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Let's explore the management of
enhancement requests from a customer
perspective, with examples from Linkoping
University Library and ESSUG.
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Let's explore the management of enhancement requests from a customer perspective, with examples from Linköping University Library and the User group.


To keep track of the enhancement

requests the customer should reach out to

their contact at EBSCO who filled the
request.
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To keep track of the enhancement requests the customer should reach out to their contact at EBSCO who filled the request.
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In my case that is:

Annette
Krawietz

Heidi
Bergstrom
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Antti
Rainio
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Alma
Taawo

Adam
Walsh
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Annette Krawietz – the first one how gave us a taste of the new EDS as we were early beta partners.
Heidi Bergstrom – the enhancement requests created during our implementation of the new EDS user interface.

Alma Taawo – mostly language issues as she tries to learn EBSCO to talk Swedish. I do believe that Heidi might have transported some of our early suggestions to Alma but I have no list. 

Antti Rainio – the enhancement requests from the user group Trello which was created based on the priority list from user group. I hope that Alma keeps track of those now, but I have not heard anything in a long time. 

Jarkko Visuri – the ones that I have made through support. I hope that he also helps Alma to keep track of the use groups priority list.

Claus Wolf – our superhero who solves technical issue.
Adam Walsh – who also solves technical issue and a superhero too. Both have created enhancement requests on our behalf. 
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EBSCO Connect

Why must the management of Why can’t they be included in Why must each organization create
enhancement requests be so messy? Connect? some kind of bookkeeping of their
enhancement requests to make sure
that they are not lost if someone
leaves the organization or EBSCO.

Connect works fine keeping track of my organization's tickets. No matter who created
the ticket or whom the ticket is assigned to.
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Why must enhancement request be so messy? 
Why can’t they be followed up in Connect? A lot of effort has gone in to creating EBSCO Connect. Why is enhancement request kept outside of Connect?

Why must each organization create some kind of bookkeeping of their enhancement requests to make sure that they are not lost if someone leaves the organization or EBSCO.

I have several talented and creative colleagues who submit improvement suggestions. How are these enhancement requests followed up on when the individuals may have left our organization?

Connect works fine keeping track of my organization's tickets. No matter who created the ticket or whom the ticket is assigned to. 

Maybe LiU is overdoing this but if that is the case I doubt we are the only one. 
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What happens to old or not so good ones?

-
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What happens to old ones? Or the ones that really is not that good? �I believe that I have never been informed that one of my ERs have been placed in the bin – which I am quite sure have happened several times. 
We have used EDS since 2009 and have been placing enhancement request from the very start. 
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Placing an
enhancement
request is like
flipping a coin into d
wishing-well.

Det hir fotot av Okind forfattare licensieras enligt CC BY
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Placing an enhancement request is like flipping a coin into a wishing-well.

Maybe it has to be that way as the products is used by so many organizations with different needs. But if we work together, we have much better chance to succeed ( and create a better and more sustainable product).  

https://sotawiki.net/sota/Wishing_Well
https://creativecommons.org/licenses/by/3.0/
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The voice of the customer

The user group has been working on
prioritization and listing of
enhancement requests since its
inception, but the work has not been
particularly successful.

All attempted solutions have been

too labour-intensive for the group
and EBSCO.
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The voice of the customer? �EBSCO keep telling us how important it is that we make enhancement requests. 
The user group has been working on prioritization and listing of enhancement requests since its inception, but the work has not been particularly successful. 
So far, all attempted solutions and there have been several have been too labour-intensive for the group and or EBSCO.
I know that the voice of the customer is important to EBSCO but there is room for improvement in the management of the improvement suggestions and enhancement requests. 
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Good ideas should be shared

Sharing an idea or @
accessing someone else's s

good ideas should be easy! O O O
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Good ideas should be shared.
That is how success and sustainable products is achieved 
Sharing an idea or accessing someone else's good ideas should be easy!

Hard to achieve? Maybe you already have a solution? 
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EBSCO Ideas Portals for more products?

EBSCO Ideas Portal

EBS‘ O This Ideas Portal enables you to share any ideas you have for GOBI, ECM or the upcoming new books ordering platform, as well as vote and comment on any
submitted ideas.
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EBSCO Ideas Portal
This is good! 
Why is it only used for GOBI?


Questions?
Eva.Sejmyr@liv.se




