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As Gusto scaled, their process for identifying and fixing errors became a burden on the 
engineering team.

Gusto is a comprehensive HR, payroll, and benefits platform for small and medium businesses. Gusto has an extensive human 
resources platform, and more than 90 developers who diligently work on creating and maintaining its multiple applications, 
like payroll, health benefits, payments, risk checks, and others.

As each of Gusto’s applications scaled and the number of customers grew, their engineering teams identified that 
troubleshooting bugs was becoming a very tedious and inefficient process for the developer assigned weekly to that task, 
whom they call the Viking Master. The Viking Master would halt any other priorities and solely focus on identifying and fixing 
bugs. Given how much code was being pushed to production, there was a lot of noise generated when it came to error 
notifications.  

Many times, the errors the Viking Master was addressing were lines of code they hadn’t written, making it even more 
complicated when replicating and fixing errors. The Viking Master had to spend countless hours figuring out which errors to 
address first, digging through logs, and reaching out to other engineers to get the full context, just in time for a new Viking 
Master to start from square one the following week.
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Gusto’s business is designed around empowering a better life 
for all employees through their work, but existing bug fixing 
processes didn’t fit this goal. The process of finding and fixing 
bugs was complicated, tedious, inefficient, and all around 
unpleasant for Gusto engineers.

RE SULTS

Gusto redesigned their bug fixing process around the idea 
of code ownership. Using Bugsnag, engineers have visibility 
to errors that occurred in code they wrote, clear indicators 
for the impact of each error, and the resources needed to 
diagnose and resolve errors quickly.

Gusto uses Bugsnag to make bug 
fixing more pleasant
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About Bugsnag
Bugsnag is the “command center” for software stability for mobile, web, and backend 
applications. We empower software teams to make data-driven decisions around 
building new features versus fixing bugs. Bugsnag processes over a billion crash reports 
every day and over 6,000 organizations worldwide use Bugsnag as their daily dashboard, 
including Airbnb, Slack, Pinterest, Lyft, Yelp, and Pandora. Based in San Francisco, CA, 
Bugsnag is backed by Google Ventures, Benchmark Capital, and Matrix Partners. 

Try Bugsnag for free 
or request a demo.
Learn more at bugsnag.com

VISIT OUR BLOG  bugsnag.com/blog 

CONTACT SALES  sales@bugsnag.com

Creating ownership with increased visibility 
into errors

Eddie Kim, CTO and cofounder of Gusto, knew this was 
not the kind of experience he wanted for Gusto’s more 
than 90 talented developers. To better match their 
company’s value of empowering people to do their 
best work, Gusto sought to improve the necessary task 
of troubleshooting errors and make it a much more 
enjoyable and less time-consuming process.

“Whenever an error occurs, each application 
team gets immediately notified via Slack, 
where we show pertinent information about the 
exception and which developer committed the 
code.”*

Reducing support tickets with streamlined 
troubleshooting workflow

Another efficiency created by the Developer Experience 
team was using Bugsnag for workflow purposes. Once an 
error is identified, it is useful for the team to know which 
errors are being worked on and by whom. This ensures that 
no important issues fall through the cracks and that there 
are clear next steps as to who should be fixing what bugs.

Even though the Developer Experience team is continuing 
to roll out more efficiencies to the error troubleshooting 
process, Bugsnag has already allowed them to realize 
some initial benefits. Mean time to resolution has 
decreased and all engineering teams can now enjoy 
smoother deploys that allow them to address errors 
before they escalate.

“Bugsnag is a central tool that enables us to 
create ownership mentality for all software 
engineers.”*

* — Eddie Kim, CTO and cofounder

By enabling developers to more easily identify and 
address errors, Gusto can quickly iterate and improve 
their software’s performance. This leads to more robust 
and faster background job processing systems, such as 
the amount of time it takes for their customers to run 
payroll or file taxes. As a result, Gusto offers a better 
customer experience leading to fewer support tickets and 
increased customer satisfaction.

About SmartBear

At SmartBear, we focus on your one priority that never changes: quality. We know delivering quality software over and over is complicated. So our tools 

are built to streamline your DevOps processes while seamlessly working with the products you use – and will use. Whether it’s TestComplete, Swagger, 

ReadyAPI, Cucumber, Zephyr, Bugsnag, or one of our other tools, we span from test automation, API lifecycle, collaboration, performance testing, test 

management, app stability and error monitoring, and more. Whichever you need, they’re easy to try, easy to buy, and easy to integrate. We’re used by 

16 million developers, testers, and operations engineers at 24,000+ organizations – including world-renowned innovators like Adobe, JetBlue, FedEx, 

and Microsoft. Wherever you’re going, we’ll help you get there. Learn more at smartbear.com, or follow us on LinkedIn, Twitter, or Facebook.

https://www.bugsnag.com/
https://www.bugsnag.com/blog
https://smartbear.com/
https://www.linkedin.com/company/smartbear/
https://twitter.com/SmartBear
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