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The Devil is in the Metrics

Alan Nicol, Executive Member, AlanNicolSolutions

In many of my posts | have expressed my belief
that true performance improvement comes from changing behavior. I've also
invested many words on my own site on the topic. Accordingly, I've mentioned
many times that metrics will drive behavior. Our goal is to identify or create
metrics that deliberately drive desired behavior.

Unfortunately, many of those assertions are not followed with solid examples of how
metrics and behavior work together. So, herein is a discussion of metrics and
behavior, and some thoughts for how to manage the phenomenon that occurs
between them. The example is so common and widespread | imagine that
everyone has witnessed it.
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