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Overview:

Here’'s what we’ll cover in this playbook:

The COO's Playbool o-
For Solving Cross- O
Functional Friction , ( Gap Analysis )

°o-- J== Create the Future State

=== Sustain
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Introduction:

Most organizations don’t fall apart because a single team is dysfunctional. They
struggle because the spaces between teams are unclear, uncoordinated, or
chronically misaligned. That friction rarely shows up in strategic plans, but it shows
up everywhere in execution: slow handoffs, mismatched expectations, rework loops,
conflicting priorities, and the subtle (but constant) tension of “who owns what”.

For COQOs, cross-functional friction isn’t an interpersonal problem - it's an operational

design problem. And once you treat it that way, the patterns become easier to see

and much easier to fix.
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Section 1: Assess - Describe the Friction Before You
Prescribe the Fix

What You're Really Looking For:
e Is this a personality issue or a structural one?

e Is the conflict about goals, resources, authority, incentives, or process?
e Is the friction episodic or systemic?

e Does the CEO know - and do they care?
How to Assess:
e Conduct 1:1s with functional leaders.

Ask each leader to describe:

o Where the breakdown happens.
o What they need from the other team.
o What they believe the other team misunderstands.

Review performance metrics across functions.

Look for misaligned incentives or contradictory KPls.

Identify recurring escalations.
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Section 1: Assess - Describe the Friction Before You
Prescribe the Fix

Watch For:
* Incentive misalignment (e.g., Sales comped on revenue, Ops measured on cost
containment).
e Undefined ownership.
o Competing priorities from the executive team.
e Lack of shared language or definitions.

Hard truth: Most friction is structural. Not emotional.
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Section 2: Discuss - Bring the Conflict Into the Open

The goal is not to “let everyone vent”. The goal is to align around business impact.

Structure the Conversation:

o Start with shared enterprise objectives.

o State the friction factually.

e Define the cost of misalignment (delays, rework, churn, morale, etc.).

o Establish a rule: “We fix the system, not attack the people.”
Questions to Ask:

e What outcome are we both accountable for?

 Where does handoff consistently break?

o What assumptions are we making about each other?

e What does “good” look like from both sides?

Keep the discussion operational and specific.

If it turns into “they don't communicate,” push for examples:
e What message?
e When? Through what channel?
e With what clarity?
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Section 3: Map the Process

Most teams argue about how work flows without ever mapping it.

What to Map:
e End-to-end process (from trigger to outcome)

Decision rights

Inputs and outputs

Handoff points

SLAs (Service Level Agreements) or expectations
e Data flow
Use a simple swimlane process map.
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Section 3: Map the Process

Why Mapping Changes the Conversation:
e It removes ego.
e It highlights ambiguity.
o It exposes duplicate work.
e |t reveals bottlenecks.

You'll often hear:
“Oh... I didn’t realize that's what happens after my team sends it.”
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Section 4: Gap Analysis

Now that you have the current state mapped, evaluate it against:
e Target cycle time

Quality standards

Customer expectations

Capacity constraints

Strategic objectives
Identify Gaps In:
o Accountability

Timing

Data accuracy

Tool integration

Escalation protocols
e KPI alighment
Document:
e What is happening?
 What should be happening?
e What prevents the ideal state?

If you don’t quantify the gap, it becomes opinion. Page 8



Section 5: Create the Future State + Shared Goals

Redesign the system together.
This is where many COOs go wrong. They dictate the solution.
Instead, facilitate co-creation - within guardrails.

Define:

e Clear ownership at every stage
Current SLAs between teams
Shared KPIs
Joint dashboards
Escalation thresholds

Cadence of cross-functional sync
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Section 5: Create the Future State + Shared Goals

Critical Principle:
If two teams are responsible for the same outcome but measured differently, friction is

guaranteed.

Create at least one shared metric:
e Revenue realization

On-time delivery
Customer retention

Implementation cycle time

Net margin per project
Other

When success is shared, behavior shifts.
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Section 6: Sustain

The difference between a mature organization and a chaotic one isn’t the absence of
friction, it's the presence of maintenance.

Build Sustainable Mechanisms:

e Monthly cross-functional review meeting
Shared dashboard visibility
Quarterly process health check

Clear escalation ladder

Feedback loop from frontline teams

Add Structure:
e Document the agreed process.
e Train teams.
e Update onboarding materials.
e Align incentives if necessary.
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Conclusion: Why This Matters To COOs

Cross-functional friction will never fully disappear and that’s a good thing. Healthy
tension between teams is often the by-product of growth, ambition, and
accountability. The real risk isn’t friction; it's unmanaged friction. When left
unchecked, it erodes trust, slows execution, and quietly taxes your best people. But
when approached methodically, assessing root causes, mapping reality, closing gaps,
and aligning around shared outcomes, it becomes one of the most powerful levers for
operational maturity. The COO'’s responsibility is not to eliminate disagreement, but to
design systems where disagreement sharpens performance instead of sabotaging it.

In the end, this playbook isn’t about conflict resolution, it's about enterprise design.
High-performing organizations don’t rely on personalities getting along; they rely on
clarity, aligned incentives, transparent processes, and disciplined follow-through. If
you consistently run this framework, you’ll notice something important: friction
becomes faster, cleaner, and less emotional. That's when you know the organization is
evolving. Your role is to ensure that every point of tension pushes the business forward,
not sideways.
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