
Foreword 
Organizations that rely on IT to support critical business 
operations have a pressing need for network and application 
performance management (NAPM). They need to understand 
how their networks are performing, what applications are being 
used and when, and what the end user experiences. IT managers 
need to troubleshoot performance degradations, quickly locate 
their points of origin, take action to implement corrections, and then 
validate the effectiveness of those changes. They must do this across 
a wide variety of network types, application architectures, and IT 
infrastructure.

Among the many challenges facing IT managers, there are several  
that have a direct impact on NAPM. These are:

• Large variety of applications (many of which are business-critical)

• High sensitivity to resource availability and performance

• Fast pace of change (mergers, infrastructure consolidation, IT integration)

• Limited IT resources

• Systems opened to outside users and partners
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Figure 1: Multiple devices and applications
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Why is NAPM such an essential element of the IT management 
toolset? Performance management enables  IT managers to:

• Minimize or eliminate operating losses and lost productivity

• Enhance management of complex infrastructure

• Support collaborative resolution processes  
(internally and with external partners)

• Adapt infrastructure to changing requirements

This white paper is based on feedback collected through years 
of collaboration with enterprise customers and presents a set 
of use cases featuring Accedian’s Skylight™, the integrated 
NAPM solution.

support- run 24/7. Consequently, the applications that support  
those business processes must always be available,  
without exception.

Time is another critical element for delivering products and 
services to customers that they depend on. Delays in launching 
applications or executing user actions directly affect end user 
productivity. For customer-facing activities, there is a direct link 
between application performance and customer satisfaction.

Fast pace of change

Organizations have rapidly adopted computer applications 
to support many business processes. In fact, few business 
processes are now independent from IT applications. As a 
result, IT and operations are now tightly integrated together 
with large productivity gains possible, but also dependent on  
IT infrastructure.

Limited IT resources

Despite the automation of operations and the overall growth 
or merger of organizations, the size of IT management teams 
has remained fairly stable. The ability of IT teams to effectively 
manage a growing fleet of applications across a variety of 
physical, virtualized, and hybrid infrastructure, with the same 
number of personnel, is only possible with the support of IT 
systems management tools.

Systems opened to outside users and partners

As organizations integrate their supply chains, their logistics 
operations, and their distribution channels with third parties, 
there is an ongoing need for open IT systems. For example, 
partners, agents, and customers located in other locations need 
to be able to place orders, confirm shipments, request repairs or 
technical support interventions, and so on.

What can performance management bring?
Given the complexity of IT systems and the resources available, 
NAPM solutions are key to enabling the IT infrastructure team 
to deliver a solid foundation for business activities. Specifically, 
performance management solutions enable IT staff to:

• Understand the performance experienced by end users

• Pinpoint the root cause of slowdowns quickly

• Understand the use of IT infrastructure

• Improve overall performance on an ongoing basis

Performance assessment

Immediately after deploying an NAPM tool, IT teams usually 
start collecting data on the current performance levels of their 
IT systems. They identify a long list of pain points that have 
accumulated over time, often as a result of the different IT 
migration projects implemented over the years. While some 
projects may have had an impact on end-users, others may not 
have had any impact at all, or at least not yet.

IT performance challenges
Large variety of applications

Organizations have a growing number of applications running 
over their IT infrastructure. At any given time, an organization 
may have tens of applications in production, with this figure 
easily reaching into the hundreds in the largest entities. Many 
of these applications are also considered mission-critical. 
Each business unit or corporate entity may also have specific 
applications that support its operations. In some cases,  
distinct departments use different application vendors for  
the same operations.

With IT infrastructure being used by a variety of applications, it 
is exceedingly difficult for IT managers to develop and maintain 
a complete understanding of how each application runs and 
performs over the network. In addition, many application 
vendors can be relatively small, specialized companies whose 
underlying technology may be outdated  and sometimes 
inadequate to meet new deployment conditions (e.g. WAN 
delivery, Wi-Fi, remote access, etc.). This variety results in 
uniquely high complexity for IT infrastructure managers.

High sensitivity to availability and performance

Many organizations—particularly those with multinational 
operations or those with around-the-clock customer  



Within a few days, IT teams have identified:

• Worst performing applications

• Applications offering the worst end user experience

• Origins of slowdowns and degradations  
(e.g. server, application, network, etc.)

• Network performance gaps

• Segments impacted

• Affected applications

• Name resolution performance issues

• DNS/WINS server performance

• Wrong DNS targets

• System-level DNS configuration   
(e.g. caching not enabled)

• Misconfigured hosts or servers

• Systems with inherited and inadequate configurations

• Poor network configurations

• Blocked network traffic

• Misuse of bandwidth

• Unexpected network usage (e.g. illicit applications)

• Over-consuming applications

• Flows taking place during bad time windows  
(e.g. backups)

After this first assessment, the IT infrastructure team usually 
has a clear picture of performance pain points and can establish 
a roadmap for improving overall IT performance.

Customer testimonial
This email message received from the IT Director of the Chirec 
Hospital in Brussels (Belgium), provides an excellent example of 
the performance assessment results that can be achieved with 
an NAPM solution, in this case, Skylight™:

“Our performance monitoring platform is now in place.  
It has already made it possible to:

• Identify anomalies at the application and network levels

• Undertake discussions with software vendors based on 
concrete data and help them optimize their applications

• Confirm or deny working hypotheses

The objectives of our performance monitoring  
project were to:

• Achieve proactive monitoring, as well as improve the 
resolution process involving several internal and external 
stakeholders (i.e. software vendors, network operators). 
We have provided all participants with a limited view of our 
performance reporting. As a result of having direct access to 
the information, they no longer have an excuse not to take 
action when it is required

• Fine-tune our technical support update project: service 
management, change and release management, capacity 
planning, change impact analysis, etc.
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Overall, we are delighted with the quality and skills provided by 
the Accedian team, as well as the service rendered by Skylight. 
Business value for money is top notch!”

Speed resolution and reduce  
operating losses
Once the NAPM solution is in place, it should reduce the 
time during which end users are impacted by performance 
degradations. In fact, the cost of performance degradations  
is directly related to their resolution time.

In practice, the NAPM solution should positively impact the 
mean-time-to-resolution (MTTR) at different stages of the 
resolution process.

Reducing reaction time

Organizations that are not equipped with performance 
monitoring tools for their networks and their critical 
applications will eventually be informed of performance 
degradations by end users. This information channel is slow  
for many reasons:

• Users will typically wait until they are exasperated before 
calling technical support

• As performance claims are based on subjective feedback 
from end users, IT managers will not consider it as reliable 
information, until it concerns many users or it gets escalated

• Users’ feedback is often too vague for IT managers to conduct 
a diagnosis. Their feedback is often limited to statements  
such as “the network is slow,” when what IT managers really 
require is clear information on the degradation for which  
application, at what time, running which precise transaction, 
execution time, etc.

• Performance degradations are very often intermittent;  
hence, even if the degradation is reported, without an 
adequate solution, IT managers will be unable to diagnose 
what took place

An NAPM solution will reduce reaction times in many ways:

• IT managers are informed of significant degradations  
before end users even pick up the phone

• IT managers can rely on objective, unquestionable  
metrics to evaluate the quality of experience and to  
identify degradations

• IT managers have detailed, historical information at hand 
regarding what happened and can begin diagnosing

Identifying the origin of the degradation

This is typically the area where most organizations fail.  
As degradations are usually intermittent and as traditional 
monitoring tools focus on availability and resource 
consumption and not performance, the different teams  
within the IT department will probably not notice anything 
abnormal in their respective perimeters. They will instead  
focus on showing how the infrastructure is not responsible  
for the degradation.



04 White Paper Network and Application Performance Management: Testimonials and Use Cases

Until performance degradations are escalated and a clear 
decision to diagnose the issue is made, several days or weeks 
of users’ productivity may be lost, leading to significant losses 
in operating productivity, as well as raising frustration levels of 
both users and IT managers.

A network and application performance management solution 
will track the evolution of the quality of experience (QoE) over 
time and will provide an easy-to-use means to break it down 
into a set of meaningful metrics, enabling IT managers to 
answer the following questions within a single click  
from the main dashboard:

• Is there a performance degradation?

• For which applications?

• For which users?

• Where is the root cause of the degradation?  
(e.g. network, server, quantity of data, etc.)

A couple of additional clicks enable IT managers to dive into 
the activities of a single user and his or her transactions. Once 
all of this information has been provided to stakeholders, 
the resolution process can become collaborative and each 
department can take ownership of the issue(s) that come(s) 
from within its perimeter.

Customer Testimonial 
Mr Forgin, General Council of Mayenne  
(Administrative region in France): 

“We use Skylight on a daily basis. Its dashboards are 
permanently displayed on our monitoring screens and 
systematically checked by our team. We connect to Skylight’s 
web interface every day for each event whether for a 
diagnostic or for a deployment on which we need information.

As an example, this week response times were significantly 
degraded during an application upgrade. When a user was 
clicking on a button, this generated a delay of 20 to 30 seconds 
before the next window was displayed. It took us 30 seconds 
to determine—thanks to Skylight—that the application was 
actually the origin of the slowdown and that it occurred only 
when dealing with a specific request. We found out very 
quickly why our server was behaving that way. Before setting 

up Skylight, this resolution could have taken days or weeks or 
simply remained unsuccessful despite wasting days of work.”

The Regional Council relies on the SIP protocol to run VoIP on 
its Aastra infrastructure. Mr. Forgin provided us with a recent 
example of a performance degradation that was solved thanks 
to Skylight: “We noticed some cuts of approximately five 
seconds in phone calls. By consulting the Skylight interface, we 
observed some massive retransmissions and abnormally long 
processing times. Quickly, we isolated that this was happening 
only for users connected through a given switch, which was 
causing the issue.”

Pinpointing the root cause

Once access to performance information has been enabled,  
the performance management solution automatically keeps 
track of slow network and application transactions, making 
it easy to pinpoint the root cause. This information will likely 
need to be correlated with logs, configuration files, and graphs 
produced by traditional monitoring devices to pinpoint the 
exact root cause.

Use case

We received the following screenshot from one of our 
customers. See Figure 3. Here we can see the evolution of end 
user response time (EURT) during the course of a day for a 
given application.

We can observe that from the beginning of that day, the server 
response time (in blue) increases throughout the morning, 
while the number of transactions that are processed remains 
limited.

At 12:15pm, the application crashes.

After 15 minutes, the application restarts and the server 
response time returns to normal levels (in blue). Many more 
transactions are processed in order to catch up with the ones 
that could not be processed in the morning.

Our customer explained that this application was making  
“non-optimal” use of RAM, as any file opened by an operator 
and not closed immediately afterwards—this seems to be the 
case of a large number of files—would remain stored in RAM. 
Above a certain number of files, this becomes impossible and 
the server starts to swap out memory on the hard drives and 
inevitably slows down.

Proactive management 
Once an organization is able to effectively respond to 
performance degradations, the next step is to prevent users 
from experiencing degradations in the first place. An NAPM 
solution can help achieve this by bringing potential pain points 
to the attention of IT managers early on—helping them to 
proactively improve performance—even if there are no explicit 
complaints from end users. Indeed, end users typically only 
complain when slow performance is severely impacting their 
productivity, which implies significant lost productivity up to 
that point. 

Figure 2:  Debating the source of issues



Therefore, it is important to look for improvements with the 
most critical applications in order to contribute to the overall 
efficiency of the organization.

Network and application performance management solutions 
will provide you with:

• Tracking of errors and pain points in your IT infrastructure

• Actual performance levels and drivers

• Ability to communicate clear data on performance rates

The performance management solution will report issues even 
if they do not lead to any formal complaints from users. These 
include misconfigurations such as: systems calling a primary 
DNS server that does not respond: lack of cache in a system, 
instant unavailability of a system in an application chain, 
rogue bandwidth usage, or misuse of network capacity. While 
it is possible that these issues are not generating a severe 
slowdown now, they may, when combined with other issues, 
cause a performance degradation in the future. By pinpointing 
such issues early on, a performance management solution can 
help avoid future degradations.

The performance management solution will also report on 
trends and performance drivers for the performance of a 
specific application. Based on this, informed adjustments can 
be performed proactively to improve the performance of that 
application. If these reports are widely communicated between 
IT teams, as well as with external partners, it becomes possible 
to involve all stakeholders in the continuous improvement of 
application delivery and performance.

Use case 

The following is a brief extract from a presentation received 
from a Skylight customer, an organization with roughly  
2,500 users. A healthcare provider, it uses Skylight to assess 
the use and performance of its network infrastructure, as well 
as one of its critical applications. 

In the first phase, Skylight not only helped to identify pain 
points in its infrastructure, but also difficulties that were 
caused by components provided by third parties (i.e., telecom 
operators and software vendors).
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Application Performance

Figure 3:  Evolution of end user response time (EURT)  during the 
course of a day  

With a specific focus on phenomena severely impacting  
end-user productivity, the healthcare provider’s internal IT 
team has started to work with external technology providers. 
Step-by-step, they have solved numerous issues, tracking their 
progress through reports provided by the Skylight sensor. In 
fact, to achieve and validate the improvements, the vendor 
used our customer’s Skylight sensor.

The software vendor pointed out that the peaks in server 
response time (SRT) of nearly 800ms have disappeared. 
The server performance is now much more stable and rarely 
exceeds 60ms (with increased application activity – from  
12k transactions to 16k transactions during peak times).

The software vendor also showed a reduction of the average 
server response time from approximately 160ms to 40ms. 
According to our customer, feedback from end-users is that 
they have already seen noticeable improvement. They are also 
working on improving their network infrastructure to reduce 
data transfer time values.

Change Management
Organizations face rapid and multiple changes every year. 
While they may vary in scope or intensity, they always imply 
some risk for the performance level delivered to end-users. 
The changes that IT teams must manage range from simple 
application version releases to application migrations and the 
wholesale merging of IT systems.

To be able to limit the risks associated with such changes,  
IT managers first need to evaluate the current status of their 
infrastructure (e.g., usage levels, current issues, network 
and application performance rates) and the impact of the 
change, and then control the actual impact during and after 
the migration. Not having such visibility either leads to 
performance degradations or the oversizing of capacity— 
and thus wasted budget resources.

Different performance  
management approaches
There are three main approaches to network and application 
performance management; all three are based on different  
methods for collecting data and measuring response times. 
They are:

• End user experience monitoring: a robot replays predefined 
scenarios to evaluate the overall end-user transaction time,  
also known as real user monitoring (RUM)

• Agent-based application performance monitoring:  
agents installed on each server in the application chain 
monitor the execution of the application at the code and  
system resource levels

• Network and application performance monitoring:  
a set of sensors capture application traffic as it passes over 
the network 



Why is network-based performance management 
appropriate for most organizations?

Among the different performance management options that 
are available, we believe that the network-based approach 
to NAPM is the one best adapted to the needs of most 
organizations. The following aspects make a network-based 
performance management solution most relevant:

• High number of applications: organizations cannot afford 
to deploy a management tool for each application chain. It 
would be too costly to deploy server agents or to maintain 
robots with that many scenarios, from both a financial and a 
human resources point of view

• Network delivery is critical: for many applications, fast and 
prompt delivery over the network is key

• TCO: most organizations cannot justify massive investments 
in financial and human resources for the purpose of network 
and application performance monitoring. They require 
solutions that are easy to deploy and easy to maintain

Criteria for choosing your  
performance management solution
When choosing a NAPM monitoring solution, it is  
critical to select one that addresses your organization’s  
specific requirements.

Number of applications

A performance management solution must deal 
with tens or hundreds of different applications; 
you should discard performance management 
approaches based on filtering applications to limit 
performance measurement to a few critical ones. 
Many applications are critical. However, infrastructure 
teams are not always aware a priori of the ones 
that are critical to each business unit or department. 

It is therefore crucial that the solution gathers 
performance metrics on all the application flows 
that it captures. Similarly, the analysis perimeter 
should be restricted to a set of predefined 
applications (e.g., HTTP, SQL) but should have the 
ability to report performance metrics on any TCP 
application.

IT resources required

The performance management solution should 
not require additional resources to use but should 
instead save time for your current resources. It 
is important that all aspects of administering 
the performance management solution remain 
extremely simple: ease of installation, ease of 
administration (e.g., updates, etc.), integration with 
SNMP monitoring devices, etc.

Total Cost of Ownership (TCO)

The cost of the solution must remain in line with 
the organization’s overall IT budget. You should 
consider the cost of extending the coverage of the 
performance management solution to your future 
IT architecture (e.g., multiple active data centers, 
virtualized server farms, etc.).

Distributed solution

It should be possible to distribute the performance 
management solution across multiple data centers 
at a reasonable additional cost.

Support for virtualization

The solution should offer several options for 
collecting virtual traffic in order to take into 
account inter-virtual machine (VM) traffic.
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About Accedian
Accedian is the leader in performance analytics and end user 
experience solutions, dedicated to providing our customers 
with the ability to assure their digital infrastructure, while 
helping them to unlock the full productivity of their users.

Learn more at accedian.com
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