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Reimagining and re-envisioning the
public library

e People
e Place
e Platform




“The library is first and foremost a place...a place
that promotes development in society. It is a family
room of a community. That’s the vision, that’s the
future.”

Aljtar Badshad
Rising to the Challenge: Re-Envisioning Public Libraries, pg. 13
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Building design impact users experience.
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Wasilla Public
Library

Open space with

clear sight lines
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Photo shows how the Wasilla Public Library’s collections are located in the center of the building . 


Cedar Rapids
Public Library

Natural sunlight and
flexible spaces

http://bcilibraries.com/tag/public-library-design-
best-practices/




Loussac
Library

Creative spaces for
active learning




Who is using the public library?

Audience
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Figure 1. When do your patrons engage with the library? And how? (Graphic by Suzanne Chapman)
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Meet them in the moment: engaging public library patrons when it matters most, by Deirdre Costello, Cathleen Keyser 
Weave Journal of Library User Experience 
https://quod.lib.umich.edu/w/weave/12535642.0001.404?view=text;rgn=main 
 
Does your library layout and design reflect who is using your library? 


Step-by-Step Usability Guide
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https://www.usability.gov/how-to-and-tools/resources/ucd-map.html




Touchpoints

A point of contact or interaction (including encounters where there is

no physical interaction) that might alter the way that a customer
feels about your product, brand, business or service.



Presenter
Presentation Notes

https://www.interaction-design.org/literature/article/customer-touchpoints-the-point-of-interaction-between-brands-businesses-products-and-customers   




Touchpoint
examples
Physical layout
Furniture
Cleanliness
Temperature
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Touchpoints include the Physical layout of the library
Furniture (uncomfortable chairs)
Customer service (prompt, courteous)
Cleanliness of the library, 
Bathroom-does it smell, is it adequately stocked with supplies 
Temperature 
Lighting
Sounds 
Signage 





USER Experience (UX) for Libraries

A bl et A e e

e Useful
e Usable
e Desirable

APPLTING E5ER EXPERIENCE RESIGH TO YOUR LIBRARY
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The book, Useful, Usable, Desirable: Applying User Experience Design To Your Library, written by 
Aaron Schmidt and Amanda Etches is an excellent introduction in to this new methodology. 



First Four Principles of Good Library User
Experience Design

1.You Are Not Your User
2. The User Is Not Broken
3. Requires Research

4. Requires Empathy



Final Four Principles of Good Library
User Experience Design

5. Must Be Easy Before It Can Be Interesting
6. Is Universal
7. Is Intentional

8. Is Holistic
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Attitudinal
Research

Focus groups
Interviews

Surveys

Desighed to measure how a consumer
“feels” about something.
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http://www.businessdictionary.com/definition/attitudinal-data.html









Behavioral
Research

Contextual Inquiry
Journey Mapping
Usability Testing

Behavioral data refers to information
produced as a result of actions



Focus Groups




Interviews




USER

INS'GHTS 1 INTERVIEWEE & CONTEXT OF THE INTERVIEW
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Interview
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Service.designtoolkit.org
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On the slide is an interview template freely available for download from the Service Design Toolkit.




Surveys




Contextual Inquiry




Contextual Inquiry-example

User 2

Photo
Transportation Ride a bike Drive a car Ask a ride [with #2) Drive a car Take a bus Drive a car
Sppng Twice a week Once a week Once a week Twice a week Every other week Once a week
Frequency e = . A
Shopping * Buy for 1 . . . .
Quantity + Buy for next 3 day Buy for 2 Buy for 1 * Buy for 2 Buy for 1 Buy for 2
Low High Low High Low * Low
Variety of items | (Mo more than she (Experienced) (Inexperienced) [Liked to try new) [Same items as (Know what to
needs) before) buy)
5"“;",‘;;? t N (Mental) ¥ (Written) N (Mental) N (Mental) N (Mental) Y [Written)
Budget N
sensitivity Y ¥ ($50) Y N ¥ (550) ($150)
(Y/N)

Created by Sophia La




Journey Mapping-template examples

Steps What did What did What did o TePuns! ‘ ,
you think? you feel? | youdo and A NATIONAL LIBRARY
SE'E‘? sional Library iz part of the Department o inteml Afiair:
\ éep'% \ é&pg \
/. /. J

Customer Journey Mapping
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One the slide are two examples of journey maps.   The first one is from Robin O’Hanlon’s slide share presentation, Customer Journey Mapping for Libraries,  https://www.slideshare.net/RobinOHanlon/customer-journey-mapping-for-libraries

The other is from the National Library of New Zealand's Journey Mapping for school library design websites.  
https://natlib.govt.nz/schools/school-libraries/leading-and-managing/managing-your-school-library/evidence-based-school-library-practice/journey-mapping-for-school-library-design






Journey Map-
example

User

Purpose

Stages of Journey
Activities

Feelings (Pain points)

Opportunities

EXAMPLE OF A CUSTOMER JOURNEY MAP FOR THE US GOVERNMENT
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The journey map example on the slide comes from the How to use customer journey mapping to guide your content strategy post, on the HummingBuzz Copywriting and digital marketing blog. 

Michaels’ journey map clearly shows several pain points Michael experienced which ultimately led him to give up his search for tax information from the IRS.gov website. 

https://hummingbuzz.com.au/customer-journey-mapping-guide-content-strategy/



Usability Testing
Usability Testing
! Real USErs, S0, what would
doing real tasks you do next” click here.
. Prototypes or live ) e
products 7 Eﬂ' '
- Observed, not 4
guided

https://www.quora.com/What-is-usability-testing
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https://www.quora.com/What-is-usability-testing
Jenny Todavchych, Product Manager EasyQA 




Other Research Techniques

Q Personas Q A/B Testing

Q Empathy Maps Q Five-Second Tests




3FER$DNA32- e L e . o

PRARDAA

Personas

JTHER: Crier slerus inal (ee o nfisoos-on jour s,

SERVICE ATTITUDE

F s RN S TRV kT P e T e T T VR DT, 3 et

L SEEKEN

DESCRIPTION

Dl 15 s P, AU T P 2 A U St o D L B PR A AL S P SORROTear
e rarore! S STOront T B SLVE D LU NP DNSORTECIECS: M p e §7 P S snion Soaiec

MOTIVATING
WAVRA ST PR VT LA
Eaay wime e ow et

DEMOTIVATING
T A S TR L
BTN LD N DT

Service.designtoolkit.org



Presenter
Presentation Notes









Think & Feel?

Empathy Map oar ¢

Originally created
by David Gray

Say & Do?

Pain Gain

.

www.solutionsig.com/resource/blog-post/what-is-
an-empathy-map/




TASKS

What tasks are users trying to
complete? What questions do
they need answered?

Empathy
maps e N

the experience? What really
matters to them?

INFLUENCES

What people, things or places
may influence how the user
acts?

Created by Paul Boag

NAME

PAIN POINTS OVERALL GOAL

What pain points might the What is the users ultimate
user be experiencing that they goal? What are they trying to
hope to overcome? achieve?

https://boagworld.com/usability/adapting-empathy-
maps-for-ux-design
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A/B Testing

Control: Treatment:

ax 69.00 ar 69.00

Quantiy: ‘ quarciy: 1| (D
InuStock Shipwdthin: 1week In Stock. Shipwathin: 1week.
Agd towith lis] Agd to wish list
h 35.81% increase in conversion
-~ Stotistical Confidence: 98%
‘{{' et ieree con
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The example on the slide is from the Unitid website and demonstrates how shape and color can influence users behavior. 


Five-Second Test

books.alaska.gov

BEmm— Alaska State Libraries, Archives, and Museums
LIBRARIE:

ARCHIVE

wusn ALASKA STATE LIBRARY

wiLn

HOME FOR LIBRARIANS ~ FOR STATE EMPLOYEES ~ FOR THE PUBLIC ~

Libraries, Archives, & Museums / Alaska State Library / Free Books

Free Books for Alaska

Sesame Street E-book

Ready to Read
World

Resource Center

Free ebooks for young readers

Board books and toys for
and parents to share statewide.

parents and day care providers.

B
SESAME STREET

Alaska Mail Services

No public library in your town?
Sign up to get books and other
library resources by mail.

FOR STUDENTS ~

Talking Book Center

Audiobooks for Alaskans with
visual or physical disabilities.

m‘; Iki ter
( ’Tc::lung Fc:-okfien er

r s

Search

© Library @ State of Alaska

FOR HISTORICAL RESEARCHERS ~

Enrich Your Life with Books

Brought to you by...
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A five-second test is where you show testers a webpage for five seconds. 



Then ask them to recall what they
remember about the page.




Example 1

Does your library
furniture support
users needs?

;,fi“”'"“ﬂl ”“‘m 7

Research Methods:
Contextual Inquiry
Survey



Example 2

Do you think this
physical desk looks
approachable and
friendly?

Yes No

The Library reference desk, 1960s. University
Archives and Special Collections

http://www.library.fullerton.edu/about/history.php
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Example 3

Can a 15t time visitor
easily locate all the
areas of your library?
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Questions?

Julie M. Niederhauser
Public Library Coordinator

Julie.Niederhauser@Alaska.gov

library.alaska.gov



http://library.alaska.gov/
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