OPSWERKS CASE STUDY

24/7 INCIDENT OPERATIONS

24/7 Incident Response Keeps
Payments Flowing for Millions

OpsWerks resolves 85-90% of alerts at first contact, preventing escalations and
ensuring reliability of a global payment ecosystem.

85-906% 4-6x 30-60%
alerts resolved on first contact faster acknowledgement (~10-15s reduction in alert noise
MTTA)



Client Background

A leading tech enterprise runs a payment ecosystem spanning digital wallets and tap-to-pay services used
by hundreds of millions of consumers and businesses worldwide. Outages or moments of instability cause

failed transactions, abandoned purchases, and surges in support calls. In this environment where
disruptions shake trust and drain revenue, DevOps and SRE teams carry the weight of ensuring reliability at
massive scale 24/7. Their north star: resolving incidents before customers feel the impact.

Challenges for incident response

End users expect transactions to be instant. But just a 30-second delay in incident response raises the risk
of degraded payment flows and processing errors. With so much at stake, DevOps and SRE teams wrestled

with systemic challenges:

Alert noise

Up to 1,000+ alerts per month from Splunk, customer
support, and internal tools overwhelmed incident
response teams, increasing mean time to detect
(MTTD) and acknowledge (MTTA). Poorly tuned
thresholds fed alert fatigue and complicated severity
classification (PO/P1/P2), slowing triage.

Complex ecosystem

Payment services rely on internal systems and
external partners: banks, card networks, and
integrators. This fragmentation makes it difficult to
isolate failures, engage the right owner, and
coordinate communications during outages.

Fragmented visibility

Incident data is scattered across multiple monitoring
tools, support queues, APl errors, and partner
channels. Without a unified view, frontline responders
must manually correlate signals for every event,
extending MTTD and MTTA.

Solution for transforming incident response

Internal SREs ran incident command but lacked a dedicated 24/7 frontline IR team. OpsWerks embedded
within their tech stack and runbooks to deliver measurable improvements:

4-6x faster acknowledgement

Reduced MTTA from over one minute to 10-15
seconds through consolidated alerting, filtering false
positives, and expanded runbook automation.

30-60% noise reduction

Fine-tuned thresholds and suppressed duplicate
alerts, shrinking noise and escalation fatigue.



85-90% first-contact resolution (FCR)

Resolved most alerts without escalation through
runbooks, automation, and incident expertise.

Partner communications

Improved cross-team coordination, root cause
analysis, and follow-up actions.

Scope of work

Unified dashboards optimize visibility

Built dashboards consolidating Splunk alerts, API
errors, and tickets into one view.

Relentless post-incident improvements

Identified recurring patterns, updated runbooks, and
drove continuous reliability improvements.

O 24/7 frontline response: Took ownership of incident detection, acknowledgement, triage, and first-

contact resolution.

O Noise reduction: Consolidate and tune 1,000+ monthly alerts across Splunk, APIs, and support
channels to filter false positives and prioritize true incidents.

Unified visibility: Built dashboards giving teams a single view of incident data.

Third-party liaison: Communicate outages and recovery progress with partners.

Post-incident improvements: Provide RCA support, document patterns, update runbooks, and ensure

follow-up actions are owned and completed.

The OpsWerks advantage

Outcome focus

Free internal SREs to lead incident command and
long-term reliability initiatives while OpsWerks own
the frontline.

Proactive and automated

Enable early detection and resolution with custom
notification tools, continuous monitoring, and
automation across runbooks and workflows.

Frontline continuity

Filled the client’s missing 24/7 incident-response
frontline with follow-the-sun coverage and no gaps at
handoff.

Embedded expertise

Long-standing integration with internal teams and
deep familiarity with their tools and runbooks
streamlined ramp-up and ongoing collaboration.



Results

ALERTS RESOLVED ON FIRST FASTER ACKNOWLEDGEMENT (~106- REDUCTION IN ALERT NOISE
CONTACT 1558 MTTA)

85-90% 4-6x

30-60%

VISIBILITY ACROSS MONITORING
SOURCES

Unified

Facing similar challenges?

Talk with the team that delivered this work. We will map your
environment, your constraints, and what OpsWerks would own.

Schedule a discovery call

PARTNERWITHUS@OPSWERKS.COM - OPSWERKS.COM


https://go.opswerks.com/book-a-discovery-consult
mailto:partnerwithus@opswerks.com
https://opswerks.com/

