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How to build a strong 
Center Of Excellence



DATA ANALYTICS
Business  Analyt ics ,  
Secur i ty  Analyt ics &
Performance Analyt ics

CONTINUOUS IMPROVEMENT
Repeatable Processes,  
Observabil ity  Pract ice &
Performance Engineering

ARCHITECTURE & 
DEPLOYMENT
Architecture ,  Conf igurat ion 
& Deployment

ENABLEMENT
Onboard ing,  Tra in ing,  
Self-enablement &
Knowledge Sharing

OPERATIONALIZE
Operat ional  Standards,  
Support & Use & Embed 
into  Processes

SUCCESS PLANNING
Roles  &  Responsib i l i t ies ,  
Strategy & Process  
Integrat ions
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Customer Journey: From Discovery to Predictive Ops

CONF IDENTIAL T I M E
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E F F E C T I V E
Added value through tool & process 
synergies and deeper understanding

Automated causation & Root 
cause analysis

Tool synergies & Strategic 
Planning

End user journey insights & 
Security insights

Self sufficiency in day to day 
activities

Effective ways of working & 
Knowledge sharing

Robust processes & Effective 
standards

O P T I M I Z E D
Process integrations and enhanced 

end user skill levels & best practices 
enable intelligent insights

Technology integrations & 
Intelligent observability

Intelligent Integrations & 
Centralized observability
practice

Deep end user insights and 
Advanced security insights

End user champions & Shared 
services practice

Effective processes & 
Collaboration

Automated processes & 
Effective best practices

P R E D I C T I V E
Precise predictions, deterministic 

actions and business relevant 
Insights accelerate and grow ROI

Self-service observability & 
Automated remediation

Integrated processes

Proficient end users

Predictive analytics & Next 
practice innovation

Business intelligence & 
Security gates

Automated workflows 
governed by a CoE

A W A R E
Clear strategy for technology & 

people, first observability insights 
available

Insufficient Adoption

Technology silos & Alert storms

Business & security impact 
unknown

Disjoint tools & Unclear 
strategy

No standards & Limited 
support

Inefficient processes & 
separated ways of working
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Define the Center of Excellence

Internal 
ClientsSMEsDynatrace Observability

Team

Vision

Knowledge

Solutions

Value

Biz Needs

SLAs

Innovation

Use Cases

Reta i l  
B a nk ing

Co r po r a t e  
B a nk ing

L o a ns  &  
L ea ses

I T  
Da ta

S ec ur i t y  
S er v ic es

P a r t n e r



Efficient, Effective enablement of your teams 
and successful adoption of Dynatrace requires

Your top-down sponsorship, leadership & ownership
Continuous guidance & motivation from and for your 

organization

CONF IDENTIAL 5

Call for commitment

“Tell me and I forget, teach me and I may remember, involve me and I learn.”
Benjamin Franklin



Centre 
of 

Excellence

Roles and Responsibilities

Core Observability team
§ Owner: Determine strategy for current and 

future use of Observability

§ Steering group: Steer, govern and manage the 
Observability organization. Create, implement 
and control processes.

§ Admin: Deploy and maintain software and 
servers on a day to day basis, manage user 
access & application onboarding

External to Observability team

• Power user: Proactive trend analysis, 1st level 
troubleshooting, act on alerts

• Resolver user: Consumption of data, act on 
reports and alerts

Do these roles exist within your organization for Observability and Performance?

SME:
Extends the Observability team to the wider organization. 

Drive adoption, promote initiatives, manage application specific configuration & alerts, 
onboard new apps & create dashboards, document value generation, share best practices



Why Establish an Observability/Performance Centre of Excellence (CoE)?

/ promote the 
Observability initiative from 
within the organization

§ Ensure from 
Dynatrace/Partner is 

§ Bridge the communication gap 
between business and IT

§ Track progress and deliver 
performance driven results

§ Reduce Total Cost of Ownership 
(TCO)

Achieved by:

§ Providing 
for 

the Observability organization

§ Setting best practices that can be 
replicated across the organization

§ Capturing value creation & 
identifying new value-creating 
opportunities

§ Allowing access and visibility 
to highly skilled resources



Recommendations – (Roles) Centre of Excellence

Determines strategy for current 
and future use

Steer, govern and manage; 
strategy and BAU. Create, 

implement and police process

Deploy and maintain software 
and servers on a day to day

basis, user access + application 
onboarding

Drives adoption, promotes 
service initiatives, manages 

application specific 
configuration, Alerts, onboards 
new apps & create dashboards

Troubleshooting and proactive 
trend analysis and 

troubleshooting, act on alerts

Consumption of data, act on 
reports and alerts

Power UserSME

Steering GroupOwner Administrator

Resolver User

Day 1



Role Based Access Example

Group Team Role

Administrator Monitoring Solutions • Change Cluster Settings
• Change Monitoring Settings
• Read Permissions for all 

Management Zones
• Configure Sensitive Data

SME* / Power User Monitoring Solutions
Operations Monitoring
Development
Incident Management

• Read Permissions for all 
Management Zones

• Mask sensitive Data
• Log File Viewer

Resolver User Resolver Groups • Read Permissions for specific 
Management Zones

• Access to dashboards
• Receive alerts

End User Business • Access to dashboards

* SMEs and Power Users have the same access rights where the SME will determine and train the what and how.



Recommendations – (Roles) Centre of Excellence

Name, Role, Dept

Usually 1 owner

Name, Role, Dept

Up to 6 members including 
external (Dynatrace/Partner)

Name, Role, Dept

Usually no more than 2
+ 1 external (Dynatrace/Partner)

Name, Role, Dept

The more the merrier

Roles, Dept

The more the merrier

Roles, Dept

The more the merrier

Power UserSME

Steering GroupOwner Administrator

Resolver User

Day 1
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Service and Support Model

Level 0 Level 1 Level 4

Dynatrace 
Delivery Teams 

Channel

Program Manager 
(Internal)

Level 3Level 2

Dynatrace Architect
External

When you have a query or request, please follow our Service and Support Model, starting from Level 0 à Level 5

Dynatrace Support Ticket
for urgent attention on a critical issue, please open a support ticket right away (use your BT email for ‘Premium’ support)

Core Monitoring Team

Dynatrace 
Implementation 

Lead
(Internal)

Project Deliverables – Jira 
Stories, Service Portal Tasks

Level 5

Dynatrace One 
Coaching Sessions

Dynatrace 
University

Dynatrace 
Documentation

Your quickest
answers!

Get 
response from 
community or 

SMEs

In-product Live 
Chat

CFU Designated 
SMEs

Dynatrace Consultant 
- Grail
External

Dynatrace Architect -
Grail
External

https://btgroupcloud.sharepoint.com/teams/DynatraceDelivery
https://btgroupcloud.sharepoint.com/teams/DynatraceDelivery
https://btgroupcloud.sharepoint.com/teams/DynatraceDelivery
https://one.dynatrace.com/hc/en-us/requests/new
https://university.dynatrace.com/account/dashboard%E2%80%8B
https://university.dynatrace.com/account/dashboard%E2%80%8B
https://www.dynatrace.com/support/help
https://www.dynatrace.com/support/help
https://www.dynatrace.com/support/live-chat/
https://www.dynatrace.com/support/live-chat/
https://www.collab.bt.com/confluence/pages/viewpage.action?pageId=171759940
https://www.collab.bt.com/confluence/pages/viewpage.action?pageId=171759940
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Allianz E2E Monitoring Tribe
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External

Ernst von Oelsen Fabian Klemm

Florian Radaschin Adrian Ileana

Nicoleta Florea

DevOps Engineering Team

Application Performance 
Monitoring Squad

Carlos Munoz Robles

Tribe Lead

Anca Covita-Yunculer

Service Manager Commercial Manager

Internal

Victor Balbuena

Dynatrace EPM

Professional Services
& Support Squad 

Raghu ReddyVinod PM

Akhil Jayendran

Tech Lead

Dynatrace Support Team

Abhijit Dhumal Tauhid Shaikh

Aishwarya PS

Global Command & Control Center
(Appu Sugathan – Tribe Lead)

IT Operators

+

Andreas Kunath

IT Architect

Marius Rusu

Dynatrace Consulting Team

Ignacio Los Arcos

Jacob McCarthy Felix Jonsson

Marta Lapina (FCP)

Victor Balbuena

Dynatrace Architect
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Self-service Portal

Playbook /
Module

InventorySelf-Service

Personal Configuration

Jenkins

User

Monitoring
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CaC - Personal Configuration - Management Zone



Support Channel
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https://github.developer.allianz.io/globalmonitoring/support/

https://github.developer.allianz.io/globalmonitoring/support/


Internal ticketing system - GitHub Issues
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DYNATRACE AS A SERVICE

21

5341 closed tickets
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Configuration as Code KPIs

1312 changes8296
Dynatrace users

495
GitHub repositories

Dynatrace cluster configuration

27k changes
Customer Repositories

Kick-off à May 2020
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A world-wide systemic banking 
group
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A world-wide systemic banking group
The picture can’t be 
displayed.

Daniel Micouin
Program Manager

Jean-Michel Garcia
CTO Group

Jean-Michel Kelbert
Deputy Head of DATA

Christian Bilien
Head of DATA

Riad Ghafir
Lead Manager

Michael Laurent
Observability

Global Manager

Patrick Desolle
Observability

Product Owner

Fabien Henry
Program Manager

Andrii Garbuz
Global Monitoring Product 

Owner

Amandine Drebes
Global Monitoring Team 

Leader

Frederic Molet
Observability 

EMEA Manager

Stephane Reynaert
Observability 

AMER Manager

Chris Lattimore
Observability 

APAC Manager

Philippe Nosjean
Business Relationship 

Manager

Christophe Fitament
Observability Architect
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A world-wide systemic banking group

The picture can’t be 
displayed.

BU1 BU2

David Claman

Enterprise Program Manager

Guillaume Thuilliez

Customer Success Manager

Patrick Yang

Automation Architect

Adrien Royer

Consultant

David Alonso

Solution Architect

Jose Rebollar

Lead Consultant (EMEA)

Laurent Chenet

Lead Consultant (AMER)

Anton Pavlov

Lead Consultant (EMEA)

Thomas Contassot

Sr. Technical Product Consultant

Dylan Galland

Business Insights Sr. Analyst

Olivier Hubeaux

Business Insights Support

BU3

Margarita Diaz M.

Project Manager (LATAM)

Allison Almeida

Architect (LATAM)

Sebastian Moscoso R.

Consultant (LATAM)

On-demand
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A world-wide systemic banking group - Training Catalogue
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A world-wide systemic banking group – Training Planner 
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A world-wide systemic banking group – Achievements and 
Outcomes

Observability Coverage
81,3k hosts monitored by OneAgent

Training Plan
Total: 2500+ trained in 2 years

2023 (in progress)
• 500+ Awareness attendees
• 100+ Power Users
• 30+ Technical Delegates
• 4 Administrators

2021
• 500+ Awareness attendees
• 350+ Power Users
• 110+ Technical Delegates
• 6 Administrators

Adoption as of July 2023
30,000+ logins per month
1100+ active users every month
380+ active daily users
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Trained Power Users and Adoption Metrics (2021)

Trained resources Dynatrace Users Dynatrace User Sessions



CLOUD DONE RIGHT


