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Agenda
• What is UX?
• Why is this important to libraries?
• Intro to methods
• Ethnography
• Break
• Methods
• Break
• Other Considerations
• Building a User Centered Culture
• Resources



About Me
• Education
• Work
• Technology Interests
• Parental Tech Support
• Path to UX

Presenter
Presentation Notes
Tell about my background, technology, helping parents, dissertation



What is UX

Presenter
Presentation Notes
https://www.nngroup.com/articles/definition-user-experience/

"User experience" encompasses all aspects of the end-user's interaction with the company, its services, and its products.



https://youtu.be/RlQEoJaLQRA


User experience seeks to create products that 
people will want to use, and to delight users in 
such a way that they develop a sense of loyalty 

to the product or service being offered.

-Cecily Walker, Vancouver Public Library



Questions

What is one thing you 
would like to improve in 
your library?

If you could ask your 
users anything, what 
would you?

What do you want to 
know about your users?



History

Human Factors/Ergonomics:  the 
scientific discipline concerned 
with the understanding of 
interactions among humans and 
other elements of a system, and 
the profession that applies theory, 
principles, data, and methods to 
design in order to optimize human 
well-being and overall system 
performance.



Participatory Design

Involves all stakeholders in the 
development of a new product, service, 
or interface in order to determine needs, 
solutions that meets the needs, and and 
is usable.

Presenter
Presentation Notes
You hear this term a lot in user experience.  It requires the “experts” to put aside their preconceived beliefs and let other stakeholders have input.  This is a very difficult thing for many librarians and academic institutions to do.  But, participatory design is the basis for a lot of the work tech companies employ to develop new products that are disrupting so many existing industries, including libraries.  

It is my belief that librarians can learn a lot from participatory design.  It gets us away from the “we’ve always done it that way” mantra and allows us to be more flexible to changing times and get more done with less.  Many libraries that are producing the most innovative services employ some form of participatory design.  This workshop isn’t about participatory design, but I encourage you to read more about it.

The environments I’ve worked in that have participatory elements have been the best environments to get things done in, because there were few egos and everyone wanted what was best for the organization and those it served.  I’ve worked in an environment that claimed it was participatory but in reality it was an illusion and the loudest, most senior voices controlled everything.  It broke me.  And the structures that allowed that culture are endemic in academic culture.

This also relates to team building, as you need the proper team in order to do this.  But that’s another soapbox.



Human Computer Interaction

ACM defines HCI as a “discipline concerned with the design, evaluation 
and implementation of interactive computing systems for human use 
and with the study of major phenomena surrounding them"

Presenter
Presentation Notes
So basically the study of how humans interact with computers.  This is where usability comes from
This is also very multidisciplinary, coming from computer sciences, graphic design, sociology, linguistics, psychology and more

 



Using Data to Make Good Decisions

Presenter
Presentation Notes
Using data to back up decisions ‘
Can influence web stuff, but so much more, including services and spaces



Why is this important 
to libraries?

• We have competition
• Need to do more with less
• We struggle with defining

priorities
• Librarians do not have all

the answers (gasp!)
• Gets people aware of what

you do
• Makes people interested in

the library
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Not a lot is published in the health sciences literature.  But that doesn’t mean you have to publish—it can be fore internal assessment too



University of 
Rochester

Ethnographic 
Research

Presenter
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In 2007, Nancy Fried Foster and Susan Gibbons published a book “Studying Students  The undergraduate research project at the University of Rochester” reporting on their user experience testing experiences and the impact it had upon services at their libraries.

Nancy Fried Foster was an anthropologist and used anthropological and ethnographic research methods to study how students do their work and use the libraries.  It covered everything from how students search for information online to how they use physical spaces to study.  Although studies that could be classified as user experience had been previously done in libraries, Foster & Gibbons’ was the first large scale study and got librarians talking about how to make their libraries more user-centric.

I’ll talk about some of their methods today along with others.

BTW:  the Book is now freely available online

There have been more large scale studies since then, such as Project Information Literacy (Head) Scholarly Information Practices in the Online Environment (Palmer, Teffeau, Pirrman), Ethnographic Research in Illinois Academic Libraries (ERIAL) (Asher)



Stuff I’ve Done

Presenter
Presentation Notes
I focus on the quick and dirty.  At times I’ve had resources and support, most of the time little to none. So let me tell you about what you can do.

VuFind
RIS Homepage
Primo
Dow TIS Intranet
HathiTrust - personas
UGL Space Assessment
Reference White Boards



An Intro to 
Methods

• Multiple methods
• Attitudinal vs

Behavioral
• Qualitative vs

Quantitative
• Context of Use
• Ethnography



Multiple 
Methods

Presenter
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To simplify a lot, it is best to use multiple methods because you want to have different types of data to make an assertion.  This isn’t always possible—lack of time and resources make things difficult, but if you want to publish your research, it is important.  It also helps when you try and justify changes to external stakeholders—you know, the more data to back up why you need more money, the better.

It also helps with bias, which is important if you’re working on a project solo.  Sometimes things might disagree, and that’s ok.  That probably means there is a different way of looking at things and you need to investigate why there are problems before you make changes.

Some people understand more methods more than others—some people are people people and others do better with numbers and statistics.



Attitudinal/Behavioral

What people say 
(attitude) versus what 
they do (behavioral)

Presenter
Presentation Notes
Often, these are in conflict.  This is why I don’t like survey studies.  There are lots of studies that survey “what resources do you use”.  But the data is self reported.  Maybe what they use is completely wrong for what they need to do.  Maybe they are only aware of one resource.  Maybe they tell you they use something to make things look better than they are (ex:  physicians really like UpToDate, but maybe they report they use it on behalf of colleagues so the library won’t cancel it)

So, you often want to back up attitudinal data with behavioral.  Catch is, behavioral research is often very time intensive, which means you’re studying fewer people.  Whereas surveys are easy to administrate, analyze data, and can gather information on a large population quickly.  So, each method has its problem, which is why it is best to consider both.

Example;  back up a survey about what resources are used with usage data from vendors.  



Qualitative vs Quantitative
Quantitative:  
• Uses data from a

structured instrument
• Results are based on a

larger sample
representing a
population

• Data in the form of
numbers and statistics

• Can be used to
generalize concepts,
investigate
relationships, or predict 
future results

• Answer Questions like
how many and how
much

Qualitative:
• Tries do understand

and find meaning of
what is being studied

• Allows meaning to
emerge from the
participants

• Data about humans in
settings

• Usually involves
observation

• Answers why or how to
fix a problem



From:  https://www.nngroup.com/articles/which-ux-research-methods/



From:  https://www.nngroup.com/articles/which-ux-research-methods/



Ethnography

Goal is to get an in-depth understanding of a 
person or small group 

• Passive Observation
• Active Participation

Presenter
Presentation Notes
When you study an individual or group in their natural environment.  For example, following doctors on rounds to see what types of information they need and what resources they use to fulfill that need.

Passive observation has you as a fly on the wall, observing what is going on.  For instance. You may listen in on study group dynamics while sitting in a order.

Active participation is when you become part of a group.  This is why you hear of researchers going and being a part of a tribe in New Guinea or a professor living a year in an undergraduate dorm.

You gather data about what you need – it may be descriptions of a scene (a student’s dorm room) and/or key events and incidents (what triggered a physician to look up information & what/where they went for the information)

Emerson, Robert M., Rachel I. Fretz, and Linda L. Shaw. Writing Ethnographic Fieldnotes. Chicago: University of Chicago Press, 1995.





Methods

• Usability

• Ethnographic Field Studies

• Observation

• Shadowing

• Card sorting

• Graffiti Walls

• Love and Break Up Letters

• Participatory Design

• Focus Groups

• Interviews

• Remote Testing

• Photo Study

• Survey

• Unmoderated UX

• Behavioral Mapping

• Cognitive Mapping

• Personas

• Scenarios

• Task analysis

• Analytics

• Two Minute Guerilla Testing

• Contextual Design

• Prototyping

• Citation analysis
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First, ask yourself what do you want to learn?  Do you want to make it easier to find things on your website?  Do you want to justify getting more comfortable seating or study rooms?  Do you want to know if students understand library terminology? Do you want to determine what things you should spend your time doing?  Do you want to know who your users are?

So many questions, but not all methods can answer them. But it is important to ask yourself these in order to determine what method is best and how you should implement each method.

I strongly suggest asking a non-stakeholder to look over your questions to see if any of them are leading.  It also never hurts to find someone or some literature who has done this method before and see if they have any suggestions for questions, recruitment strategies, rewards, etc.

Also, do a pilot.  I suggest using student workers or regular patrons you see every day.  Or even a family member.  That way, you can make sure your questions/instructions are clear, how long it will take subjects to participate, and get rid of some pre-testing jitters.



Usability

• Find Representative users
• Come up with representative tasks
• Test old design, then designs in process, then final design
• Want to find out:

• Learnability - how easy is it to do tasks the first time
• Efficiency – Once users have learned the design, how fast are they at tasks
• Memorability – if they come back after some time, how long until proficient?
• Errors – how many errors to users make, how severe, and how easy do they

recover
• Satisfaction—how pleasant is the design

Presenter
Presentation Notes
https://www.nngroup.com/articles/usability-101-introduction-to-usability/

Use representative users.  Norman Nielsen argues that 5 users will catch the majority of issues and save you money.  But you should do many smaller tests with 5 users each



Card Sorting
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https://www.youtube.com/watch?v=TNvdgXCqEvM

Can also be done online – optimal sort



Graffiti Walls
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Cheap, easy, passive
Helpful way to get opinions of introverts









Interviews/Focus 
Groups

Presenter
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Just ask – how do you search for info?  How do you study?  Keep in mind, these are are self reporting, but can reveal good information

There is an art to these – just be careful about leading questions

This is why it is helpful for a 3rd party to do these



Photo Study
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Great for physical spaces – ask students to send you pictures of their favorite study spaces

See if they like lounging, group study, color, plushness, etc.


https://www.flickr.com/photos/mlibrary/albums/72157631473093536
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https://d.lib.ncsu.edu/myhuntlibrary
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https://www.flickr.com/photos/mlibrary/albums/72157631473093536




My ideal library ... 



Remote 
Testing
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Need some sort of video conferencing

I used Adobe connect because you can record sessions

There is also Zoom:  https://zoom.us/pricing

Skype now has screensharing

Have a backup option, especially for audio (maybe use Skype and record the call)





User Testing 
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Guerilla 
Testing



Surveys
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Survey Monkey
Qualtrics
Google Forms

Be concerned about data privacy



Analytics
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Open Web Analytics (OWA)
Bitly
Clicky





Deliverables

• Personas
• Ethnography
• Recommendations/Data
• Website improvements
• Information Architecture improvements
• Empathy towards users



Making Sense of Data



Incentives

• Minimum $5

• Rule of Thumb:
$20/hour



IRB 
Considerations

Presenter
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If only for internal evaluation, shouldn’t need to go through IRB.  If you think you might possibly share results in any way, you’ll need IRB approval.  Sharing means talking about what you did & what you find at a conference or a poster.

When in doubt, get IRB approval.  It’ll give you some flexibility if you get really interesting results.  And all of us want to learn more, so please share!

Approval shouldn’t be hard, unless you IRB is super picky.  This falls under social sciences research, and unless you’re asking for personally identifying information (and you really shouldn’t), it is Exempt.



Building a User Centered Culture



Resources



Nielsen 
Norman Group
www.nngroup.com/



Weave:  
Journal of 
Library User 
Experience

weaveux.org



http://uxlib.org/
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Janice (Ginny) Redish 



Usability4lib List
http://www.library.rochester.edu/usability4lib
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