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Group 1: Map the workflow (s)

Internal External

Sources of

Dissatisfaction

Demand Analysis

Arrival Pattern Nature of Demand
Customer

Expectations
Work Item Type

Identify work item types.

Where does demand

come from?

What do customers request?

Scale? Complexity?

(Tip: different types resulting in

different workflows, dependencies,

required skills)

For each type of work,

analyze:

Arrival rate and nature of demand (random,

burst, seasonal, batches, chaotic, planned

or unplanned, anticipatable or not?,

refutable/discretionary or not?)

Customer expectations

(even if unreasonable)

Delivery Rate Defect Rate Capability AnalysisWork Item Type Demand vs Capability

Capability Analysis

Replenishment &

Delivery Cadences

Replenishment

Frequency
Transaction costsDelivery Frequency

Work Item Type(s) /

Classes of Service

Classes of Service

Work Item Type(s) Policies SLAsClass of Service

Map the workflow(s)

Sketch the workflow for a few types of work.

 - Any method is acceptable, like flow charts, sticky notes, or stickmen drawing.

Discuss the sequence of dominant activities for discovering new knowledge/information.

 - List the activities (use verbs).

 - Does the knowledge discovery activity  span across people/teams and show  collaborations?

Are there any specialist activities?

Consider the risks associated with different work items types, such as cost of delay.

Describe some policies for classes of service, e.g. Expedite.

 - What are the rules for how something should be treated?

 - Typically we care about queuing, discipline & volume of tickets.

Which classes of service apply to which work item types? 1 to 1 mappings are common.

Are there any existing SLAs or other policies that cause interruptions, untracked work, and hidden Classes of Service?

Do these (negatively) affect customer satisfaction?

What is the appropriate input or system replenishment frequency?

How quickly are things changing (in the business)? What is the arrival rate of new information that would affect selection of items?

What is the ideal delivery frequency for your Kanban system?

What are the transaction costs of a delivery (training, deployment, governance) and the lead times involved (e.g. training lead time)?

Does it make sense for delivery and system replenishment frequency to be the same, or is it more natural for them to be different?

Is on-demand delivery or replenishment possible? What would it take to make it possible?

STATIK Steps

INTERNAL

CUSTOMERS

EXTERNAL

CUSTOMERS

Customer

Support

Finance

Users: small

business &

practices

Revenue

Operations

Other

development

teams

Service: 

Effective and

accurate

customers' billing 

Provide

purchase

experience:

Using

billing data

for financial

reporting

Manual

support of

billing

Using billing

data for

revenue

assessment,

projections etc

Integrating

with billing

support

pricing and

product

configaration

Compliance

Legal sign

off

Market

assessment

payment

experience,

billing and

invoicing

Apply

discount

Experimental

work items

Standard 

Create

discount

Issue/

Incident

Billing - ensure

revenue collection

for subscriptions

and accurate

charges invoiced

to customers

Group 2: Replenishment and Delivery Cadence

Group 2: Capability Analysis

Group 2: Demand Analysis

Group 2: Sources of Dissatisfaction

Group 2: Classes of Service

Group 2: Map the workflow (s)

Internal External

Sources of

Dissatisfaction

Demand Analysis

Arrival Pattern Nature of Demand
Customer

Expectations
Work Item Type

Identify work item types.

Where does demand

come from?

What do customers request?

Scale? Complexity?

(Tip: different types resulting in

different workflows, dependencies,

required skills)

For each type of work,

analyze:

Arrival rate and nature of demand (random,

burst, seasonal, batches, chaotic, planned

or unplanned, anticipatable or not?,

refutable/discretionary or not?)

Customer expectations

(even if unreasonable)

Delivery Rate Defect Rate Capability AnalysisWork Item Type Demand vs Capability

Capability Analysis

Replenishment &

Delivery Cadences

Replenishment

Frequency
Transaction costsDelivery Frequency

Work Item Type(s) /

Classes of Service

Classes of Service

Work Item Type(s) Policies SLAsClass of Service

Map the workflow(s)

Sketch the workflow for a few types of work.

 - Any method is acceptable, like flow charts, sticky notes, or stickmen drawing.

Discuss the sequence of dominant activities for discovering new knowledge/information.

 - List the activities (use verbs).

 - Does the knowledge discovery activity  span across people/teams and show  collaborations?

Are there any specialist activities?

Consider the risks associated with different work items types, such as cost of delay.

Describe some policies for classes of service, e.g. Expedite.

 - What are the rules for how something should be treated?

 - Typically we care about queuing, discipline & volume of tickets.

Which classes of service apply to which work item types? 1 to 1 mappings are common.

Are there any existing SLAs or other policies that cause interruptions, untracked work, and hidden Classes of Service?

Do these (negatively) affect customer satisfaction?

What is the appropriate input or system replenishment frequency?

How quickly are things changing (in the business)? What is the arrival rate of new information that would affect selection of items?

What is the ideal delivery frequency for your Kanban system?

What are the transaction costs of a delivery (training, deployment, governance) and the lead times involved (e.g. training lead time)?

Does it make sense for delivery and system replenishment frequency to be the same, or is it more natural for them to be different?

Is on-demand delivery or replenishment possible? What would it take to make it possible?

Bug fixes

Feature

Requests

Issues

Discovery
Solution

Designs

Delivery

(Release

Governance?)

Experimentation

to ensure it is fit

for purpose

Dependencies

on other

Domains

Customer

Domain

Messaging

Domain

Customer

Support

Customer

Success

McDonalds

Markets

McDonalds

Global

Loyalty

Rewards

Other PM

Requests

Group 1

Group 2

Discovery

Services

Classes of service

(how is work

treated differently

in your system)?

Customer

Commited

Deadlines

without

consultation

Long lead

time (from

request to

delivery)

Unplanned

work that

disrupts

prioritised

work

Mid quarter

changes to

planned

work

Long lead

time for

decision

making

Tech debt

allocation of

time

Don't want

to do

estimates

misalignment

between

product

strategy and

engineering

Always

asked for

estimations

Unclear

Roadmap -

what are we

delivering &

when?

Deadlines MVP

customer voices

not being heard

(missing product

discovery)

Error can

result in

costly and

timely

adjustments

Lack of a

proper

business case

to define the

value and why

Upstream

leadership

impact on

prioritised work

with unplanned

work

Internal

customers can

take priority

over external

customers

No visibility of

upcoming

invoice charges

and if discounts

will continue to

be applied

Too many

tech debts

that is not

addressed

Old and new

tech stacks

running in

parallel

Unclear on

value of

work done

Internal

manual

workarounds

Lots of cross-

domain

dependencies

Requests

coming in

from all

areas 

Requests

are unheard

(markets)

Only requests

from 'noisy'

markets are

taken into

consideration

Feature

Request

Defect/Bug

Fix/Tech

Debt

Ideas

Production

Release

Request

From

Product

Estimations

Scaling work

(Moderisation, eg

billing program,

Unblocking

bottlenecks)

Maintenance

(tech debt,

interrupt,

support, on

call)

Incidents

Product

packaging

Running

experiments 
Pricing

From

McDonalds

From

Customer

Support

Irregular

demand

Estimate

enchanecement to

existing feature or

something entirely

new. Estimates to be

provided in number of

Sprints, tech feasibility,

etc

Inconsistent

(What is the

SLA?)

As soon as

possible

From

Customer

Support

Multiple

channels -

slack, email,

verbal

Quarterly

Planning

Strategic growth/

feature

development

(usually coming

from higher level

management) 

Weekly

status

updates

Programme

level

projects 

Internal

monitoring

and alerts

Fixed date

requirement from

the external (eg.

compliance,

payment provider

API changes)

Enhancement

From

McDonalds

Irregular

demand

Depending

on priorities

As soon as

possible

Irregular

demandFrom

McDonalds

From

Product

From

McDonalds

From

McDonalds

(markets)

Deliver

within

deadline

1-2 times per

quarter?

Production

Release

Request

Estimation by

engineering (1-3

days)

May include a

spike

Scaling work

(Moderisation,

 Unblocking

bottlenecks)

 Maintenance

(tech debt

etc)

Growth work

(new features

etc) by other

stakeholders

(incl. internal

ideas)

Fixed date

requirement from

the external (eg.

compliance,

payment provider

API changes)

Growth work

(new

features etc)

by LT

Production

Release

Request

Receives the

production

release

request

Meeting /

contact of

new idea

with LT

Review

request + add

additional

details

needed

New work

request

Code is

updated

Review the

code

adjustments

Conversation

with Product

team 

Tests the

request in

Production

PM or BA

discovery,

analysis incl.

discussion with

idea requestor,

other teams etc

Notification -

Request is

completed

Meeting with

engineering

for estimating

request

Conversation

with engineering

and product to

align on scope +

estimate e.g. one

pager summary

Firm down scope

further - MVP,

future iterations,

descoped etc (if

needed)

Firm down

scope

(ideally)

Prioritized

with

roadmap

If LT gives the

go ahead...

quarterly

prioritisation

process

Report first

estimate to

LT

Report

second

estimate to

LT (optional)

Ideas

Understand tradeoffs if

work is prioritised e.g.

2 sprint delay to this

initiative if we do this

work

(Portfolio initiative level

prioritisation)

Receive/

Capture
Validate

Communicate

draft

prioritisation

to

stakeholders

Prioritise?Review

To the left

shows

upstream

touchpoints

Production

Release

Request

Ideas

Moderisation,

eg

unblocking

bottlenecks)

Incident

New features

etc) by other

stakeholders

(incl. internal

ideas)

Fixed date

requirement from

the external (eg.

compliance,

payment provider

API changes)

Growth work

(new features

etc) by LT

Inc. estimations

Feature

Request

Defect/Bug

Fix

Enhancement

Expedite

Goes through our

quarterly

prioritisation

process/workflow

inc. Work request

item 

Fixed date

Standard

Standard

Intangible

Create an

incident

channelMaintenance,

fixes, operations

 (keep the lights

on) have highest

prioritization by

default

Understand the

tradeoff - if this work

is to be prioritised

what is the impact to

current prioritised

work?

Incident

Abandonment

Guillotines: if it's

older than 12-18

months it will

be archived

Reprioritise if

needed - new

roadmap for the

quarter, FY

(whichever is

applicable)

Support engineering

pod handle it first, if

needed, pod

members need to

support/implement

potential RCF

identified by

customer

support and then

get prioritized

Cost to

Customers

Impact to

Customers

so this is

actually

Expedite

treated as

need to be

done asap

bug fix that

cause

customer to

lose revenue

is done asap

tech debts

are done 1

WIP at a

time

complete

before

Commited

Date

As soon as

possible

Expedite

'Standard'
Feature

Request

Tech Debt

Feature

Request

'Trickle'

To the right

shows

downstream

touchpoints

Moderisation,

 

Unblocking

bottlenecks

Incident

Growth work

(new features

etc) by other

stakeholders

(incl. internal

ideas)

Fixed date

requirement from

the external (eg.

compliance,

payment provider

API changes)

Growth work

(new

features etc)

by LT

Production

Release

Request

Ideas

Defect/Bug

Fix

Enhancement

Expedite

'Standard'
Feature

Request

Tech Debt

Feature

Request

'Trickle'

Weekly

Weekly

Every 3-6

months

training

2-4 wks

deployment

1-6 months

Useful questions:

How many stories do you think that you delivered in the last X?

What was the longest cycle time for task type X in the past Y?

How many X are you able to deliver in Y?

If a Product Owner comes to you with a top priority Z, what do you tell her?

When will it be done?

How many X will you deliver in Y?

How stable is your delivery process?

How do you approach your own or team capability? How much work do you all take and

why?

How do you communicate to others your capacity?

Useful questions:

How many stories do you think that you delivered in the last X?

What was the longest cycle time for task type X in the past Y?

How many X are you able to deliver in Y?

If a Product Owner comes to you with a top priority Z, what do you tell her?

When will it be done?

How many X will you deliver in Y?

How stable is your delivery process?

How do you approach your own or team capability? How much work do you all take and

why?

How do you communicate to others your capacity?


