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Are You Really Delivering  
Customer Value? 

Karen Martin  
@karenmartinopex
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Jim Womack & Dan Jones, Lean Thinking, 
1996
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Speed is the differentiator
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Value Stream

A system of interconnected 
people and entities.
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Value Stream Analysis
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DesignReq’s Code Test

3 Weeks 4 Weeks 3 Weeks 2 Weeks 4 WeeksLead Time

1 Day 1 Day5 Days 6 Days 3 Days
Process Time

90% 55%70% 55% 75%
% Complete 
& Accurate

CUSTOMER

Need Deploy

How do we eliminate the delays and create better flow?
How do we improve information & output quality to reduce rework and clarification?

20%

Thank you!
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Software Development Value Stream
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Current State Pre-Development Value Stream Segment  
90 Work Requests Per Month

LT = 23 days 
PT = 6 hrs 
AR = 1% 
%C&A = 7%
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▪ Roles & 
responsibilities  

▪ Solo development 
▪ “It’s complicated” 
▪ Batched releases 
▪ Specialization 
▪ Serialization 
▪ Switch-tasking

Challenge Traditional Thinking
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The Power of Focusing on Fewer Projects at Once  
Deployments Completed in One Year

16

0

20

40

60

80

Pre-Focus Post-Focus

73

24

• No additional 
resources 

• Higher quality 
output 

• Lower stress
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Availity Portal Change Requests
Future State Value Stream Map 

Date
Customer Demand:

10 CRs/week
90 work requests/month

Customer

70% C&A

 

Discuss 
Customer 

Needs, Create 
Opportunity; 

Complete 
Decision Tool

AM, ALM, MDR, 
L&DS, ACS 

PT: 3 hrs.
LT: 1 mo.
%C&A = 80%

1

Begin 
Development

Scrum Team

PT: 0 mins.
LT: 0 mins.
%C&A = 95%

5

Review & 
Clarify CR; 

Create W R in 
Backlog; 

Groom Backlog

Scrum Team

PT: 10 mins.
LT: 5 days
%C&A = 80%

4

ACS - Availity Customer Service
ALM - Alliance Management
AM - Account Management
CR - Change Request
PM - Product Manager
PO - Product Owner
SF - SalesForce
WR - Work Request

Hold Product 
Mgmt Review

Meeting

PM, ALM, AM, 
PO

PT: 1 hrs.
LT: 2.5 days
%C&A = 95%

3

JIRA / 
Confluence Jetway

SalesForce
80%

 

20%

 

VA VA

Enter Case 
(CR Type); Link 
Opportunity (if 

applicable); 
Complete 

Decision Tool

AM or ALM

PT: 1 hrs.
LT: 5 days
%C&A = 95%

2

180 mins.

176.0 hrs.

60 mins.

40.0 hrs.

60 mins.

20.0 hrs.

10 mins.

40.0 hrs. Lead Time (LT) = 276.0 hrs.

Process Time (PT) = 310 mins.
% Activity = 1.9%

If payer-initiated 
request, CR form 
attached to email 
(if maint, security, 

etc - email only)

If internally-
 initiated 
request, 

direct entry 
into SF

40%

 

60%

 

Rolled %C&A = 38%

 

 Excluding Block #1:
 LT = 12.5 biz day s (100 hrs)
 PT = 2.2 hrs (130 mins)
 % Activ ity  - 2.2%
 Rolled %C&A = 48%

 

If meets all product 
guidelines & current year 

roadmap

 

Future State Pre-Development Value Stream Segment

LT = 12 days 
PT = 5 hrs 
%C&A = 38%



http://philcalcado.com/2015/09/08/how_we_ended_up_with_microservices.html
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Reduced 
lead time 
from 66 
days to 16 
days
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Be Careful Who/What You Fall in Love With

Fall in Love with Customer Value
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Questions?

ksm@ksmartin.com 
@karenmartinopex
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