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It is worth the wait 

We will start soon

It will be worth the wait…



Boost Manager/Supervisor 
Productivity by 25% by 

Reducing Your Reliance on 
Tribal Knowledge

ScreenSteps

Greg DeVore
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What is the question that kills 
Productivity,  
Consistency,  and 
Confidence?
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ˮHow do I…?ˮ



What we have 
heard
● Managers and Supervisors spend all day 

answering questions → Especially from new 
hires

● Younger workers quit before they are fully 
trained

● Compliance officers struggle to get people to 
follow procedures consistently
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The Cause: Shadowing

Subject Matter Expert
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Teams Try to Capture Operational Knowledge in SharePoint

Subject Matter Expert
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Teams Try to Capture Operational Knowledge in SharePoint

Canʼt find it Canʼt apply itNeeds it
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Teams Try to Capture Operational Knowledge in SharePoint

Canʼt find it Canʼt apply itNeeds it

Knows it



10

Tribal Knowledge



"Seeing a new loan officer close a loan entirely on their 
own 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



Whatʼs the solution?
“Better Trainingˮ
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Why “Better Trainingˮ Can Never Work
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“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.”
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Itʼs Not About Training –
Itʼs About Knowledge Transfer
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Phone a Friend

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

Tribal Document 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
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Phone a Friend

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

Tribal Document 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

Cross-training

Change management

Onboarding
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How do we move up the model?
How do we change behaviors ?
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Find & Follow is a 
Knowledge Transfer 

Methodology  that helps you 
move up the model



What really happens

Input ask for help
doesn’t Recognize Input 

or doesn’t know steps

What steps do I take 
when a loan goes into 

default?



What we want to happen

Input Follow stepsRecognize Input

What steps do I take 
when a loan goes into 

default?

know what
needs to be done..

And i know
how to do it.



Find & Follow is a Knowledge Transfer Methodology

Foundational aCTIONABLE

PRACTICE FIND & FOLLOWLearn

OPERATIONAL
KNOWLEDGE



The Standard We Need to Meet

Findable Followable Scannable



Knowledge Ops Platform
Single Source of Truth for Operational Knowledge

Micro-COURSES Articles, Checklists, and 
Decision Trees

Pushed Into the 
Workflow

change notifications Integrated
knowledge capture



Search



Search



Decision Trees 
and Checklists 
for Complex 
Procedures



AI Recording of 
Procedures





Decision Trees 
and Checklists 
for Complex 
Procedures



Custom Courses and Integrated Video Recording



Questions



Next steps

screensteps.com/NMS

Get in touch!
greg@screensteps.com

SLIDES  BOOK  COURSE



Knowledge Ops
and AI



Typical AI Implementation Plan (using RAG)

Gather 
Documentation

Import it into a 
Data Lake

Train the Model or 
use RAG

Test and Refine
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Typical AI Implementation Plan (using RAG)

Gather 
Documentation

Import it into a 
Data Lake

Train the Model or 
use RAG

Test and Refine

Knowledge 
Operations System



System

A Knowledge Operations System

1 Identify Knowledge Gaps

2 Capture Knowledge from SMEs3Refine and Approve

4Review and Certify Regularly


