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Who are we?

» Multi-disciplined organisation consulting in a range of
business methodologies from ITIL Service Management
to Balanced Scorecard

» Facilitate the transition from an ad-hoc organisation to a
structured and well managed one

» Assist in the defining of requirements for automation of
business processes
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Operations Centres - Asia Pacific

Number of Calls by State
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TAS (226 659.00) (13 BS%)
H VIC (350,220,000 (22 .5949%)
B v (350,437 000 (21.60%)

Mo. of Calls

d

400, 000
300,000
200,000

100,000
L1}

" How do we assess how well we do?

Total Phone calls in minutes by Month Close Date

& Quantity Ordere




*.u“’** %

" But what does it mean in terms of reality?
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Google Is Adding Major Libraries to Its
Database

By JOHN MARKOFF and EDWARD WYATT
Fublished: December 14, 2004

G cogle, the operator of the world's most popular Internet
search service, plans to announce an agreement today with
some of the nation's leading research kibranes and Osford University
to begin converting their holdings into digital files that would be freely
searchable ower the Web.

It may be only a step on a long road toward the long-predicted

NYT Store
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Phaoto: An early computer,
the "mechanical mind"
developed st MIT, 1927,
Price: $195. Learn More.

Ther Svitt

& bookis scanned at Stanford

global wirtual ibrary. But the collaboration of Google and research University. Google's plans for

nstitutions that also include Harvard, the University of Michigan,
Stantord and the Mew York Public Library 15 a major stride in an
ambitious Internet effort by various parties. The goal is to expand the
Web beyond itz current waluable, if eclectic, body of matenal and
create a digital card catalog and searchable library for the world's
boolks, scholarly papers and special collections.

Google - newly wealthy from its stock offering last summer - has
agreed to underwrite the projects being announced today while also
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digital files include the University
of Michigan and the New Yotk

Public Library.
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- When assessing measures we need to go
back to basics ...

e

» Whom do we serve and why?

» What information resources and services do we
provide?

» Where are these resources and services delivered?

» How are these resources and services delivered?
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» How do customers see the Library?
> At what must the library excel?
» Can the library continue to improve and create value?

» How does the library look to stakeholders?

Extracted from Joseph R Matthews: The Bottom Line: Determining and Communicating the Value of the Special Library
Westport, CT: Libraries Unlimited, 2000
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" " The Service Sector Scorecard (Agency)

Changed
Government
Priorities

A

Changed Measures of
QOutcomes Effectiveness

T

Service Measures of Best Practice
Portfolio Processes

I

Innovation

_

Staff Training Business Resource Governance
& Development Systems Allocation Systems

Measures of Service Innovation

Paul Walsh & Michael Cowper: Integration of Agency Performance
Measurement Requirements: Challenges and Solutions
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" Example: The University Scorecard

Changed
Government /

Priorities

v
Changed Measures of
Outcomes Effectiveness

T

University Priorities

Service Measures of Best Practice
Portfolio Processes

I

Innovation

_

Staff Training Business Resource Governance
& Development Systems Allocation Systems

Measures of Service Innovation

Paul Walsh & Michael Cowper: Integration of Agency Performance
Measurement Requirements: Challenges and Solutions
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" Example: The University Scorecard

University Strategic Library Objectives
Priorities

Customer Perspective

Safisfy our Customers
Simplify our customers experience
Be relevant to our customers

Academic
_ Excellence

Internal Process

Communicate effectively
Research E_nd Improve Productivity & Core Processes
. Schola rshlp Engage with the University Curriculum

Private/Public

Partnerships Learning and Growth

Supportive Environment for Innovation
Continually upskill staff
Astute use of technology

Institution of
Choice for Tenure

Financial Perspective
Maximise asset utilisation

Drive strategic funding
External funding partnerships
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-.Customer Pain Points
e.g. Deakin University Library

For Students
Out of date course materials
Cost of materials
Insufficient copies of the texts
Cataloguing database hard to use
Unsatisfactory photocopying and printing facilities
Difficulty navigating online materials
Course materials pitched inappropriate levels

For Academics
» Problems with timeframe
» Unwillingness to recognise and meet specific needs

» Inadequate collection in key areas

Extracted from Helen Livingston & Cate Richmond: Merging Business Units: the
challenges when extending the BSC to encompass the activities of more than one
business unit. Conference Paper, Managing the Balanced Scorecard in an Outcomes
Environment, February 2003
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" Measures support the Library’s Objectives

University Strategic
Priorities

Research and Academic Private/Public Institution of
Scholarship Excellence Partnerships Choice for Tenure

Strategic Measures Library Objectives

J Customer Perspective
¢ Satisfy our Customers

& Simplify our customers experience
J : Be relevant to our customers

Internal Process
Communicate effectively
Improve Productivity & Core Processes
Engage with the University Curmculum

garning and
Supportive Environment for Innovation
Continually upskill staff
Astute use of technology

Financial Perspective
Maximise assat utilisation
Drive strategic funding
External funding partnerships
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" Initiative’s improve Measure Outcomes

University Strategic
Priorities

Research and Academic Private/Public Institution of
Scholarship Excellence Partnerships Choice for Tenure

Strategic Measures Library Objectives Strategic Initiatives

J Customer Perspective
Satisfy our Customers

] Simplify our customers experience

j Be relevant to our customers

Internal Process
Communicate effectively
Improve Productivity & Core Processes
Engage with the University Curriculum

earning and
Supportive Environment for Innovation
Continually upskill staff
Astute use of technology

Financial Perspective
Maximise asset utilisation
Drive strategic funding
External funding partnerships
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An example:

University Strategic
Priorities

Research and Academic Private/Public Institution of
Scholarship ~ Excellence Partnerships Choice for Tenure

Strategic Measures Library Objectives Strategic Initiatives

J Customer Perspective
Satisfy our Customers

] Simplify our customers experience

j Be relevant to our customers

Internal Process
Communicate effectively
prove Productivity & Core Processez
Engage with the University Curriculum D

earning and
Supportive Environment for Innovation
Continually upskill staff
Astute use of technology

Financial Perspective
Maximise asset utilisation
Drive strategic funding
External funding partnerships
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Our Example

» The University Priority:
» Stakeholder Perspective:
> The Objective:
» The Measure:
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Our Example

» The University Priority:
» Stakeholder Perspective:
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» The Measure:

» The Measure:
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Our Example

» The University Priority:
» Stakeholder Perspective:
> The Objective:
» The Measure:

» The Measure:

> The Initiative:
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To ponder over ...

» Measuring in itself doesn’t improve business

» Assess why you are there and where you are going
» Establish a strategy to move there

» Examine your objectives

» Choose your measures to measure success rather than
measuring for the sake of measuring

» Establish appropriate Initiatives to achieve Goals and
Improve measure results




Thank You

Jon F Mortensen
IRM Consulting
0412073823




