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The best technical person you 
have ever worked with

“I feel like Iʼm starting off my 
career all over again.” 



Our Journey of 
Observability



● Hair and beauty industry

● Joined 2015

● P&D Org: 4 -> 150

● Company Growth: 20x 



Our 
Observability 
curve



Oblivious 

Are we down? 👀



Oblivious 

Back Foot

CEO is calling me 😅



Oblivious 

Back Foot

Reactive

Something bad is 
happening 🤢



Oblivious 

Back Foot

Reactive

ObservingI didnʼt know 
that could 
happen 🧠



Oblivious 

Back Foot

Reactive

Observing

One Step AheadSeeing problems - 
let s̓ fix that 💪



How did we get 
there? 
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Setting The Vision 

Center your vision on the 
customer, company, team and 
then individual 



Define the Interface



Teams Teams Teams

The ʻHow’

Define the Interface



“We know before they call” 



&



How do we bring 
it to life?



Through your 
champions 

+ =
Paul Pawel



Through symbols and 
behaviours 



Through making it visible



“Customers should be 
able to load the 
appointment calendar 
successfully in under 
one second… for 99% 
of calendar loads over a 
2 week period”

The goal we set 
about the level of 
service we can 
provide.

Through SLOs





Lots of wins to 
be celebrated  



Observability showed us:

Every purchase / appointment / client created in 
our system was taking an additional 6s longer 
than it needed to. 



Observability showed us:

Listing Client Chat messages 
was extremely slow and was 
timing out for some of our salons.



Observability showed us:

Core and Connector were 
using wrong S3 regions for years.



Observability showed us:

Core’s inventory listing was taking 5 
times longer than it needed. 



Unexpected adopters

Product 
Managers CX Team



Happy and motivated Engineers 



We all need to start 
somewhere 💪



Oblivious 

Back Foot

Reactive
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One Step AheadWhere are 
you on this 
journey? 
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Takeaways

Create the interface 
Let your people 

do the rest

Bring it to life 
Symbols, behaviours, 

and stickers :)

Be a sponge 
Take it all in from 

every angle

We need to 
improve our 

tooling
We have to 
ship new 
featuresLet s̓ double 

down on 
customer 
feedback
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You got this! 

john@phorest.com


