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BetterCloud is a SaaS operations management platform, enabling 

IT professionals to transform their employee experience, maximize 

operational efficiency, and centralize data protection.

Before using Blameless, BetterCloud lacked a clear process to manage 

incidents. The engineers faced role ambiguity, missing documentation, 

and a lack of meaningful reliability data. As an added factor, culturally, 

it became common to view incidents as something to avoid.

“Our incident management process 
needed to evolve to be enterprise 
grade for our next level of scale.”

Stephen M. Dick
VP Cloud Engineering and 
Optimization
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Blameless Onboards 120+ 
Engineers at the Onset

Using Blameless 
Led to Positive 
Business Outcomes

Reliability is a priority across the entire organization. 

Stephen created his own custom Reliability Insights 

dashboard in the Blameless UI and presents it during 

his updates to the board.

BetterCloud’s internal and external customers are 

informed more frequently and more meaningfully. 

Using Blameless helped BetterCloud feel confident 

about product reliability and their new incident 

response process. This also goes for engineering 

and business teams alike.

Click here to read the full case study.

Unorganized word documents to track incident retros
Cumbersome manual processes
Customer frustration
Attrition influenced by product reliability issues
Role ambiguity, relied on a 28x10 RACI chart

BEFORE

Single source of truth in Blameless 
Reliability is a company-wide initiative
Customers are informed faster and more often
Higher NPS scores and positive customer feedback
Engineers enjoy interacting with the IM process

AFTER

“The in-chat tagging and 
reporting capabilities with 
Blameless transformed what 
was perceived as an after-
action chore into something our 
engineers enjoy using.”

Stephen M. Dick
VP Cloud Engineering and 
Optimization
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