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A major issue occurred : 
users are unhappy !

What do we do ?



What do we do ?

Common actions

- Panicking
- Ask a colleague nearby
- Grab a coffee

Common reactions

- Multiple incidents
- Erratic communication
- Poorly qualified incident



What do we do ?



Who are “we” ?

What do we do ?

- Developers
- Digital Product Managers
- Support Managers



Who are “we” ?

What do we do ?

- Business Units
- Applications
- Customer Relation teams
- Stores

Who are our users ?

- Developers
- Digital Product Managers
- Support Managers



Why ?

“You build it, you run it.”



Why ?

Lack of 
Referentials



Why ?

Too many Tools 
to Master



Why ?

Lack of visibility on 
user impact 



Challenge 1: Lack of visibility

Breaking Silos, 
Mastering Incident 
Response

Two-fold problem: 
● not everyone is at the same place, 

troubleshooting separately
● impacted vs. root-cause service 

visibility



Challenge 2: Lack of automation

Manual creation of: 
● Incident in the ITSM system
● Communication
● Incident/war room
● Post-mortem

Breaking Silos, 
Mastering Incident 
Response



Challenge 3: lack of standardization

● Teams creating their own processes
● Different workflows and channels

Breaking Silos, 
Mastering Incident 
Response



OUR CONVICTION ?
Turn Complexity into a 

Strength



Bring SRE to 
the chaos !

Identify the sequence of crucial 
moments that a user performs to 
achieve a primary goal, which 
directly impacts the core business 
value of the service.

Pillar 1: Critical User Journeys

CUJ Checkout



● Free Up Diagnosis Time
● Increase Clarity by Centralizing Teams
● Guarantee Full Process Adherence

Pillar 2: Transforming Incident Operations

Guided Incident Response: 
From Chaos to Control

… with the purpose to reduce MTTR



One common standard and shared 
solution for all technical teams: 
● ADEO has come up with a 

dedicated application
● Decathlon has created a Datadog 

workflow

Pillar 3: Tooling

Guided Incident Response: 
From Chaos to Control



Demo Time #1



AND
CALL YOUR
INCIDENT 
MANAGER



Almighty application
Let the magic happen

Name: THOR
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= Backend by ADEO
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Almighty application
Let the magic happen

Name: Google Chat
= FrontEnd

Name: THOR
(To Help Our Runners)
= Backend by ADEO

Population : Incident Managers



Almighty application
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Almighty application
Let the magic happen



Demo Time #2



AND GO WITH 
THE FLOW



A universal Incident Management 
Datadog workflow

Step-by-Step Workflow

Incident room and workflow 
progression are handled via Slack

Population: all Decathlon Digital 
engineers

The puppet master behind the scenes



Step-by-Step Workflow
The puppet master behind the scenes

Every domain 
has their 
Datadog 
dashboard with 
instructions



Step-by-Step Workflow
The puppet master behind the scenes

A message pointing to the incident channel is created on 
three channel levels: 

Broadcast
Critical User Journey

Team channel



https://docs.google.com/file/d/1Qg7mVwsYdR82nQz3FC-7HhPtnuTeCYqr/preview


What benefits are to 
be expected ?



Expected Benefits

MTTE / MTTR



Expected Benefits

MTTE / MTTR Centralize



Expected Benefits

MTTE / MTTR Centralize

Communicate



Expected Benefits

MTTE / MTTR Centralize

Communicate Trace



Conclusion

● Common standards
● Human Structure
● Transparency



QUESTIONS ?THANK YOU !

FEEDBACK on Sched


