
A Digital Strategy Coach for Managers

Because it isn’t enough to

follow a process

It is more impactful to 

continually improve the 

process
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We had complete control
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Tech Support: late 20th century 
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Tech Support: late 20th century 

In return you had

one

throat

to

choke 

https://kleverinsight.com/
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Early 21st century: SaaS happened

You have complete control

https://kleverinsight.com/
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Early 21st century: SaaS happened

Whose 

throat

do we

choke?

https://kleverinsight.com/


kleverinsight.com 5

• Becoming Proactive and Preventative 

• Knowledge Management Best Practices

• Skills and Professional Development for Staff

• Collaborating Better Across Groups

• Selecting and Implementing “Best of Breed’ Technology

• Rationalizing Metrics

Leaders come up with 

strategic plans…

…and hand them to 

managers to make 

happen

https://kleverinsight.com/
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Managers have a tough time

RPA/Chatbots/

Self-service

Consultants

Leaders Agents

https://kleverinsight.com/
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Managers have a tough time

of managers have the high level of skills 

needed to manage others*

* Gartner

More time spent by  managers of low-

performing teams putting out fires and 

dealing with tactical issues*

https://kleverinsight.com/
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The single biggest obstacle to managers thinking strategically?

* Gartner

Measurements. Specifically bad measures 

with goals on activities

One that facilitates an environment of 

control and compliance, not learning and 

dialogue.

https://kleverinsight.com/
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From an employee’s point of 

view…

….measures are a way to 

communicate what is important 

to an organization

We get what we measure

https://kleverinsight.com/
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Transforming the Industry 

Standard - Opening Doors

Built into Klever Insight 

from the ground up

Klever Insight spearheaded the creation of 

OCMF with industry leaders and 

associations

https://kleverinsight.com/
https://ocmfgroup.org/
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Open Customer Metrics Framework

ocmfgroup.org

“The Open Customer Metrics Framework has 

initiated an important industry-wide

conversation on the five key performance 

indicators in our business:

Customers, Employees, Business, 

Knowledge/Collaboration, and Acceleration.

Being on the ground-floor of this effort ensures 

Hewlett Packard Enterprise

is at the forefront of driving customer and business 

excellence.”

~Mark Arnold, Senior Director, Strategy & Operations,

Hewlett Packard Enterprise

“Open standards help increase adoption and bring 

innovation through the collective wisdom of the 

community. The Open Customer Metrics 

Framework will benefit both the industry and our 

members by providing a standard set of metrics 

everyone can agree on and use .”

~Paul Esch, Director of Strategy & Development, 

TSANet

https://kleverinsight.com/
https://ocmfgroup.org/
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Observations

ocmfgroup.org
The latest version of the Open Customer Metrics Framework is at:  
www.OCMFgroup.org

You must include this full text in any citation:

• Five categories of measures, and within that, 

suggested measures for executives and suggested 

measures for managers

• Balance between listening to our Customers, 

Employees and the Business, and applying what we 

learn

• Framework, adjust according to your needs

• Working definitions, not looking for precision

https://kleverinsight.com/
https://ocmfgroup.org/
http://www.ocmfgroup.org/
http://creativecommons.org/licenses/by-sa/4.0/
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High Level Category

ocmfgroup.org
The latest version of the Open Customer Metrics Framework is at:  
www.OCMFgroup.org

You must include this full text in any citation:

Category Definition Focus Rationale

Customer How well are we meeting the needs of 

customers?
20% The reason we exist

Employee How well are we meeting the needs of 

employees? 
20% Knowledge workers need meaningful 

work

Business How well are we meeting the needs of the 

business?
30% Expanding the focus outside just cost

Knowledge/

Collaboration

How well are we capturing and re-using 

what we already know?
20% 60 – 90% of what we do has been done 

before

Acceleration What is the rate of progress against 

projects that will transform our business?
10% How do we ensure we make progress on 

the ‘important’ not just the ‘urgent’.

https://kleverinsight.com/
https://ocmfgroup.org/
http://www.ocmfgroup.org/
http://creativecommons.org/licenses/by-sa/4.0/
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High Level Category

ocmfgroup.org
The latest version of the Open Customer Metrics Framework is at:  
www.OCMFgroup.org

You must include this full text in any citation:

Measures for executives Measures for managers

Options include:

•Level Zero Solvable

•Time to Publish

•Ratio of New to Known Incidents being 

handled by the Support organization

Options include:

• Attach Rate

• Level Zero Solvable

• Reuse Rate

• Participation Ratio

• Article Quality Index

Emerging Measures:

•Collaboration Effort Score (all teams)

•% of Knowledge-driven Suggestions 

that are Accepted

Emerging Measures:

• Collaboration Effort Score (for team)

• Trend of Knowledge-driven Suggestions made

https://kleverinsight.com/
https://ocmfgroup.org/
http://www.ocmfgroup.org/
http://creativecommons.org/licenses/by-sa/4.0/
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How do we get managers to think strategically?

ocmfgroup.org
The latest version of the Open Customer Metrics Framework is at:  
www.OCMFgroup.org

You must include this full text in any citation:

• Stop obsessing over efficiency

• Guide, don’t grade

• Get their input into the problem and include them in 

implementing the solution

• Context and Intent

• Guidelines and Guardrails

• Bite-sized chunks, based on behavioral science

• Advanced tip: ‘EEK’ sandwich 

https://kleverinsight.com/
https://ocmfgroup.org/
http://www.ocmfgroup.org/
http://creativecommons.org/licenses/by-sa/4.0/
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Klever Insight enables managers 

to ‘Leap’ ahead with the next best 

steps to continually move 

forward projects and roadmaps, 

while still rocking their day jobs

16

Even if managers

had more time,

they won’t be able to 

magically improve 

productivity, efficiency,

and the performance

of their teams

https://kleverinsight.com/
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‘Leap’ -- example of Guideline
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‘‘Leap’ -- example of new measure & Guardrail
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9

‘Leap’ example of Context
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Enterprise: A/B test – ‘Identify sources of rework’

Team without Klever Insight Team with Klever Insight

https://kleverinsight.com/
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Results of A/B test – Team with Klever Insight wins!

60%
More project time 

38% 
Less meeting time

72%
Less leader hours spent

Team without Klever Insight Team with Klever Insight 

One solution may make it into Service Cloud

Marilyn Lin,

Chief of Staff, 
Global Customer Success

https://kleverinsight.com/
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“I cover hundreds of products across 42 categories of service 
tools.

Klever Insight is the only product that makes specific, contextual 
recommendations each day, for what customer support and 
success teams should do next to improve the customer and 

employee experience.

What is amazing is that it learns from every use, making the 
experience and outcomes easier and better for the next user.”

~John Ragsdale, Distinguished VP of Research, TSIA

https://kleverinsight.com/
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Phil Verghis

CEO & co-founder

https://www.linkedin.com/in/philverghis/

phil@getklever.com

www.kleverinsight.com

Research Triangle region, North Carolina

Questions?

https://kleverinsight.com/
mailto:phil@getklever.com
http://www.kleverinsight.com/
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Appendix

https://kleverinsight.com/
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Comparison

Without Klever Insight With Klever Insight

Support teams struggle Continuous improvement of support

Leaders come up with strategic plans, often 

without employee input

Team Input + Service DNA data clarifies path 

ahead

Strategy doesn’t translate to actionable daily 

tasks for managers

Bite-sized ‘steps, jumps and leaps’ balance 

transactional tasks with strategic thinking,

in minutes a day

Measures are outdated, from last century call 

center type support
Trackable progress with modern measures

https://kleverinsight.com/
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Employee input into strategy

https://kleverinsight.com/
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Multiple Lenses & Service DNA

+ Leadership

People

Culture

Process

Technology

Metrics

https://kleverinsight.com/

