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Introduction & Purpose
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Discovery
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Service Design Process

Exploring Issues Analysis Generating & Synthesis

Exploring Ideas
1 to 2 semesters of work

Dive into issues from Clarify what Create and explore  Define how to explore

diverse perspectives is important alternatives from implications of new

against different time to who and why different concepts and build
considerations perspectives knowledge
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Design Methodology & Approach
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Image: Examples of user story from service design team work.
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Service Design Teams
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Deep Dives: Staff Innovation / T—— \

Lorsng, 4y My tivphe dre Ard
Environment of Innovation

M d t ff t 7 : More support: managers, financial, other resources
a n a g e r a n a n g a g e e n 4 260 Value different work more equally. Defining as innovation is not necessary.

Recognition: top down and peer to peer

e \What does “innovation” mean to

Weekly recognition

our organization? et o

-~ Define innovation broadly

. Wh at CO u I d a Cu Itu re Of i n n Ovati O n ; Look beyond large projects. What are people doing in their everyday work?

Heads and managers should actively encourage participation

look like at U-M library? e
-
ry . Examine how different divisions or units recognize or define innovation
Talking about recognition but not reward

e How does this impact the ways in

which we invest in our staff and \ /
managers?

Images: Examples of feedback and
coding from staff workshops
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Pilots and Prototypes: Consultation

e Take portions of the service \
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Image Photo of notes from initial
workshop to design space prototypes.
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Pilots and Prototypes: Consultation

.« a Librarian

Email Instant Message

e Develop the triage and - i B
. . Use the email service tF) asktlc:bsr:;y and "y;r):ﬁ)::;r;:is;:;r;.tn the box when
tracking portion of i i 31 g
CO n S u Itatl O n with resources.
e Pilot with subject teams ‘

e EXxplore new technologies

New! We're testing self-scheduling of
consultations with library staff. Book an
appointment online.

You can also call or email a subject

specialist in your area of study to arrange
an in-depth research consultation.

Ca" Type here to chat. Press ENTER to send.

i s\ wr s Anen
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Stakeholder Engagement: Library Lifecycle
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Image: Data from existing research coded in Dedoose.
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Stakeholder Engagement: Library Lifecycle

ternal Dimensijq, .
e" Geographic s+

e 30 structured interviews

e Introduced based on
personal identities

e (Coded against existing
research

Image: Identify wheel used to begin
interviews with campus users.
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Findings
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Team Experiences

CHALLENGES OPPORTUNITIES TAKEAWAYS

e Time commitment and e Dedication to process e \Workload management
schedules and outcome
e Disconnect to e Visible application of e More visible
leadership principles and methods commitment by
leadership
e Trustand e Shared team e Diffusion
communication experience up/down/across
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Process Itself
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Value & Practical Implications
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Value to Organization

Service and Space Principles

Enhance the Platform for Discovery through foundational changes to physical
and digital space usability, access, and navigation.

Accelerate Partnerships in Scholarship by engaging with library users and
working with them throughout the service experience.

Deliver as One Library with a shared service philosophy and improved library
staff workspace.
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Our Process and Next Steps

PROJECT PHASES

SERVICE RESEARCH & IDEATION & PROTOTYPE :)hfIS:IE)I\EnENT
EXPERIENCE SYNTHESIS PRIORITIZATION & PILOT RE-ASSESS
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Mapping Influencers
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Check out the Library Lifecycle poster this
afternoon!
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Service BIueprmt (brlghtspot strategy)

Future Service Blueprint s

ervice:

...................................................................................................................................................................

line of visibility
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Personality Trait Wheel

Geographic
Location

Adapted From: Gardenswartz, L., &
Rowe, A. (2008). Diverse teams at
work: Capitalizing on the power of
diversity. Alexandria, Va: Society for
Human Resource Management.

Work
Experience

Educational
round

M http://bit.ly/sdtfassess18 @epuckett

LIBRARY

nal Dimensio,,s‘

Religion

@meghansitar

@vacekrae

@UMichLibrary



Service Innovation Handbook

The Service Action-oriented

creative thinking

IHHOVatIOH toolkit for service
Handbook organizations
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Lucy Kimbell

BIS

Lucy Kimbell, 2014, https://serviceinnovationhandbook.org/
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