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REPAY Sees the Big Picture with Splunk 
Observability Cloud and AI Assistant

Key Challenges
REPAY needed to eliminate 
operational silos and gain end-to-
end visibility across its fragmented 
infrastructure to improve incident 
resolution times and accurately 
identify issues across high-volume 
traffic spikes. 

Key Results
With Splunk, REPAY gained a unified 
view of its system health, significantly 
cutting incident triage time and 
reducing latency, while leveraging 
the AI Assistant to proactively identify 
error rates, empowering teams to 
focus on high-value innovation.

Industry: Financial Services

Solutions: Splunk Observability 
Cloud, Splunk AI Assistant in 
Observability Cloud 

REPAY Slashes Incident Triage Time  
with the AI Assistant 
Whether supporting an auto loan or a mortgage  integrated payment solution 
provider REPAY is there for the moments that matter most to its clients and 
their customers. As a company that has approximately $548MM in combined 
revenue across 18+ attractive vertical markets, transactions must be fast, 
secure, and accurate, and downtime is unacceptable. 

Van Wolfe, Vice President of Platform Engineering at REPAY, understands this better than anyone. He and his IT and 
engineering teams are accountable for five-nines of availability and rock-solid security around the clock. Wolfe knows 
that system latency or downtime is not just an IT metric — it is a direct hit to client trust and company reputation, with 
repercussions that last well beyond the initial incident or outage. 

As a long-time Splunk customer, REPAY has relied on Splunk to monitor and manage the company’s uptime and 
availability. Now, to maintain the company’s high standards, REPAY has evolved its operational strategy with Splunk 
Observability Cloud by integrating the Splunk AI Assistant in Observability Cloud to transform how its teams detect, 
diagnose, and resolve incidents. 

“We’ve reached a point where we’re not just reacting to problems, we’re managing them,” said Wolfe. “We can see the 
smoke before the fire starts. We can see when latency starts to tick up or identify an error rate that may impact clients. 
We know that it’s a sign of a bigger impending problem, and we know how to mitigate it.”

 

Connecting a fragmented ecosystem   
Before the REPAY team fully committed to the Splunk suite of products, they were battling a lot of operational overhead 
created by unaligned systems. 

With the team’s previous log aggregator, they dealt with short log retention times. If they needed to access old data, they 
had to manually rehydrate it, which was costly and slow. “We were essentially paying for the same data twice — once 

Outcomes

•	 50% faster triaging

•	 30% reduction in 
transaction latency
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for the initial ingestion and again for the re-ingestion,” said Wolfe. “It was a 
management nightmare that slowed our incident resolution to a crawl.”

Also, without a unified platform, the team relied on disparate tools accrued 
over time, which, while effective for specific containerized workflows, left 
significant blind spots. Beyond the cost of managing disconnected tools, the 
inability to bridge the gap between log data and Application Performance 
Monitoring (APM) led to guesswork, and manually stitching together disparate 
data while the clock ticked on incident resolution. The team was drowning in 
repetitive, manual work that kept systems running but offered no long-term 
value, such as greater operational efficiency or innovation. 

 
Splunk Observability Cloud offers a better view 
REPAY needed to expand visibility so they could see the entirety of their 
operational environment. Splunk Observability Cloud fit the bill. 

By standardizing on OpenTelemetry (Otel), REPAY creates a single source of 
truth across the entire organization. Trace IDs can match the flow of requests 
across their services, so teams can see the entirety of their environment — 
from gateway requests to specific database queries that caused delays.

“We can see the full picture, which we didn’t have before,” said Wolfe. “Having that end-to-end visibility is a massive 
change for us.”

OpenTelemetry has also fundamentally changed how the team collaborates. When a trace identifies an anomaly, the 
team looks beyond their own components to inferred services and related dependencies, clearing a path for greater 
cross-collaboration.

“We can chase the red dots, dig into what’s working, and what’s not,” said Wolfe. “Somebody might see something 
that doesn’t look right, and they’ll share the trace. Because the traces include inferred services and related database 
requests, it’s not just one team’s problem — it’s a collective effort to understand what happened. It removes the ‘it’s not 
my service’ finger-pointing you might see elsewhere.”

 

Dashboards open windows to context and transparency 
Splunk’s single pane of glass approach allows Wolfe’s team to monitor system health using simple, intuitive “stoplight” 
dashboards that focus their attention on high-level indicators like latency and error rates. Now the team can quickly 
determine if the system is healthy without getting bogged down in complex, noisy graphs.

“We’re tracking error rates that tell us if the system is performing as expected,” said Wolfe. “I think the ability to see an 
issue, respond to it, and take action, has greatly improved.”

Wolfe said that the simplified dashboards have also been a game-changer for batch processing — an even bigger 
engineering challenge than day-to-day payments — especially during peak payment periods like the 1st and 15th of the 
month, when payments are typically due and transaction volumes surge. At these times, clients often upload tens of 
millions of payment transactions that need to simultaneously be processed, settled, and reconciled, creating “bursty” 
traffic that suddenly strains the infrastructure.

“As volume goes up, transaction time ticks up because of system load,” Wolfe said. “We’ve got millions of requests hitting 

We can see the smoke 
before the fire starts. We 
can see when latency 
starts to tick up or an 
error rate that may impact 
customers, and know 
that it’s a sign of a bigger 
impending problem. And 
we now know how to 
mitigate it.” 
Van Wolfe, Vice President of 
Platform Engineering, REPAY
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our API, so we have to look at traffic through a different lens. But then we can 
pick out signals that are specific to those peaks, for those specific types of 
days. That’s exciting.”

That’s where Splunk Observability Cloud comes in, helping the team identify 
where to adjust components, visualize the waterfall of requests, see the 
retry mechanisms in action, and ensure algorithms are working as designed. 

“It’s about ensuring that a massive batch load doesn’t impact the rest of our 
ecosystem,” he said, adding, “we optimize and scale things out and then that 
load comes back down.”

Using Splunk dashboards in Observability Cloud, the company identified and 
optimized SQL queries and endpoints to reduce transaction latency by 30%. 

“The goal is to continue to refine and improve transaction processing times 
and error rates. We’re looking for ways that we can alleviate friction and have 
a higher success rate in general,” Wolfe said. 

With that in mind, REPAY is developing client-facing dashboards to give 
clients direct access to their performance metrics, creating a new level of 
transparency and trust. “We want to share observability metrics with our 
clients so that they can see how things are working independently of us,” Wolfe said. “When we show a client their own 
performance graphs in Splunk, they often tell us, ‘Oh I love Splunk!’ There is a certain level of trust in the industry for the 
tool — it gives them comfort.”   

 
AI Assistant, an expert on call
If Splunk Observability Cloud opens the door to a new world for REPAY, Splunk AI Assistant in Observability Cloud is the 
expert docent guiding them through it. 

“Knowing the intricacies of every single system is impossible,” Wolfe noted. The “Splunk AI Assistant allows us to ask 
questions about our metrics and data correlations in plain language. For example, I don’t have to activate a service 
in Trace Analyzer. I can just enter a question in human language. Now I get answers from large amounts of data with 
minimal work. That’s an accelerator.”

This efficiency helped them triage 50% faster. AI Assistant was particularly useful for avoiding false positive rabbit holes, 
Wolfe said. “Those discussions where our team works for weeks trying to chase a problem and understand the root 
cause — those days are long behind us.”

In addition to digging into root cause, AI Assistant can proactively determine if an error rate on its dashboard is worth 
investigating at all. The team recently put it to the test during a potential production incident that triggered an alarm about 
a spike in errors. In the past, the organization would have called “all hands on deck,” pulling engineers away from their 
work to manually investigate logs. Instead, the team relied on AI Assistant to query the error spike and quickly found 
that a non-production endpoint accidentally deployed to the production environment and was failing because it couldn’t 
reach the resources it needed.

“It was a simple mis-deployment,” said Wolfe. “AI Assistant told us exactly what was happening in seconds. We didn’t 
have to get on a call, we didn’t have to notify the entire company, and we were able to resolve the issue immediately.” 

Looking ahead, the company will lean even harder into its AI strategy, actively exploring new capabilities, including AI 
Agent Monitoring and advanced predictive alerting, to further reduce noise and focus on service-breaking issues. Wolfe 

We are at an inflection 
point. We want to focus 
on performance and 
speed. We’re competing 
against companies ten 
times our size, and while 
they have different 
budgets, we have the 
agility to win.” 
Van Wolfe, Vice President of 
Platform Engineering, REPAY
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said the goal is not only to have AI flag issues, but to propose solutions and 
act on them.

“We are at an inflection point,” Wolfe said “We want to focus on performance 
and speed. We’re competing against companies ten times our size, and while 
they have different budgets, we have the agility to win.”

REPAY clients win with Splunk 
By standardizing on Splunk Observability Cloud and integrating the Splunk 
AI Assistant, REPAY has fundamentally transformed its operational culture. 
But more than that, by being able to respond more quickly, troubleshoot 
more accurately, and better act on the data, Wolfe and his team are also 
transforming the client experience when it comes to critical payments. 

With Splunk, they now have the confidence to know exactly what is happening in their environment — and they have the 
right tools to keep their clients moving forward.

“We’ve excelled because we can show the clients the problem, and the mitigation steps to resolve whatever it is,” said 
Wolfe. “As we continue to improve transactional efficiency and reduce error rates, the clients just end up winning. They 
get a better product from us. Without a tool like this, I think you’re just in the dark.” 

We can see the full 
picture, which we didn’t 
have before. Having that 
end-to-end visibility is a 
massive change for us.” 
Van Wolfe, Vice President of 
Platform Engineering, REPAY
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