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“What people say, what
people do, and what people
say they do are entirely
different things.”

= (Margaret Mead,
Zrd anthropologist)
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Design ©= =
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https://guycookson.com/2015/06/26/design-vs-user-experience/
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https://en.wikipedia.org/wiki/User_experience)
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https://usabilitygeek.com/user-experience/
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“poorly designed products can
frustrate, - sadden, ~and even people

who use them.”

Gautam Krishnan

Hacker | Product Designer at Vitech | Former Ul/UX Designer at Zoho

https://uxdesign.cc/the-purpose-of-ux-you-dont-know-what-you-don-t-know-6a94c0d30023
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« “...the traditional quantitative metrics and measures used by
libraries (eg. statistics on visits, holdings, loans, renewals,
database use, downloads, views, social media followers, etc.)
do not reveal anything about the success or quality of the
interaction experienced by the library user and ultimately the

value or impact that this has on the user.”

e “...look at how and why library users use libraries in the way
that they do ... in order to better understand what users
want from libraries.”

(Appleton, L. (2016). User experience (UX) in libraries:
let's get physical (and digital). Insights, 29(3) , 224-227.)

G The_University of H@g Kong
& Libraries
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B FRAY @Methods

* observation of user movement in the library (to see where users naturally
thsically travel to within their library spaces as opposed to where the
ibrarians think they travel to)

* observation of activity within given spaces (to see how users naturally
behave in demarked spaces and environments)

* walking throu%h library spaces with users to observe and discuss how
they use the library

» focused discussion with library users about what works for them and
what does not

* diaries and reflective exercises about users' experience of the library
* observation of alternative library- or service-oriented spaces

* directed storytelling

* unstructured interviews

* photo studies

* cognitive mapping

=1 The University of Hong Kong

&t Libraries
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The Undergraduate Research Project at the University of Rochester
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Imagining the future of library services at University of Cambridge.

#UKANTHROLIB

H| ” |“ p Studying Students
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@ OCLC Research
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Futurelib

| A

Eye-tracking experiments at Cambridge University Libraries in 2016

%82 UNIVERSITY OF
5§ CAMBRIDGE

Imagining the future of library services at University of Cambridge.

5 > i
BRR Bt | 3‘
11 B $1¥
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FutureLib at Cambridge University

(htt ://www.lib.cam.ac.uk/research/futurelib-innovation-pro
* Explores the future of academic libraries at Cambridge

* Uses ethnographic research methods and human-
centred design techniques
* Examines current user experience (UX) of the libraries

=1 The University of Hong Kong

https://futurelib.wordpres E& braries


http://www.lib.cam.ac.uk/research/futurelib-innovation-programme

Studying Students

The Undergraduate Research Project at the University of Rochester

o — igure 5.1. Students’ critique of libraries’ homepage
' el T L \ scmllm?
L3 § i el < -0 i) L River Campus Libranes ((l(\,L} @
j - Findin e
edired by | :xsx. Woddcu‘mJ »- ¥
Nancy Fried Foster and Susan Gibbons i ,' Saee i ) =
Ethnographic research on University of Rochester (USA) library users, published in 2007 1//_5\5‘35““’;;-— e =
. Find Books. Journals. and Mare: b
Research question: “What do students really do when they — el ; :
write their research papers?” S
i orrowin — 1 m.ﬂ‘m
* Interviewed faculty and students Saanton L \ FaGbook Rt
* Research sub-streams included: successful and unsuccessful g e AM K
research strategies, library and non-library resources that i
B = — EMAIL
students commonly use Endonaiat
* Data gathered through interviews with photos and maps as i - A
~F Cootast the Staff
prompts e T
Meb Page Su =

http://www.ala.org/acrl/sites/ala.org.acrl/files/content/publications/booksanddigitalresources/digital/Foster-Gibbons_cmpd.pdf

e The Umverslty of Hong Kong
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EXLI'DI'\IS Alma % » Acquisitons Resources Fulfillment Admin  Analytics

INRU{CSAA LC Call Number ~ ‘ |Analytics ftics Reports
Subscribe to Analytics Count of Items Loaned - Top 10
. Circ
Welcome, Woo Esther Mei Wa  Tuesday, October 2, 2018
Course reserves dashboard new
> M Pat Daily Overdue at Special Collections
anage ratron ...
£ Recent Pages Fw:ﬁ]\'*‘ii FPSL and Main transit items new
Fulfillment - Count of Items Loaned -
Top 10
Tasks v w

Fulfillment - Annual Count of Loans and

116  Other Requests Renewals
Fulfillment - Fines and Fees Dashboard

193 Reading Lists

Fulfillment - Fulfillment Dashboard
HKALL dashboard new

Interbranch delivery dashboard new

Notifications Y JULAC card holders patron role expiry
2014-2015 31/08/2011 Data available as of: Data updated as of: N S MY W S
Welcome to Alma! 02/10/2018 01:41:58 HKT 01/10/2018 20:00:00 HKT

Q Click here to search for any menu link or press Alt+Ctrl+F e The Umversny of Hong Kong

ZLibraries




2 0 ]_ 6 li’\ \ * Track user behaviours, needs and trends by :

Patron Experience|
Librarian
Melissa Man

Plus interested
staff and
library school
student interns

= _ =

* Compiling and analyzing usage statistics,
comments and suggestions from patrons
* Conducting qualitative and quantitative user
needs/usability studies
* Consulting groups representing various
library stakeholders.
Utilize user input to collaborate on and
contribute to the creation, development and
implementation of innovative activities, projects,
services and facilities that enhance user
experience.
Anticipate and keep library staff abreast of
patrons' needs, preference and trends
Coordinate the Libraries' web presence.
Suggest ideas for design, contents, location of
library signage.

(7= The University of Hong Kong

SlLibraries




7 it 32 3¢ 4g, Ethical Concerns

The University of Hong Kong = At 4 4

—=

i

Approval required:

» Sitemap » Contact Us

Research Services

Support and information for HKU researchers Quick Links n cearch this site B

Home > Research Integrity > Research Ethics Compliance > HREC

 HREC reviews “any
research protocols
involving human
participants”

* Observation is a form of
“collection of new data
from human
participants”

* Waiver of informed
consent received

Human Research Ethics Committee (HREC)

About Us In line with the HKU Policy on Research Integrity, Principal Investigators (PIs) who are academic/research staff members or
research students (MPhil/PhD) in Faculties other than Medicine and Dentistry should apply to the Human Research Ethics
Committee (HREC) for ethical clearance for research involving human participants.

Research Funding
IPR & Contracts
Research Integrity There is no deadline for applications for ethical clearance. The processing time from submission of application to notification of
Responsible Conduct of approval will normally take not more than 2 weeks, provided that the submitted application form is properly completed with all
Research required documents attached. In addition, PIs of RGC GRF and ECS proposals are cautioned particularly to submit their
policatinns for ethic nocowval by not later than end of February, as in accordance with the RGC's ruling, where such ethical

F

not yet been obtained by the RGC deadline (normally set on April 20), the application will be

PI to make sure that such ethical approval has been cbtained prior to any data collection/analysis
MPhil/PhD students are also responsible for ensuring that their students have obtained such

ling data collection. Failure to obtain necessary ethical approval will cause rejection of research

require recellection of data and possible disciplinary action.

al should be submitted to the Secretary, Human Research Ethics Committee, cfo Research
Knowles Building, the University of Hong Kong.

http://www.rss.hku.hk/integrity/ethics-compliance/hrec

== The University of Ho_ng Kong

& Libraries



http://www.rss.hku.hk/integrity/ethics-compliance/hrec

© % = I8 P
Projects completed

* 2/F new library entrance and user behaviours
* OCLC Digital Visitors & Residents

* User survey 2017

 Level 3 (Library commons) review

* Design of new learning spaces on G/F & 2/F Main Library
* Medical Library's standing workstations

e Education Library’s shelving area

* Webpage revamp (To be continued)

== The University of Hong Kong

&t Libraries



access gates. DATE & TIME:_|“ /L /(¢

Behavioural Mapping

T g
-

» 230 minutes of data collected in 2016
* From 5 sites in Main Library: 1) New main
entrance 2) Lounge 3) Self-service collection
4) Exhibition area 5) Service counters

* During 11:30am —12:00pm and 4:30pm —
5:00pm

(=2 The University of Hong Kong

&l Libraries




Non-participant Observation

B c D E F <] H 1
'Location EI Date EI Time E' Direction EI Observed Behaviour EI Interpretation EI Code 1E| Code ZEI Code SE ° °
1 21-11-16 11:30- 11:40 Exit makes phone call while walkin waited to leave lib to make call D4
£ 21-11-16 11:30- 11:40 Exit notices researchers and reads : curious Fa 2 1 4 O b S e rva t I O n S I n
€1 21-11-16 11:30- 11:40 Exit stops before getting on ramp twaited to leave lib to make call D4
£ 21-11-16 11:30- 11:40 Exit texting and walking habit/ bored D5
£ 21-11-16 11:30- 11:40 Exit reads lecture slides (print) whi multi-tasking F7 ca
£ 21-11-16 11:30- 11:40 Exit texting and walking communicating with someone D5
£l 21-11-16 11:30- 11:40 Exit eating apple and walking multi-tasking E1 O r e n e W
£ 21-11-16 11:30- 11:40 Exit pulling suitcase up ramp travelling somewhere? c8
£ 21-11-16 11:30- 11:40 Exit walks carrying only phone and left belongings in lib, leaving mom C6 D3
1 21-11-16 11:30- 11:40 Exit walks holding phone and obsel bored D3
£ 21-11-16 11:30- 11:40 Exit walks carrying just book and pF leaving momentarily, left things aiD3 c7
£ 21-11-16 11:30- 11:40 Exit walks carrying tablet, phone ar going somewhere, holding essentiD1 D3 c3 e n ra n C e a re a
£ 21-11-16 11:30- 11:40 Exit carrying printed A4 sheets (we handing in printed assignment orgC3 c4
£ 21-11-16 11:30- 11:40 Exit walks carrying stack of books u taking borrowed books to locker o C7 D3
1 21-11-16 11:30- 11:40 Exit half folds a sheet of paper printed something at the lib? c7
£ 21-11-16 11:30- 11:40 Exit walks slowly, reading folded A multi-tasking and studying c7
€1 21-11-16 11:30 - 11:40 Enter holding a magazine and walk ir bring it inside and read it c7
£ 21-11-16 11:30- 11:40 Enter watching smart phone patron is bored D3
:1 21-11-16 11:30- 11:40 Enter holding a starbucks coffee and hungry and think library is a comfo E1 o .
1 21-11-16 11:30- 11:40 Enter with a carrier/ luggage need to borrow many books? cs c d d t I I b t
£ 21-11-16 11:30- 11:40 Enter most patrons enter into the library with a bag on their back c3 o es ass'gne O a o serva Ions
:1 21-11-16 11:30- 11:40 Enter some of them with a hand carried bag c3
160
140

Codes grouped into categories: 20
A) Social activities 100

B) Library services/ facilities .

C) Belongings/ objects 40

D) Technology .

E) Food and Drink, and e st ey emelosy) E(feod g - Fidctons)
facilities)

F) Actions

The University of Ho_ng Kong

& Libraries




Level 3 - Technology Zone

» 55% of users were observed relaxing in
the Technology Zone, in which activities
like texting, watching videos and playing
mobile games were performed.

» Among those users who were relaxing,
half of them were using the desktop
provided, two of them were using their
phones and one of them was using own
laptop.

B 12 Jun 2017 12:45-12:55pm
B 14 Jun 2017 12:55-1:05pm (!il
o

(== The University of Hong Kon,
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Level 3 - Breakout Zone

AH.U.

» Both bar seats and sofa seats were popular

» Surprisingly, the express printer high table e
was also well-used (Area D).

» 40% of users were observed

" reading books and s
— magazines in the Breakout 0y
Zone. 30% of users were q

observed relaxing.

a » Users were observed eating
I~_| all around Level 3 except in
the Breakout Zone.

B 12 Jun 2017 1:00-1:10pm
B 14 Jun 2017 1:05-1:15pm

)
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Review Conclusion

The Collaboration Zone
was used for discussion
and multi-tasking

PMEX @ e K EITAAE

The Study Zone was
used for serious
study

X INE/Y

ZINT{E

The Breakout Zone was
The Technology Zone information used for reading,
was used for Technology relaxing, but not

Stud : .

information search, o ayo,a,io,, enjoying f °9d
casual study and RIE - BIis, MaB R

Pa—1 P |
rElaxatlon Multi-purpose Z—_\?rﬁﬁ E non
RFX  E35FM, B ,
WNFFF S R A3 The Multi-purpose

Zone was used for
serious study
ZINEEX : INEH S

(=2 The University of Hong Kong

&l Libraries
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Library homepage user study

Research Question: “What kind of Library homepage design
Is most appealing and useful to our users?”

1. Determine how users naturally categorize library services and tools so that we can group them thematically
on our re-designed homepage.

2. Discover what types of layouts and features users prefer so that we can incorporate appealing features in
our re-designed homepage.

Co-design
homepage

Card sorting layout

== The University of Ho_ng Kong

& Libraries
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Library homepage user study

» 7Sep 2018

» $25 coffee coupon as incentive

* Invitation by email and Facebook

* Register to indicate interest AND give consent to participate

« 230 registrants =15 invited = 7 showed up 2 Academic Staff 2 Postgraduate
P I_I (UMAG and Students (Business
23 August st 02:20 - @ - . Library Homepage Usefulness and Mlcroblology) and Educat|on)

Participate in a Library user study! Participants receive a $25 Starbucks Appeal
voucher

Date and time: Friday 7th September, 2:00pm - 3:30pm

Location: Selected participants will take part in the study in the Main Library
HKU students and staff register online: https://goo.glforms
/h2A1rDDI2d)zyHIx2

in a Library user study 1 Research Staff 2 Undergraduate
$25 Starbuck ici :;”d = ?"131"':5635"“ Iiﬁmjdhﬁegﬁhgﬂéﬂm (Real Estate and Students
arbucks vouchers for participants! Starbucks voucher. * . .
’ Construction) (Engineering and
) Business)

e The Umverslty of Hong Kong

& Libraries
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Library homepage user study Ask 2

Librarian with

Prominent options at a
search box . glance
" 'Find@HKUL | Site Search
oo G smciser || © AskaLlbrarian
¢ Chat ¥ Email % Phone )
Book Titke Book Author Artice Title Q Prominent
Hours and

MyAccount@HKUL
locations at a — MyAccount@HKUL

glance with mwmeﬂihrary

800am-900pm

photo and e Library Tools General Information
location ‘y{m Ubeary Information For <user
e groups> ¢ ¢

: io-Medical Li Information for
Library tools T E User eroubs
(active) and Broup
general g et Li . . .
: . 0am-so0pm Simple infographic
information T —

(static)

(=2 The University of Hong Kong

Sl Libraries
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Focus group consultation and furniture trial for
the renovations in Main and Medical Libraries

Total votes: 1174

e Student comments and suggestions
on:

e Seating and zoning

* Room booking and management
 Computer H/W & S/W needs

* Printing services

* New services such as 3D
printing/scanning, studio, editing
rooms

* Furniture & environment

Study chairs:

k_é,s.e, The_University of Hang Kong
& Libraries



Upcoming UX projects

Signage and self-services for

New learning spaces of G / F &
2/F Main lerary

e The Univ

E' lerarles
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HEF L FRApX 3R
Methods to enhance@

Design Thinking % ++ % ‘&

https://dschool.stanford.edu/resources-collections/a-virtual-crash-course-
in-design-thinking

HCD (Human-Centered Design) 14 A % 3§ ++
http://www.designkit.org/human-centered-design

The University of Hong Kong Libraries



https://dschool.stanford.edu/resources-collections/a-virtual-crash-course-in-design-thinking
http://www.designkit.org/human-centered-design

Weosl THE UNIVERSITY OF HONG KONG
) F oA B
Jasper
Library Therapy Dog

Card Number: ' ﬁ
a o

S5 |
Thank You!

The University of Hong Kong Libraries




