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Two Case Studies: Initial Adoption & “Business as
Usual”

= Background and Drivers

* Timeline and Milestones

= Projects and UX Techniques

= Benefits

= Challenges with “Whole Team” Approach
* Implications for Practice

= Next Steps



= University focus on innovation and efficiency
= Make better use of frontline staff recruited for
customer focus

= Avoid only managers/professional librarians
getting to have all the fun



First-line support for all library services (and face to
face IT); library spaces and stock circulation

* 8 managers: Cambridge/Chelmsford library
managers, Peterborough Site Librarian, four
supervisors, me

» 34 Staff. 28 Library Support Advisers across
three cities and 6 Shelving Assistants



Ex-Libris workshop Sep 15

Hannah comes back having at
last understood what they
were excited about...

Staff training Jan 16

All frontline staff have training,
followed by undertaking mini
UX projects

UX in Libraries Mar 15 'I"I"I"
J.

Two attendees from ARU
come back EXCITED
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We hit critical mass of staff
wanting to put something into
practice

o
Mainstreaming UX and
engagement




Spring/Summer 2016: Mmini ux projects

Library Support Advisers split into groups:

Time to discuss and agree a project and a methodology
Time to carry out the research

Time to reflect, review and compose a report

Sessions to share findings
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What do you love or
want to change about
the library?




3-4 pm
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TOUCHSTONE TOURS FIELD NOTES

Date and time of tour
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* [nitiative to further exploit UX to gain deep
customer insight — led by Library Academic
Services Colleagues

* [nitiative to ‘professionalise’ frontline staff

= Support CLS Strategic Aims to enhance the
‘customer experience’ and its strong commitment

to continuous improvement
= [nspired by Hannah’s work!



Delivers a diverse range of first-line services to the
University Community and Visitors

= 6 Managers: first-line Library Services, first-line IT
Support, first-line Student Support, University
Printing Services, University Reception

= 40 Staff: Library Assistants, Library Wardens, IT
Support Advisors, Print Technicians, University
Switchboard Operators, Placement Students...



Decision to pursue .
I Modest project proposal submitted Staff presentations and
UX initiative project prop project report

Feasible/Realistic

UX workshops delivered ! recommendations/service
by an internal/national expert UX projects undertaken enhancements include in

2019/2020 team plans




= 40 Customer Services staff

» 10 self-selected, Named Project Groups - 4 staff from at
least 2 Customer Services Teams

» Each Manager acted as a ‘Guide on the Side’ for 1-2
Project Groups

» Resident Expert — Provided advice on Ethics and UX
Technigques

Project Proposals on diverse aspects of the User Experience:
The Reservations Shelf, Print Credit Units, Self-Issue
Machines, Binding Facilities, Navigating the Library,
University Main Reception.....



The Info Divas- Self Help Leaflets
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= Cognitive Mapping -




Touch Me Baby One More Time - Touch Panels in Teaching Rooms

= Usability Testing-
Subjects

Tech h

Savvy Experienced
- Didn"t know how to switch at all.

Found the sound levels eventually.

Didn't know which cable to use or how to switch.

Muted sound first.

Muted it on the pc first, even though just did it accidentally

Number

They got there eventually, just took a lot of looking.

T m wn ae &

no issues.

Turning it off
Al of it.

Get the projectors to display WePresent.
Get the projector to play any YouTube videos with sound from the PC.
Play sound from your phone or laptop. ; Get it to the point that the pc is showing everything.
For the PC, mute the display.
Mute the sound.
Unmute the PC sound and the display, and set the volume to full.
Shut down the system.
Ql What parts of the system are intuitive for everyone
Q2 What parts of the system are not intuitive for everyone?

Q3 What would the button to do everything you want, do?




The Frontliners — University Reception Desk
= User Journey Mapping

Customer Journey Map — A Delivery driver wants to deliver a package to a member of staff.

Profile

A delivery driver enters the reception area. He has a personal parcel for a member of staff, who has used the University as

a delivery location.

Journey

Positive Feelings

Delivery van enters
main entrance,
Queensgate — and
parks his wvan on
Double Yellow lines
and enters Main
Reception area.

" /

Driver declares he
has a delivery for
*The University”.
It turns out to be a
personal package
for a member of
staff.

l.,/ Driver is happy

that

he

/ reached

/ destination.

/

has
his

/
/

He is informed
that we don’t
take deliveries
at this
reception, and
that he needs
to go to the
Firth St Depot

Driver is given
Campus Map, is
told the
directions and
heads off to the
Depot.

{No.36 on map)

f/ Driver is happy
/ that he has

been given a2
map with the
exact location.

Driver Is optimistic at
the thought of leaving
his van In situ, because
as the crow flles Its not
too far, and the package
can be carrled.

Driver
Firth St Depot,

arrives at

/' Driver is happy

/  that he has

the

finally arrived

correct

destination.

| Driver Is |

.'f/ happy  that I,’
/ there Is /
f sultable off /

/ road parking

| for his van at

/ thr Firth st /
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Negative Feelings




Oracle Wannabees: Navigating the Library

» Behavioural Mapping —

= Affinity Mapping -

Print Hub Binding and lami
Books: 350 - 364 Silent Study
Postgraduate
Research Room
(s85/02)
Silent PC area

Books:
627 - 649

Books: 576 - 625 Quiet Study

Books: 543 - 576

How did you feel? € ot
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Was it easy to find?

N

How was the signage?

P (=14

What obstacles did you encounter?

Nea Thos, rwued ¢
Lo poreiar

What would make it easier?

nating  Books: 364 - 378
School Curriculum Collection

Books: 378 - 543

Quiet Study

"Group Study Rooms
(S85/06, SBS/07)

Silent Study

Scholar's Rest
{for drinks and snacks)

Group Listening Rooms

1585110, 5B5/11)
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Track and Trace— Library Use in Self-Service Opening

Observations
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= Cross-team collaboration, Co-operation and Communication

“Mixing the teams brought a range of different perspectives and
Skills/experience to the Project” (Staff Member)

= Skills Development

UX methods, Powerpoint/Photoshop, Delivering Presentations, Writing
Reports, Teamwork, Assertiveness/Confidence

= Enhanced Customer Focus/ Awareness

“Getting staff to see the service from a customer perspective is bound to be a
good thing” (Staff Member)

= Recommendations for Improvements

In many aspects of the customer experience — “things we may never have
discovered or thought of before this project” (Manager)



= Scheduling

Difficulties for cross-team staff to arrange meetings due to work
patterns/room availability/staff absences/personal committments

= |[nitial Resentment

“At the start it felt as though you were asking too much of us”, “Our
immediate reaction was “yet one more thing to do on top of everything else’,
“but once we got going with it, it was ok”

» Lack of Engagement by Some

“If it was something | wanted to do | would have put more effort in”, “had to
push some members to do anything”, “ You tell me what to do and I'll do it”

= UX Saturation
“Students fatigued due to everyone surveying over the same period of time”



= New skills and career progression
Research techniques, project planning, teamwork, leadership

= Broader thinking

Frontline staff thinking about strategy - the bigger picture - how they can
make a difference

= Cross-team learning

People like learning from each other and getting their assumptions
challenged

= Learning for managers

Staff are amazing — approaching users, coding results, writing reports,
making recommendations



* Project planning and scheduling
Rotas — staff being available when library users are

= Team dynamics and project planning
Additional training in August 2018 and inclusion in inductions

= Mainstreaming UX
Expertise not just with one person — ongoing training for new staff

* Processes for everything!
For the team and for the managers.

= Communication, communication, communication!



How would you explain UX?

UX is ethnographic research of library users with the purpose of identifying *
areas where the service can be improved and then designing
improvements to be implemented. It is an ongoing process, gradually
improving the experience of library patrons. LSAs are involved because as
the frontline team we are in the best position to both observe and interview
students.

UX research is used to gather users' perceptions, feelings or behaviours.
The process often yields unexpected results, which can inform further
investigation and potential service changes. | enjoy being involved
because, working in the library everyday, it becomes easy to lose
perception of what might be unfamiliar/difficult from a user perspective.
Taking part in these projects keeps you thinking about what work we can
be doing to make things easier for students and to continue to improve the
service we provide.

Observing, or gathering data, on how users
experience the library, and what they like or
frustrates them in order to improve our services. Part
of my job role is to help improve customer service
and this is one way to actively engage students (and
staff) to do it.

As a student centred environment it is essential for us :
to engage with their perceptions and user experience,
by using a variety of methods we can gain valuable
feedback and knowledge to apply to our roles,

facilities and the support we are able to offer

students. | enjoy UX projects because it is a chance to
really listen and hear student views.



Do you think UX is a good fit with your role?

As we support students with using a range of services and Being on the frontline,
see how they interact with the services it is easy to identify LSA's see users at work
areas/behaviours that we can study in more detail through around the library and
UX research. | think it is also positive that students see us gain a good idea of what
doing this work, to improve the library for them. They are they tend to ask about,

always very willing to help. get stuck on or frustrated

with, want to do, etc. It

It gives me a sense of  * Being able to better . makes sense to use
team building and can understand the views of the those insights to decide

help develop skills that | service from the user's what to investigate
further through UX

techniques and how best

might not be able to perspective helps to

develop through other understand our role and helps

parts of my job. it from becoming mundane. to go about doing it.




1. Staff resource allocation

Continue mini/specific projects or launch big juicy projects? Or
both?

2. More cross-service work
|dentify ways to work with Academic and Content Services
more.

3. Keep telling students what we’re doing

Explain what we're up to when we ambush them — tell them
what we've done as a result.



A “Whole Team” Approach involving all staff is not sustainable but it is
possible to mainstream UX research into roles of Frontline Staff

= Plan and Deliver a Strong Launch:
— Clear expectations, Timescales, Documentation (e.g. Project proposal and Project
Report templates)

= Clarify Roles and Responsibilities
— The Guide on the Side
— Project Members

= UX Scheduling
— Limit the number of Projects and stagger them throughout the year

= Consider a ‘Mixed Approach’ — less ‘hands-off’
— Option for staff to self-select Projects and Team Members
- Management — Led initiatives in which volunteers are sought/nominated




1. Implement Quick-Win Recommendations

Changing signs, relocation services, commissioning additional
UX work to further develop some initial Projects)

2. Maintain Commitment to UX
Inclusion within all Annual Team Plans 2019/2020

3. Refine Approach to UX
Roles and Responsibilities, Project Document Templates
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