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Session Context:

Traditional Agile/Lean/DevOps metrics
(velocity, cycle time, burndown charts)
primarily focus on technical performance

These metrics often fail to resonate with
business stakeholders or demonstrate
business impact

The disconnect between technical
metrics and business outcomes creates
alignment challenges

Objectives
ST =

Session Objectives:

® Introduce a new approach to metrics that
connects technical KPls to business
goals

® Ensure alignment between executives,

customers, developers, and team
members

Provide practical tools for creating
shared understanding around what
success looks like




First Things First: Using Metrics Responsibly

DON’T....

... ’game” or “cheat” the metrics -

they are a mirror '

... allow metrics to be "weaponized”
against the Team or Team members

... start with “stretch” goals, e.g.
increasing stories perrelea
300%, etc. —it’s demorali

T

DO....

... Start with an understanding of
what is known or suspected to be
an area in need of quantitative
assessment and/or improvement

.. have counter-balancing metrics,

e.g. productivity/throughput
balanced with escaped
defects/quality

... Set realistic and valuable goals
to metric improvements

... baseline metrics before
proposing goals



Why Change?

The Problem(s) with
Traditional Technical Metrics



Commonly Used Technical Metrics

( .
e Velocity

e Sprint Burndown
e Team Capacity

Agile Metrics

* Deployment
Frequency
e Lead Time
e MTTR

e Change Failure Rate

DevOps
Metrics

-

e Code Coverage,

e Cyclomatic

Complexity

Technical

Debt Metrics

\




Limitations of These Metrics?

They create

They don’t potential for
They often
They measure translate to local : I
i : e Incentivize the
activity rather business value optimization at AT
than outcomes or customer the expense of ;
) behaviors
Impact global

outcomes




Real-world Example:
Etsy’s Deployment o oY
Frequency Paradox 058 e

adoption and revenue impact
metrics to align teams

Despite technical excellence,
they struggled to connect this
to business growth

s_” “_r' ‘ .
Etsy celebrated high
deployment frequency (50+

deployments per day)



Aligning Technical KPIs to
Business Qutcomes



A Balanced Approach

i
.

4 1 Technical excellence
g IS necessary but not
- . _ o sufficient
- (
\

Hew:&an We Create A /7 - Need to connect
i\ Thpy

GH li'c Approach For tecbhnipal performance
Ouf Metrics? | & .~ tobusinessoutcomes

Acdf 21 £
"d‘
r"

: Creating a “metrics
MEam bridge” between technical

— and business worlds




Customer-Focused Technical KPIs

Customer Feature Adoption Revenue Per
Satistfaction Rates Feature

e Feature-specific e Usage patterns of e Quantifies the e Directly connects
CSAT scores new features business impact technical work to
e Technical quality e Time to adoption of technical revenue
impact on NPS for key delays generation
e Customer effort capabilities e Measuring
scores for e Percentage of opportunity cost
technical target users of technical
interactions adopting features decisions
e Prioritization
based on

business impact
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Case Study:
Intuit’s “Follow
Program

Used direct customer
observation to inform
technical priorities

Connected technical
metrics to actual
customer usage patterns

13
https://blogs.intuit.com/2021/01/21/why-every-company-should-be-doing-a-follow-me-home/



Some Common Scenarios



Improve Customer Service Level Quality

Business Need: often customer service organizations are challenged both with establishing and

maintaining a high level of efficiency AND effectiveness.

Average time
taken to resolve
customer
issues.

r

* Tracks the

percentage of
customers
retained over
time.

\

Mean Time
fo
Resolution
(MTTR)

Customer
Retention
Rate

Customer
Satisfaction
Score
(CSAT)

First
Contact
Resolution
Rate (FCR)

* Measures
satisfaction with
support

interactions.

» Percentage of
issues resolved
on the first
contact.




Sample Prompt

"ACt as a support process analyst.

Analyze our customer support data to identify common 1ssues
and suggest 1mprovements to our support process.

Provide recommendations for reducing response times and
increasing FCR rates.

Present this in the form of a structured report with
actionable 1nsights.”




& Pro Search o2+ Sources 39 4 steps A

Customer Support Process Analysis Report

Executive Summary

This report analyzes our customer support data to identify common issues and provide

recommendations for improving our support process, reducing response times, and increasing
First Contact Resolution (FCR) rates.

Key Findings
1. Common Issues:
* |Long response times for complex technical queries

* Lack of context in user journey leading to multiple interactions

* Inconsistent data across support systems
2. Process Bottlenecks:

* |nefficient ticket routing
* |nadequate self-service resources

* Limited agent empowerment

Recommendations

Sample
Response
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Increase Revenue With New Features

Business Need: Increase revenue by enhancing feature adoption/usage rates and improving the overall

user experience.

Percentage
of users
actively
using new

features.
Feature

Adoption
Rate

Net
Promoter

Score
(NPS)

Measures
customer
willingness to
recommend.

N
* Tracks

revenue
generated
by each
‘eature.

Revenue )

Per
Feature
Customer
Retention ~

Rate

Percentage of
customers
retained over
time.
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Sample Prompt

"Assume the role of a product analyst.

Analyze customer feedback and usage patterns to 1dentify
which features are most valuable to our users.

Generate a report highlighting opportunities to enhance
these features and 1ncrease adoption rates.

Include case studies of successful feature enhancements and
their 1mpact on revenue.”




& Pro Search 2 steps A

Product Feature Value Analysis Report

Our analysis of customer feedback and usage patterns reveals clear trends in feature value and
adoption. This report outlines key opportunities for feature enhancement based on actual user
behavior and feedback data.

Most Valuable Features

Based on engagement metrics and customer feedback, these features drive the highest user value:

1. Collaborative Workspace

» 78% of daily active users engage with this feature
* Mentioned positively in 822 of customer success calls

* Average session time of 37 minutes, 3x higher than other features
2. Automated Reporting

* Used by 65% of enterprise customers weekly
* Cited as “critical" by 71%% of customers in recent surveys
* Generates 43% of positive social media mentions

3. Mobile Synchronization

(aTatill i

p@ B Ask follow-up & @ o

= F o all_# [ i i 0 PR | i

Sample
Response

20



Enhance Operational Efficiency

Business Need: Improve operational efficiency by automating repetitive tasks and reducing

manual errors.

-
* Percentage of
processes
automated.

* Tracks time
saved in
various
processes.

\.

Automation
Coverage

Time
Savings in
Process
Execution

Error Rate
Reduction

* Tracks
financial
savings from
automation.

*» Measures
decrease in
errors due to
automation.
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Sample Prompt

“Act as an automation specialist.

ITdentify repetitive tasks 1n our operational workflows and
suggest ways to automate them using available tools and
technologies.

Provide a cost-benefit analysis for each automation
opportunity.

Present this in the form of a detaililed proposal with
recommendations for implementation.”




“Act as an automation specialist. [dentify repetitive tasks in our operational...

& Pro Search % Sources #1 6 steps A

Operational Workflow Automation Proposal

Executive Summary

This proposal identifies key repetitive tasks across your operational workflows that are prime
candidates for automation. By implementing targeted automation solutions, your arganization can
significantly reduce manual effort, minimize errors, and achieve substantial cost savings while
redirecting employee focus toward higher-value strategic work.

Identified Repetitive Tasks & Automation Opportunities

1. Data Entry & Processing

Current Challenge:
Manual data entry across systems consumes significant time and introduces errors, particularly
when managing multiple sales channels.

Automation Solution:
Implement Robotic Process Automation (RPA) tools like UiPath or Automation Anywhere to create
digital workers that can extract, transform, and load data between systems.

Cost-Benefit Analysis:

* Implementation Cost: $15,000-30,000 (depending on complexity)

I P P W M oW aYa o -TaWalalnl

po & Askfollow-up @ @ o

* Additional Benefits: 78% reduction in errors, 65% time savings 2z 3

Sample
Response
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Become More Innovative

Business Need: Drive innovation by analyzing market trends and identifying emerging

opportunities for growth.

. Number of new
ideas or
projects initiated
based on
market insights.

L Innovation
Pipeline
Growth
CSAT For
p NEW

Features

* Tracks user
satisfaction with
newly launched
features.

\.

Product
MMP/MVP
Launch
Rate

Revenue
Growth
from New
Products

* Tracks the
success rate of

new product

launches.

\

* Measures
revenue
generated from
new offerings.
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Sample Prompt

“"Assume the role of a market analyst.

Analyze current market trends in our 1ndustry and i1dentify
emergling opportunities for growth.

Generate a strategic report outlining potential i1nnovations
and their feasibility based on market demand and
competition.

Include recommendations for resource allocation and
timellines for implementation.”




Strategic Market Analysis Report: Growth Opportunities for Regional
Credit Unions in 2025

Executive Summary

This analysis identifies key market trends and growth opportunities for regional non-profit credit
unions based on current industry dynamics. The report outlines strategic innovations with
implementation recommendations to capitalize on emerging member behaviors, technological
advancements, and competitive landscapes shaping the credit union industry in 2025.

Current Market Landscape

Dominant Industry Trends

The credit union market in 2025 is characterized by several transformative forces reshaping
member expectations and operational models:

1. Digital Transformation Imperative

* | egacy core banking systems remain a significant obstacle for credit unions seeking to
enhance digital capabilities

- EdAamlmre immaraacimclie svmeet camsmalaces acli;es baslsime real Fimas mmsomrmamde sl maedbsils

pro) B8 Ask follow-up g 0O

b L R i R e LR L I L e R el i LI e L L L L

Sample
Response

26



Practical Implementation
Techniques



Getting Started With Getting Started...

|dentify what business
impact or outcomes are
most important

Start with just 1-2 metrics

2 that connect technical work
_ ... tobusiness outcomes

y
) ‘i‘ Focus on metrics that are
§%" ¢ easytocollectand
das  understand

Ensure an approach has

p. M been defined about how to

Implement the metrics, both
technically and procedurally

28




Assess current
metrics to identify
gapsin alignment

with business

objectives




Conclusion and Q&A



Key Takeaways

Start small, experiment and iterate

Focus on metrics that directly
connect to current opportunities

Ensure collaboration with technical
and business leaders and
stakeholders to prioritize

Ensure counter-balancing metrics
to ensure a holistic view

31






g

LitheSpeed.com



http://www.lithespeed.com/
http://www.lithespeed.com/
http://www.lithespeed.com/

	Slide 1: Rethinking Metrics:  Technical KPIs that Drive Business Decisions
	Slide 2: About Me
	Slide 3
	Slide 4: Session Context and Objectives
	Slide 5: First Things First: Using Metrics Responsibly
	Slide 6: Why Change?  The Problem(s) with  Traditional Technical Metrics
	Slide 7: Commonly Used Technical Metrics
	Slide 8: Limitations of These Metrics? 
	Slide 9: Real-world Example:  Etsy’s Deployment Frequency Paradox 
	Slide 10: Aligning Technical KPIs to Business Outcomes
	Slide 11: A Balanced Approach
	Slide 12: Customer-Focused Technical KPIs
	Slide 13: Case Study:  Intuit’s “Follow Me Home” Program
	Slide 14: Some Common Scenarios
	Slide 15: Improve Customer Service Level Quality
	Slide 16: Sample Prompt
	Slide 17: Sample Response
	Slide 18: Increase Revenue With New Features
	Slide 19: Sample Prompt
	Slide 20: Sample Response
	Slide 21: Enhance Operational Efficiency
	Slide 22: Sample Prompt
	Slide 23: Sample Response
	Slide 24: Become More Innovative
	Slide 25: Sample Prompt
	Slide 26: Sample Response
	Slide 27: Practical Implementation Techniques
	Slide 28: Getting Started With Getting Started…
	Slide 29: Implementation Steps
	Slide 30: Conclusion and Q&A
	Slide 31: Key Takeaways
	Slide 32: Questions?
	Slide 33

