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Staff Proficiency Improvement 
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As an organization, we are investing a great deal of time and capital in our knowledge sharing program, 

from the time in training to coaching sessions to software. How can we tell if our team is becoming 

proficient in the practices that make knowledge sharing possible? There are several sources of data we can 

draw on to answer this question. A good evaluation system will draw on several of them. 

Formal assessments after training 

While not a perfect measure of proficiency, a team member’s performance on a post-training assessment 

can tell us something about his or her future proficiency. In particular, it helps us understand who is 

engaged, interested in the program and who sees it as just another project. All other things being equal, a 

high score on a formal assessment signals potential for a team member to attain a high level of proficiency. 

Coaching feedback and the quality index 

Another source of data on proficiency with knowledge sharing practices is the results of coaching. How are 

the team members scores on the quality index (which forms the foundation for the coaching session) 

trending? Are they getting better, week over week? Have the leveled off lower than you would like? The 

quality index scores are a very good data point for both team and individual proficiency. 

Activity in the knowledge repository 

The name of this data source might cause some confusion. The activity we are interested in is not the team 

member’s posts, but rather the activity of rest of the team and customers as it relates to a team member’s 

posts. You can see where other team members are reusing posts and how well the posts are rated. 

Formal proficiency evaluation 

Each of these other data points approximates a team member’s proficiency with knowledge sharing 

practices. A formal evaluation is an important point, as well. Usually conducted 3-6 months after training, 

the evaluation uncovers proficiency more much explicitly. In addition to a formal review of the data 

collected above, the formal evaluation gathers feedback from three audiences – peers, managers, and 

customers. Each of these audiences is asked to evaluate how effectively the team member draws on 

knowledge of the entire organization, requesting both numerical rating and gathering open-ended 

comments. Different organizations can take different approaches, but we recommend a mix of at least two 

of these data points. Taken together, these data points will give you a good sense of your team’s and team 

members’ proficiency with knowledge sharing practices. 
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