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WTW

At WTW (NASDAQ: WTW) we provide data-driven, insight-led solutions in the areas of people, risk
and capital. We provide a powerful combination of advisory services, integrated with leading-edge
technology solutions and software, all underpinned by unparalleled analytical capabilities to help
organization’s measure and manage risk and capital, improve business performance and create
sustainable competitive advantage.

Our Insurance Consulting and Technology business’s mission is to innovate and transform insurance,
and we provide solutions that help clients better underwrite, price, and manage risk and capital. As
the largest insurance consultancy and software provider, we work with clients of all sizes globally,
including the world’s leading insurance groups and more than 1,000 client companies use our
specialist insurance software on six continents.

Overview

WTW'’s Insurance Consulting and Technology Business sought to improve the quality of integration
between the key tools in our support chain. We partnered with KTSL to integrate PagerDuty and BMC
Helix, aiming to enhance data flow, streamline incident response, and reduce operational overhead.

The result was a significant improvement in efficiency and reliability, delivering a seamless experience
for our teams.

Goals and Expectations
When engaging with KTSL, we had three primary objectives:

o Establish a higher-quality integration between our monitoring and incident management tools.

e Enable bi-directional data flow for improved visibility and response handling.

¢ Reduce the effort required by our technical teams to maintain existing integrations, minimising
operational toil.

Challenges and Pain Points
Before KTSL'’s involvement, our existing integration presented a few challenges:

e Service Mapping: Ensuring incidents were effectively mapped between our monitoring and
incident management platforms was complex.

e Response Team Engagement: The process of engaging the right teams at the right time
required more automation and precision.

e Event Routing: We needed a more structured approach to routing alerts and incidents,
reducing time spent on triage and allowing teams to focus on resolution.

e In-House Solution: We had previously built our own integration; however, this was difficult to
maintain and support due to other commitments within the business.

Impact on End-User Experience

KTSL'’s integration improved how our teams interact with PagerDuty and BMC Helix overnight. The
experience was seamless, requiring no additional training.

Service mapping became more intuitive, and incidents were enriched with better contextual
information.

Our teams were pleasantly surprised by how much more detailed and actionable incidents have been
become after just a few months of working with KTSL.
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Metrics and Operational Insights
The enhanced integration provided a more accurate and uninterrupted data flow between our tools.

This allowed us to gain deeper insights into our incident response performance. Key improvements
included:

e Enhanced visibility into response effectiveness.
e  Further expansion of our DORA metrics.
e Improved decision-making based on richer incident data

Collaboration with KTSL
From the outset, KTSL demonstrated a highly collaborative and flexible approach:

e KTSL heavily customised the integration to meet our specific requirements. They put a huge
amount of effort into ensuring our success.

e Actively engaged in discussions, asking insightful questions and refining solutions as
needed.

e Operated as true partners, providing guidance and challenging us where necessary to
drive better outcomes.

Results and Benefits
Since implementing KTSL'’s integration solution, our teams have experienced:
¢ Alight-touch approach to configuration, requiring minimal manual intervention.
e Asignificant reduction in operational toil, freeing up our engineers to focus on higher-value
tasks.

e Arobust and reliable integration that continues to support our incident management strategy
with minimal maintenance.

Conclusion

Partnering with KTSL has been a success, enabling a more effective and streamlined approach to
incident management.

Their integration has enhanced the quality of our support toolchain, allowing our teams to focus on
responding to and resolving incidents rather than managing integrations.

The result is a more efficient, data-driven, and seamless experience that continues to deliver value.
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