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Some changes in our libraries

Spotting & creating opportunities

Reporting up
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So, how do we really feel about change?

new, innovative, leading, open, 
edge

younger

exciting, risk-taking, eager

experience, do-it-like-we’ve-
always-done-it, know

elder, dues

worry, impatience, problems, 
cautious
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What change looks like in our libraries

MoFo:
Research@mofo.com
Marketing/Library integration – new name!
Competitive Intelligence

Nossaman:
KM/CRM/DMS/Intranet (aka the library morphing into KM)
Firmwide Library Inbox
Competitive Intelligence

Conflicts Intake Research
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How to get started – building a case for change for 
Research@mofo.com

We have outgrown Outlook 
1300 research requests per month

Current system is inefficient
Workload is distributed unevenly

We need to leverage our workforce and strengths
Larger audience – work across offices like practice groups do
Leverage our talents, serve a larger audience

Expand our hours of service 

We need to use our data to improve services
Use data to cross-train, spot trends
Focus on high-value, complex, or specialized research
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Research@mofo.com Home Page
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Managing the flow 
of knowledge & 
change

– CRM InterAction
– DMS
– NERD
– Service inboxes
– Conversations
– Relationships
– Email



This is MoFo. 12

Opportunities come in strange packages…

Even if you don’t actively seek them, be open to them
Some examples…

MCLE
KM

United Way

But trade up when you are given a better or different opportunity
MCLE for CRM
Intake/Conflicts for DMS (Enterprise Content Management)
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2.) KM to notify
biz dev liaison, coordinate

& determine scope

4.) KM to deliver
results to requestor,

biz dev, and post
to CI page on NERD

1.) Request comes from 
Atty or Biz dev

3.) KM to respond
to requestor

with timeline and
cc biz dev

liason
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Why not to do it:
It takes time and you have real work to do

It’s hard and can be nervous-making
You are going out on a limb and you don’t know how it will be received

Why do it:
It’s not really a choice 
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LAST 
PERIOD

THIS 
PERIOD

Overall Status: Date Comments

Complete Process Flow Charts 2/17 Done

Finalize Change Plan 3/17 Done

Functional Requirements & 
Business Summary to IT 3/17 Done

Complete detailed Training and 
Communications Plan 5/11

Complete development phase 5/11

Begin library staff UAT 6/1

Go live to subset of attorneys 7/1

Go live to remainder of firm 8/1

Service Now – Library Implementation 
As of: 03/18/10

STATUS Key Milestones

Key Issues (with actions):
• Delay of development of hook into Carpe Diem which will 

streamline the process of time entry and improve realization of 
billable time. (IT has confirmed that it will be completed by the 
rollout of our UAT on 6/1. We will continue to address this with
xxxxx and monitor progress. )

Overall Summary:
The following teams have been formed to work on 
the library implementation of Service-now  which is 
scheduled to go live to the firm on 8/1/2010:

1) process team

2) change plan team

3) workflow team

4) metrics team

5) steering committee

6) training and communications team. 

All teams are on track to complete their 
assignments by their designated due dates.

Functional requirements and business summary 
have been compiled jointly by IT and library and 
have been submitted to developers.

Having difficulty but can solve without helpOn Track Off track. Need plan to get out of red
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Top Requestors (Attorneys only) in March 
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Total Work Duration by R&I staff in March
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Requests by Hour (in Military Time) in March



This is MoFo. 21

Offi
ce

 #
2

Offi
ce

 #
7

Offi
ce

 #
8

Offi
ce

 #
9

Offi
ce

 #
10

All 
ot

he
r 

of
fic

es
 c

om
bi

ne
d

Offi
ce

 #
3

Offi
ce

 #
5

Offi
ce

 #
6

Offi
ce

 #
4

Offi
ce

 #
1



This is MoFo. 22

Play nicely in the sandbox

You can’t do it all yourself and you will need to work with other 
departments

Resources are tight and everyone is leanly staffed

Collaborate DON’T compete
Frequent concise communication is key to effectuate change

Involve your team in the process and share in the success
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To connect our users 
with the people, 
information and 
knowledge they need 
to deliver superior 
client service
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Kathy Skinner, MLIS
Firmwide Information Resources 
Manager

kskinner@mofo.com

www.mofo.com

Camille D. Reynolds, MLS
Director of Knowledge 
Management

creynolds@nossaman.com
www.linkedin.com/in/camillereynolds
www.nossaman.com


