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Required Disclaimer for All Presentations

This presentation may contain product features or functionality that are currently under development.

This overview of new technology represents no commitment from VMware to deliver these features in any generally
available product.

Features are subject to change, and must not be included in contracts, purchase orders, or sales agreements of any
kind.

Technical feasibility and market demand will affect final delivery.

Pricing and packaging for any new features/functionality/technology discussed or presented, have not been
determined.
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Use metrics to manage and build trust

DevOps/Technical Culture

Are we doing it right? Does the Are we achieving the non-IT Are the executives building the
software work? Can we goals we’re here for? (What right system?

troubleshoot & restore? even are those goals?)

1. Employee NPS (eNPS)

1. Deployment frequenc 1. Sales/workflow completion
PIoy g y P 2. Staff belief in leaders,
2. Lead time for changes 2. Use mission, and strategy
3. Time to restore service 3. Costs — time, money 3. # of experiments, learning
4. Change failure rate 4. Cost per transaction 4. Staff retention and churn rate
Also, SRE: latency, traffic, errors, 5. Customer experience and
saturation. satisfaction
Vmwa reo ©2021 VMware, Inc. 4



From 37% availability to $440m in back taxes

Before After

Overview by Year Overview by Year
VEAR:  STATUS AMOURE YEAR BALANCE DUE Only 37% of calls answered, shrinking
2014 Balance Due $644 > 2014 $644.00 ) bUdgetS
2013 Taxes Paid 685 > 2013 $0.00 From 2 year to 9 week releases
2012 Refund/Applied $100 > 2012 $0.00 _ _
2m+ users paid $440m in taxes
2011  No Information Available -- 2011 No Return on File »

Sources: “Your IRS Wait Time is 3 Hours'’ - Is Lean Possible in Government?”, Emily Price, Pivotal, April 2017; “Agile Transformation is Product Management,” podcast, Oct 2017; “Minimum

®
Vmwa re Viable Taxes: Lessons learned building an MVP inside the IRS.” slides, Andrea Schneider & Lauren Gilchrist, 2015. See another write-up. 5
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https://builttoadapt.io/your-irs-wait-time-is-3-hours-is-lean-possible-in-government-b701c60d74cf
https://www.thisisproductmanagement.com/episodes/agile-transformation/
https://www.youtube.com/watch?v=S_-38Eia2cA
https://www.youtube.com/watch?v=S_-38Eia2cA
https://medium.com/@cote/cloud-native-works-in-government-the-irs-us-air-force-and-contractors-7ed85a77a278

DevOps/Technical

Are we doing it right? Does the
software work? Can we
troubleshoot & restore?

1. Deployment frequency
2. Lead time for changes
3. Time to restore service
4. Change failure rate

Also, SRE: latency, traffic, errors,
saturation.

- o 9 -
<bmesoftware

Jenices X 9 Alarms £\ 1 Wanings

Oct 14, 2002 11:12 AM CDT
Status v Service Name ¥ Elements ¥ Elemants in Each State

%) PATROL Infearation 2 [——————

PATROL Expross Gl se—

o (731 (o =]
ntwan: (177 =] [ 2 [1721 07 2]

¥ EMES Fisid Euppof
¥ Fifrants

Sep 12,2002 10:58 AM COT AL & cnans CMCaDMNE

|~ (ME Satwae ik
b Paunt
v 50

.vaa
-

®

! r & Five 153
Disk: F e [
—— i ‘I'mx’:‘;»“‘
b .'.:L— ..... -

Vmwa reo ©2021 VMware, Inc. Pictures from 2003 PATROL Express article at Internet Watch (JP).
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Tracing — programmers writing instrumentation

Somple. Mcroservice Tronsaction

vmware

Profile. Se(*/icﬂ

DB

\

User Sire. Account Service
Request /myproft I%
Vkaiod1L,4ccoun+
Load Profile
J Re$vl+
Render |
User Swre. Account Service

Profile. Service

-

DB

Source: “Implementing Distributed Tracing,” Tanzu Development Center Guide.

Origination ID
abc123
abc123
abc123
abc123
abc123
abc123

abc123

Activity

User Requests the page /myprofile

Page calls account service

Account service handles request

Page calls profile service

Profile service handles request

Profile service queries database

Render requested page
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https://tanzu.vmware.com/developer/guides/microservices/distributed-tracing/

Are we achieving the non-IT

Just 24% of devs
cven are those goas?) measure their success
BT ——— INn terms of business
- value metrics

3. Costs — time, money
4. Cost per transaction

5. Customer experience and
satisfaction

® Source: Changing Mindsets: The Missing Ingredient to Digital Transformation, Coté, May 2021. 24% figure from “Digital Transformation Requires
Vmwa re ©2021 VMware, Inc.  Development Transformation”, Forrester, Jeffrey Hammond, Diego Lo Giudice, Christopher Condo, Dec 2020.
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https://www.forrester.com/report/Digital+Transformation+Requires+Development+Transformation/-/E-RES121391
https://www.forrester.com/report/Digital+Transformation+Requires+Development+Transformation/-/E-RES121391

M f our softwar
ost of our software e 76% of executives said

development is they are too invested in

SUppOrting Iegacy L;ehgaancge?ppllcatlons to

capabllities that are o

T dd 't e 69 /o of executives say

IN-NOUse an on high technical debt is very or
: 11 t ly | rtant t

provide a competitive overcome {0 improve apps.

advantage, which is 489
: ¢ 0 say it has been
OppOSIte Of What I WOUId more than a year since they

Want tO have-” made improvements to their
licati tfolios.
CIO at US Retail Company application portiolios

Starts With The App Portfolio,” Forrester Consulting, commissioned by VMware, March,

N Sources: “Improving Customer Experience And Revenue
mwa rev 2020. Survey conducted July to Oct. 2019 with 614 respondents and six CIO/SVP interviews
©2021 VMware, Inc.



https://tanzu.vmware.com/content/content-library/to-recover-from-the-pandemic-automate-operations-to-free-budget-for-innovation
https://www.vmware.com/cio-vantage/articles/customer-experience-starts-with-apps.html

Culture

Are the executives building the
right system?

Employee NPS (eNPS)

Staff belief in leaders,
mission, and strategy

# of experiments, learning

Staff retention and churn rate

How to draw
an Owl.

“A fun and creative guide for beginners”

Fig 1. Draw two circles Fig 2. Draw the rest of the damn Owl

Vmwa reo ©2021 VMware, Inc. Source: Changing Mindsets: The Missing Ingredient to Digital Transformation, Coté, May 2021.



https://cote.io/books/

Metrics Build the Trust Needed to Change Culture

* Showing progress
* Feedback on what works

* Transparency

vmwa rec Seuree/Lhanging Mindsets: The Missing Ingredient to Digital Transformation, Coté, May 2021.
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Please take
your survey.



Thank you!
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