
Check if the document is available 
in the language of your choice.

HPE transformed customer support, using object 
data storage as the foundation for an intelligent data 
lake that brings smart new tools for advanced data 
management. Built on HPE Apollo 4000 systems and 
Scality RING, the solution accelerates and enriches 
system fault analysis and resolution to elevate the 
customer experience.

Change is hard. Change can be scary. But 
we all know, sometimes change is necessary. 
And when it’s embraced with care and good 
planning, change can end up being a very 
positive experience for all involved. That’s 
exactly what the HPE customer support 
team for HPE Storage systems experienced.

For years, the HPE customer support 
team used a traditional file-based system 
as a data source for troubleshooting and 
resolving technical issues for customers. 
The system held many petabytes of 

telemetry data collected from tens of 
thousands of HPE Storage systems installed 
at customer sites around the world. This 
data is essential for understanding and 
resolving technical issues but finding the 
right data to address a particular customer’s 
problem was getting harder and harder. 
The team muscled through to ensure a 
timely and effective response for customers; 
however, they also recognized it was only a 
matter of time before the situation became 
untenable.

INTELLIGENT DATA LAKE 
TRANSFORMS CUSTOMER 
SUPPORT EXPERIENCE
Advanced data management enables faster, 
more effective problem resolution 
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Objective
Empower customer support analysts 
with intelligent tools to accelerate 
resolution of customer issues

Approach
Build an intelligent data lake on 
HPE Apollo 4000 systems and Scality 
RING8 with XDM to enrich petabytes 
of telemetry data collected from the 
installed base of storage systems

IT matters
• Simplifies data access and analysis for 

customer support team

• Up to 1,000X faster query response 
times across billions of files

• 52% increase in ingestion rate of 
4–5 terabytes of data per day

Business matters
• Elevates the customer experience with 

faster time to issue resolution

• Empowers customer support analysts 
with intelligent tools and enriched data

• Inspires innovation to expand business 
value of the data lake
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Rather than risk negatively impacting the 
quality of their services, the HPE team 
decided to explore alternatives to the 
file-based system—a solution that could 
sustain HPE’s commitment to delivering 
excellence in customer service for the long 
term. Shantanu Choudhury, senior manager 
of enterprise architecture and data center 
operations for the Infrastructure and 
Operations engineering team at HPE, says, 
“To support customers, our team requires 
quick access to the files and data needed 
to evaluate and resolve an issue. Speed 
matters. The ability to work smartly matters.”

SOLVING A THORNY 
TECHNICAL PROBLEM

The problem with the traditional file-based 
system was it required support analysts 
to manually curate the data. That is, they 
had to write complicated queries to sift 
through the metadata for billions of files 
to find the precise data needed to resolve 
each customer’s problem—then repeat this 
process for every single support issue. It was 
tedious and time-consuming, but it was a 
familiar process. There was comfort in the 
status quo, no matter how painful it could 
sometimes get.

Nevertheless, the HPE infrastructure and 
operations engineering team responsible 
for the file system infrastructure began 
exploring alternative solutions. They 
spent several months evaluating various 
technologies and solutions that could 
support continuous high-volume data 
ingestion, scale cost-effectively, and not 
only accelerate data access but also enrich 
the data and enable more advanced 
analytic capabilities. As the team conducted 

its study, a common theme for the solution 
emerged: object storage.

Dan Kortenhoeven, senior systems engineer 
at HPE, explains, “Object storage is well 
suited for getting a handle on the type of 
unstructured archived data we need to store 
and access. HPE has a strong partnership with 
Scality, which offers an industry-leading object 
storage solution. And HPE has the HPE Apollo 
4510 and Apollo 4200 systems that are 
optimized for cost-effective, petabyte-scale 
storage. It is the ideal combination.”

With object storage, the team saw an 
opportunity to build an intelligent data lake 
to replace the traditional file-based system. 
This would mean a major transformation, not 
only in the way customer data is collected 
and stored, but also in how the customer 
support team searches and accesses that 
data. Despite the natural concerns that 
come with such a major change, both the 
engineering and customer support teams 
recognized the potential benefits and the 
positive impact they could have on the 
customer experience.

INTELLIGENT DATA 
LAKE OPENS A WORLD 
OF POSSIBILITIES

The new intelligent data lake is built on 
HPE Apollo 4000 systems and Scality 
RING, and when fully in production will 
provide over 10 PB of usable storage in 
just two standard data center racks, with 
the capability to scale well past 100 PB. 
Additionally, the unique architecture of 
Scality RING can provide up to 14 nines of 
data durability and assured uptime of this 
critical infrastructure.

“With the HPE Apollo 4000 and Scality RING solution, we are not only realizing 
time savings for customer support, but also discovering new opportunities to 
innovate. The intelligence and openness offered by the new data lake is giving 
our team the chance to grow professionally and elevating their roles to bring 
greater business value.” 
– Ahmad Kassak, Director of Engineering, HPE

“The custom metadata 
tagging enables users to 
know exactly where data 
is stored, so searching for 
it is much more 
expedient. Depending on 
the type of search, we’ve 
seen the response time 
on queries improve 
anywhere from 5X to 
over 1,000X. From a 
support standpoint, this 
improvement means 
analysts can often find a 
system issue even before 
the customer sees it, and 
address the issue so it 
never becomes a 
problem.” 
– Preston Mitchell, HPE Senior Systems 
Engineer
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The HPE engineering team enriches 
the telemetry data as it’s ingested by 
automatically adding keywords and 
phrases to the metadata. This new package 
is delivered to Scality’s Extended Data 
Management (XDM) toolset—included 
with Scality RING8—which copies the rich 
metadata as it stores the data file. XDM’s 
tools make it easy for the analysts to then 
search the object store via metadata tags 
for precisely the right data they need. 
Because Scality RING is compatible 
with Amazon Web Services S3 API, the 
engineering team can also integrate 
advanced, intelligent toolsets that make it 
even easier on the customer support team 
by providing a cloud-like experience for 
analytics and problem resolution.

Kortenhoeven points out, “The fact that 
this solution is compatible with the S3 API 
opens up the capability for developers 
to use smarter tools to interact with the 
data. Anything they can do in the Amazon 
AWS cloud, they can do with our data 
lake on-premises while having seamless 
portability to the public cloud when desired.”

HPE Apollo 4000 systems and Scality 
RING open up enormous possibilities to 
elevate the customer support experience. 
In addition to handling massive amounts of 
telemetry data, this solution also introduces 
new opportunities to leverage machine 
learning and predictive analytics to help the 
customer support team not only respond 
faster—in many cases pre-emptively—to 
customer system issues. This is especially 
key to customers using HPE InfoSight with 
storage systems such as HPE Primera 
and HPE 3PAR. HPE InfoSight is a central 
part of the customer support service. 
It applies machine learning along with 
human-generated analytics, providing 
customers with insights and predictive 
problem resolution that help optimize 
the performance and availability of their 
storage systems.

MORE RESPONSIVE, 
INTELLIGENCE-BASED 
CUSTOMER SUPPORT

Today, using intelligent tools like HPE InfoSight 
in combination with the rich Scality RING XDM 
toolset, HPE customer support personnel 
can search across the metadata in the data 
lake and find the data they need faster than 
in the past, by several orders of magnitude. 
That means HPE can deliver a better support 
experience to its HPE Primera and HPE 3PAR 
customers than was previously possible.

Preston Mitchell, an HPE senior systems 
engineer, notes, “The custom metadata 
tagging enables users to know exactly 
where data is stored, so searching for it is 
much more expedient. Depending on the 
type of search, we’ve seen the response 
time on queries improve anywhere from 5X 
to over 1,000X. From a support standpoint, 
this improvement means analysts can 
often find a system issue even before the 
customer sees it, and address the issue so it 
never becomes a problem.”

Kortenhoeven illustrates this point, “We 
compared search times to retrieve system 
crash files written within a 20-day period for 
different solutions in a data set containing 
billions of files. With the traditional NFS 
solution it took 22 minutes and 30 seconds 
to find all of the requested files. With Scality 
RING and XDM tools on HPE Apollo 4000 
systems, the same search completed in just 
1.174 seconds. This is revolutionizing our 
users’ ability to do their jobs with speed 
and ease.”

Access to the telemetry data is also much 
easier for analysts, using a simple URL on a 
web browser. Kortenhoeven says, “Everyone 
from front-line engineers to level four 
support staff have secure one-click access to 
complete data sets. No advanced knowledge 
in query writing is necessary. Instead 
of logging in and finding and compiling 

“We’ve seen a 52% 
increase in our ingestion 
rate since moving to the 
HPE Apollo 4000 and 
Scality RING solution. If a 
customer is in the middle 
of an outage, speed 
matters. You need that 
data and you need 
it now.”
– Dan Kortenhoeven, Senior Systems 
Engineer, HPE



Make the right purchase decision.
Contact our presales specialists.

Chat CallEmail

Get updates

all the data manually, users can just click 
on a pre-signed URL. Data is instantly and 
securely available to anyone who needs it.”

Another important benefit is faster 
data ingestion. HPE collects more than 
4,000,000 files—a whopping 4 to 5 TB 
data—from customer storage systems 
every day. The HPE Apollo 4000 with 
Scality RING solution can ingest this data 
dramatically faster, eliminating bottlenecks 
that previously held up data ingestion.

Kortenhoeven reports, “We’ve seen a 52% 
increase in our ingestion rate since moving 
to the HPE Apollo 4000 and Scality RING 
solution. If a customer is in the middle of an 
outage, speed matters. You need that data 
and you need it now.” 

BRINGS NEW OPPORTUNITIES 
FOR INNOVATION

Initially, The HPE customer support team 
is using the new intelligent data lake to 
support the data pipeline coming from 
HPE Primera and HPE 3PAR Storage 
systems. But the value of this powerful 
solution will ultimately extend across other 
parts of the HPE portfolio. Moreover, with 
the ability to integrate additional smart 

tools into the infrastructure, engineers 
and analysts are continually finding new 
ways to tap into the data workflow to bring 
additional value to customers and internal 
product development teams alike.

At the end of the day, was this 
transformation journey worth it? Ahmad 
Kassak, director of engineering at HPE, 
remarks, “With the HPE Apollo 4000 and 
Scality RING solution, we are not only 
realizing time savings for customer support, 
but also discovering new opportunities to 
innovate. The intelligence and openness 
offered by the new data lake is giving our 
team the chance to grow professionally 
and elevating their roles to bring greater 
business value.”

Kortenhoeven concludes, “I’m incredibly 
excited to see what creative people 
are going to do with all the capabilities 
HPE Apollo 4000 systems and Scality RING 
make possible. Every time we turn around, 
we see another way to use the solution.”

LEARN MORE AT
hpe.com/us/en/storage/
apollo-4000.html

hpe.com/infosight

Customer at a glance
Solution
Intelligent data lake supporting 
HPE InfoSight offers predictive analytics 
data pipeline for HPE 3PAR and 
HPE Primera Storage customers

Hardware
• HPE Apollo 4510 systems

• HPE Apollo 4200 systems

Software
• HPE InfoSight

• Scality RING8

“We compared search times to retrieve system crash 
files written within a 20-day period for different 
solutions in a data set containing billions of files. 
With the traditional NFS solution it took 22 minutes 
and 30 seconds to find all of the requested files. With 
Scality RING and XDM tools on HPE Apollo 4000 
Systems, the same search completed in just 
1.174 seconds. This is revolutionizing our users’ 
ability to do their jobs with speed and ease.”
– Dan Kortenhoeven, Senior Systems Engineer, HPE
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