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“DELIVERING PARLIAMENTARY 
LIBRARY AND RESEARCH SERVICES IN 
AN INTERCONNECTED WORLD.” 

Delivering and improving services to 
clients 

Developing and improving tools and 
processes 

Presenter
Presentation Notes
Mind the expressions: “delivering services” and “interconnected world”. This raises a question that we have been trying to answer during this day: How does an interconnected world affect the services we deliver. 
The two morning sessions give us a clue: an interconnected world changes the relationships between the L&RS and their clients. The technologies that made this new world possible also have a deep impact on business processes . 



Two different approaches?  

Presenter
Presentation Notes
It seems that we are talking about two different approaches when we read the titles of the sessions. One is client-oriented. The other is focused in business processes and tools. Although this is not true to the cases that were presented here, there’s in general a subtle difference. The improvement of business processes does not change fundamentally the service, but incrementally enhances it. It is an inside-out focus. This is OK if you are sure that the outcome you plan is really what the client needs. And most people really think they know what their clients need. The other approach is outside-in. You interact with your client and then (re)design your service or product. You can even innovate, creating an entirely new service. But why is this important? It is about the change in behavior of the people who use your services in an interconnected world.



The Evolution Of The Consumer 

To Active 
Participation 

From Passive 
Consumption 

Presenter
Presentation Notes
“Prior to the invention of radio and the phonogragh, composers sold their scores to publishing houses, which in turn sold them, in the form of sheet music, to customers who played the music themselves. With the emergence of the new broadcast media Technologies, we stopped playing music at home every evening and started listening to it: first in our rádios and phonographs and eventually on stereos, boom boxes, and walkmans. With the emergence of digital music and the internet, however, many more of us are once making music instead of merely consuming it. “  The consumer of parliamentary L&RS is a consumer of pure, sheer information. Therefore, he is now confronted with an enormous digital content



Clients Today... 
• Have fast on-line access to virtually unlimited 
informational content 

• Can choose among several search engines 
• Buy books on the web 
• Read and watch news on their smartphones 
• Produce their own digital content 

And many of them think they 
don’t need us anymore... 



You are faced with two choices... 

or 



Two Client-Oriented Methodologies 
Business Model Canvas 

and 



What do they have in common? 

•Client as a starting point 
•Client collaboration and interaction 
•Use of project management tools 
• Involvement of partners and other 
stakeholders 

•Feasibility, viability and desirability 
 

 



Business Model Canvas 

 
 

Presenter
Presentation Notes
The BMCanvas was created by Alexander Osterwalder and is used either to map a business model or to develop a new one. It can be applied to the whole organization or used to design and implement new products or services. It is constituted of 9 building blocks, that can be aggregated in 3 major areas: infrastructure (partners, activities, resources); finances (costs and revenues); client satisfaction (value propositions, customer relationships, channels, customer segments). 



Business Model Canvas 
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Presentation Notes
The BMCanvas was created by Alexander Osterwalder and is used either to map a business model or to develop a new one. It can be applied to the whole organization or used to design and implement new products or services. It is constituted of 9 building blocks, that can be aggregated in 3 major areas: infrastructure (partners, activities, resources); finances (costs and revenues); client satisfaction (value propositions, customer relationships, channels, customer segments). 



The Traditional Way 
 
 

Bylaw 

Inputs 

Value Proposition 
 

Customers 
 

Customer 
Relationship 

Channels 



Converting Need Into Demand 

 

“Our real goal is not so much fulfilling 
manifest needs. It is helping people to 
articulate the latent needs they may not 
even know they have” 

Tim Brown 

Presenter
Presentation Notes
What do I need to start?
Brief: almost like a scientific hypothesis, it is a set of mental constraints that gives the Project team a framework from which to begin, benchmarks by which they can measure progress and a set of objectives to be realized. Balance between abstraction and a narrow set of specs.
Interdisciplinary team
Environment: in which people can experiment, take risks, and explore the full range of their faculties. Having a Project space large enough to accomodate research materials, fotos, storyboards, concepts and prototypes is very important. 




A New Way To Design Services 
 
 Value Proposition 

 
Client 

 
Customer 

Relationship 

Input 

Channels 



How do I come up with a new service? 

 
 

Presenter
Presentation Notes
“Design thinking is fundamentally an exploratory process; done right, it will invariably make unexpected discoveries along the way, and it would be foolish not fo find out where they lead”
“Insofar as it is open-ended, open-minded, and iterative, a process fed by design thinking will feel chaotic to those experiencing it for the first time”. 



Empathy Is Key 

 
Observation 
The Client Journey 

• How does the client experience the physical 
environment? 

• How does she/he make sense out of the 
procedures? 

• What does she/he find confusing? 
• How does the journey affect her/him emotionally? 

 
 
 
 

Presenter
Presentation Notes
Brief: almost like a scientific hypothesis, it is a set of mental constraints that gives the Project team a framework from which to begin, benchmarks by which they can measure progress and a set of objectives to be realized. Balance between abstraction and a narrow set of specs.
Environment: in which people can experiment, take risks, and explore the full range of their faculties. Having a Project space large enough to accomodate research materials, fotos, storyboards, concepts and prototypes is very important. 





Ideation Through Brainstorming 
 

• Defer judgement 
• Encourage wild ideas 
• Stay focused on the topic 
• Build on others’ ideas 
• Diverge, and then converge! 
 

“Brainstorming, ironically, is a structured way of 
breaking out of structure. It takes practice” (Tim 
Brown) 



Think With Your Hands: Prototype! 
 

• Early prototypes: fast, rough and cheap 
• Goal: to give form to an idea 
• Role-play: Legos, story-boards, scenarios 
• Last stage prototypes: implementation 
 
 

 

“There are many approaches to prototyping, but 
they share a single, paradoxical feature: They slow 
us down to speed us up.” (Tim Brown) 

Presenter
Presentation Notes
Prototypes should command only as much time, effort and investment as is necessary to generate useful feedback and drive an idea forward, learning about its stregnths and weaknesses. 



Prototyping A Service 



THANK YOU! 
adolfo.furtado@camara.leg.br 
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