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Hidden Cost of Fragmented Expertise

Isolated problem solving

Reinventing the wheel

Wasted capacity

Slow innovation

Inconsistent practices

Overloaded “go-to” experts



Building Communities of Practice



Why Communities of Practice?
Community of Practice (COP) - Group of practitioners who share a 
common role, discipline, or challenge and commit to learning from one 
another over time

Connect people 
doing similar work

Build capability 
through peer 
exchange

Share tools, 
templates, lessons 
learned

Get answers to 
common 
questions

Identify gaps and 
common problems 
statewide

Feel less alone in 
your work



Continuous Improvement Network
Public Microsoft Team where employees can learn more about and 
share improvements
• CI speaker series (monthly)

• Share & learn (monthly)

• Advanced practitioner meetings (bi-monthly)

• Book discussions (ad-hoc)

• Topic channels for Q&A

1,584 members

18% of workforce



Public Microsoft Team where employees can learn more about how to 
better leverage technology to innovate processes
• Tech training series (monthly)

• Open office hours (monthly)

• Community demos (bi-monthly)

• Topic channels for Q&A

TechHub

2,687 members

31% of workforce



Functional Communities of Practice

Accessibility Artificial 
Intelligence

Financial 
Services

Data 
Management 

& Analysis

Grants & 
Contracts

Project & 
Change 

Management

Workforce & 
Organizational 
Development



Functional COP SharePoint Pages 



Functional COP Channels



Trends Over Time



Lessons Learned
• Start with a pilot first to see what groups will be productive

• Automate registration and meeting management

• Support facilitators in meeting design

• Facilitators will drop off over time if it’s a volunteer role

• Recognize your facilitators as much as possible

• Attendance mostly “knowledge work” roles



Creating a Subject Matter Expert 
Directory



Why Create a SME Directory?

Make expertise 
visible

Help people find 
the right expert 
fast

Speed up problem 
solving

Expand functional 
networks

Create mentoring 
relationships

Encourage peer-
to-peer learning



Subject Matter Expert Directory



Lessons Learned
• High usage at first, but declines over 

time

• Requires continuous communication

• Continuous refinement and addition of 
categories

• Not all SMEs are responsive when 
contacted

17%

83%

Have you used the SME Directory?

Yes No



Sharing Improvements Across the 
Organization



Why Share Improvements?

Make 
improvements 
visible to everyone

Spread good 
ideas instead of 
keeping them 
siloed

Save time and 
effort by not 
reinventing the 
wheel

Learn from others 
before you try 
something

Recognize great 
improvements and 
top performers

Create a culture 
where 
improvement is 
noticed



Collection Process
1. Report Title

2. Description of Problem

3. Improvements Made

4. Lessons Learned

5. (Optional) Hours Repurposed 

6. (Optional) Attachments



Example
1. Report Title: GMCB Annual Evaluation Tracker 

2. Description of Problem: Annual evaluation dates were tracked in an Excel 
spreadsheet and there were no automated reminders to supervisors or staff 
about deadlines.

3. Improvements Made: Annual Evaluation dates are now tracked in a 
SharePoint list with automated reminders at one-month prior, on the due date, 
and one-week prior to the 45-day deadline. Once a review is checked as 
completed, the notifications are turned off for that year. Once the 45-day 
deadline is past, the dates get updated to the next year and the completed box 
is unchecked.

4. Lessons Learned: Capitalizing on small wins to build a culture of CI. The 
power of our available MS stack of tools for automation.



Improvement Dashboard



Dashboard Use Cases

“Has anyone else already solved this problem?”

“Who should I talk to before starting this work?”

“What tools or technology are others using for this problem?”

“What improvements has our agency made recently?”

“What problems keep showing up across agencies?”



Improvement Spotlight Interviews



Improvement Recognition



Improvement Recognition 



Trends Over Time



Lessons Learned
• Simplified our form greatly over time

• Submissions were highest when we 
had a requirement for Green Belts

• Requires continuous communication 
and reminders to get voluntary 
submissions

• The “WIIFM” doesn’t always resonate 

• Awards increases submissions just 
temporarily

39%
61%

Have you used the Success Stories 
Dashboard?

Yes No



Tips for Designing Your Own 
Knowledge-Sharing System



Getting Started
• Pilot one COP around a shared pain point

• Align with enterprise priorities and strategy

• Keep it lightweight

• Embed recognition

• Communicate a lot

• Get management and leadership involved: 



Questions?
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