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Service Innovation through Routine Work Development in Higher Education Support Staff
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Abstract

This conceptual paper aims to present a systematic framework in which transforming routine tasks into
service innovations represents a crucial strategy for improving work quality and strengthening organizational
capacity to address evolving demands. This article presents a systematic, practice-oriented framework comprising
four core stages: (1) Problem analysis, which employs the concept of pain points to identify limitations and
obstacles that serve as driving forces for change; (2) Improvement and development, which involves redesigning
processes and implementing appropriate tools or technologies to enhance efficiency and reduce complexity; (3)
Evaluation, conducted across quantitative and qualitative dimensions, including the assessment of operational
efficiency and user satisfaction to generate empirical evidence of success; and (4) Scaling up, achieved through
strategic development, knowledge sharing, and the institutionalization of Good Practices, thereby fostering
organizational and societal transformation. The integration of these four stages reveals that the development of
routine tasks transcends mere technical problem-solving exercise contributing instead a comprehensive innovation
process that interconnects staff, organizations and service recipients. This approach ultimately contributes to

sustainable improvements in service quality and the advancement of organizational development.

Keywords: Routine to innovation; Service innovation; Pain points; Evaluation; Scaling up; Routine to research
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