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Solution Brief

As software companies strive to gain a competitive advantage by 
delivering new features faster, application reliability often suffers. 
These reliability issues can then create service level agreement (SLA) 
violations, customer complaints, low app store ratings, fewer 
customer purchases, and even customer churn. 



To combat these negative consequences, businesses must face the 
question: How do we deliver software at high velocity while making 
sure we achieve the best reliability?



The answer: site reliability engineering (SRE) practices – more 
specifically, service level objective (SLO)-driven software delivery. 
SLOs can act as an early warning system, so application issues can be 
fixed before SLA violations, reputation, or monetary damage occur.

Delivering Reliable Application Services

Reliability starts in the early stages of the software delivery 
lifecycle (SDLC) and continues well after deployment to production.  
Key concepts for delivering highly reliable applications include:

Developers must find and fix application errors throughout 
the build and test processes

Applications need to be monitored before, during, and after 
deployment to identify and repair regressions or new issues

When too many new issues are released to production, 
engineering must focus on application stability until 
reliability goals are met
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The Business Value of SLO-Driven Software Delivery

SLOs will help technical teams avoid excessive customer impact. Continuous reliability improvements will make 
customers even happier since the software will function as expected, when needed. When the application 
services improve, developers can focus on delivering new business functionality, which makes them happier 
too. All of this leads to:

Improved Customer Retention 
Businesses generate more revenue from 
existing customers than new.  
In general, it costs 3-5 times more  
to attract new customers than to retain 
existing ones.

Happy Customers, Higher Revenue 
Happy customers spend more. A study  
by  found that, 
“Customers who had the best past 
experiences spend 140% more compared to 
those who had the poorest past experience.”

Harvard Business Review

Faster Innovation Cycles 
Software innovation is a competitive 
advantage. Rapidly innovating with highly 
reliable software is achieved  
with SLO-driven software delivery.  
When software is built to be highly reliable, 
developers can focus on creating new 
functionality instead  
of optimizing and reworking code.

Better Developer Experience and Retention 
Developers want to create new features  
and functionality, but they can’t do that if 
they’re constantly prioritizing bug fixes.  
When software is plagued with reliability 
issues, developers will only invest so much 
time and effort into stabilization before they 
start looking for employment elsewhere.
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Harness Service Reliability Management
In support of your customer experience goals, Harness has created the Service Reliability Management (SRM) 
module with the following core capabilities:

Measure and Track Key Reliability Metrics 
SRM makes it easy to configure reliability 
targets via a graphical user interface (GUI), 
templates, or APIs. The GUI provides helpful 
information to make it easy for anyone to set 
up reliability metrics and objectives. More 
advanced users can set up reliability targets 
using templates or APIs to easily scale SLO 
management across any size organization.

Continuous Reliability Improvements 
Through Early Error Detection and Repair 
SRM detects all run-time exceptions 
within Java and .NET applications and 
proves detailed debugging information,  
so developers can resolve problematic 
exceptions before they deploy to 
production, improving both software 
quality and reliability over time.

Automate the Balance Between Reliability 
and Feature Velocity  
Reliability guardrails are a mechanism used 
to control software delivery velocity. By 
adding guardrails to CI/CD pipelines, new 
software deployments will be automatically 
allowed or denied depending on the 
current state of application reliability.

Rapid Root Cause Analysis  
Application triage and root cause analysis 
can take a long time when you have multiple 
different monitoring, observability, logging, 
change, and incident data sources. SRM 
expedites this process by collecting data 
from all of these sources, analyzing the data 
for anomalies and patterns, and correlating 
the findings with reliability target violations.

With Harness SRM, reliability teams can do 

more without adding headcount. By automating 

key SRE processes, SRM enables teams to:

SRM Helps You Do 
More with Less

© Harness Inc. 2022 harness.io

Set reliability targets across more 

applications and services, faster



Continuously measure and improve 

reliability across your application 

portfolio



Reduce time spent manually triaging 

customer-impacting incidents



Promote a culture of reliability across 

the product organizationRequest a Demo
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