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OSM Solution
• Platform to provide connections between;
 Business Goals                      Functional Roles;

 Functional Roles Skills; 

 Skills People; 

 Skills Learning Resources;

 Learning Resources People;

Operational Skills 
Management

• Actionable profile for Organizations and People
oCurrent Skill Level and trend in skill level changes
oTraining related to skills 
oTest Scores related to Skills
o** foundation to relate skills to performance
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Part of an overall Management Plan



4

Confidential and proprietary information of Verint Systems Inc. All rights reserved.Confidential and proprietary information of Verint Systems Inc. All rights reserved.

Traditional Approach to “Training”

Manager:  “Tell me what my team needs to know about XYZ”….

Learning Center:  “Here is a list of 100 learning resources for XYZ”…

Manager:  “That’s too much stuff”…

OR

Manager: “What training do you want?”

Employee: “I want to take a class in the ABCs…”

Manager: “How will that help the team?”

Employee: “I don’t know, just thought that would be cool"
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Measurement is based on course completions



6

Confidential and proprietary information of Verint Systems Inc. All rights reserved.

Skills Management
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Skills Management vs. Performance Management

• Skills management:  WHAT YOU KNOW…
 The practice of UNDERSTANDING, DEVELOPING people and their skills. 
 Well-implemented skills management should identify the skills that job roles require, the 

skills of individual employees, and any gap between the two.

• Performance management: HOW WELL YOU DO IT
 Measuring activities which ensure that goals are consistently being met in an effective and efficient 

manner. 
 Can focus on the performance of an organization, a department, employee, or even the processes to 

build a product of service, as well as many other areas.
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Competencies

Well defined competencies help lay the infrastructure to hire, 
develop and promote the next generation of top-performing 
employees. 
Competency characteristics include:
 What a person knows regarding facts, technologies, a profession, procedures, a job, 

an organization, etc.
o Technical knowledge/skill
o Process Knowledge
o Management Knowledge/skill
o Professional Skills

Competencies provide employees with the agility, flexibility, and 
adaptability to meet the current and future strategic needs of the 
organization.
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Skills Hierarchy

Competency Category
 Competencies
 Skills/Behaviors
 Assessments ( per Job Family)
 Questions

4 levels of hierarchy are available for decomposing Skills and Behaviors.  The details can live at any 
particular Level.

With this Hierarchy you can look at the data from the Category level all the way down to the 
question level.
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Business Challenge/Problem
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Business Problem

• Change occurs in all aspects of business; 
 People, Process and Technologies. 

• Employees are engaging with customers on a daily 
basis and must stay aware and informed;
 Quality Service and Support.

• Managers must understand the talent profile of 
their team;
Quickly respond to Business Issues and Requests.  
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OSM Solution
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Defining Skills Management – “THE HARD WORK”

•Capture and Decompose Business Objectives

•Define Functional Roles

•Identify the skills per Role
•Categories/Competencies/Behaviors or Topics

•Identify “Common” skills vs Unique Skills

•Start with “General Approach” per Job Role

•Develop Assessments per Job Role

•Determine Rating Scale(s)

•Determine Target/Benchmarks

Think about this as a “Design” project 
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Identifying Skill areas ( aka Competencies)
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Competencies and Roles
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Skills Identification and Assessment
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Organizational Coverage by Role and Competency
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Evaluating a Team’s Skills Operational Skills 
Management
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Targeted Training based on Skills assessment
Operational Skills 

Management
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Analyzing Learning against Competencies
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Develop an Action Plan

• Analyze organizational gaps in skills and knowledge

• Create a prioritized team development plan

• Analyze individual skills assessment per job roles.

• Look for common needs across multiple job roles

• Analyze existing training resources and determine 
how to handle any gaps in resources

• Create individual learning programs for each 
employee based on performance expectations

• Set completion and review follow up dates with each 
employee

• Remember: This is a journey not a destination… 
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WIFM
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What’s in it for me… ( WIFM)

Operational Skills 
Management

• Provides a Voice of the EMPLOYEE, the 
individual’s skill capability to execute against 
Business Objectives.

• Identifies the skills and knowledge needed for 
functional roles within the organization.

• Identifies recommended learning resources to 
close the skill gaps.

• Provides clear view of the “learning” challenge 
and an Actionable Skills Profile for the 
organization.
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Summary
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OSM Solution
• Platform to provide connection between;
 Business Goals                      Functional Roles;

 Functional Roles Skills; 

 Skills People; 

 Skills Learning Resources;

 Learning Resources People;

Operational Skills 
Management

• Actionable profile for Organizations and People
oCurrent Skill Level and trend in skill level changes
oTraining related to skills 
oTest Scores related to Skills
o** foundation to relate skills to performance
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Thank you for your participation.


