
The Business
For over a decade, this customer relationship platform company has 
helped iconic brands build trusting and loyal online communities. 
Using its powerful Software as a Service (SaaS) platform for social 
customer support and marketing, over 250 companies across 
the globe can better listen and respond to millions of website 
interactions each month.

Enabling powerful brand communities in today’s social and mobile 
world, however, requires innovative technology, deep analytics, 
and rapid software development. Thus, when the engineering team 
went searching for ways to modernize their own development 
practices, they tapped into a visionary community of cloud 
champions to transform their platforms and process.

Challenges

As the company continued to deliver strong results for its 
customers, their online communities grew and became more active. 
New customers and service offerings quickly led to over 100 million 
social network interactions per month from more than 25 countries 
around the world.

Through this expansion, the development team maintained high 
quality code while operations sustained a secure and stable server 
farm. However, traditional engineering process and platforms 
started to constrain flexibility, innovation, and time-to-market. 
Moreover, infrastructure and systems administration costs rapidly 
grew. 

To build new software services, developers often waited eight 
weeks for operations to purchase, install, and provision bare metal 
systems. This expanded testing and feedback cycles and delayed 
time to deployment. Furthermore, principal applications quickly 
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became large and inflexible. Developer efficiency and 
agility were at stake.

The company believed a DevOps environment could 
dramatically increase time-to-market and improve 
agility. This environment, however, required a true 
cloud setting, such as OpenStack.

Meanwhile, infrastructure was also expanding in 
size and complexity. High memory usage required a 
larger footprint in the U.S. and European data centers, 
however, CPU utilization stood at only five percent 
of capacity. With each new rack, the operations team 
grew, and personnel expenses strained the budget.

Furthermore, customers increasingly relied on the 
company’s SaaS for critical business activity and 
revenue streams. Thus, it became clear that platform 
uptime and performance could not be compromised. 
Engineering and business management now realized 
they needed a transformation in both development and 
operations methods. 

“The mandate from top management was clear. We needed 
to increase agility, speed, and stability to maintain market 
leadership and hit key business goals,” stated the VP of 
Engineering.

Solution

In 2013, the VP of Engineering, began exploring 
alternative development and production environments 
to address the new mandate. While first considering 
virtualization of existing systems, he quickly 
determined this approach would to fall short on 
delivering time-to-market, utilization, and cost 
advantages.

The VP and his team then determined they could 
quickly leverage public cloud services. Engineers 
documented a usage policy and began tapping Amazon 
Web Services (AWS) for software development. 
However, data compliance issues constrained most 

production offerings to a private cloud setting. 
Additionally, the team desired infrastructure control 
that AWS could not provide. 

“We needed a scalable and secure cloud but wanted to run 
it on our terms,” recalled the engineering leader.

Concurrently, his team members joined the OpenStack 
community,  attended conferences and user groups 
and consulted technical advisors. After extensive due 
diligence and dialog with experts, the team recognized 
the strong value of an OpenStack private cloud: faster 
release cycles, efficient systems, and platform stability. 

The team secured funding following the presentation 
of costs and benefits to their management. However, 
the company lacked in-house expertise and began 
searching for an experienced partner to guide their 
transition.

“After talking to other vendors, we found Mirantis 
to have the most OpenStack experience and proven 
deployment results,” asserted the team’s director of 
cloud engineering. “No one could match the strength of 
Mirantis OpenStack distribution, reference architectures, 
and deployment tools.”

In early 2014, the team built a private cloud test bed 
in their U.S. data center using Mirantis OpenStack 
6.0 combined with OpenContrails SDN and Cinder 
storage. The team used Fuel, a part of the source code 
distribution, for fast and simple installation.

The team selected a few top developers with high 
profile projects to test the platform. Based on fast 
adoption and strong feedback, the cloud engineering 
team then built a staging site for demos, proof of 
concepts, and new applications. Thereafter, the group 
introduced OpenStack tools and self-service, on-
demand infrastructure to a wider range of developers.

“The development team quickly saw the benefits of on-
demand provisioning and automated testing,” said an 
engineering cloud manager. “There was no question that 
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new applications would move to OpenStack.” 

The Mirantis OpenStack private cloud unlocked 
access to a DevOps culture where developers 
became empowered to test and release code without 
a dependency on others. This transformation in 
engineering methods dramatically increased cloud 
native application development. 

Data center transition, thereafter, became a top priority. 
Infrastructure was added to accommodate increased 
demand. Steadily, developers converted workloads to 
the new infrastructure.

“Mirantis was a very strong partner while we scaled up our 
OpenStack cloud to thousands of VMs,” said the director 
of cloud engineering. “We helped them, as well, with 
valuable feedback on their source code.” 

Today, database, web server, and customer applications 
are now in production on 15 racks in the U.S. and eight 
in Europe. And many developers have already converted 
to OpenStack based development.

Importantly, the VP’s long term vision remains strong: 
“to transition all development and production to the cloud 
with the flexibility to run on OpenStack or a public service 
when needed.”

Results
“OpenStack has completely redefined how we write, test, 
and deliver our software-as-a-service platform,” says 
the VP.  “OpenStack’s impact on our culture has been 
a DevOps enabler that empowers developers to self-
provision infrastructure, conduct testing, and release code 
on their own timeline.” 

On-demand provisioning provides developers with 
instant access to resources, down from an eight-week 
time frame, and eliminates the frustration of tracking 
open tickets. Additionally, test and release activities 
have been decentralized to each development team 
to create a more collaborative environment within the 
entire engineering department.

Recently the team added Kubernetes container 
orchestration for the rapid release of new SaaS micro-
services. “Mirantis OpenStack and Kubernetes work 
perfectly together to speed up development and lower 
costs,” says the cloud engineering manager. 

Unleashed developer innovation and reduced time-to-
market has created additional revenue streams from 
new customer applications. And improved application 
availability from the OpenStack cloud and DevOps 
environment yields lower downtime and higher 
subscriptions renewal rates.

Moving new and existing workloads to the cloud also 
enabled greater density than previous bare-metal 
infrastructure. As a result, the company closed a 12 rack 
cage in the U.S. and plans to retire an eight rack cage in 
Europe next year. This amounts to $840,000 in annual 
savings.

Further, cloud operations headcount remained constant 
versus a projected increase of three engineers in 
each of the next two years at a cost of $1 million. In 
total, cloud operations savings from the OpenStack 
deployment will reach $1.5M a year. 

“OpenStack empowers innovation and gives us a 
competitive advantage in the market. We are reaching 
business goals we could not have previously achieved,” 
says the VP. “Mirantis is the only OpenStack partner in the 
market who could help get us achieve this success.” 

©2016 Mirantis, Inc. 


