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• Non-technical, outcome-driven side of the 

organization.

• Cares about revenue, customer experience, 

growth, and operational efficiency, rather than 

infrastructure, code, or system uptime.

• The Business is the outcome of all we build. If 

we don’t connect tech with outcomes, we fail. 

• This connection is what Observability and 

Control ultimately support – it’s not just 

monitoring tech, is enabling the business.
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"Modern companies are no longer defined 

by their industry, but by their ability to 

deliver digital experiences within that 

industry.“ 

- Miguel Balsa





Control vs. Dependency: The 
Observability Challenge

Business observability isn’t a layer 

you buy—it’s a capability you build.

• Own your data and insights to adapt fast.

• Dependency on external platforms (like legacy ERP) 

slows innovation and blindsides businesses. 

• Control the observability stack to control the future.

• Tooling ≠ Maturity, Dashboards ≠ Insights



The Observability Maturity Pyramid – Tools & Capabilities

• Infrastructure as Code (IaC)

• CI/CD pipelines

• Automated testing and deployment

• Self-service developer platforms

• SLOs and error budgets

• Distributed tracing (e.g., OpenTelemetry)

• Centralized logging 

• Real-time alerting and dashboards

• Service-level indicators (SLIs)

• Enriching telemetry with business metadata (e.g., customer tier, product category)

• Real-time business KPIs (e.g., revenue per minute, cart abandonment rate)

• Impact analysis (e.g., “This outage affected 12% of premium users”)



The Observability Maturity Pyramid – Metrics & Activities

• Blue/Green Deployments for checkout services to avoid 

downtime during peak sales.

• Self-service environments for marketing teams to test landing 

pages without engineering bottlenecks.

• Feature flag systems to roll out promotions gradually and 

safely.

• Tracing a slow checkout to a specific microservice (e.g., payment 

gateway latency).

• Monitoring API error rates during a flash sale.

• Detecting memory leaks in the product recommendation engine.

• Cart abandonment spike traced to a frontend bug on iOS devices.

• Revenue drop correlated with a slow-loading product page during a 

campaign.

• Customer churn linked to repeated failures in order tracking services.



The Observability Maturity Pyramid – Business Outcomes

Without a stable and standardized platform, 

telemetry is inconsistent and hard to trust. 

Business observability built on shaky infrastructure 

is like building a castle on sand.

Technical observability helps you answer “what 

went wrong?” but not always “how much did it 

cost us?” That’s where business observability 

comes in.

Business observability turns engineering from a 

cost center into a strategic partner. 

It helps prioritize incidents based on business 

impact, not just technical severity.
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Common Pitfalls - Been there, Done That!



What ‘starting’ looks like.



What Good Looks Like



What Good Looks Like



Call to Action: Build Before You Buy
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