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• Who am I?
• How did we get here
• What is the Service Confidence Framework
• What have we learned
• How are we improving

Service Confidence
because code coverage and CRAP scores 
just don’t give you the whole picture
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Miami University
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Miami University
Few Famous Alum
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Benjamin Harrison, the 23rd President of the United States 
graduated from Miami in 1852
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Miami University
Cradle of Coaches
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Ben Roethlisberger -
Super Bowl XL and XLIII

Sean McVay – Coach 
Super Bowl LVI  

John Harbaugh –
Super Bowl XLVII

Paul Brown, Weeb Ewbank, Ara Parseghian, Earl 
Blaik, Woody Hayes, Bo Schembechler, and Jim Tressel
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Miami University

• Not in Florida, that’s the 
University of Miami
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This Photo by Unknown Author is licensed under CC BY-
NC-ND

Miami University

https://ohiohistorycentral.org/w/Miami_Indians?rec=606
https://creativecommons.org/licenses/by-nc-nd/3.0/
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Miami University

• Lots of stuff 
• 100+ GitLab Repositories 

of assorted stuff
• Many Languages
• PHP, Cobol, Perl, Python, 

Shl, PL\SQL, Pro C
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This Photo by Unknown Author is licensed under CC BY

http://www.flickr.com/photos/hsing/3561115175/
https://creativecommons.org/licenses/by/3.0/


Don Kidd
Service Confidence

Miami University

• Big “products” with lots of 
code and others with 
maybe 2 or 3 files
• Everything we support we 

classify as a Services



Don Kidd
Service Confidence

How did we get here?
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What is Quality?
• I became THE Quality 

Team
• I wanted to improve 

the “Quality” but what 
does that mean?  
• Where do you start 

when you have so 
much stuff?
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• Start by adding Tests
• Writing good tests on old 

code is hard

• CRAP Scores
• Change Risk Anti-Patterns

• Worked well on things 
written in PHP, but what 
about everything else?

Code Quality Improvements
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Comparing Apples and Oranges
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This Photo by Unknown Author is licensed under CC BY-SA

https://www.flickr.com/photos/joeross/1143650107
https://creativecommons.org/licenses/by-sa/3.0/
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Improve the Quality of everything
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This Photo by Unknown Author is licensed under CC BY

This Photo by Unknown Author is licensed under CC BY-SA-NC

http://www.flickr.com/photos/61056899@N06/5751301741/
https://creativecommons.org/licenses/by/3.0/
https://achurchforstarvingartists.blog/2019/01/15/marie-kondo-ing-church-buildings/
https://creativecommons.org/licenses/by-nc-sa/3.0/
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Testing Quadrants
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Testing Maturity Model

This Photo by Unknown Author is licensed under CC BY-SA

https://pianshen.com/article/42651291607/
https://creativecommons.org/licenses/by-sa/3.0/
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• What is Quality Software?

• Do  more tests mean higher 
Quality?
• How good is good enough?

Creating Quality Software

This Photo by Unknown Author is 
licensed under CC BY-SA

https://teachingandlearninginhighered.org/2013/04/06/do-grading-scales-matter/
https://creativecommons.org/licenses/by-sa/3.0/
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Quality Grades 
- Confidence in the service

• No F
• It takes work to get 

an A
• Who determines the 

desired grade?
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What is the Service 
Confidence Framework
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Service Confidence Framework

3 activities in the process
• Score

• Visualize

• Act

This Photo by Unknown Author is licensed under CC BY

https://courses.lumenlearning.com/wm-financialaccounting/chapter/other-guiding-principles/
https://creativecommons.org/licenses/by/3.0/


Don Kidd
Service Confidence

Service Confidence Framework

Who should be involved?
• Stakeholders
• Developers
• Operations
• Users

• The Conversation involved 
in Scoring is the most 
important part

- Scoring

This Photo by Unknown Author is licensed under CC BY-NC-ND

http://aliem.com/team-based-learning-2016-jgme-aliem-hot-topics-in-medical-education
https://creativecommons.org/licenses/by-nc-nd/3.0/
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Service Confidence Framework

3 common factors in every Service
• Context

• Confidence (Direct) 

• Complexity

- Scoring
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Service Confidence 
• Factors outside of our control
• Frequency of use

• Users per unit of time

• Business criticality

- Context
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Service Confidence 
• Factors we have explicit control over(to some extent)
• Test Coverage

• Change management

• Documentation

• Observability

• Resiliency

• Positive Track Record

- Direct Confidence

This Photo by Unknown Author is licensed under CC BY-SA-NC

https://www.getmespark.com/dont-forget-the-debrief/
https://creativecommons.org/licenses/by-nc-sa/3.0/
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Service Confidence 
• Documentation
• Knowledge Map
• Discovery of gaps in our 

knowledge
• Service Knowledge 

Management System 
(SKMS)

- Direct Confidence

This Photo by Unknown Author is licensed under CC BY-NC-ND

https://pacojariego.me/2013/01/20/a-map-of-the-world-of-science/
https://creativecommons.org/licenses/by-nc-nd/3.0/
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Service Confidence 
• Factors we can influence but maybe not control
• Code complexity

• Dependencies

• Architecture

• Deployment Process

• Integrations

- Complexity

This Photo by Unknown Author is licensed under CC BY

http://www.flickr.com/photos/versionz/2574224891/
https://creativecommons.org/licenses/by/3.0/
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Service Confidence Framework
- Visualize
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Service Confidence Framework
- Visualize
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Service Confidence Framework
- Act

• Items in the Upper right
• High context & Low Confidence
• What would it take to improve 

the confidence?
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What have we learned
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What have we learned

• Planned to just get a score
• Found out about user 

manuals that offices had 
written
• Code improvements

- Conversations
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What have we learned

• Timing Matters

• Early in a project

• Middle of a project 

• End of project

- Timing
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How are we improving
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Improvements

• Have conversations more often
• Determining best time for 

conversation.
• Working to get values for ALL 

services
• Use these scores in the 

calculation of ROI

This Photo by Unknown Author is licensed under CC BY

https://drzreflects.blogspot.com/2012/07/professional-development-meme-2012.html
https://creativecommons.org/licenses/by/3.0/
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Questions



Don Kidd
Service Confidence

Service Confidence

Don KiddTHANK YOU
dkidd@MiamiOH.edu

donkidd


