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Quote

“The way you frame a problem determines
which solutions you come up with.

By shifting the way you see a problem—
that is, by reframing it—you can
sometimes find radically better solutions.”



What is the question that kills 
Productivity, Consistency, and

Confidence?



“How do i...?”



What Problems Do Escalations Cause?

Members have to wait

Supervisors get interrupted
and burned out

Employees lose confidence

Consistency is impossible



Typical Escalation

Needs 
an answer

Knowledge expert
has the answer
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It’s Still an Escalation!

Needs 
an answer

can’t find 
the answer

Unable to
apply answer

Knowledge expert
has the answer



Your CU is
Running on 

Tribal Knowledge!



"Seeing a new loan officer close a loan entirely on their
own was incredibly exciting! 

It’s a game-changer for branch managers, allowing their
teams to work independently and reducing pressure on
leadership."

Jill Jones 
Desert Rivers Credit Union
Director of Branch Operations



What’s the solution?
“Better Training”



The Problem



Why “Better Training” Can Never Work

Change
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We Need to Reframe “Training Problems”
As “Knowledge Transfer Problems”



Your
Training

Their Brain



Learn One Skill That Helps You Do 1,000 Things



The Knowledge Ops Maturity Model



Employee Independence

2. Document
Search...

Then phone a friend

Knowledge Ops Maturity Model

1. Tribal

Phone a friend

3. Guided

Find & Follow



Employee Independence

Change management

Cross-training Onboarding

Document

“Search...Then phone a friend”

Tribal

“Phone a friend”

Guided

Find & Follow



How do we move up the model?
How do we change behaviors?



Digital Guides

Findable Followable Scannable



Findable, Followable, Scannable =
NO Escalations



Find & Follow is a 
Knowledge Transfer Methodology 
that helps you move up the model



Removing Limiting Beliefs
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need to “know”

Throwing Away Limiting Beliefs



Limiting Beliefs Find & Follow Insight

Training needs to focus on what people
need to “know” Focus on what they need to “do”

Throwing Away Limiting Beliefs



Limiting Beliefs Find & Follow Insight

Training needs to focus on what people
need to “know” Focus on what they need to “do”

Employees who memorize procedures
perform better

Throwing Away Limiting Beliefs



Limiting Beliefs Find & Follow Insight

Training needs to focus on what people
need to “know” Focus on what they need to “do”

Employees who memorize procedures
perform better

Employees perform better by memorizing
less procedural information

Throwing Away Limiting Beliefs



Limiting Beliefs Find & Follow Insight

Training needs to focus on what people
need to “know” Focus on what they need to “do”

Employees who memorize procedures
perform better

Employees perform better by memorizing
less procedural information

Trainers who are subject matter experts
and are helpful create better employees

Throwing Away Limiting Beliefs



Limiting Beliefs Find & Follow Insight

Training needs to focus on what people
need to “know” Focus on what they need to “do”

Employees who memorize procedures
perform better

Employees perform better by memorizing
less procedural information

Trainers who are subject matter experts
and are helpful create better employees

Trainers who are too helpful create
dependent employees

Throwing Away Limiting Beliefs



Learn One Skill That Helps You Do 1,000 Things



Separate Knowledge

Operational
Knowledge



Separate Knowledge

Foundational Learn
Operational
Knowledge



Separate Knowledge

Actionable Practice Find & Follow

Foundational Learn
Operational
Knowledge



Digital Guides

Findable Followable Scannable



Search



Search



Decision Trees and
Checklists for
Complex Procedures



“But How Do We Capture All Of Our
Tribal Knowledge?”



AI Knowledge
Capture





Decision Trees and
Checklists for
Complex Procedures



Knowledge Ops and AI



Assumptions

AI will figure out our junk-drawer of
knowledge

A chatbot is the best way to guide
customers and agents



Gather 
Documentation

Import it into a 
Data Lake

Train the Model
or use RAG

Test and 
Refine

Typical AI Project



Complexity, Change, and AI

Change
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Gather 
Documentation

Import it into a 
Data Lake

Train the Model
or use RAG

Test and 
Refine

Knowledge
Operations System

Inserting a Knowledge Ops Platform



A Knowledge Operations System

1.  Identify Knowledge Gaps

System
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A Knowledge Operations System

4.  Review and Certify Regularly

3.  Refine and Approve

1.  Identify Knowledge Gaps

2.  Capture Knowledge from SMEs

System



Your Homework

Find the tribal knowledge moments

Analyze your procedures:
Are you mixing foundational and actionable
knowledge?

Are they findable, followable, and
scannable?



Questions?



Next steps

Get in touch!
greg@screensteps.com

Slides + Book + Course

screensteps.com/utah



Integrated
Knowledge

Capture
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Integrated
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Knowledge Ops Platform
Single Source of Truth for Operational Knowledge

Articles,
Checklists, and
Decision Trees

Micro-Courses
Change

Notifications &
User Feedback

Pushed Into
Workflow

Integrated
Knowledge

Capture



for joining us!
Thank you

ScreenSteps

(promise upheld)


