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$5.4 BILLION

The Mythology
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The Mythology

$500M+
Innovation pipeline

frozen
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The Mythology

THE PROMISE
✅ 700 agents → 1 AI bot
✅ 75% automation (2.3M chats)

AI will replace human
effort with speed.

THE REALITY
❌ Rehiring humans 
❌ 0% of complex issues handled

Quality broke. 
Humans returned.

THE SPEED VS. QUALITY PARADOX

Speed without quality = crisis.
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Customer Trust
Erosion

Talent
Attrition

Missed
Growth

The Mathematics

THE HIDDEN COST OF POOR QUALITY

Bug Fixes $$

Compound Rework

Visible costs: 5%

Hidden impact: 95%
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$2.41 TRILLION



THE QUALITY-GROWTH ENGINE

Sustainable
Growth

Development Speed
2x faster delivery

Code Health
15x fewer defectsThe Mathematics

Customer Trust
46% pay premium



                 €30M+
= 3,000x ROI

The Mathematics

€10K
Testing Investment

Prevented

THE €30M EDGE CASE
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Technical Risk

QUALITY CONFIDENCE MATRIX

Payment Processing
99% confidencePush Notification

85% confidence

3rd Party Integration
75% confidence

Documentation
70% confidence

The Mechanisms

Referral  Logic
82% confidence

Analytics Refactor 
60% confidence

Customer Impact



The Mechanisms

PRE-MORTEM QUALITY AUDIT

Which quality assumption
could destroy us if we're

wrong?

What could turn this into a
Harvard Business School

failure case?

What's the earliest signal
this is going wrong?

What if the AI looks right 
 but is confidently wrong?



Tech Framing
OAuth callback intermittently
fails for new users

Strategic Framing
Customer churn risk in
onboarding

The Mechanisms

TRANSLATE LIKE A STRATEGIST



Tech Framing
Slow CI pipeline

Strategic Framing
Developer productivity bottleneck
delaying delivery

The Mechanisms

TRANSLATE LIKE A STRATEGIST



Tech Framing
Bug backlog keeps growing

Strategic Framing
Team is stuck firefighting, roadmap
delivery at risk

The Mechanisms

TRANSLATE LIKE A STRATEGIST



The Mechanisms

QUALITY CHAMPIONS NETWORK



The Mechanisms

START A SYSTEM, NOT A CRUSADE
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Slow, risky releases Monolithic releases

Quality ownership

Two-pizza teams

The Metamorphosis

TWO PATHS, SAME BREAKTHROUGH

Quality automation

1000+ daily deployments



Global
Outage

Quality
Overhaul

The Metamorphosis

Crisis
Contained

Market
Leadership

FROM CRISIS TO COMPETITIVE ADVANTAGE

Staged rollouts • Testing overhaul • Customer controls



The Metamorphosis

THE QUALITY LEADERSHIP TOOLKIT

https://github.com/EpicTestQuest/leadership-toolkit



IF YOU DO NOTHING ELSE...

The Metamorphosis
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