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The Score

by C. Thi Nguyen

» Metrics provide a common language that can be understood between functions without
ambiguity.

* Metrics have a gap, they track what is easy to count, not what actually matters.

 Institutional metrics trade nuance, judgement, and adaptability for scale, replaceable
processes, and centralized control.

e ‘The numbers say...’ often launders someone else’s values as if they were objective.

» Guard against value collapse: one dominate KPI can flatten everything that makes the work
worthwhile.

* You must escape your own value capture so you can help clients do the same.

« Create conditions for striving play: people do their best work when they enjoy the struggle,
not just the score.

» Use metrics as tools for coordination and accountability; never let them become the
definition of success.

e Scoring systems teach people what to desire; design yours on purpose.

* Only rewarding the countable will diminish craft, trust, and striving.
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