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What is UX?

“User Experience (UX) is about how someone feels when using

a p rod u Ct Oor g se rvice’ 4 (Schmidt & Etches, Useful, Usable, Desirable: Applying User Experience
Design to Your Library, 2014)
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* In a library context: signage, staff interactions, emails & chat, web pages, books,

ebooks, eresources, databases, study spaces, furniture, lighting, computers, laptops,
skills sessions etc!

* Going beyond a survey — ethnographic or reflective practices
* What people do, what people say, and what people say they do
* Evidence/user driven change
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Why a cultural probe 20237
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*We had 2 specific services to look at: access to online help and access to
online training

*BUT: no similar study since June 2019
e Student lives and learning very different 4 years later
* Targeted ‘access to service’ questions but a broader feel
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What does it involve?
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* 10 students from across colleges (no MDS =

* Hired and paid via WorkLink

* Set 9 tasks to complete over two weeks
* Some advice would be nice
* Love letter/break up letter
* If students did libraries...
* Photo diary (typical day)
* Customer journey map
* Video blogs (looking for assignment materials)
* Cognitive map
* Reflective writing x2




UNIVERSITYOF LIBRARY
BIRMINGHAM | SERVICES

i F s g =7
S@ANM : : T\ul‘:’;’t') £ .-»‘_' Fll i Wi fing for e
L oue-bood O Tight Seevice bor [ p roie Ve
+ me—> bhey zan help Bock s -;F‘

el v, Form

whot th oan offge 240 1

~ botton of waleid (Thes afen
1\ et

\
i1\ S, |
(S L'-L"] AR

; : Wniersity Making o ene-to-0g | Some webaile Caive. Ak Chect =y wn W¥ iy
. ) MR \ - ‘ I SAVne. e 3 Y aniRiae
Task 6 - Video D|ary of Riewrinaram appointment" Pond * hod we 2 Lo email ‘
, el Ny f 3 aeh Lo oot Om o e
tren Imtranet whlbsike i S vasd

A et of

1 e e

Facy o
Lo ple s

) ‘
A Subwt

abad he

Ve by claror) term- tine.

B ) =
Py requie. atleast 5ot Y

Gogs ot > T can wait o,

4 /thg rime

Watch on (28 YouTube : st A | %
o | _ *
e mere stills advigrs
’\r shorker il fws

. Ipeoit Couln be
N aiedy Vot webeie |
ove. tlineck way)

DeHer arranged
(Lo T\ i
(4ot

IF ST ENTS
iy ﬁaﬁd pip LIBRARIES.,.

pteps nd ge £75, 1

Dear _library,
[ need t0 58y What's on my mind. wWhite it's beep 3 great

L 0BRAGY

past year and 4 haIf With you in some rpydro/; there's Some

dy walk Grg athowt  booths and desk \Vi il 5:39 Sunrise 11am Lecture
S or seme At b ot mare Z}ME rathor things [ can't jgnore and tpmk L deserve better
RBLAJCRERR orivate seudy fecl. han using T ST )
AREAS “.vm internet-rense often get frustroted USing Your anline resSources. becudse
in — tocheck
to encourage casual ~ Ue8 ESCS- 4;_‘;:/«:‘;:4;“ the Software feels old and not- s updated and sereamiine
o
reading for enjoyment "a"" net and fast Qs it could pe. [ Find google SCheldr oan be easicr te
beyond course requirements! e S vy . A L
B re o C micC cles =¥l fale &4 oLt/ e e
sedreh for dcade Eieles than Findit @ bham. [t shotr!

1 forgot for firstyedr that [could
borrow books beyond my course

: bt J enc € i Vine Softindre b
ER T Al 9 Smcblth cnd g}_/c)db/@ eyperienc € to NQugate enling t ut

wahted ta/ pernaps dfbook club T/ maybe menfictional [ find it Gan ddd frustration And | an't wait fcy@f i dent
€0 Connect with like readers and = | optionsawailabiein Ehe " ;
dISCUSS books. Option to Signup 1ibrary. Mere and pore [ Gind myself spepcling time in Study

for bock recommendations from

thebook clup via emaif spaces 1 ather b;(,t(d,.ys than Yo mﬂwuj,’q ne one else

‘ S@B@B% P‘;E:.%:E;E, dees 24 heurs apening ~/f there NAs theopticn 12l g0 elsewvhere
e gl[}frﬁa’( P iarm;::r':t;vaﬁ [ tove  Study spaces such AS Hs:rdmy [3w_or Pston Webb hecause
rest and study fass Lpootl they much more _inddual anel Group bocths, natural Light and more
S S',ii‘ife',”’s,"}:,’, e k‘;_‘é"‘# Spread cut seating Se i net ds easily distracted
“’f"bfffi"ﬁf»i‘l;“:' b L Altheugh Yeur poicrondve /s very convenient [t Alwdys Seems
eepant to begrimy and often gpere's a quewe Forit. And 1 find cfe
GREE e food to be so overpriced| Very few of Us Students e Ave
( love that WoB library pounds g day te spend on o mediccre sandwich tnat coutel be
care :1::‘%% ‘mﬂ,,f:;:f e made for /esS han SOp ot hone. [iould lov€ it / Q wider ronge
‘,’,'?_”and Also provding : BGRRGWQB of food cptions Were Svaiiable— and @r dinner co!

chespor pood cptens. ([lots oF micoriies | AYBIY BoolTS
fo [156en 6o when
walking between
cksses”. alsotind
audlo easier fvx./l]i;\‘
Pl UNIVERSITYOF ‘ LIBRARY #%iiimg/
BIRMINGHAM | SERVICES

forthese reasons  [°m starting tothink that | Can do uniersity
fife ?u,lte well With cue ~7«;u!
While [ thought that [ dpprecidted thendys You enhanced




=8 UNIVET m

o 5 BIRMINGHAW

Outcomes: Library Services (practlcal)
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* Practical suggestions, e.g. for changes to booking forms, simplifying
language on web, update our phone message, improve Wi-Fi.

* We need interactions (not just services) to be accessible, e.g. passing a
shelfmark to a dyslexic, dyscalculic person forces them to self-declare.

* Peer to peer advice and testimonials are invaluable and we need to
gather them

*There is a lot the library gets right (loans system, booking forms)
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Outcomes: Library Serwces (W|der)
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* Understanding different assessment methods

* Library staff are kind and helpful, and this heavily informs their view of
the library as a whole.

LS Teams (e.g. systems librarians) get to “see students”

* The library is seen as a comforting and motivating space with the right
“vibes”

* The library is a nexus - where else on campus do 8000 lives cross over
every day?

LIBRARY
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The library is:
* A space for intellectual curiosity

A space for transformative education
* A place of comfort, safety and light

* A place of love and care
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Outcomes: lerary Serwces - Value of the library
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Be curious from the beginning!

\

| feel so much peace sitting by the
window. | enjoy watching the bright
sun or even the raindrops.

I like the discussion and The staff check on the students — it's

collaboration such a caring gesture. They woke me
when | was napping to check that |
was ok. It was 6am and | had
worked through the night.
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Outcomes: a holistic view
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 Students' lives are complex — concerns around paid work, money,
health, disability, family, friendships, and finding a space to belong

* These students work hard - long days

* Challenged assumptions, e.g. student digital skills, awareness of
work/life balance

* Reminds us that nothing we do sits in isolation

* The library plays an important role in student's everyday lives




urvey reveals everyday life of students

A

*|nvestigates library practice but also changing lives of students

UX methodology affords a broader, richer, qualitative picture
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Have a go!
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* Two tasks to choose from .....
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* Drawing or writing task (envelopes in front of you)
* Before you all pick writing! We mean doodle, and you can! (example?)
*5 mins..

* Reflect on the activity: how could you use in your library? How did it
make you reflect?




Reflections on task
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Your thoughts?

Our thoughts:

* List of tasks vs the real experience
* Bring up forgotten thoughts?
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Questions?

Al

Claire Browne Dr Kate Spencer-Bennett

c.k.browne@bham.ac.uk k.e.bennett@bham.ac.uk
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