid root cause identification.

Collaboration across stakeholder teams are also improved as each team member 

has right information at their fingertips to act upon. No more wasting time on 

guessing, finger-pointing and searching for days and hours for the root cause.

To further enhance the bank’s visibility into the user-experience of its customers, 

TMB also deployed Dynatrace Data Center RUM which helps them understand the 

business impact by affected users and transactions.

Results

The Dynatrace portfolio of APM solutions helped prepare the launch of the MIB 

(Mobile and Internet Banking) application from testing all the way to production. 

Using Dynatrace, TMB was able to see that they needed to increase their web servers 

from 2 to 8 in order to optimally launch the MIB application for 200,000+ customers.

Dynatrace also gave them visibility to reduce the overhead of a WebSphere server 

when it detected that the default configuration was making the website slower. 

Because of insights like this, TMB was able to improve their online performance by 3X.

Customer

C U S T O M E R  S T O R Y

Industry

Financial

Challenge

Ensuring usability and operational 
excellence of the MIB (Mobile and 
Internet Banking) application for 
more than 5 million of mobile banking 
customers

Solution

Dynatrace DCRUM
Dynatrace AppMon
Dynatrace Synthetic

Results

• 3X faster web performance improvement

• Increase ability to debug performance 
issue in pre-production 

• Reduce mean-time-to-resolution 
and root cause identification for IT 
Infrastructure team

• Common dashboard for operation and 
development team

TMB Touch Mobile Banking — Simplifying user 
experience for more than 5 million of mobile 
banking customers



Learn more at dynatrace.com
Dynatrace is the innovator behind the industry’s premier Digital Performance Platform, making real-time information 
about digital performance visible and actionable for everyone across  business and IT. We help customers of all sizes see 
their applications and digital channels through the lens of their end users. Over 8,000 organizations use these insights 
to master complexity,  gain operational agility and grow revenue by delivering amazing customer experiences.
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Post-launch, Dynatrace helped optimise the application, for example reducing 

the number of web servers for the day-today operation - all while maintaining the 

performance of their mission critical applications.

“In a fast changing and competitive market like Thailand’s, we need to ensure that 

our customers were able to perform their transactions seamlessly, be it mobile 

and internet banking credit card services or cash top-up services.  Today our 

business and IT teams are able to understand a common goal — user  

experience — and collaborate effectively to achieve the best business results. 

Dynatrace dashboards tune-in business metrics that gives us both a high level 

overview, but also the ability to drill down to into operational details that the 

operations and development team can take action on quickly,” said Somsak 

Phokhawannakorn, SVP, Senior Vice President. 

High level Application Health Dashboard for Mission Critical Application

“At TMB, we are strongly committed to continuously strive for excellence. We 

are always on the lookout for ways to improve our business operations, become 

more competitive and ensure that our customers are even more satisfied at 

every touchpoint with the bank. Dynatrace Application Monitoring Solutions  

helps ensure that we provide world class services with world class user 

experiences. We are constantly improving the way we serve our customers.” 

Khun Somsak concluded. 

Dynatrace Digital Performance Platform —  
its digital business…transformed.

Successfully improve your user experiences, launch new initiatives with 

confidence, reduce operational complexity and go to market faster than your 

competition. With the world’s most complete, powerful and flexible digital 

performance platform for today’s digital enterprises, Dynatrace has you covered.

“At TMB, we are strongly committed 
to continuously strive for excellence. 
We are always on the lookout for ways 
to improve our business operations, 
become more competitive and ensure 
that our customers are even more 
satisfied at every touchpoint with 
the bank. The Dynatrace Application 
Monitoring solution helps ensure that 
we provide world class services and 
user experience and improve the way 
we serve our customers.” 

 — Khun Somsak.



BUSINESS CHALLENGE

PT Asuransi Jiwa Manulife Indonesia (Manulife Indonesia) is part of Manulife 

Financial Corporation Group, a Canadian financial services group that operates 

in Asia, Canada and the United States. Manulife Indonesia offers a wide range of 

financial services, including life insurance, accident and health insurance, investment 

and pension plans to individual and group clients in Indonesia. Through a network 

of more than 11,000 employees and professional agents spread across 25 cities, 

Manulife Indonesia serves more than 2 million clients in Indonesia. 

Business has expanded considerably and the number of sales agents has grown 

from 4,000 to over 10,000 and growing. In addition to these agents and policyholders, 

the company’s web applications also serve its internal operations personnel as well 

as distribution partners, including  more than 600 financial advisors from Indonesia’s 

leading bank.

For Manulife Indonesia whose users rely heavily on its applications from capturing 

of customer information to policy submission and from back-end processing to the 

final conclusion of policies and investments, any bottleneck and downtime could 

potentially cost them billions 

“For three years in a row, Manulife Indonesia has won the Service Quality Award 

for its customer service front liner’s accessibility, accuracy, product mastery and 

hospitality . We need to ensure that our staff and our distribution partners also 

feel the same way, that they are also obtaining quality services from us. A robust 

customer-centric project, which relies on technology, is required to increase 

productivity. One of the key initiatives is to transform how easy users perceive doing 

business with Manulife Indonesia,” said Yosie Iroth, Senior Vice President and Head 

of Information and Services of Manulife Indonesia.

IDENTIFYING THE ROOT CAUSE

Currently, about 50 percent of the 8,000 new policies generated monthly by Manulife 

Indonesia get processed only at the end of the month.

The significant increase in the number of users over the years, coupled with the 

sudden surge in user traffic during the peak period caused a strain on the company’s 

aged portal that was not equipped to handle such high visitor volume. 

“Since we didn’t have eyes and ears at the application level, we waited for complaints,” 

lamented Iroth.

As a result, 5,000 complain calls were received every month over various issues 

ranging from slow page loading speed to non-responsive web pages. With the clock 

ticking, the team had to scramble to identify and resolve the issues. Business was 

affected, and confidence in the IT team plummeted. 

dynatrace.com

Customer

Industry

Financial Services

Challenge

Needed to be proactive when end-
user experience threatened to be 
compromised.

Solution

Dynatrace

Results

• Reduced the number of helpdesk calls 
from 5,000 to a few hundred

• Policy closing went from 2-3 visits and 
22 days to 1 visit and about 22 minute

• Turned IT from reactive to heroes as well 
as trusted advisor to business team

Dynatrace APM Solutions Cement Manulife 
Indonesia’s Leading Position

C U S T O M E R  S T O R Y



Dynatrace is the innovator behind the industry’s premier Digital Performance Platform, making real-time information 
about digital performance visible and actionable for everyone across  business and IT. We help customers of all sizes see 
their applications and digital channels through the lens of their end users. Over 8,000 organizations use these insights 
to master complexity,  gain operational agility and grow revenue by delivering amazing customer experiences.
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Besides web application scalability issue, which significantly 

impacted efficiency and user experience, the other major 

challenge faced by the team was the lack of much-needed insights 

into application performance and user behavior to stay ahead of 

their game.

To achieve operational excellence, Manulife Indonesia had to 

increase productivity, take on a proactive role to monitor user 

experience and understand user behavior and trends, as well 

as obtain actionable insights to react quickly and confidently 

whenever issues occur.

SOLUTION

Being an industry leader for holistic application performance 

diagnostic solutions, Dynatrace was selected to help Manulife 

Indonesia overcome their challenges. They proposed the User 

Experience Monitoring tool for collecting end-user experience 

intelligence, together with their Application Monitoring tool to 

pinpoint application performance issues and identify root causes 

in a timely fashion.

RESULTS

After implementing the solutions, applications have been 

successfully scaled to support the growing number of agents and 

month-end performance has been stabilized.

The improvements also provide the dashboard with visibility into 

user experience and response time, presenting the team with 

greater user and performance insights in a concise manner, and 

allow them to respond promptly when a user is experiencing any 

disruptions or poor service delivery.

These, in turn, minimize frustrations, greatly boost user experience 

and helpdesk calls were drastically reduced from 5,000   

to a few hundred.

Data extracted from Dynatrace also enables Manulife Indonesia 

to detect and alert users about any non-application performance-

based bottlenecks. For example, a particular distribution partner 

had mistakenly blamed the applications for having slow loading 

speed when, in fact, it was found that their users had been using a 

weak 70kb per second bandwidth to access it.

Productivity has been given fresh impetus with the enhanced 

application performance. From a typical policy-closing cycle of 

22 days over an average of four meetings between a sales agent 

and his client, Manulife Indonesia can now achieve this in just 22 

minutes over 1 visit.

Most importantly, Dynatrace intelligence has helped transform a 

reactive IT team into heroes and trusted advisors to business.

“Now, with these solutions, we are able to have eyes and ears. 

As Head of IS, my concerns are about whether our hardware 

and equipment are actually adequate to serve or to capture this 

business, whether our bandwidth is adequate, and whether the 

users are actually experiencing satisfactory experiencing when 

accessing our applications. And we are able to achieve these.

“When an issue is detected, we provide the information to the 

agents before they can feedback to the IT team. All these things 

build the confidence of our distribution partners and our agents.

“It’s eye-popping because when presented with this kind of facts 

and information, it makes it easy for the management to make the 

decision to utilize this solution,” concludes Iroth, giving Dynatrace 

his seal of approval.

Dynatrace Digital Performance Platform — its 
digital business…transformed.

Successfully improve your user experiences, launch new initiatives 

with confidence, reduce operational complexity and go to market 

faster than your competition. With the world’s most complete, 

powerful and flexible digital performance platform for today’s 

digital enterprises, Dynatrace has you covered.  



Nagelmackers, formerly Delta Lloyd Bank Belgium and part of the Chinese Anbang 

Insurance Group, is a leading provider of personal and private banking services in 

Belgium. The bank prides itself on its ability to distinguish its services by providing 

a top quality customer experience. Central to this is delivering ongoing innovation 

through its online and mobile banking applications, which are regularly updated to 

provide enhanced functionality for users. 

Nagelmackers also relies heavily on its SharePoint 

intranet and internal browser application, both  

of which are used by customer service operatives  

in its 114 branches. These systems enable employees 

to offer advice to clients, process bank transfers, set up 

standing orders, request credit cards and create new 

accounts for clients. Financial Routeplanner,  

an internal application used to map client portfolios  

and objectives, also plays a crucial role in providing 

financial planning advice to Nagelmackers’ clients. 

In 2012, Nagelmackers began to migrate clients to a new online banking application, 

offering improved functionality. However, its IT department became aware of 

performance problems when clients using the new application began to complain 

that it was running slowly. At first, these problems appeared to be intermittent, but 

became more frequent and affected a greater number of clients as more were 

migrated to the new application. 

“We’d increased the number of users migrated to our new online banking platform 

from 8,500 to 12,300 clients over the course of two days in December 2012,” says 

Bart Calders, Development Manager, Front Office ICT at Nagelmackers. “However, 

during that time, the average response time for clients using the application to look at 

their payment schedule had more than doubled, rising from 0.9 to 2.2 seconds. This 

was a huge problem. My email signature doesn’t say ‘my ambition is to deliver top 

quality service’ for nothing! A bank can’t distinguish itself with interest rates, but it can 

with good service.”

GETTING TO THE ROOT OF THE ISSUE

Nagelmackers needed a solution that would enable it to identify why performance 

problems occur within both internal and external applications, and how they can be 

resolved quickly. This would be essential to migrating clients to new applications so 

they can benefit from enhanced functionality, whilst continuing to enjoy a top quality 

service. However, there can be a multitude of possible causes within both internal 

and external systems that can cause intermittent performance problems, such as 

those that Nagelmackers was experiencing. 

dynatrace.com

Customer

Industry

Financial Services

Challenge

To identify why performance problems 
occur in both internal and external 
applications

Solution

Dynatrace 

Results

• Visibility into the myriad factors that can 
impact user experience

• No more guessing at root cause, know 
immediately at click of a button 

• Not only resolving problems but 
preventing them in the first place

Nagelmackers Invests in Dynatrace  
for Performance You Can Bank on

C U S T O M E R  S T O R Y

Bart Calders, Development 
Manager, Front Office ICT at 
Nagelmackers



Dynatrace is the innovator behind the industry’s premier Digital Performance Platform, making real-time information 
about digital performance visible and actionable for everyone across  business and IT. We help customers of all sizes see 
their applications and digital channels through the lens of their end users. Over 8,000 organizations use these insights 
to master complexity,  gain operational agility and grow revenue by delivering amazing customer experiences.
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As such, it realised the need for an end-to-end, next-generation 

application performance management (APM) solution that would 

enable it to quickly trace the root cause of these problems. 

Nagelmackers had already deployed Dynatrace’s Data Center Real 

User Monitoring (DC RUM) solution and been impressed with the 

results. As such, it once more turned to the digital performance 

company to find out how it could help resolve the problems its 

clients were experiencing with its online banking application. 

Nagelmackers immediately started a pilot project using Dynatrace 

Application Monitoring and User Experience Management (UEM).

Calders continues, “Within a week, the Dynatrace solution had 

been implemented and it was as though a veil had been lifted. 

We gained a granular level of visibility into the user experience 

of our online banking application and discovered a number of 

root causes that had been causing our problems. The fact the 

Dynatrace team works collaboratively with us is also great. Our 

account manager suggested building a new dashboard to show 

the difference between the user experience for private individuals 

and business clients.”

“This enabled us to see that online banking is slightly slower for 

corporate clients, because they run more accounts. For example, 

we found that one client had over 100 accounts and was causing 

a drain on resources by processing a large number of transfers 

at the same time, or requesting a summary of all their account 

balances. These insights helped us identify how we could address 

performance problems and improve the user experience for all 

clients.”

CASHING IN WITH MORE GRANULAR INSIGHTS

Nagelmackers soon rolled Dynatrace out across its IT department 

and in July 2015, upgraded to Dynatrace 6.2. This provides 

Nagelmackers with even more visibility into the myriad factors 

that can impact user experience. For example, it can now see 

which web browser its clients are running when using its online 

banking application, enabling it to proactively notify them that a 

browser update could enable them to enjoy a better experience. 

Nagelmackers also keeps a record of how the most used and 

historically worst-performing functions in its applications evolve. 

It can instantly identify when a particular function isn’t performing 

quickly and can intervene straight away.

Calders comments, “We determined that an application page had 

to appear on a client or employee’s screen within two seconds. 

Occasionally it can take up to eight seconds, but if it takes any 

longer then frustrations can arise. With Dynatrace, we are in a 

much better position to guarantee this level of speed. Green, 

amber and red indicators show us if clients and employees are 

enjoying a fast user experience. If this isn’t the case, we can 

resolve the issue straight away.”

A bank can’t distinguish itself with interest rates, but 
it can with good service. 

 — Bart Calders, Development Manager

“This simply wasn’t possible before we started using Dynatrace, 

which led to crisis meetings and war-room scenarios with staff 

from IT and E-banking arguing over the potential cause and playing 

the blame game. This didn’t just take up lots of their valuable time, 

but problems were sometimes escalated to the management 

team too. Knowledge is power, and that’s exactly what Dynatrace 

gives us. We no longer waste any time trying to guess what’s 

causing problems – we can find out instantly at the click of a 

button,” explains Calders.

INVESTING IN A FUTURE OF SEAMLESS 
PERFORMANCE

Through working with Dynatrace over a sustained period of time, 

Nagelmackers has been able to move from merely resolving 

problems to preventing them in the first place. It is now building 

the Dynatrace solution into development and testing to ensure 

new applications only progress to production when they work as 

intended. This enables Nagelmackers to realise significant cost 

savings, as solving problems retrospectively is much more costly. 

Calders concludes, “With Dynatrace we’re no longer a passenger, 

we’re in the driving seat. The returns that you get from using 

Dynatrace mean it’s a no-brainer. Just the time saved by 

eliminating guesswork, pointless discussion and tracing the 

cause of a problem mean the software is more than worth the 

investment. We’ve been able to improve and prevent problems 

straight away and are receiving unsolicited positive reactions 

from our clients. We have truly been able to realise our ambition to 

deliver top quality service!”

Dynatrace Digital Performance Platform — its 
digital business…transformed.

Successfully improve your user experiences, launch new initiatives 

with confidence, reduce operational complexity and go to market 

faster than your competition. With the world’s most complete, 

powerful and flexible digital performance platform for today’s 

digital enterprises, Dynatrace has you covered.
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Swiss Life Select Group is one of Europe’s 

leading financial services providers, 

specializing in comprehensive, individual 

consultation and financial planning, 

focusing on private pension plans for 

the past 20 years. Swiss Life Select 

Deutschland GmbH, headquartered in 

Hannover, is the largest segment of the 

Swiss Life Select Group, with more than 

300 finance divisions.

Business challenge

Securing a high level of availability and 

performance of IT applications is a key task 

for an IT provider. In accordance with Swiss 

Life Select-IT’s understanding of itself, the perspective must focus on the client’s point 

of view and must, therefore, concentrate on the route from the client to the datacenter 

and back. Quick, reliable, segment-oriented information is important for this purpose.

To guarantee this on the IT side, Swiss Life Select looked for an application 

monitoring solution that would ensure IT service quality and enable an end-to-end 

overview. The IT department needs to be able to see and analyze problems with IT 

applications that are experienced by the end user (i.e., the financial consultants on the 

client’s site). Based on the information provided, it should be possible to understand 

errors very quickly and demonstrate both from the IT and business perspectives. 

Solution

After a brief consultation with the Dynatrace Expert Services team, Swiss Life 

Select decided to adopt Dynatrace for permanent use. Significant factors in the 

selection of this solution were capabilities such as real-user monitoring and 

automated reporting via a dashboard. This means that IT service quality can be 

guaranteed at all times from the point of view of the end user, and IT services are 

provided in a reliable manner.

Results

“At Swiss Life Select, IT is one the keys to our success,” said Jürgen Rössler, director 

of Information Systems at Swiss Life Select. The Dynatrace solution now makes all 

areas of IT visible “at a glance” via a dashboard and from the end-user perspective.

In the past, the lack of transparency with regard to the availability and performance 

of the applications often resulted in a lot of resources and time being taken up 

Customer

Industry

Financial services

Challenge

Swiss Life Select needed to improve 
quality assurance and offer reliable 
provision of IT services for the end user.

Solution

Dynatrace Data Center RUM

Results

• Service levels and their proof reflect the 
user’s perspective 

• Complete transparency of IT service 
quality ensured at all times by an 
integrated dashboard 

• Significantly more effective use of IT 
resources for system monitoring with 
increased quality 

C U S T O M E R  S T O R Y

Dynatrace and world wide technology 
assist healthcare provider with data center 
diagnosis and consolidation
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system management solutions in the Dynatrace dashboard  

and the alarm function as defined threshold values are  

exceeded has enabled quality to be increased to the necessary level 

without additional staff.”

The quality of IT services is now transparent at Swiss Life Select 

in Hannover for each employee. The Dynatrace dashboard is 

positioned on a large monitor in front of IT and shows at all 

times whether IT systems are working in the “green area.” The 

high-quality requirements that Swiss Life Select places on its 

own performance can therefore be documented in IT and also 

contributes to improving Swiss Life Select’s image in the eyes of 

customers. 

Dynatrace Digital Performance Platform —  
its digital business…transformed.

Successfully improve your user experiences, launch new initiatives with 

confidence, reduce operational complexity and go to market faster 

than your competition. With the world’s most complete, powerful and 

flexible digital performance platform for today’s digital enterprises, 

Dynatrace has you covered.

in rectifying faults that occurred. Now IT problems that occur can 

also be corrected proactively before they have a negative impact on 

end users. Errors can be quickly prioritized and resolved based on 

the business effects. “And the highlight is,” added Rössler, “that the 

specialized departments and IT set the KPIs and threshold values 

for the performance of each individual application.” This transparent 

cooperation between specialized departments and IT ensures clear 

service level agreements and means that fields of action are displayed 

immediately and objectively.

In addition, “getting a feel of performance” is a thing of the past. The 

specialized departments are able to view the service quality delivered 

and they value transparency, which contributes to a positive reputation 

for IT within Swiss Life Select. Dynatrace has also made it possible to 

measure actual response times for each end user at every location and 

for every transaction. This means it is now possible for IT to assess 

non-availability and significantly slow response times within the SLAs 

that exceed jointly defined threshold values.

Nils Rubi, who is responsible for operation of Dynatrace at Swiss Life 

Select said, “Before the introduction of Dynatrace, we were only aware 

of the service quality from the point of view of the datacenter. If all of 

the component lights were green, everything was alright. However, 

the calls to our help desk showed us that this is by no means proof 

of good service quality from the point of view of end users. Now, it is 

the customer’s experience that defines whether everything is running 

smoothly. And we are actually now able to identify problems that occur 

at an early stage, in most cases without users having to report them.

“The dashboard has become an important tool for IT service 

management, keeping us informed of the state of applications  

at all times,” Rubi added. “The aggregation of the various  

Juergen Lalla, IT Technology Manager; Nils Rubi, IT-Service Management Professional; Juergen Roessler, Director IT Information Systems (from left to right)

“Now, it is the customer’s experience that defines whether 
everything is running smoothly. And we are actually now 
able to identify problems that occur at an early stage, in 
most cases without users having to report them.”

 — Nils Rubi, Swiss Life Select
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West Bend Mutual Insurance provides insurance coverage to home, auto and 

business owners. Over 1,200 independent insurance agents rely on the company to 

help them package and sell policies, the majority of which are processed online using 

WestBendConnect, the company’s primary B2B application.

Challenge

West Bend Mutual Insurance believed it was ahead of the game when it came to 

managing the performance of its most critical business application — until the end 

user expectations and response told them differently.

Business Challenge

WestBendConnect is a key revenue stream for the company and monitoring its 

performance is a critical top priority. But, while the team’s focus on monitoring 

application performance appeared spot-on, they came to a sudden realization that 

something in the data was not.

“Our aim was to prioritize our resources, but it turned out that we were making 

assumptions that were not in line with what end users were experiencing. We were 

coming up with imperfect priorities,” said Scott Grinna, Director of IT Administration 

for West Bend. “This became evident when we sat down with our end users and said, 

‘We think we should work on this, and we think availability is that.’ Their response was, 

‘Your numbers are not accurately showing what we’re experiencing, and your priorities 

are not consistent with where we think you should be.”

That was the missing link: measurements weren’t matching up to end-user 

experience. That is when they really got interested in taking an end-user- focused 

approach to the problem.

Solution

The team deployed Dynatrace Data Center RUM, a network-based solution that 

delivers the perspective they needed to visualize the end user experience. With this 

network perspective, they now have a broad view into the largest components of the 

application delivery chain: the network. They can now proactively see the likely points 

of degradation affecting end user experience and fix them quickly.

 “We had to sit down with the end users and determine which applications and 

transactions were most important to them,” Grinna, explained. “That process alone 

gave us a better understanding of the business needs. We’re now using the same 

terms end users gave us to describe what ‘performance’ means, and that’s half the 

battle in delivering better application performance.”

Customer

Completing The Picture: Unified View of the Network, 
Applications and End User Landscape

Industry

Insurance

Challenge

West Bend Mutual Insurance believed it 
was ahead of the game when it came to 
managing the performance of its most 
critical business application — until end 
users told the company’s IT team that the 
measurements didn’t accurately portray 
their expectations or experiences

Solution

Dynatrace DCRUM

Results

• Jump in proactive fixes with alerts to 
issues before end users are impacted

• Both app and network performance 
analyzed in real time and from a 
historical perspective spots negative 
trends before degrading app 
performance

• Ability to quantify the value of IT using 
business-critical data

C U S T O M E R  S T O R Y
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With end user expectations in clear focus, the West Bend IT team 

set thresholds for acceptable performance across 10 key business 

applications, including WestBendConnect. Using the detailed 

transactional decode capability in Dynatrace Data Center RUM, they are 

able to visualize all tiers of the application from the data center to end 

user. Dynatrace passively listens to application traffic on the network 

and monitors performance against the thresholds defined by the  

IT team.

When a transaction breaches a threshold toward unacceptable 

performance, it alerts the service desk who then identifies the issue 

in the application or the network and escalate it to the appropriate IT 

team. The built-in fault domain isolation analytics identifies the root 

cause.

Results

“After implementing the Dynatrace solution we’re able to open service 

tickets before our service desk even gets a call from our end users — so 

that allows us to get a head start on resolving latencies and service 

outages before the users might even experience them,” said Craig 

Walker, enterprise architect for West Bend.

Grinna said, “We can look back and say, ‘OK, what caused that to 

happen?’ We can look at transactions across web and application 

servers, middleware and databases, spanning the entire application 

delivery chain, to quickly find the root cause of the issue.”

“Dynatrace transaction reports are also used to plan future upgrades 

and application deployments,” added Walker. “They allow us to prioritize 

our IT resources in the areas that are of most value to the business 

and on the transactions that need it most. Dynatrace’s application and 

network performance monitoring solutions have provided us with a 

very clear tool for communicating between IT and the business unit.”

West Bend’s IT department has also found that having greater visibility 

and insight into the performance of their key business applications 

helps to better explain and champion the role of IT in the business. The 

company’s CIO has the benefit of using quantifiable business-critical 

data to illustrate IT activities to other executives. According to Tom 

Lindell, Senior Vice President and CIO of West Bend, “we’ve selected 

five mission-critical applications in each division, and we monitor those 

on a regular basis. We share reports with each unit on a monthly basis 

so they can see the service we’re providing.”

“If you walk into an executive meeting and start showing charts of 

CPU utilization, you’re just going to distance yourself from the rest 

of the organization,” said Grinna. “But if you can walk in and say, 

‘Business transactions are slowing down by 20 percent and we know 

why, and here’s what we want to do about it,’ then it’s a whole different 

conversation.”

Dynatrace Digital Performance Platform —  
its digital business…transformed.

Successfully improve your user experiences, launch new initiatives with 

confidence, reduce operational complexity and go to market faster 

than your competition. With the world’s most complete, powerful and 

flexible digital performance platform for today’s digital enterprises, 

Dynatrace has you covered.

“Dynatrace’s approach to both Application and Network 
Performance Monitoring has provided us with a very 
clear tool for communicating between IT and the 
business unit.”

 — Craig Walker 
Enterprise Architect, West Bend Mutual Insurance

Dynatrace is the innovator behind the industry’s premier Digital Performance Platform, making real-time information about 
digital performance visible and actionable for everyone across  business and IT. We help customers of all sizes see their 
applications and digital channels through the lens of their end users. Over 8,000 organizations use these insights to master 
complexity,  gain operational agility and grow revenue by delivering amazing customer experiences.
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Westfield Insurance is a part of Westfield Group, an insurance and banking group of 

businesses that’s been headquartered in Westfield Center, Ohio for more than 166 

years. The company has $3.7 billion in combined assets and $1.4 billion in written 

premium annually. Westfield provides commercial insurance in 21 states, personal 

insurance in 10 states and surety services to customers in 31 states. As one of 

the nation’s 50 largest property and casualty insurance groups, the organization is 

represented by a network of more than 1,000 independent insurance agencies.

As an insurance provider, Westfield relies on a highly complex IT infrastructure that 

includes more than 200 enterprise web services in production working together with 

a range of middleware tools. Every step in maintaining policy and claims processes 

includes many individual transactional components that must all work as efficiently 

as possible to ensure the fastest and best end-user experience.

Challenge

During the year, any slight dip in speed at any point in their web based policy quoting 

and issuance systems used by their network of independent agents resulted in slow 

response times — and was a big challenge for the IT team. It took time and required 

checking with many people from several different groups.

Bemiller says, “When we had issues in the past, we would receive calls from agencies 

telling us that our quoting application is slow. To troubleshoot, we would end up 

having to call four to six people — sometimes more.

Since so many components were involved in each process, we didn’t know if the 

problem was caused by bad code in the application; or, if it was a services or a 

middleware performance issue; or, a policy processing system delay; or, even 

infrastructure, memory, CPU problems.”

“So, we would get a lot of people together in a room, work through triaging the issues 

and troubleshoot them until we figure them out,” he continues. “Then came what we 

call IMPACT.”

“IMPACT was a multi-year, multi-million dollar IT program of at least 10 individual 

projects. Its main focus was replacing our legacy claims management system 

with a new package,” says Bemiller. “To keep the functionality that our claims 

department needed, this required a significant amount of integration as well as the 

implementation of a significant number of other new systems, either developed 

in-house or additionally purchased.”

Customer

Industry

Insurance

Challenge

End-user experience was being 
compromised, needed solution for rapid 
triage and root cause isolation in a very 
distributed environment.

Solution

Dynatrace Application Monitoring

Results

• Reduced time to finish claim by nearly 
one half the time

• Reduced troubleshooting from 
committee to a few people in a room

• Improved response time to rate policies 
four times over

Improved response time to rate policies  
four times over

C U S T O M E R  S T O R Y
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