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Background

Hi!

➔ Lawrence Jones (@lawrjones)

➔ Product Engineer at incident.io, leading AI efforts

➔ Joined three years ago as first hire

➔ Now 100 people, dual-HQ in London and SF

http://incident.io




Automated incident 
investigation and 
resolution
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Background

Spectrum of AI in product 
development

➔ No AI

➔ AI Sprinkles

➔ AI Engineering

➔ Foundational model engineering





107 LLM calls



Maturity phases

Development
Running in production
Evolving the system
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Maturity phases

Development
Running in production
Evolving the system
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You need to…

…call LLMs with your data, 
and receive structured 
output
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Development

Prompt

➔ Abstraction around LLM calls

➔ Integrate type-system to structured output where possible

➔ Support various LLM providers (OpenAI, Anthropic, Google)

➔ Apply instrumentation and cost tracking





You need to…

…iterate on a prompt to test it 
works for some set of inputs
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Development

Evals

➔ These are LLM ‘unit tests’

➔ Each test case has prompt input data and expected result

➔ Eval suites define matchers on result and expected

➔ Non-determinism is the challenge







Maturity phases



Maturity phases

Development
Running in production
Evolving the system
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You need to…

…see exactly what we sent 
and received, in order to 
debug
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Running in production

Traces

➔ Not standard o11y traces, these contain rich data

➔ See exactly what was sent and received from the model

➔ Allow you to re-run and compare models

➔ ‘Steal’ a trace for an eval









You need to…

…score AI interactions, 
marking them as good/bad 
and why
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This is our first objective 
definition of ‘good’ for AI 
interactions



#copilot-interactions-pulse



Maturity phases



Maturity phases

Development
Running in production
Evolving the system
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You need to…

…make a change and know 
how it’s impacted the system 
for real customers
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Evolving the system

Backtests

➔ Datasets + Scorecards = Backtests

➔ Re-run interactions, score them, aggregate scores

➔ Make a change and see in ~15m how it changes dataset scores

➔ This is how you avoid terrible regressions









You need to…

…track existing baselines and 
motivate people to hit ‘high 
scores’
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Evolving the system

Leaderboards

➔ Evaluation criteria, baseline, hill-climb

➔ Pin the best scorecard to a leaderboard

➔ This is how you reestablish the dopamine hit

➔ Make your team feel good when they succeed!
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That’s it!



Maturity phases
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BECOMING AI ENGINEERS

We’ve discussed tools, but they 
solve for very real human 
problems.

➔ Non-deterministic systems hurt

➔ Working with AI is a rollercoaster, it can be exhausting

➔ Objective measures are the answer

➔ Help celebrate the small wins



We are hiring Product Engineers in London!
https://incident.io/building-with-ai

lawrence@incident.io
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https://incident.io/building-with-ai
https://incident.io/building-with-ai
https://incident.io/building-with-ai
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