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Get everything neatly organized

Knowledge Ops
Enable a performance

Knowledge Management
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What is different about Operational Knowledge?

Complex

Unique

Detailed

Constantly 
CHanging



Knowledge Operations

A TeamA Methodology A Platform



5 differences in a Knowledge Ops Platform

1. Capture Complexity

2. Communicate Complexity

3. Separate Foundational and Actionable Knowledge

4. Delivering Knowledge in the Workflow

5. Build Onboarding & Cross-Training Programs



1. Capture Complexity



Challenges in capturing complexity

1. Too complex to explain
2. No time to write documentation



We canʼt simplify 
everything,

But we can CLARIFY 
anything





Techniques for capturing complexity

1. Identify inputs
2. One-hour web-meetings
3. Use AI to identify critical paths



2. Communicate Complexity



"Seeing a new loan officer close a loan entirely on their 
own, with only the help of our ScreenSteps guides, was 
incredibly exciting!

Itʼs 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



Decision Trees 
and Checklists 
for Complex 
Procedures



Techniques for communicating complexity

1. Use decision trees
2. Use interactive checklists
3. Use inline links
4. Separate foundational (why and what) and 

actionable knowledge (how)



3. Separate Foundational 
&           Actionable Knowledge



Find & Follow is a Knowledge Transfer Methodology

Foundational aCTIONABLE

PRACTICE FIND & FOLLOWLearn

OPERATIONAL
KNOWLEDGE



Use AI to 
separate 
Foundational 
and Actionable 
Knowledge



Foundational Courses



4. Deliver Knowledge in 
the      Workflow



Delivering knowledge in the workflow

1. Browser Extension Chrome and Edge)
2. Slack
3. Teams



Browser Extension:

● Any web page/app
● Suggest articles
● Bookmark
● Receive notifications
● Request articles



Slack



MS Teams



MS Teams - Searching



5. Building Onboarding 
&      Cross-Training Programs



Building Onboarding & Cross-Training Programs

Foundational aCTIONABLE

PRactice ActivitiesFoundational Courses

OPERATIONAL
KNOWLEDGE



Learning Paths



Knowledge Ops Onboarding/Cross-Training Benefits

1. Predictable and repeatable = Improvable
2. Highly modular
3. Higher value Lunch & Learns/Coaching
4. Staff coverage
5. Easier to maintain content



Conclusion + Questions



Phone a Friend

All knowledge is stuck in peopleʼs 
heads. Training happens through 
shadowing.

1. Tribal 2. Document 3. Guide

Phone a Friend

SOPs are created, but people still turn 
to supervisors and co-workers when 
they donʼt know what to do.

Use a GPS

Employees Find & Follow digital guides 
to work confidently, consistently, and 
efficiently.

Employee Independence

Knowledge Ops Maturity Model



Knowledge Ops Platform
Single Source of Truth for Operational Knowledge

Micro-COURSES Artiles, Checklists, and 
Decision Trees

Pushed Into the 
Workflow

change notifications Integrated
knowledge capture



Next Steps

https://www.screensteps.com/knowledge-ops-course

Intro to Knowledge Ops Course

https://www.screensteps.com/find-follow-book

Pick up the book

https://www.screensteps.com/demo

Sign up for a demo or trial

https://www.screensteps.com/knowledge-ops-course
https://www.screensteps.com/find-follow-book
https://www.screensteps.com/demo

