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Quality Engineering  
improves
Customer Experience



`

That is the Cost of Poor Software Quality in the United 
States alone, as estimated by a reported by the 
Consortium for IT Software.2 Trillion

Dollars

`

Software Quality has a significant 
impact on Customer Satisfaction, with 

over 45% of users abandoning 
applications with defects.

Traditional Quality Assurance, even 
with Automation, is unable to keep 
pace with rapid development 
paradigms.

`

Quality Engineering principles, 
including In-Sprint Automation, BDD, 
Container-based Test Environments 
and CI-Integrated Tests can help 
Engineering teams reduce defect 

rates by 35%.

67% of consumers cite bad 
experiences as reason for churn. 
When it comes to technology, the 
answer for avoiding bad customer 
experiences lies largely with QA.
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Communicate consistently about a quality mindset 
throughout the org. Product teams cannot get away 
with one-line requirements, no acceptance criteria, no 
reviews of designs and tests and not attending demos. 
Development teams cannot have low unit test 
coverages and improper branching strategies. 
Infrastructure/Ops teams cannot provide outdated Test 
Environments without necessary integrations.

Invest in the right toolsets after careful evaluation of 
each team’s needs, tech stack, types of testing etc. A 
“best of breed” Tools strategy may be good when you 
have technology fragmentation, but a single Toolchain 
may be more effective when there is some 
homogeneity in your application platform.

Develop a Playbook, a document that provides 
guideposts on the standards, principles, intent and 
actions every role plays in the delivery of Software.

For example, the Definition of Done must be consistent 
across teams, terminologies are consistent, and Scrum 
of Scrums are conducted to flush out dependencies.

Don’t forget to include Operational tools that can 
provide valuable feedback early in the development 
lifecycle both to Developers and QA, such as detailed 
logging and monitoring information. 

Leadership in the organization has to hold everyone 
responsible for quality than blaming only the QA team 
for defects missed in Testing phase.

The only way to make this communication stick is to 
provide training to the teams, while enforcing 
consequences for those who don’t follow the process.

What gets measured gets done!

Communicate. Reinforce. 
Follow-through

Quality Engineering is improving Customer Experience, thereby 
driving up Business Revenue and saving valuable dollars for IT!
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1Quality Assurance/Testing has been traditionally seen as 
something to be done at the end. Even with agile, many 
teams still have QA start at the end of the Sprint 
(agile-fall anyone?). Test Automation briefly raised hopes 
for developers to get faster feedback, but except for 
some organizations, most Automation initiatives have 
not yielded full benefits.

Tools. Processes. Practices2

Quality Engineering goes beyond Quality Assurance, by 
making everyone accountable for Product Quality. 
However, the QA team will undergo the most significant 
transformation – moving manual testing to a Continuous 
Testing paradigm through Automation.

This seems logical enough – Many companies have 
some initiatives around CI-CD and every conference on 
Software Delivery has talks around it. Then why don’t 
they see significant improvements?

There are multiple reasons for it, including half-hearted 
Test Automation efforts, siloed QA teams, monolithic 
architectures, legacy platforms etc. 

While these reasons are valid, companies must ask 
themselves this question - How can companies gain 
true value from their investments? There are 5 
practices that companies can adopt to inculcate 
a Quality Engineering mindset in their product 
teams.
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Integrate all the QA activities within the CI-CD Pipeline. 
Sanity/Smoke and Basic regression tests are run in the 
developer machines to provide rapid feedback on 
code changes.

Automated Quality gates are set up to prevent code 
moving forward unless the threshold criteria are met.

Test Infrastructure, such as Test Environments are 
automated, with builds being deployed and tests run 
without manual intervention. Containerization can help 
in testing multiple branches of the product that serve 
different customer needs.

Develop KPIs and Operational metrics to keep track of 
product quality. Customer feedback (in terms of CSAT 
or defects reported in production) is the only true 
outcome metric that counts. However, there are 
multiple in-process metrics that can predict the final 
quality of the product.

Monitor all test executions, run causal analysis on the 
test runs and ask lots of questions around how the 
product is being perceived by the QA teams.

Parallel execution of tests are a powerful way to 
reduce automated testing time, with cloud and 
containers providing rapid availability of compute 
space and power.

Integration. Infrastructure. 
Operations4

Automation generally implies Test Automation, but 
teams must go beyond that. QA teams must build 
application-specific Test Harnesses, Frameworks and 
scripts from Day 1 of every sprint. This essentially 
means that every test is an automated test right from 
the start.

While Functional tests across UI, APIs/services and 
even Middleware are common, non-functional tests 
that cover performance, security scans, 
internationalization, cross-browser compatibility etc 
must also be automated. 

When a product is customized for Clients, the 
customizations can easily become so big to track and 
manage. This results in forking of the product instead 
of just branching. QA teams must evolve strategies to 
handle such customization within the automated tests.

One big difference that teams can start seeing is 
automation of test Environments and Test Data 
generation. Test Environments have usually been static 
with carefully controlled deployments. However, there 
is significant configuration drift against Dev and UAT 
environments. Additionally, not all application 
integrations are available in the Test environment.

Generating environments on the fly, running tests 
against this environment and then tearing them down 
makes QA run faster.

Virtualized services that can mimic third-party apps 
can also speed up your testing timelines and detect 
defects that otherwise may slip QA.

Automate Early. Automate 
Everything3

Monitor. Measure. Manage5

CONCLUSION

Businesses are expecting IT to deliver products 
quickly and with high quality all the time. Quality 
Engineering teams have a critical part to play in 
helping IT meet these expectations. 

They can do this by becoming an 
extension of the Development team 
and adopting the same principles, 
tools and platforms.

In the future, we expect very little differentiation in a developer and a Quality Engineer in terms of their 
skills and capabilities. At Qentelli, that future is here!
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About Qentelli
Qentelli, a technology company based out of Dallas, TX accelerates digital 
transformation and cloud transformation journeys through implementation of 
DevOps, Automation, Agile transformation, AI and Deep learning. Forrester recently 
recognized Qentelli’s efforts at using AI and ML in augmenting the human testers.
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