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Of course, with so many tools generating so much information, unless 

you know what to look for—warning signals could end up lost amongst 

the noise. 

As such, you need to be able to isolate those metrics that are most 

strongly connected with stability and then trace back them to their source 

within governance. 

For instance, we have already seen how front-end symptoms like broken 

links and misspellings (captured perhaps using a QA tracker) may be 

linked to how back-end processes are managed. 

But it is a mistake to think that the only things that can go wrong are 

those that are easiest to verify.  



Instability will not always be revealed by issues in the user experience. 

It is entirely possible for a carefully configured governance system to 

deliver excellent online quality at the same time as creating huge 

difficulties elsewhere—perhaps in fractured internal relations, high costs 

of delivery, risky practices or more. 

These too are symptoms of dysfunction and need to be measured.  

To generate a more complete view, stability is best tracked across three 

broad indicators—indicators that are most at risk of and most impacted 

by flawed management. These are: 

1. Online indicators 

In summary, the category of Online represents your ability to meet the 

minimum needs of users by evaluating such outputs as performance, 

functionality, accessibility, content and more—where issues could be 

representative of problems in co-ordination.  

2. Operational indicators 

The same is true for Operational indicators.  

These represent your ability to meet the needs of internal customers and 

stakeholders—where setbacks in things like turnaround times, 

communications or costs can be indicative of instability.  

3. Organisational indicators 

And finally, Organisational indicators stand for your capacity to meet the 

requirements of the enterprise overall—where high staff turnover, 

heighted business risk or growing costs could be suggestive of an 

imbalance between activity and resourcing. 



 

 

 

As may be seen, all three of these indicators include both quantitative & 

qualitative metrics.  

The reason is that—although quantitative metrics are more easily 

tracked—they do not represent the totality of experience and could on 

their own mislead you.  

For instance, good scores on a website for things like few broken links, a 

high standard of accessibility and few misspellings could suggest that 

governance has been well configured.  

However, a subsequent comparison with feedback, ratings and other 

qualitative sources may reveal another story—because although your 

online text might be error free, it could be very poorly written and totally 

off-target, generating lots of negative commentary. 

So be mindful to draw in data from both sides of the measurement coin 

and to triangulate from all 3 categories.  

This will makes it both easier to hone-in on problems and ensure you 

don’t overlook something, simply because one set of stats seems to be 

doing fine. 



I have seen this happen, where a high-quality mobile banking 

application was delivered to very happy users on behalf of a satisfied 

internal customer—but only off the back of a team that haemorrhaged 

staff due to enormous pressures of work and an unsympathetic 

employer.  

It was not a pretty sight. 

In my estimation, a governance system that even can’t hold on to its 

people is perhaps worst of all. 

So pay particular attention to how staff feel. They are the most reliable 

indicator of instability.  

If you begin to see evidence of falling morale, heightened interpersonal 

tension and growing resignations—you’ll know you’ve got a problem. 

 

In any event, when taken together, these indicators can act as a kind of 

Management Dashboard—like the dashboard of a car—to warn you when 

things are going wrong. 

Of course, every time something lights up in one of these areas, it doesn’t 

you’re your governance configuration is always to blame.  



 

 A bad online experience could be due to an honest but mistaken 

decision about design or content.  

 Or negative feedback about your team could down to a customer 

delivering fuzzy requirements.  

 Or staff might be unhappy simply because of a bad canteen—

something that is beyond your control! 

Nevertheless, the possibility remains that some aspect of governance is at 

fault 

To be certain, you need to do more than just speculate—you need to 

audit things to clarify if and where culpability lies. 

A complete description of how to conduct a Governance audit for a 

standard website is available at Diffily.com and can be easily adapted for 

other types of product, including apps or mobile.  

In overview, having identified your wayward indicator what you then 

do is track back from there to uncover any instabilities in the Activities & 

Resources that are connected to it. 

What you are looking for is anything that indicates either a lack of 

attention to the tasks of online or a lack of necessary support. 

… 

… 

… 
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This is a sample from Video 4—How & where to start 

changing Web Governance & Management created by 

Shane Diffily. 

As the internet's leading commentator on Web Governance, 

I created these classes as a low cost alternative to in-person 

training for Web & Product Managers who want to 

improve digital management & operations.  

Watch the videos 

Listen to the podcasts  

Or read the transcripts from all 4 lessons of my 

Masterclass at Diffily.com/Masterclass 

PS—Get everything from Lesson 1 for free at diffily.com 

Copyright © Shane Diffily 

 


