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“The human brain is the highest bloom of the 
whole organic metamorphosis of the earth.”
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Before delving into why scala for the 
Big Data and Machine learning, lets me 

address what are these jargons and 
how they are interrelated? 

First, let me start with saying there is 
no magic formula of 1+1= success, 

but here are a few key points that will 
help you get there. It all starts with 

people; having the right team in place 
is essential, and knowing each person’s 

strength and weakness is a must. 
Develop the trust of your people and 
do not be a manager but be a leader 

instead.



Editor’s Notes

Bindu Vijayan

Our lives are made by what we give. CSR at GAVS is 
every GAVSian’s business, and how we come together 
when it is time to help the community!  GAVS is 
committed to social responsibility and works across 
several areas to establish social and environmental 
changes as needed by the community. Our commitment 
to ethical conduct goes hand in hand with business 
goals, and we invest quite heavily in local communities 
across geos. We strongly believe that our social and 
environmental sustainability programs should partner 
equally with our mainstream business. Our ethics 
prescribe to the philosophy ‘conscious entrepreneurship’ 
– ‘earn with integrity and spend with compassion’. We 
aim to drive change through collective efforts.

GAVS proudly hosted the GAVS DRHM as the title 
sponsor, again this year, to help the differently-abled 
get access to prosthetic limbs.  This year’s run was held 
on 21 July, 2019, and we had most GAVSians out there 
running the 10k and 21k, while the others volunteered 
enthusiastically. 

GAVS thanks ‘The Freedom Trust’ and ‘Dream Runners’ 
for organizing this wonderful event.

In this edition, we bring you an article from our CEO, 
Sumit Ganguli - “Why” of GAVS, Our humble 
effort to make GAVS an aspirational company, 
GAVS DRHM2019. Every one of us at GAVS join him 
when he says, “We are happy and proud to see 
that GAVS DRHM has transformed running, 

an individual’s sport into the huge mass 
phenomenon in Chennai”. Read on, there are some 
very special videos as well.

Kerrie Hoffman, Advisor at GAVS has written 
‘Digital Mindset: 5 Aspects that Drive Digital 
Transformation’. Kerrie says, “Moving from a 
traditional business model and operations to a 
Digital Business is a massive undertaking that 
needs to be approached in bite size steps.” 

Vasudevan Gopalan in his article ‘Microservices 
based Digital Transformation’, brings you 
‘the ABC of digital transformation’ that 
Microservices brings to the forefront.

Chandrababu Mandadi has written ‘Role of a 
Business Analyst in the Agile World’, the agile 
roles, and how the role calls for operating as a Business 
Advisor, a Business Coach and the skills a BA needs for 
Agile projects.

Quadri Abdur has written ‘Why choosing the right 
AIOps platform is crucial for your organization’, 
to make a work environment more productive and 
improve customer experience.

Srinivasan Radhakrishnan has written about the 
‘Best practices in the Airline Industry’. He brings 
you some of the approaches taken by the industry.

Bargunan S in his article ‘Why Scala for Big Data 
and Machine Learning’, talks about how and why 
Scala packs the punch...

Roman Kruglov says, “there is no magic formula 
of 1+1 success” and gives us some key points that will 
help us get there in his article ‘Service Desk Formula 
for Success’

Happy reading… 
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“Why” of GAVS, 
Our humble effort 
to make GAVS 
an aspirational 
company, GAVS 
DRHM2019

Sumit Ganguli

We were humbled to be associated with the GAVS 
Dream Runners Half Marathon 2019 that was held on 
July 21st, Sunday in Chennai, and its moniker is ‘We 
run so they can walk’.  GAVS has been involved with 
the Dream Runners Half Marathon for the last 4 years 
and along with the Dr. Sunder and the ‘Freedom Trust’, 
this event raises funds for the prosthetic limbs for some 
of the under privileged. This year, we distributed 180 
prosthetic limbs to some of the recipients and it was so 
gratifying that some of them ran a short distance with us 
after the run. 

Subaja, 27 years, is from the small hamlet of Nagercoil 
in the South of India, she lost both her legs below the 
knee in a train accident 13 years ago. She couldn’t afford 
prosthetics and was entirely dependent on her family 
to help her with her daily chores. She soon lost her 
parents and was turned out by her brothers due to their 
poor financial condition.  Moving away from her home, 
alone in a new city, Subaja found a job that paid her a 
paltry sum of Rs.  5,000 (under 75 dollars a month),  by 
filling applications for visitors outside the local District 
Collector’s Office. Subaja is now a wheelchair basketball 
player and a national champion. GAVS DRHM along 
with ‘Freedom Trust’ fitted her with blade prosthetics 
and she ran at the recent GAVS DRHM held on July 21, 
2019. When she says “never give up, keep trying till the 
end”, we at GAVS are inspired by Subaja. 

Sumith, aged 10, from an extremely small village in 
Tamil Nadu,  was born with a congenital disorder, with 
an uneven lower right leg.  He is a Class 6 student and 
in need of prosthetics which his father could not afford.  
GAVS DRHM and ‘Freedom Trust’ made it possible for 
him to be fitted with customized above-knee prosthesis.  
Sumith was full of smiles as he walked with his new leg 
at the recent marathon. It was heart-warming to see the 
tears in his father’s eyes as he said “my son will not have 
any more difficulties to go to school...”

We are happy and proud to see that GAVS DRHM has 
transformed running, an individual’s sport into the 
huge mass phenomenon in Chennai. It starts at 4 am in 
the morning on Sunday. Highly disciplined and effusive 
volunteers, not a single wayward participant, very 
clean conscious runners and officials, the police force 
that comes out in droves, the drummers,  the cheering 
crew, all represent  the best Chennai has to offer.

It provides GAVS with a higher purpose and it is our 
endeavour to make GAVS an aspirational company. We 
look forward to your mentorship and counsel and took 
the liberty of sharing this with you. 

Video Links:

1. https://youtu.be/OBG9WyvE3SE

2. https://youtu.be/exYTR5vECJQ

3. https://youtu.be/-kc-f8U_tSQ
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Moving from a traditional business model and 
operations to a Digital Business is a massive 
undertaking that needs to be approached in bite size 
steps. There are many areas within talent, operations, 
and technology that will significantly change throughout 
the transformation. This article touches on one area of 
talent: digital transformation requires a digital mindset.  
 
There are 5 aspects of a Digital Mindset:
• Behaviors and attitudes that see possibility in the 

digital era
• A belief in the power of technology 
• An abundance mentality
• Comfort with ambiguity
• A growth outlook 

1. Aspect #1: individual & organizational behaviors 
and attitudes that see the possibility in the digital 
era. You must believe digital is within reach as a 
prerequisite to taking any action. An attitude that 
sees the possibility of digital as producing positive 
business outcomes is more likely to come up with 
ideas, test them and refine them until a superior 
outcome is achieved. Without the right attitude, 
no amount of knowledge and hard work will land a 
company in a better place.  Here’s a fun puzzle from 
one of my FocalPoint colleagues, Phil Gilkes:

2. Aspect #2: a belief in the power of technology to 
systematize, scale and speed up every interaction. 
We are all familiar with and are likely still using 
traditional technology that promised to make our 
lives easier and seems to constrain us in many ways. 
So, it’s hard to believe that a modernly architected 
Platform or Software as a Service (PaaS/SaaS), is 
really going to systemize, scale, and speed up every 
interaction. BUT IT WILL!  Modernly architected 
solutions are completely different than traditionally 
architected solutions. There are 3 technology 
accelerators that are the basis of the current 
exponential growth in technology: computer power, 
bandwidth and storage.  Traditional technology is 

built on early generations of these accelerators. To 
take advantage of the current generation of these 
accelerators, modern technology platforms have 
been re-architected to leverage the latest versions.  
Believe in modernly architected solutions and you 
will find a plethora of examples through simple 

Kerrie Hoffman
Strategic Advisor,

GAVS
Partner at Get Digital Velocity

Business Coach at FocalPoint Business Coaching

Digital Mindset: 
5 Aspects that 
Drive Digital 
Transformation
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Google searches to substantiate your belief! These 
modernly architected solutions can be implemented 
in days and weeks, and will dramatically improve 
business operations. You can’t get to digital with 
traditional technology (and a whole new way of 
working). 

3. Aspect #3: An abundance mentality is collaborative, 
open, thankful, appreciative, and trusting. The 
traditional business world is built on a mentality of 
scarcity.  This drives the need to keep IP a secret, 
beat your competitors and fight the war to get the 
best talent. We are now living in a world where 
the pace of business continues to accelerate at a 
rapid pace.  Long standing traditional businesses 
that learn to move 10-50 times faster than they 
have in the past are the ones that will keep up. We 
often see Natively Digital companies being founded 
by people that were frustrated with the pace of 
taking new ideas to market in those traditional 
companies. Digital companies have an abundance 
mentality.  They share and actively collaborate 
with universities, partners and even competitors 
to create new IP. They believe there is space for all 
companies to grow, and competition is minimal if 
they continue to focus on their customer and evolve 
their solutions at a rapid pace. And they get beyond 
the war for talent by leveraging alternate talent 
sources such as freelancers, the gig society, crowd 
sourcing, partners and interns. 

4. Aspect #4: Comfort with ambiguity is necessary 
as there is simply a lot of ambiguity during any 
transformation.  According to The Business 
Dictionary, the word transformation is defined as a 
process of profound and radical change that orients 
an organization in a new direction and takes it to 
an entirely different level of effectiveness.1  This 
magnitude of change requires people to let go of 
their comfortable way of doing things, have faith 
that the messy path to doing things differently will 
pan out, and unlearn things they knew to be true 

in the past.  Even 
though the path is 
ambiguous, apply 
new ways of working 
such as agile to 
quickly define, build 
and test solutions 
that can be adjusted 
along the road to 
getting to a final 
outcome. 

5. Aspect #5: Having 
a growth outlook 
in the digital age means you are an explorer, have 
agility, adjust to change, thrive in diversity, and 
seek resources & answers.  I could go on.  It’s 
a great culmination of Aspects 1-4.  Using the 
preceding aspects of mindset with a growth outlook 
is what enables people and companies to find new 
solutions, products and ways of working, that are 
aligned with their customers and worthy of some 
rapid prototyping and testing.  The desire and 
ability to continuously grow, requires that you are 
also continuously transforming.  And at the rate 
of digital business and the exponential growth in 
technology, digital transformation is here to stay. 

Embrace this digital mindset to stay on the path of 
digital tranformation: behaviors and attitudes that 
see possibility in the digital era; a belief in the power 
of technology; an abundance mentality; comfort with 
ambiguity; and a growth outlook.

Sources

1. Definition of Transformation 
http://www.businessdictionary.com/definition/
transformation.html 

About the Author:

Kerrie Hoffman is a serial entrepreneur and freelancer 
specializing in business growth and Digital business.  
She is Co-founder and principal for Get Digital 
Velocity, and owner of a FocalPoint Business Coaching 
Practice.  As a freelancer, Kerrie is Lead Strategist for 
The Congruity Group and speaker at Industry venues.
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Microservices 
based Digital 
Transformation

Do we know the ABC of Digital Transformation? Well, 
here it is in simple terms:
A - API
B - Backend as Service
C - Customer Experience

Isn’t focussing on the above 3 tenets a smart way for any 
organization to kick-start their Digital Transformation 
journey? And that is exactly what Microservices brings 
to the forefront.

Why Microservices?
Monolithic architecture system used to previously get 
built as a single, autonomous unit. Whenever a slight 
modification or bug fix was needed, it often came with 
rebuilding and deploying an entirely new version of the 
application. With the implementation of microservices, 
processes are simplified, streamlined, easily scalable.

Some benefits listed here,

1. Allows to change services as needed by Business, 
without much cost

2. API based connectivity
3. Loosely coupled and can communicate with other 

services using industry standards like HTTP, JSON
4. Gives developers freedom to independently develop 

and deploy services
5. Every service can be coded in different 

programming language (remember the stacks like 
MEAN, MERN?)

6. Better scale up and fault tolerance
7. Easily deployable and disposable, making possible 

even multiple releases within a day

What is Microservice Architecture?
Essentially, microservice architecture is a method 
of developing software applications as a suite of 
independently deployable, small, modular services 
in which each service runs a unique process and 
communicates through a well-defined, lightweight 
mechanism to serve a business goal.

In case if we are wondering how different from Service 
Oriented Architecture (SoA),

Vasudevan Gopalan
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Microservices SoA

Many small components Fewer more sophisticated 
components

Business logic lives inside 
single service domain

Business logic could live 
across domains

Simple wire protocols 
(HTTP with XML/JSON)

Enterprise Service Bus 
like layers between ser-
vices

API driven with SDKs/
Clients

Middleware driven

Netflix, eBay, Amazon, Forward, Twitter, PayPal, Gilt, 
Bluemix, Soundcloud, The Guardian, and many other 
large-scale enterprises, websites and applications 
have all evolved from monolithic to microservices 
architecture. Let us get a peek into some of their 
transformation journeys.

Netflix is the king of microservices. In 2015, JAX 
unanimously selected Netflix for the Special Jury award, 
citing the developer team’s huge influence on innovation 
and IT. In order to keep up with booming demand, 
Netflix began to move a monolithic architecture to a 
cloud-based microservices architecture in 2009. At 
this time, the term microservices didn’t even exist. 
Operating on a monolithic architecture, Netflix 
was dealing with rapid growing pains and constant 
outages when Amazon’s servers went down. Thanks to 
microservices architecture and modern UI technology, 
Netflix engineers deploy code thousands of times per 
day. Today Netflix services 93.8 million users globally, 
streaming more than ten billion hours of movies and 
shows.

Amazon: Before, when amazon was on a monolithic 
server, it was hard to predict how to meet the fluctuating 
traffic demands. As a result, Amazon was bleeding 
money and most of the server capacity was wasted 
during downtimes. Moving to the Amazon Web Services 
(AWS) cloud allowed Amazon to scale up or down when 
necessary, reduce the number and duration of outages, 
and save money. Microservice architecture allowed 
Amazon to transition to continuous deployment, and 
now Amazon engineers deploy code every 11.7 seconds.

Ok now, how do we transition to Microservices?

There are 2 ways of doing this,
a. Start new application with Microservices 

architecture right away
b. Start with monolith and gradually split and migrate 

to Microservices

In either approach, below are the steps of importance in 
the journey,

1. Domain Driven Design – Modularize the services 
based on business context

2. Service Discovery – Ability to dynamically discover 
and access services in order to truly decouple and 
isolate them

3. Containerize – Leverage container technologies 
like Docker, Kubernetes to offer flexibility to move 
individual services across multiple environments 
(development, test, production)

4. Build API Gateway – This acts as the façade in 
a distributed environment such as this, and also 
becomes the single point of entry of Microservices 
for client interactions. Leverage this layer for also 
cross cutting concerns like Logging, Security, Audit 
trails etc.

Reference Architecture

To sum up, be it Cloud Adoption or Agile & DevOps 
based delivery or any digital transformation strategy for 
enterprises, Microservices are becoming indispensable 
value proposition.

And the next time when you go online to buy your 
favourite item, do remember that there are 1000+ 
microservices that come into the play whilst you happily 
wade through the landing page at amazon.com

About the Author:

Vasudevan Gopalan (Vasu) is a Digital Transformation 
Leader with rich experience in Engineering, Delivery, 
Transition, Program and Client Relationship 
Management with multiple tier-1 IT organizations, 
with focus in the BFSI domain



15

Role of a Business 
Analyst in the Agile 
World

Chandrababu Mandadi

Agile is defined as collaboration among stakeholders 
to deliver value to customers in frequent increments 
with consistent reflection and adoption. This definition 
focuses on the characteristics that exist in all agile 
environments.

Collaboration refers to the people involved in the 
effort work together which includes both the delivery 
team and project stakeholders. 

Deliver value implies the true purpose of efforts which 
provide value to customers, whether that is through new 
software, more efficient processes or new products.

Frequent increments – the  team delivers value 
every few days, weeks, or months rather than once at the 
end of a project.

Consistent reflection and adaptation – the project 
team reflects on their approach and the product on a 
regular basis and adjusts accordingly.

Agile Roles -  There are four primary roles included in 
an agile project.

The Product Owner is the ultimate decision maker 
for the product. This role is responsible for defining 
the product vision, prioritizing features according to 
business value, and answering team questions.

Business Analyst (BA) as a Business Advisor 
approach has a specific role to represent the ultimate 
business decision maker, such as the role titled product 
owner. The product owner sets the product vision and 
is responsible for understanding and representing 
the needs of the business and user stakeholders. The 
product owner determines which requirements are 
most important prior to the start of each iteration and 
determines how to release value incrementally to best 
satisfy the needs of the product stakeholders.

A BA does not always have the decision-making 
authority necessary to be an effective product owner, 
but they can become indispensable by supplementing a 
product owner’s lack of time or business analysis skill 
sets.

A BA supports a product owner by helping them analyze 
the business domain, stocking the product backlog, and 
grooming the product backlog.
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Analyze the Business Domain - The BA helps the 
team and product owner to understand and describe 
the business domain and problem to be solved by 
facilitating the discussion that explores the following 
questions:
• What business processes need to be revised, created 

or eliminated?
• What information do we want to know about and 

track about various entities?
• What stakeholders (such as customers, suppliers, 

vendors) and systems are involved in the effort?
• What policies and rules guide business behavior 

and decision?
The BA helps the team decide if the requirement models 
are useful beyond the life of the project. Factors to 
include in the decision are the effort required to keep 
the model up to date and the value of the model after 
the code.

Stock the Product Backlog to establish a list of user 
stories that represent the overall scope of the project. 
A user story briefly describes functionality or a feature 
valuable to either a user or customer of a system or a 
solution.

The BA helps the product owner, stakeholders, and the 
team to create stories as a reminder to deliver some 
functionality represented by the models or discussed 
in a conversation. Stories can be delivered from 
requirements models such as data models, process 
flows, workflow diagrams, use cases, business rules and 
user interface diagrams.

Stories can be delivered from requirement models such 
as data models, process flows, workflow diagram, use 
cases, business rules and user interface diagrams.

Groom the Product Backlog to maintain the product 
backlog so that it remains a tool for the product owner 
and team and not a burden.

The BA helps the product owner groom the product 
backlog by considering purpose, prioritizing the stories, 
operating the stories, splitting epics into user stories, 
and ensure a complete description of the solution.

He can help the product owner, order the product 
backlog by providing information on stakeholder’s 
perceived value of the various items in the product 
backlog. The model does not provide guidance on 

priority, but there are other techniques used to gather 
priority information from multiple stakeholders. Two of 
these techniques are value points and buying features.

In the value points approach, stakeholders are asked to 
get together as a group and indicate the relative value 
of stories in comparison to other stories in an approach 
similar to planning poker.

Business Analyst 
as Business Coach 
During iteration, 
the business analyst 
interacts with the 
team, acting as the 
analysis specialist 
in the team. Some 
of the activities the 
business analyst 
performs or provides 
coaching to the team 
during iteration 
include facilitating collaboration, generating examples, 
transferring knowledge, and being a good team member.

Facilitate Collaboration - within the team and between 
the team and team and stakeholders is vital for project 
success. Business analysts facilitate collaboration 
through helping with stakeholder analysis and acting as 
a language coach.

The BA has clear understanding of the stakeholders 
involved in the project so they can provide suggestions 
about which stakeholders that team member should talk 
to, for relevant information. Once they have helped their 
teammates identify the appropriate stakeholders to talk 
to, business analysts turn their experience translating 
“business speak” into “technical speak” and vice versa 
by helping team members from different backgrounds 
and team members and stakeholders “speak the same 
language”. 

Generate Examples - Teams in an agile environment 
use examples to clearly communicate business intent, 
provide more detail about stories, and to confirm those 
stories were delivered properly. Examples are a good 
technique for remembering the information discussed 
during conversations, communicating that information 
to the team members who will deliver the user story, 
and for confirming the user story was delivered 
properly.

Transfer Knowledge – The BA along with the product 
owner have the best grasp of the big picture of the 
project and where it fits within the organization 
strategy. They spend a considerable amount of time 
during the work of the iteration transferring to the other 
team members the information gained while they were 
acting as a business advisor.

The best way to transfer that knowledge is to involve the 
team members in the analysis of the business domain 
and the stocking and grooming of the backlog.
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Be a Good Team Member – B  BA gets the opportunity 
to help their teammates clear bottlenecks. Doing this 
improves relationships with the other team members 
and gives the BA an opportunity to expand their toolkit 
and learn new skillset through performing tasks.

Key BA Skills for Agile Projects - high-performance 
business analysis professional in the team increases 
the likelihood that the resulting product meets true 
business needs and fits in well with the current business 
environment. 

Key business analyst skills that an agile project needs 
are;
• Understanding of the business that the project is 

involved with
• Ability to see the big picture and provide solutions
• Outstanding verbal and non-verbal communication 

skills
• Ability to multi-task
• Ability to facilitate a team to consensus on scope, 

design decision, and implementation
• Ability to ask strong questions to help team
• Ability to document requirements
• Understanding of the agile development process
• Ability to lead the team for project completion

About the Author:

Chandrababu Mandadi is a Lead Consultant @ 
GAVS. An accomplished, result-driven and highly 
analytical professional with expertise in driving client 
and software development life cycle in Agile and 
Waterfall methodologies across US Healthcare and 
Life Insurance domain.

Passionate about:
• Leadership and client management.
• Data Science.
• New Technologies.
• Interacting with Businesspeople to understand 

and help them on their Business obstacles.
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Why Choosing 
the Right AIOps 
Platform Is 
Crucial For Your 
Organization

Quadri Abdur

Technology is rapidly evolving in a manner that many 
did not anticipate few years ago. As much as it has been 
helpful to most businesses, it has created some kind of 
challenge for many. It is becoming harder to keep up 
with consumer’s demand and keep the entire processes 
running smoothly. To achieve this, voluminous data 
need to be analyzed and used the right way. The old-
fashioned monitoring and management systems used by 
most organizations fail to handle the challenges posed 
by huge, unrelated and unorganized data. This is where 
AIOps solutions come in. 

What is AIOps? 

The acronym AIOps stands for Artificial Intelligence 
for IT Operations. It represents a category of business 
software that uses analytics and machine learning to 
improve the ability of IT systems to aggregate, analyze, 
and act on big data. The AIOps platform is based on 
artificial intelligence and machine learning; it identifies 
and remedies numerous IT issues and automate day-to-
day IT operations. 

With AIOps, organizations are better equipped to 
cope with the numerous challenges of digital business 
transformation. AIOps in infrastructure management 
will discover and act on meaningful insight in the 
environment, helping IT to operate efficiently, make 
better decisions, and improve productivity. It will 
efficiently monitor enterprise IT health, detecting 
incidents before they happen, and remedy them with 
minimal human interference. This will significantly 
minimize the chances of IT downtime and the 
accompanying business losses.
 
Why Your Organization Need to Choose the 
Right AIOps Platform 

Artificial Intelligence for IT Operations is not something 
any serious organization should take for granted. If you 
decide to implement the technology, it is important 
that you implement the very best option for your 
organization. They are not all created equal. Some 
vendors focus on certain areas like machine learning 
for noise reduction and root-course failure analysis. It 
is important that you choose AIOps solutions that come 
with varying functionality for improved IT performance. 

It is best to choose an AIOps platform for IT that 
will help your organization trend towards a Zero 
Incident Enterprise. This will not only make your work 
environment more productive, it will also improve the 
experience of your customers. Below are the major 
reasons you need to choose the right AIOps platform for 
your enterprise: 

• The Platform Will Deliver Results 
Consistent With Its Promises  
One major pitfall your company should avoid why 
choosing an AIOps platform is to choose one that 
does not deliver what it promises. There is quite 
a number of such platforms that has so much 
to offer, according to their marketing promises, 
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but does very little after implementation. This is 
something your organization must avoid. Buying 
into such platform will mean losing money, since 
your company will have to ditch it and try other 
platforms. A Proof of Value in your environment 
and data set before the full rollout will help in 
assessing the proposed feature-sets. 

• The Tool Should Be Matured Enough To 
Deliver The Needed Result  
It is also essential that your company choose a 
platform that has matured tools to deliver the 
needed results. This is why choosing a platform 
that has been in place for a while can be very 
helpful. While some new platforms may have a 
lot to offer on paper, you need a proven AIOps 
platform that has everything you need to deliver the 
right results. A site visit and live demonstrations 
of implementations in your peer organizations (of 
similar size and scale) will help you assessing the 
challenges and typical pitfalls to watch out for. 

• You Will Have Fewer Challenges During 
Implementation  
Your company wouldn’t want to end up with an 
AIOps platform that will be a major source of 
headache during implementation. Such a tool will 
end up causing more issues for an organization 
than providing solutions. There are tools in the 
market that will do just that and it is essential 
that your organization avoid them. A staggered 
approach to implementation – a select of systems 
or a chosen Line of Business or implementation in 
a UAT region before Production roll-out will help 
overcome the typical challenges and adjustments 
that are typically needed for best results. 

• Ongoing Maintenance And Management 
Of The Tool After Implementation Will Be 
Easier  
Implementing AIOps does not mean that your 
IT operations will run automatically without the 
need for maintenance and management. Actually, 
ongoing maintenance and management is crucial 
after implementation and it will be a lot easier when 
you have the right platform in place. Choosing 
a platform that Provides seamless upgrade to 
new feature-sets, deployment of patches and 
fixes that enhances the stability & performance 
of the platform along with 24x7 support for any 
eventuality are mandatory requirements for assure 
ongoing patronage by your Operation teams. 

• The Right Platform Is Easy To Use And Quite 
Scalable  
Another important quality of a good AIOps 
platform is good user experience. You don’t need 

a platform that will be a source of headache for 
you and your IT team. Using the platform should 
be easy and straightforward so that everyone 
understands what is happening. Top tools are 
generally easy to use.  
Scalability is another important factor to consider 
that impacts the user experience and Return 
on Investment. There is need to have an AIOps 
platform that will grow with your business. As 
your enterprise grows and improve its digital 
infrastructure, the platform should accommodate 
the changes; that is where self-learning capabilities 
and predictive analytics come into play with no 
further manual intervention.  

• Change Management And Readiness Of The 
Organization  
The true value of AIOps solutions lies in minimally 
changing the current processes, tools and 
operations teams are able to adopt into their 
day-to-day way of service delivery. The benefit of 
the platform will be more appreciated when the 
platform is able to make things easy for everyone in 
your organization. By enhancing system availability 
and relieving some of the stress the IT team and 
management need to bear, AIOps improves the 
management and readiness of the organization.  
Hence, ease of the platform integrating into the 
current scenario in the organization is a salient 
influencer in the overall adoption and success of the 
transformation journey. 

Artificial intelligence and big data analysis are things 
that can meaningfully turn things around for your 
business. Implementing Artificial Intelligence to IT 
Operations (AIOps) for your business is very important. 
It is also crucial that you choose the right AIOps 
platform for the reasons discussed above. Zero incident 
framework is one of the best platforms to consider for 
the best results in AIOps implementation.
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Best Practices in 
the Airline Industry

Srinivasan Radhakrishnan

The Airlines Industry is one of the most scrutinized  
sectors where customer experience creates international 
headlines while the capital expenditure pressures and 
the revenues follow the cycles of the very expensive 
flight fuel and can take a company to bankruptcy in 
a couple of quarters. In the midst of all of this the 
airline sector has to really innovate in every small way 
possible for the best of the customer experience and the 
enhanced bottom lines. In my own small way, I bring 
out the some of the approaches taken that have been 
trendsetting in the airlines sectors.

Improving Passenger’s onboard experience on 
In-Flight Entertainment (IFE) 

Following the success of the deployment of virtual 
reality (VR) headsets on air routes in the United 
States, FlixBus also partnered with Inflight VR to offer 
immersive entertainment to its passengers on the 
routes. Their aim is to make today’s most emerging 
technology work, and thorough approach addresses 
all technical, logistic, usability and rights management 
aspects to make this a seamless way for FlixBus to 
amaze their passengers and build a closer relationship 
to their brand.

The VR-powered IFE platform allows for many different 
third-party application integrations ranging from 
VR storytelling to destination-based content, such as 
sightseeing tours or tourist shopping. The platform has 
the potential to be an entirely new form of IFE that can 
generate revenue for airlines.

Increasing accountability of Revenue 
Management

Airlines always track the volume of sales its reservations 
agents make and also track time taken for a ramp 
services team to unload an aircraft full of bags. But what 
does a revenue management analyst bring to the table?  
The models of revenue management and optimization 
enables most of the decisions. But it is about increasing 
the accountability of the analyst.

There are various metrics that can showcase it. There 
are metrics that can calculate both the total forecast 
accuracy and forecast the extra value add brought 
by the analyst (how much his/her interventions in 
accuracy improvement). A “revenue opportunity” model 
calculates missed opportunities- e.g.- seats went out 
empty or alternatively too many low fare seats were 
sold. 

Other metrics, in addition to unit revenue changes, 
include frequency, and documented logic for model 
interventions. More qualitative measures include 
increased expertise in analytics and participation in 
group and interdepartmental discussions.

Using Available Seat Miles and Load Factor

 Available Seat Miles (ASM) may make load factor 
more understandable. The ASM of an airline measures 
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how many passenger travel miles are available at a 
given time which is used to express the capacity of 
the airline. Higher load factor values make the airline 
more profitable by spreading fixed costs across the 
passengers. 

Using the ASM and load factor, investors can determine 
the revenue gained when planes are filled to a particular 
level.  Airlines typically have thin profit margins and 
must have high load factors to stay profitable. 

Strategic planning entails the use of Break-even load 
factors.  Budget airlines focus on high load factors. 
While the premium players charge more for their 
services and stay afloat even with lower load factors.

Monitor and Control Risk in Aviation Hazard 
Management 

Best practices dictate that risk is minimized to as low 
as reasonably practical with the implementation of 
“controls in depth.” Implementing “controls in depth” 
means that there will always be redundancy, or a 
failover mechanism should a hazard manifest itself and 
the primary risk control strategy fails.

The cost of controlling risk hazards    is always 
considered whenever determining what is “reasonably 
practicable.” Cost really jumps to the forefront of any 
risk management discussion whenever costs are grossly 
disproportionate to the risk. For example, implementing 
expensive risk controls may not be required for 
managing low level risk hazards.

Short term corrective and preventive actions often play 
important roles in mitigating risk until the operator has 
sufficient time and resources for a long-term solution. 
Risk controls are not always of the corrective or 
preventive nature. Another very important type of risk 

control in aviation SMS(Safety Management System) is 
the “detective risk control.” Detective risk controls are 
designed to alert either users or monitoring equipment 
that a hazard is developing. It is highly likely that your 
risk management processes have a combination of all 
three types of risk controls such as Detective, Preventive 
and Corrective.

Improve Customer Services

The basic rules of airline customer services are follows:

1. Offer the lowest fare available.
2. Notify customers of known delays, cancellations, 

and diversions in proper way. 
3. Deliver baggage on time, and support an increase in 

the baggage liability limit. 
4. Allow reservations to be held or cancelled, and 

provide prompt ticket refunds.
5. Properly accommodate disabled and special-needs 

passengers. 
6. Meeting customer’s essential needs during long, 

on-aircraft delays. 
7. Handling “bumped” passengers with fairness and 

consistency. 
8. Disclosing travel itinerary, cancellation policies, 

frequent flyer rules, and aircraft configuration. 
9. Ensuring good customer service interaction 

between code-share partners. 
10.  Make sure CRM team provides more effective 

responses to customer queries and concerns
11.  Make sure IBE(Internet Booking Engines) provides 

nearby good hotels, Rental cars, holiday trips and 
Insurances  to enable easy access for customer

12. Good relationships with travel aggregators

If these facets are covered airlines have a good chance to 
stay profitable and happy!
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Why Scala for Big 
Data and Machine 
Learning?

Bargunan S

Before delving into why scala for the Big Data and 
Machine learning, lets me address what are these 
jargons and how they are interrelated?

Big data, machine learning, statistics, statistical 
machine learning are the terms that are surfacing the 
IT world recently. We are in the new era of huge data 
being generated each second. According to forbes.com, 
at our current pace, 2.5 quintillion bytes of data created 
each day, with the growth of IOT. From these data, the 
insights are generated to lead new business. The process 
of analyzing and extracting information to generate 
insights from this big amount of structured, semi-
structured, unstructured data is called big data. 

Now with the help of Artificial Intelligence and 
algorithms if the system is able to automatically learn 
and improve to generate insights from data, without any 
explicit intervention or rule-based programming, then 
it’s called machine learning. 
We are in the midst of a data revolution, and this has 
given rise to completely new data formats and databases 
of unprecedented scale. This humongous rise in the 
data and the ability to analyze extract and generate from 
insights has related big data with machine learning. 

As a rule of thumb, the accuracy of pattern finding or 
data mining or a knowledge discovery of the machine 
learning algorithm depends on the volume of the data 
that the algorithm has processed. So more the data, 
more the learning. 
Python and R are the prominent programming 
languages for machine learning and data sciences. Now 
scala is climbing the ladder fast due to the rise in usage 
of Apache Spark. 

Scala as Language for Frameworks

Some of the frameworks that rule the roost in the Big 
data world are  

• Apache Spark is a unified analytics engine for big 
data processing with lot more features like SQL and 
DataFrames, MLlib for machine learning, GraphX, 
and Spark Streaming. 
Apache Spark, built on Scala has gained a 
lot of recognition and is being used widely in 
productions. Resilient Distributed Datasets 
(RDD) is a fundamental data structure of Spark. 
Immutable, distributed, lazily evaluated, catchable 
are its common properties. 
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• Apache Kafka - a distributed streaming platform 
for handling real-time data feeds.  
Written in Java and Scala, Kafka is a fast, scalable, 
durable, and fault-tolerant publish-subscribe 
messaging system. It works in combination with 
Apache Storm, Apache HBase and Apache Spark for 
real-time analysis and rendering of streaming data. 

• Apache Samza a stream processing framework 
developed in scala.  
Apache Samza uses Apache Kafka for messaging, 
and Apache Hadoop YARN to provide fault 
tolerance, processor isolation, security, and 
resource management. Samza is similar to Apache 
Storm while it is easier to operate. Samza stream 
processing job were written in Scala. 

• Apache scalding a Scala API for the Cascading, 
an abstraction of MapReduce  
Built on top of Cascading, a Java library that 
abstracts Hadoop MapReduce, Scalding simplifies 
writing the MapReduce jobs in Scala. Scalding is 
comparable to Pig, while offering tight integration 
with Scala 

• Apache Flink — a framework for distributed 
stream and batch data processing  
Flink’s core is a hybrid (Real-Time Streaming + 
Batch) distributed data processing engine written 
in Java and Scala. Flink contains several APIs 
for batch processing (DataSet API), real-time 
streaming (DataStream API) and relational queries 
(Table API) and also domain-specific libraries for 
machine learning (FlinkML — pure Scala), complex 
event processing (CEP) and graph processing 
(Gelly). 

• Akka — a concurrent framework for building 
distributed applications  
Akka is an actor-based message-driven runtime 
for managing concurrency, elasticity and resilience 
on the JVM that supports Java and Scala. Akka 
uses Actor Model that is an ideal model for highly 
scalable and concurrent systems. 

Scala packs the punch of both Functional and 
object-oriented programming

Not to mention that scala is one of the JVM language 
and its biggest advantages is its support for both 
object-oriented and functional programming. Both 
programming approaches aim to create readable, bug-
free code, but they go about it in very different ways. 
Where object-oriented programming combines data 
structures with the actions you want to perform on 
them, functional programming keeps both separate. 

Each approach has its advantages. For many people, the 
object-oriented paradigm makes intuitive sense, and 
combining behaviors with the data structures they’ll 
interact with can make it easy to figure out what’s going 
on in an unfamiliar codebase. 

At the same time, functional programming’s preference 
for cleanly separated and immutable data structures 
and discrete behaviors often allows you to do more with 
less code. Functional programming aims at the usage 
of Lambda Expressions. The point of all lambdas is 
deferred execution. After all, if you wanted to execute 
some code right now, you’d do that, without wrapping it 

inside a lambda.
There are many reasons for executing code later, such as

• Running the code in a separate thread
• Running the code multiple times
• Running the code at the right point in an algorithm 

(for example, the comparison operation in sorting)
• Running the code when something happens (a 

button was clicked, data has arrived, and so on)
• Running the code only when necessary 

It is a good idea to think through what you want to 
achieve when you set out programming with lambdas. 
Let us look at a simple example. Suppose you log an 
event:

logger.info(“x: “ + x + “, y: “ + y);

What happens if the log level is set to suppress INFO 
messages? The message string is computed and passed 
to the info method, which then decides to throw it away. 
Wouldn’t it be nicer if the string concatenation only 
happened when necessary? Running code only when 
necessary is a use case for lambdas 

Scala is a fully-fledged OOP language, and it’s possible 
to write highly elegant and expressive programs without 
even touching its functional attributes. But for those 
who are curious about functional programming, Scala 
provides a rich set of collection operations (like map 
and reduce), higher-order functions, and a strong static 
typing system. 

About that static typing system: 

Where many other modern programming languages 
are dynamically typed, Scala checks types at compile 
time, meaning that many trivial but costly bugs can be 
caught at compile time rather than in production. At 
the same time, Scala has a highly sophisticated type 
system, meaning that developers can enjoy the security 
of compile-time type-checking without having to worry 
about specifying every type every time. 
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Concise programming with scala 

1. Scala programming language is concise. Several 
loops can be replaced by a single word that makes 
it significantly less verbose than standard Java. In 
addition, its statically typed and functional nature 
makes it type-safe.  

Eg In java code to reverse a list. 

   List<String> reversedValues = new ArrayList<String>(); 
  for (String n : nameList) 
   { 
      reversedValues .add(n.reverse()); 
   }
  return reversedValues ;

    Scala equivalent of reversing the list

   for (n <- nameList) yield n.reverse or nameList.map(_.        
fffffreverse)

2. Pattern matching mechanism — the second most 
used feature of Scala, which allows to match on any 
sort of data with a first-match policy.  

3. The ability to use functions as variables and reusing 
utility functions 

Streams processing in real-time 

While the Hadoop MapReduce can process and generate 
large datasets in-parallel, it has been criticized for the 
inability to handle real-time stream processing. Spark 
gives Scala an edge over other programming languages 
to process streams in real-time. It has made Scala the 
computational engine for the fast data processing. 

 Plethora of Machine learning Libraries and 
evolving communities 

Even though Scala’s libraries are not as comprehensive 
as Python or R libraries, they provide a solid foundation 
for big data projects. Awesome Machine Learning 
which is a curated list of machine learning frameworks, 
libraries and software (covering several languages), 
presents a list of useful Scala libraries and tools for 
Machine Learning, data analysis, data visualization, and 
NLP. In addition, Typelevel provides several helpful 
libraries and extensions to Scala. 
 
Following libraries are few of the most used machine 
learning and data analysis libraries: 

1. Saddle — a high-performance data manipulation 
library (strongly influenced by the pandas library 
for Python) 

2. ScalaNLP — a suite of different libraries, including 
Breeze (set of libraries for machine learning and 
numerical computing) and Epic (high-performance 
statistical parser and structured prediction library). 

3. Apache Spark MLlib — machine learning library for 
Scala, Java, Python, and R 

4. Apache PredictionIO — a machine learning server 
based on Apache Spark, HBase and Spray that can 
be installed as a full machine learning stack 

5. DEEPLEARNING4J — a distributed deep-learning 
library for Java and Scala 

6. Scala-datatable and Framian — for data frames and 
data tables 

 
Scala has an active community that is expanding 
rapidly. According to the KDnuggets Analytics/Data 
Science 2016 Software Poll, Scala was among the tools 
with the highest growth. 
Scala has an active community on Stack Overflow, in 
addition to its large community on GitHub and Reddit

About the Author:
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Service Desk 
Formula for 
Success

Roman Kruglov

First, let me start with saying there is no magic formula 
of 1+1= success, but here are a few key points that will 
help you get there. It all starts with people; having 
the right team in place is essential, and knowing each 
person’s strength and weakness is a must. Develop the 
trust of your people and do not be a manager but be a 
leader instead. Get your hands dirty if needed, do not 
ask your team members to do things you are not willing 
to do yourself. Also, remember a simple thank you goes 
a long way. When the team members feel appreciated, 
they will work harder to achieve the common goal of 
making the customer happy. Having a weekly meeting 
helps to make sure that everyone is on the same page, 
in some cases that meeting may need to happen daily. 
At first, when you are trying to get things under control, 
you will want to assign tickets based on each person’s 
strength that will help you maximize the performance of 
the service desk to get the backlog under control. FCR- 
first call resolution is very important the more incidents 
you can resolve on the spot, the better it will be. Once 
you have a stable environment, you can take your time 
and work on the weak points. Keep in mind that each 
company and environment will require slightly different 
ingredients to accomplish success.

Second, you must create service desk documentation: 
Standard Operating Procedure, Incident Management, 
Problem Management, Change Management, Service 
Desk Mission Statement, SLA Managements, and 
Service Desk Flow-Chart. Here is an example of the 
service desk flow, which can be different for each 
customer or business: 

Those documents will need to be agreed upon with 
management and then distributed to all team members 
to follow. Documents should be updated as often 
as the business requires, and the changes should be 
communicated to everyone. Documents should also be 
made public on the company intranet for all employees 
to see. 

Incident Opened Walk-in

Assignment
30 min

Email sent to the
tech and user

Incident must be
recorded manually

Incident Resolved
Email sent to the

user

Close incident
3 days

No response
3 try’s/3 days

Tech to contact the
end user
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Communication plays a key role here to make sure 
everyone is on the same page and not just the service 
desk.
 
Third, this one can be tricky, but it does start with the 
right team, that we already talked about, if you have the 
right team in place, this should be easy to accomplish. 
We are talking about Service Desk Principals, the 
following list should be memorized and can apply to 
any business and any service desk, helpdesk or plain 
old service department. This list is how you accomplish 
trust and success with the customer:

Customer Obsession
Everything starts with the customer. Service Desk will 
work vigorously to earn and keep customer trust. Put 

yourself in the customer shoes.

Ownership
Think long term and don’t sacrifice long-term value for 

short-term results. Never say, “that’s not my job.”

Learn and Be Curious
Service Desk is never done learning and always seeks 
to improve themselves. They are curious about new 

possibilities and act to explore them.

Think Big
Thinking small is a self-fulfilling prophecy. Think 

differently and look around corners for ways to serve 
customers.

Bias for Action
Speed matters in business. Many decisions and actions 

are reversible and do not need extensive study.

Frugality
Accomplish more with less. Constraints breed 

resourcefulness, self-sufficiency, and invention.

Earn Trust
Listen attentively, speak candidly, and treat others 

respectfully. It takes times to build trust.

Dive Deep
Operate at all levels, stay connected to the details. No 

task is beneath us.

Deliver Results
Focus on the key inputs for the business and deliver 
the right quality and in a timely fashion. Rise to the 

occasion and never settle.

To summarize, all of the above is just a framework 
that will need to be adjusted and changed based on 
the requirements and the environment you are in. Be 
prepared to change things on the fly and do not be 
afraid of the change, as the business grows and the 
requirements change, what worked in the past may 
not work in the future, you have continually look at the 
environment and adjust accordingly. 

Bonus Round: 2 things that will help streamline things:

1. Eliminating Common incidents by finding the root 
cause

2. Automating by using tools such as self-service, 
knowledge management, zMan by Gavs

About the Author:

Roman Kruglov was born in Moscow but has lived 
in New York City where he is constantly shooting 
pictures when not working as Service Desk Manager 
with over 22 years of experience Implementing, 
managing and delivering IT services to drive 
company growth and technical innovation.

His love for photography came at an early age. He 
says, “ I remember the dark room and watching the 
pictures magically come to life.”  He says he tries to 
photograph every day and his camera goes with him 
everywhere he goes. The inspiration for his photos 
come from seeing them develop on the screen much 
like they used to develop in the darkroom and then 
being able to share those developed pictures.

Roman’s work has been published in Dodho 
Magazine, Popular Photography June 2014, 
Bloomberg, Popular Science, Business Insider and a 
book called “How to Photograph Everything.”



27

“Deeds will not be less valiant because 
they are unpraised.”

- Lord of the Rings
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