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"A jack of all trades is a master of none, but 
oftentimes better than a master of one." 

 
 

 

 

 

 

 

 

 

 

 

 

The contents in this annual review document are far from all everything I 
accomplished - but reflect a sub-set of work that was completed and 

together represents the breadth and depth of my contributions to 
stackArmor in my first year.  
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2024/25 Goals 
Goal Status Ref Links 

First 3 
Mos 

Pre 1 - Tackle initial efforts as I ramp up at stackArmor 

a. Establish a total program establishment plan for Gas Pedal/Armory – 
Q3 2024 (done) 

b. Establish unique infographic (week 1) and Armory Logo – October 31, 
2024 (both done) 

c. Establish the high level architecture infographic (for hosted & managed 
offerings) – (done) 

d. Establish a program as described in the CX C-level job description I 
presented to stackArmor early in 2024 (done – established a CX/CI 
program) 

e. Establish issue resolution tool to formalize & standardize service delivery 
maturity (done) 

f. Complete initial discovery on recurring issues that are damaging the CX, 
putting our contracts at risk – (done Q3, 2024, list exists and incorporated 
into the CX/CI tool) 

All Completed in the 
first quarter of my 
employment, before 
establishing my formal 
goals J  

 

a – pg. 10 

b – pg. 6, 53 

c – pg. 8 

d – pg. 41-47 

e – pg. 41 

f – pg. 41 

1 Establish a Clear Description of the Customer Journey for stackArmor Service 
Offerings 

Completed all 3 – Jan 
2025 

pg. 36-38 

2 Establish the customer journey map for Armory as a part of product 
management 

Complete pg. 9 

3 Create Armory Program Management Guide and PMO Establishment 

 

Complete pg. 16 

4 Author at least 3 blogs or articles for publishing (ask from GP) Completed - Authored 
3 Newsletters + 

pg. 33-35 

5 5 Establish Clear Branding and Definitions around stackArmor IP and 
Offerings (ThreatAlert Security Workbench, Security Toolbox, Serverless 
Relay, Container Scanner, etc.) 

Complete pg. 20 

6 Create an Armory User Manual (with or without a RACI) – Appendix D of the 
SSP 

Draft Completed – 
Effort shelved by 
CISO as not needed 

pg. 15 

7 Productize a Pre-Readiness Assessment Offering (using Nozomi as a model) Task Cancelled by 
Armory team 

N/A 
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Product Management: Armory Plus 
Armory Conceptual Infographic, Slide Deck 
  
Original vector illustration created 
to visually communicate the 
concept of Armory using a ship, 
engine, and satellite metaphor. 

§ Graphic called out by FedRAMP Director Pete Waterman as one 
everyone should stop and appreciate!!!  J  

§ Used in multiple sales/marketing presentations 
§ Animated this ship in PowerPoint to tell the story of hosted and 

managed customers sing the concept of hosted “tenants” on the 
ship and managed “satellites” leveraging the ship’s services 

§ Also authored the overview description and created considerable 
content, which served as the foundation for verbiage still used today 
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Armory High Level Architecture Illustration 
  
Original vector illustration created 
to visually communicate the critical 
architectural components of The 
Armory. 

§ Source File in GitHub 
§ Used in Final SSP 
§ Leveraged for Multiple Sales and Marketing Presentations 
§ Multiple original icons & incorporation of Google Blue 
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Created Multiple Armory Model Infographics  
 
  
Original vectors created to visually 
communicate Armory deployment 
models and Armory’s role in 
serving government agencies. 

§ All vector art, with versions created for GP and Martin saving 
both of these out by element and rebuilding in PowerPoint to 
allow them to edit. (I also created an animated version of both of 
these for Martin). 

§ Versions of these (and there have been many) have been used 
in multiple presentations. 
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Built out an Armory Journey Map | Draft 
  
Created a draft of an 
Armory customer journey 
map, leveraging work 
done on non-Armory 
journey maps to save 
time.  

§ Journey Map is a key artifact of product managers and UX architects. J  
§ Created a combined Hosted/Managed map – we may want to break these out. 
§ An animated version of this (once done) would be an excellent intro video for 

new customers! 
§ Fun fact – the blue castle is an original illustration I created initially for the 

Armory website (Martin asked for a “Game of Thrones” feel so I ran with that. In 
the end, we went with a different concept, but I decided for now to use this on 
the journey mapJ.) 
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Developed Armory Product Management | Strategic Plan 
  
Established an entire strategic product 
management plan to herd the 
proverbial cats and get everyone on 
the same page with the Armory AND 
other sA products. This plan was 
shelved early on by key C levels but 
remains a solid approach. 

§ Established mission, vision, resourcing, and path forward 
§ Contained SWOT analysis (standard for strategic plan) 
§ Established path to readiness (again, much of which was shelved) 
§ Defined plan for PMO, roadmap, user manual, etc. 
§ Also contained objectives for stackArmor’s broader product offerings 

(e.g. ThreaAlert and the GSS suite) 
§ The marketing/content development tasks in the plan were completed 

 

 

  



 
11 

Armory Product Management | Strategic Plan Continued… 
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Armory Product Management | Strategic Plan Continued…  
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Armory Product Management | Strategic Plan Continued…  
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Armory Product Management | Strategic Plan Continued…  
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Created Armory System User Manual | DRAFT 
  
Established initial user manual DRAFT – 
focusing on the ThreatAlert GSS stack 
operations – leveraging ReadMe files 
from GitHub before this was shelved and 
deemed unnecessary in lieu of the 
playbooks and limited support resources. 

§ Established an initial draft in September 2024 
§ Draft focused on users who would be providing system operations 

leveraging the GSS stack within the Armory 
§ See the initial Draft cover and TOC below (the draft remains around 

13 pages long, hasn’t been updated since being shelved) 
§ the-Armory-user-manual-draft1.docx (sarah) 
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Armory Program Management Implementation Guide 
  
Created a solid draft of a PMO guide for 
an Armory program, but this was shelved, 
and in the meantime, the many changes 
in FedRAMP AND updates to our 
system’s automations will render many 
sections of this irrelevant moving forward. 

§ Established an initial draft in Fall of 2024 
§ Draft focused on establishing a PMO office and operational guidelines 

for running a compliance program 
§ See the initial Draft cover and TOC below (the draft remains around 

30 pages long, hasn’t been updated since being shelved) 
§ Armory-Implementation-Playbook-v2.docx (Sarah, antiquated draft) 
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Developed Armory RBAC Management Tool 
  
Created a tool in Excel (evolving an 
earlier version of a similar document 
I also created) to help Armory and 
Armory customers (and stackArmor 
customer for that matter) define their 
company roles and access 
requirements. 

§ Tool was actually provided to Axonius to support their role management. 
Even though they aren’t Armory, it was useful! 

§ Tool covers company teams, roles within teams, people assigned to those 
roles, compliance team involvement by role, and the technical groups at 
the foundation of role-based access management 

§ Tool also specifically addresses least privileged and provides specific 
guidance for shared responsibility models 

§ Armory-authorized-System-Roles-Definition-Users and Groups 2025-example.xlsx (Sarah) 
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Developed ISV Customer Go/NoGo Analysis Tool 
  
Developed a standardized 
approach to assessing 
whether ISVs are a good fit 
for Armory or stackArmor 
customers (low risk, high 
reward) 

§ Used formulas and Visual Basic to enable a great UX (enforces only a single 
selection for each analysis question, and plots a potential customer on a Quadrant 
like Gartner’s Magic Quadrant.) 

§ Used language in the rating scale to reduce subjectivity as much as possible. 
§ While I don’t think this is something we would use (I realized after), it is a great tool 

and important to analyze the risk of taking on any particular customer, so I actually 
am very proud of this! 

§ stackArmor-Go-NoGo-Assessment-matrix.xlsm (Sarah) 
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Created Armory Website Original Illustrations 
  
Created an original complex vector 
illustration (no photography) to showcase 
The Armory (for the website and product 
literature) based on look and feel 
guidance (and some “AI art” he had 
created) from Martin. 

§ Currently serves as the Hero image on the Armory website/webpage 
§ Image used on multiple sales and marketing artifacts 
§ A second version was created on white background (quite a bit of 

work to alter the image to be on white instead of the dark…) 
§ Source is an Adobe Illustrator file 
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Created stackArmor Internal Product Description 
  
Created a 2-pager providing clarity 
around stackArmor’s internal product 
suite, mostly for internal use due to lack of 
understanding of our own solutions. 

§ Leveraged Asa and team’s read me pages in GitHub as a core 
source of information 

§ Created my own visual representations of the solutions (and 
iconography) to help “translate” and reduce cognitive load 
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Supported Fawad to Evolve ThreatAlert Roadmaps 
  
Contributed a handful of 
feature suggestions, but 
mostly helped transform 
his backlog into tactical 
and strategic product 
roadmaps. 

§ Largely helped present Fawad’s information in more of a roadmap format, 
both simplifying and clarifying through content re-structuring in a roadmap 
context and including multiple visual cues. 

§ Contributed significantly on the business value content of planned capabilities. 
§ Worked to identify quarters targeted for tactical items, with TBD for all strategic 

items. 
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Engagement Management Leadership 
Implemented Employee “SMART” Goals Template 
  
Created a standardized “SMART” goal 
management template to help mature 
and improve the employee experience 
and emphasize the importance of 
employee growth. 

§ Used this for myself as well as Amal, Mike and Shawn. 
§ Template helps ensure goals are specific, measurable, attainable, 

relevant and time-bound (SMART). 
§ Template can be found in the templates folder in the CX/CI 

SharePoint Intranet site. 
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Built a Robust Engagement Management Playbook 
  
Created an Engagement 
Management Playbook that clearly 
defines the role of EM at every step 
in the end-to-end customer journey 
– which was the result of a couple 
months of analysis and UX/EX work. 

§ The playbook is a foundation for onboarding, training, job description 
creation, cross-team collaboration and role clarification, etc.  

§ This was a direct result of confusion or lack of standardization over the 
exact role of those on the PM/EM team. 

§ Reviewed with multiple teams. Would love to do a brown bag on this. 
§ Current version is located on the CX/EX Intranet Site. 
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Created a ConMon Customer Escalation Guide 
  
Created a simple escalation guide 
for our customers in response to 
some feedback that customers 
weren’t sure how to escalate. 

§ This one is an example of one we provided Dewberry – but the only 
thing that changes is the customer name and the project team names. 

§ Got great feedback already from Checkmarx and Dewberry on this. 
§ I created not just a phone tree, but a matrix with examples of types of 

issues and the related appropriate escalation path. 
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Established SOP Library and Template 
  
Established SOP library and simple SOP 
template for EM team to help standardize 
customer engagement management for 
common or complex tasks. 

§ The first 2 SOPs are for terminating a customer 
contract and transitioning a team member on/off a 
project. 

§ The EM SOP library is in the CX/EX Intranet Portal. 
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Supported Multiple Customers as a Prime EM 
  
Supported multiple projects as the 
EM, and created a Quad type of 
weekly project review used on those 
(and now by others). 

§ Am/was the primary EM on Gecko, Qanapi, Axonius (before 
transitioning to Mike B.), and Co-EM on Rally and Clarity for 
ConMon operations. 

§ Expanded my skills with SmartSheet to support these 
§ Learned many things about the details of delivery and SecOps J 
§ Gecko, specifically, expressed that they “loved” this report  
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Created a Role Based Training Template for Gecko 
  
Created a role-based training 
template for Gecko to help them 
establish their own internal 
training program to meet 
compliance requirements. 

§ I used the template I made for stackArmor, and swapped out 
images (and colors) from Gecko’s website 

§ Created a final attestation page as well with a Gecko training logo 
§ It’s these little things that can really matter J  
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Established an EM Customer Retention Plan Program 
  
Developed a structured Customer 
Retention Plan program and workbook 
for the EMs to implement with all of 
their customers – taking a proactive 
approach to customer stickiness. 

§ Presented the program at the team meeting we had at the 
Tyto office. 

§ Combined the program with a mini training on customer 
success management – the Disney way! J  

§ Program is relatively new – still working through how we 
hold ourselves accountable. 
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Customer Retention Plan Program Cont… Last page is the actual simple “plan” for each 
customer and is the output from working through the workbook.  
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Created EM Onboarding | Role Based Training 
  
Built out an EM Onboarding Role-
Based Training for new EMs to 
standardize and clarify the job of the 
EMs at stackArmor. 

§ Put this training to the test with both Mike B and Shawn B to help ensure 
their successful onboarding 

§ Used the template I created for Armory (stackArmor) Role Based Training. 
§ EM-Role-Based-Training-EM-Onboarding-April2025.ppxt. 
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Engagement Management Onboarding | Role Based Training cont…  
 
 
  



 
32 

Engagement Management Onboarding | Role Based Training cont…  
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Customer/User/Employee Experience  
Established a Customer Newsletter 
  
To address feedback of not 
being proactive enough and to 
increase our value/stickiness, I 
designed a monthly/bi-monthly 
customer newsletter we now 
share. 

§ I generated or selected/collaboratively edited all content for the first few – 
leveraging some Johann posts for certain sections. 

§ Created many customer illustrations, including one of Johann (below) for 
the CISO section! lol J  

§ We actually got positive feedback on the delivery of the 3rd, with Gecko 
commenting "Thanks for this Sarah - my account team at Vanta provided 
similar comments... Their info was not nearly as well outlined though." 
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Newsletter 2 
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Newsletter 3 
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stackArmor Journey Map 1 | Sales Journey 
  
Invested early in mapping out the 
customer journey, which is the 
foundation of managing and maturing 
all stackArmor operations across 
practice areas. This one is for 
sales/pre-delivery phases. 

§ This complex journey map identifies the “happy path” process, 
roles involved, activities that should occur, and artifacts created 
across the first 1/3 of the end-to-end customer journey. 

§ Map enables clear definition of roles/responsibility across teams, 
and activities all customers and team members can expect 

§ All journey maps are available on the CX/CI Intranet site.  
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stackArmor Journey Map 2 | ATO Journey 
  
Invested early in mapping out the 
customer journey, which is the 
foundation of managing and maturing 
all stackArmor operations across 
practice areas. This one is for the 
delivery/ATO phases. 

§ This complex journey map identifies the “happy path” process, 
roles involved, activities that should occur, and artifacts created 
across the second 1/3 of the end-to-end customer journey. 

§ Map enables clear definition of roles/responsibility across teams, 
and activities all customers and team members can expect 

§ All journey maps are available on the CX/CI Intranet site.  
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stackArmor Journey Map 3 | ConMon Journey 
  
Invested early in mapping out the 
customer journey, which is the 
foundation of managing and maturing 
all stackArmor operations across 
practice areas. This one is for the 
ConMon phases. 

§ This complex journey map identifies the “happy path” process, 
roles involved, activities that should occur, and artifacts created 
across the final 1/3+ of the end-to-end customer journey. 

§ Map enables clear definition of roles/responsibility across teams, 
and activities all customers and team members can expect 

§ All journey maps are available on the CX/CI Intranet site.  
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Created Quick Reference Guides & Template 
  
Created a Quick Reference Guide 
template and a couple guides (as 
needed) to provide customers. This is a 
growing library of customer-facing guides. 

§ The template (2nd example) is simple and clean looking. 
§ First 2 guides were a documentation package creation 

guide and an external connection guide, both for specific 
customers but now available for any customers!  
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Full CX Program with Analysis/Management Tool 
  
Built a CX program, including a supporting 
analysis and response/ management tool to 
standardize and partly automate the analysis 
and establishment of plans to health for key 
weaknesses in stackArmor’s business.  

§ Information is from myself as a customer, and feedback from 
other stackArmor customers, as well as employees. 

§ The tool was used with a task force team to add robustness to 
the analysis. 

§ Program put on back burner as other duties grew… but it’s legit! 
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Customer CX Action Plan Program | “Plan to Green” 
  
Designed and built templates to record 
and track specific action items as part of 
an issue resolution or root cause 
analysis that results in action items. This 
shows our commitment to the customer 
experience and holds us accountable to 
commitments we’ve made to the 
customer. This is intentional 
relationship management.  

§ Executed with both Dewberry and Checkmarx, both of whom are 
now happy with us (returned them to green!) 

§ Original plan is shared with the customer to address issues 
§ Issue status and “stoplight” (red-yellow-green) can be tracked 

monthly until all issues are green 
§ At 4-6 weeks a follow up report is presented to the customer led by 

myself to address our response (the internal tracking isn’t shared) 
§ Meetings will continue until issues are “resolved”, relationship is 

“green” – at which time the normal retention plan remains 
§ CX-Excellence-Delivery-Plans-v2-Dewberry-Aug25-2025.xlsx 
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Customer CX Action Plan Program | Plan to Green cont…  
 

§ The updates on plan progress are shared on video call with the customer in presentation format. 
(The example below is Dewberry, but also have one of these for Checkmarx…) 
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Established stackAcademy for Role Based Training  
  
Established a role based 
training template with built-in 
participant attestation that is 
now in use in multiple use 
cases at stackArmor.  

§ Role based training template contains key elements that matter for 
compliance (identifying roles, identifying NIST family impacted,  including a 
participant attestation page/certificate of completion. 

§ Created the first training on Change Control to address specific issues with 
our folks not complying (below is a few of those slides… not all) 

§ SecOps also uses this template/approach for training on TSW releases (new 
SOP as of spring/summer 2025) 
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CX/EX – Designed & Built Company Portal/Intranet 
  
Designed and built a company Intranet that 
is currently ready to be shared with all and 
serve as a single point from which 
employees can access resources either 
directly or through links and interfaces.  

§ Identified the need and took the initiative to improve the 
employee experience by designing an “Intranet” 

§ While only partially implemented, using this type of Intranet as a 
single starting point for employees to find resources they need 
is critical to our ability to grow effectively 

§ Site is designed to hold general stackArmor information, elicit 
feedback from employees (the fully functional Idea Tank), point 
to SOPs for all practice areas, hold role-based training 
modules, provide HR support materials, etc. 

§ Part of this was a proof of concept in how a SharePoint site can 
be designed for intuitive and delightful user experience (UX) 

 

 

 

  

Established an Idea Tank – 
a link that opens an 
employee idea/feedback 
form, tracked in a 
SmartSheet dashboard… 
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MVP Customer Advisory Board – NPS-Based 
Customer Satisfaction Tracking  
  
Established an MVP “Customer Advisory 
Board” to guide intentional feedback 
elicitation from our customer base to help 
inform our delivery and improve CX.  

§ Took the initiative to create this, expand my SmartSheet skills 
§ Ongoing coordination with the EM team to encourage participation 
§ Designed a tracking dashboard 
§ Program has resulted in a handful of new feature request tickets 

and product roadmap considerations (e.g. Wiz incorporation) 
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Marketing & Content Development 
Created a stackArmor Brand Guide 
  
Established a stackArmor Brand Guide, and 
updated post Tyto acquisition.  

§ Took the initiative to create this as it was non-existent 
§ Defined our competitive differentiators, identity, core values, 

target customer (not just look and feel, imagery guidance and 
color palettes, but deeper corporate identity) 

§ Did all the same for Armory (competitive differentiators, core 
benefits, core capabilities, competitors, and a full page of core 
product messaging 

§ stackArmor-Style-Guide-content-DRAFT3.pdf 

 

 
 

 

  



 
49 
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Designed Logos for the Armory and Armory 20x  
  
Created original illustrations and logo design 
for Armory (multiple versions) as well as a 
separate logo for our Armory 20x pilot 
offering.  

§ Drove the creative iteration process with the leadership team. 
§ Logos are original vector illustrations (infinitely scalable) 

 

 

 

 

 

 

  



 
54 

Created Tyto Board Presentation Infographics 
  
Created some original infographics for GP 
for a Tyto Board Presentation.   

§ VENN diagram, 30 Day Objectives Circle, Target Icon and 
Calendar Icon are all original illustrations 

§ Also helped format the other slide content in this deck to 
have a consistent, professional, Tyto look and feel 
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Created FedRAMP 20x Launch Infographics (GP) 
  
Created multiple original and updated 
infographics in support of FedRAMP 20x 
messaging for GP. 

§ Previously created ThreatAlert pyramid was updated, and the 
rocket and associated imagery created as vector illustrations 

§ Versions were used for various deliverables and 
marketing artifacts 

§ There was unique work required for various backgrounds 
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Created Component Definition Paper Infographic 
  
Envisioned and created original illustrations 
to tell a story of component-based SSP 
generation visually, based on written content 
from Johann.  

§ Read Johann’s paper, and came up with the infographic below 
to tell his story visually 

§ All images are vector illustrations and fully scalable and 
editable 
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Created a New Armory 2 Pager 
  
Created a new 2 page glossy for trade 
shows and sales/marketing highlighting 
the Armory offering.  

§ All illustrations in the infographics on both pages are original vector 
images that I drew.  

§ I introduced a couple background photo files to align better with the 
Tyto branding norms. 

§ Most of the written content I also created (for this and the website) 
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Created a Revised ThreatAlert 2 Pager 
  
Created an updated version of a ThreatAlert 
2 page glossy (that I originally designed) to 
align with the most recent 2025 messaging.  

§ Again, all images in the infographics on both pages are original 
vector images that I drew.  

§ Some version of this 2-page has been used at trade shows for 
a couple years at least, this is just the latest! 
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Delivered Brown Bag Session - Armory 
  
Took the initiative and created and 
delivered a brown bag presentation 
introducing and explaining the 
Armory for stackArmor.  

§ Included a decent overview of the ThreatAlert product suite, which is 
also something most people don’t have clarity on. J  

§ Created a visual metaphor of a factory/machine showing ATOM, the 
IaaS, TSW, TST, TCS, TSR, the GSS tools, and the application. 

§ Also created a self-paced video version that is available on the CX/CE 
Intranet site.  
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SWFTAlert New Offering Infographics  
  
Created original infographics for GP to 
visually communicate the SWFTAlert 
Platform which is a proposed Continuous 
Assessment offering in cooperation with 
MindPoint Group. 

§ Memorial Day Weekend Work 
§ Evolved the visual story telling approach from original concepts. 
§ Logos are original vector illustrations (infinitely scalable) 
§ All iconography is custom illustrated by me J  
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Built Robust TechTrend Slide Deck 
  
Created a new “vibrant” PowerPoint 
template and used it for an Agentic AI 
and Modernized RMF presentation 
for Johann and Fawad. 

§ Created animated GIFs to have movement in dotted lines/arrows. 
§ Helped craft the story and guide a meaningful flow 
§ Illustrated multiple new infographics to visually tell various stories. 
§ Lots of editing of stock photography throughout to get the right look. 
§ Lots of interesting use of pptx animations as well! 
§ Note: Peter O’Donoghue (Tyto CTO) asked who did the graphics, and 

commented that they were better than “his guy’s” J   
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TechTrend Slide Deck cont… 
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TechTrend Slide Deck cont… 
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Illustrated and Animated stackArmor Offering Gears 
Infographic 
  
Created a specific infographic at 
Martin’s request to show stackArmor 
offerings working seamlessly together 
as an engine. 

§ All original vector illustrations were saved out gear by gear, icon by icon, 
so they could be animated in a slide-build sequence. 

§  Gears spun in colored clusters aligned to the story, while the icons 
stayed stable. In the end, the entire machine had gears moving in sync! 
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Illustrated and Animated stackArmor Offering Gears Infographic Cont… 

This is a movie version of the animated PowerPoint slide I created. 
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Professional Growth 
Attended UX Camp 2025 
  
Registered for and attended a Saturday 
seminar focused on UX topics. I specifically 
signed up because this particular camp was 
focused on the relationship between UX and 
cybersecurity/risk.  

§ Speaker/Author on UX and Cybersecurity – No surprise, 
cybersecurity tooling UX plays a huge role in risk posture and 
effective SecOps J  

§ Was introduced to some new UX tooling, and the emerging role 
of AI in the UX arena 

§ Intro to Web3 and the state of technology wrt UX  
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Took a Harvard Mini Course on Leadership  

 

TL;DR: 

• Attitude trumps all when hiring (over tech skills, grit, creativity, experience, etc. ) 
• Team camaraderie is the key to success - people first (communicate, interact, “play”, let 

the people know they matter) 
• Leaders manage their team’s individual and group energy – especially during uncertainty 
• Leaders easily and effortlessly shift between hands-on tasks and visionary leadership 
• Never let negativity or naysayers get in the way of the mission (keep negative influencers 

close, prevent the spread of negativity) 
• Flexibility matters – sometimes the target 

has to change 
• Leaders own it – and model this, instilling 

confidence and team commitment 
• Leaders bring/model positive energy 
• Leaders stay forward thinking always 
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Read the Phoenix Project (per Ask from GP) 
GP actually asked me to read this, and when I did, I understood why. Lots of alignment to some 
of the things I was talking about (and have been trying to implement). While I don’t agree with 
everything in the book, there were some good takeaways and things I can grow from. 

TL;DR: 

§ There are 3 Ways (DevOps Core Principles) 
o Flow: Prioritize fast delivery of work from 

development to operations. 
o Feedback: Enable quick feedback loops to detect 

and resolve problems. 
o Continuous Learning: Encourage 

experimentation and learning from failure. 
§ Treat IT Work as a Machine/Manufacturing System 

o Visualize and manage the flow of work like an 
assembly line. (e.g. journey mapping!!!) 

o Limit Work-In-Progress (WIP) and complete 
tasks before starting new ones. 

§ Address/Control Unplanned Work!!! 
o Unplanned work disrupts flow and reduces 

capacity for planned initiatives. 
o Visibility, prioritization, and root-cause analysis 

help reduce unplanned tasks. 
§ Apply the Theory of Constraints 

o Identify a system’s bottlenecks and optimize 
those (this can be a person spread too thin). 

o Do not focus on areas that are not constraints as they don’t improve throughput. 
§ Break Down Silos and Align Teams 

o Development, QA, Security, and EMs/Operations must collaborate. 
o Shared goals and accountability enable faster, more reliable delivery. 
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Thank You!  


