Priceline.com keeps its

website humming 24/7/365
with SharePlex’

Online travel company goes the distance with near 100% uptime and smooth
data replication and migrations.

“We have been able to achieve close to 100
percent uptime for years at a time on our critical
databases using SharePlex.”

Ken Jones, Senior Vice President of IT Operations
priceline.com
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BUSINESS NEED

As an online business, any transaction
slowdown or website outage could
mean priceline.com loses a customer
forever to its competition. With data
volumes growing and more platforms
to manage, their ability to maintain high
availability and high performance was
at risk.

SOLUTION

Priceline.com chose reliable data
replication and proactive performance
monitoring solutions from Quest®.

Now they enjoy nearly 100 percent
uptime, quick issue resolution and lower
hardware and storage costs.

BENEFITS

Improved customer satisfaction
and retention thanks to 99.9%
website availability

« Avoided expensive outages
normally associated with upgrades

« Virtually eliminated database
outages by proactively
identifying emerging issues

SOLUTIONS AT A GLANCE

- Database replication and integration

- Database performance monitoring


https://www.quest.com/solutions/replication/
https://www.quest.com/foglight-for-databases/
https://www.quest.com/solutions/
http://www.priceline.com
http://www.priceline.com

“I can’t remember the
last outage we had
due to a database
issue. If we see
we have an issue
on a server, our

applications simply
failover to a healthy
database server and
avoid the problem.”

Ken Jones, Senior Vice President of IT
Operations, priceline.com

When your website is your business, high availability is your top

database priority. Priceline.com is an online travel company that

helps customers obtain the best value for airline tickets, car rent-

als, hotel stays, cruises and more. The company has flourished in

the highly competitive online travel industry by ensuring nearly 100

percent availability and high performance of its website and back-

end systems with solutions from Quest®.

UP AND RUNNING AND
OPEN FOR BUSINESS

As a web-based business, priceline.com's
success depends on the company's abil-
ity to maintain its online presence and
responsiveness 24/7/365.

“We're not like a Target or a Walmart, with

a storefront where people can walk in,”
explains Ken Jones, senior vice presi-
dent of IT operations for priceline.com.

“If you’re an online business and you're not

up, you’re not making money.”

High performance is equally critical for
priceline.com. “In the online travel world,
consumers have many options, so your
website must be fast as well as available,”
adds Jones. “You want to be able to retain
the customer and close a transaction.

For well over a decade, priceline.com has
relied on SharePlex® and Foglight® Perfor-
mance Analysis to ensure high availability
and high performance for its very active
website and Oracle® databases.”

MULTIPLE 9S OF AVAILABILITY
THANKS TO RELIABLE
REAL-TIME REPLICATION

To ensure high availability, priceline.com
uses SharePlex to maintain multiple real-
time replicas of all its critical transactional
Oracle databases. This active-active
scenario enables priceline.com to main-
tain multiple 9s of uptime, even through

the inevitable upgrades and maintenance
required by any server or database.

“We’ve been using SharePlex for a very
long time — since version 1.0,” notes
Jones. “We have been able to achieve
close to 100 percent uptime for years at

a time on our critical databases using
SharePlex. We maintain multiple copies of
our critical databases and we can switch
our applications seamlessly between
them, so we can perform rolling upgrades
to new database versions, do hardware or
software maintenance on our servers, or
even take systems out — all without inter-
rupting service for our customers.”

This high availability with SharePlex stands
in stark contrast to the expensive down-
time required for database or server
upgrades without a replication solution in
place. “If we had to perform a database
upgrade, and we had only one copy of
the database, we'd take a huge outage —
a couple of hours each time,” notes Wes
Iwanski, director of database adminis-
tration, priceline.com. “The cost would

be enormous."

PRODUCTS & SERVICES

SOFTWARE

SharePlex

Quest


https://www.quest.com/products/shareplex/
https://www.quest.com/products/foglight-application-performance-monitoring/

BREAKING THROUGH
BOTTLENECKS WITH
PERFORMANCE ANALYSIS

High database performance and availabil-
ity are crucial to every successful online
business. But achieving optimal data-
base performance is tricky due to all the
possible causes for a slowdown. To keep
their complex database environment in
top shape, priceline.com needed an early
warning system that could flag issues
before they turned into costly bottlenecks
and downtime. With Foglight® Perfor-
mance Analysis, they got just that.

“We use Foglight Performance Analysis
pretty much every day,” says lwanski. “Any
time there is an issue — for instance, if we
experience high load on a database server
— we’'ll go into the Foglight performance
tool, SQL Optimizer, to see the offending
SQLs and resolve the issue quickly.”

For example, SQL Optimizer helps
priceline.com identify and tune queries
that were tuned in a development envi-
ronment and run poorly in production.

“In the production environment, prob-
lems can emerge — suddenly the load on
the server jumps and everything starts
running slow,” lwanski explains. “Foglight
helps us isolate the bad query and tune

it, so we can quickly bring the load back
down to normal levels. Being able to catch
bad queries and tune them with Foglight
Performance Analysis saves us a ton of
capital on hardware, software, and stor-
age — we don’t have to oversize our
hardware to compensate for bad queries.”

In fact, with Foglight Performance Analysis
spotting emerging issues and SharePlex
providing seamless failover, database
outages are virtually nonexistent for
priceline.com. “| can’t remember the last
outage we had due to a database issue,”
explains Jones. “If we see we have an
issue on a server, our applications simply
failover to a healthy database server and
avoid the problem.”

SMARTER REPORTING

To further improve performance,
priceline.com uses its SharePlex data-
base replicas to offload reporting from

its production systems. “Business users
are not really aware of SharePlex, but
because we push reporting to the second-
ary and tertiary nodes, they can run

their reports when they need to with-

out impacting the website,” explains
Jones. “Years ago, we used to have
people who would try to do reporting
using the primary server, and some huge
query would impact website performance.
With SharePlex, we can let them run any
reports they like without any risk of hurt-
ing website performance for customers.”

PERFORMANCE AND RELIABILITY
THAT OUTPACES THE COMPETITION

Excercising due diligence over the years,
priceline.com has periodically surveyed
the market for solutions that might
improve upon SharePlex and Foglight
Performance Analysis. According to Iwan-
ski, nothing has even come close.

“We looked at Oracle’s Data Guard prod-

uct years ago when it first became
available, but it didn’t stand up to
SharePlex,” he recalls. “We also looked

at GoldenGate when Oracle acquired

it, but we were so happy with SharePlex
that there was no reason for us to inves-
tigate it beyond a cursory look. Beyond
those two tools, there’s nothing else out
there that’s even comparable to SharePlex
for Oracle databases.”

RELIABLE REPLICATION WITH
SUPPORT FOR NEW TECHNOLOGIES

For priceline.com, SharePlex delivers reli-
able replication year after year. “SharePlex
is simply always there, reliably replicating
our data, without any issues, day in and
day out,” says lwanski. “End users don’t
even know it’s there, but the database
team wouldn’t be without it.”

“We can perform
rolling upgrades
to new database
versions, do
hardware or software
maintenance on our

servers, or even take
systems out — all
without interrupting
service for our
customers.”

Ken Jones, Senior Vice President of IT
Operations, priceline.com

Quest



“Being able to catch
bad queries and tune
them with Foglight
Performance Analysis
saves us a boatload of
money on hardware

upgrades — we don’t
have to oversize

our hardware to
compensate for bad
queries.”

Ken Jones, Senior Vice President of IT
Operations, priceline.com

FAST, PROFESSIONAL SUPPORT
AND EASY PRODUCT UPGRADES

As a SharePlex customer for nearly 15
years, priceline.com has experience with
Quest product support and SharePlex
upgrades. They are happy with both.
“Usually when we open a ticket with Quest
support, the issue is resolved within a
couple hours,” says Ilwanski. “Upgrad-
ing to a new version of SharePlex is easy
— usually new versions of SharePlex

are backwards compatible, so we can
upgrade a replica and then switch and
upgrade the primary. The whole process
is transparent to users, just like database
upgrades or server upgrades.”

WINDOWS MANAGEMENT TOOLS
FOR A COMPREHENSIVE SOLUTION

Priceline.com also relies on a number of
Quest Windows management solutions,
including Spotlight® on Active Directory
Pack, Reporter, Unified Communications
Command Suite (UCCS) — Analytics, and
UCCS — Diagnostics. With these tools,
priceline.com can spot and quickly resolve
emerging issues in Active Directory,
email, IM, VolIP, mobile, conferencing
and more, as well as improve secu-

rity and compliance.

“With 1,500 production systems to manage,

it's very important that we're able to see
the health of our Active Directory envi-
ronment. For instance, making sure that
the load is where it should be and that we

have the appropriate capacity,” explains
Pat Brown, director of server engineer-
ing at priceline.com. “Spotlight on Active
Directory provides an easy console to
view all that information and quickly iden-
tify any issues, whether we're in the office
or at home. Similarly, UCCS — Diagnostics
provides us with an instant yet in-depth
look at Exchange and Lync queues.”

And with Reporter, priceline.com is able to
automate insightful reports to keep Active
Directory clean, secure and compliant with
SOX and PCI DSS regulations — which is
critical for online transactions. “Reporter
offers an easy interface to provide quick
information for management,” says Brown.

Moving forward, priceline.com will rely
on SharePlex for a seamless upgrade

to Oracle 12c. With end-to-end solu-
tions from Quest, priceline.com continues
to ensure uptime and provide optimal
service to its customers.

ABOUT QUEST

At Quest, our purpose is to solve complex
problems with simple solutions. We
accomplish this with a philosophy focused
on great products, great service and

an overall goal of being simple to do
business with. Our vision is to deliver tech-
nology that eliminates the need to choose
between efficiency and effectiveness,
which means you and your organization
can spend less time on IT administration
and more time on business innovation.

View more case studies at Quest.com/Customer-Stories
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