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THE PLAN
FOR THIS
WORKSHOP

1) What is UX?

2) Key techniques

3) Recruitment

4) Analysis and Design techniques
5) Questions and ideas

| would like to be interrupted as
often as possible! All questions
and comments welcome in the
Chat throughout.




Can you introduce
yourselves in the
Chat?

I'd like to know two

things in particular: what
sort of library service
you work in, and
whether you have any
experience of trying out
UX techniques?




WHAT IS UX?




User eXperience, or UX, has
become an umbrella term to
cover a suite of techniques
for understanding user
behaviour.

They can be divided
roughly into two parts:
ethnography and design.



e Ethnographic techniques and
observation lead to a deeper and
more complex understanding of user
needs and behaviour than traditional
data gather methods normally allow.

Human Centred Design prioritises the
end user, their needs, and their

YA behaviour, at every stage of the

IR | design process, with an aim to making

Mo |8 several small changes to improve the

user experience...
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UX:

is qualitative, & on a much smaller scale than e.g. surveys
(a rule of thumb is you can learn 80% of the data from 15 people)

provides incredibly rich data from a small sample size
attempts to look at behaviour more than attitude
mitigates some of the problems with traditional data
gathering methods like surveys and focus groups
often catalyses properly impactful change

..and it's fun.




KEY
TECHNIQUES




Some key Ethnographic Techniques

Behavioural Mapping / Observation
Graffiti Walls
Journey Mapping

Touchstone Tours
Cognitive Mapping
Semi-Structured Interviews
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Design changes




Observation /
Behavioural

Mapping

Design changes







Graffiti Wall

At adistance
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Pick up a pen - ask us a question or make a comment - come back to see our reply.
For a personal response, please fill in a comment card.



Plusses : Minuses
¢ Users love it It may resultina

So good for capturing reduction in other s
the non-extremes - like = feedback methods
¥ UX itself, it's more If it takes off, you need a
| representative of the true ll system to document it
feelings of the user You never know,
Peer-to-peer dialogue someone may put
¥ can be really interesting something offensive up..
® Correct problems and .. or at the very least, ask

tell people you've done it & us some tricky questions..
If there's long term
issues beyond your
control (e.g. temperature)
you can leave the
question - and the .
answer — up for all to see

Pick up a pen - ask us a question or make a comment - come back to see our reply.

At a distance

V2 /20\F For a personal response, please fill in a comment card.



Journey
Mapping

At adistance

A visual representation of your user’s experience, often
best done with post-its and a large piece of paper.

1. Define the scenario. Decide who your user is, and set an
objective your user is trying to achieve (e.g book a one-
to-one appointment)

2. List all the touchpoints —they can be physical (help desk)
and virtual (website)

3. Take your user’s journey yourself. Put each stage on a
new post it. Record success and failure, and note the pain
points where it all gets too complicated!

4. Make a list of recommendations for what you can change
to improve the user experience — these can be both things
you can do right away (DO THEM) and larger issues that
need escalating...



Journey
Mapping

At adistance

FIGURE 3
Journey Map of Scenario to Find a Particular Article
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https://crl.acrl.org/index.php/crl/article/view/16641/18087

Touchstone
Tours
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Cognitive
Maps

Face to face

A map drawn from memory by the user.

This can either be a location map of a physical
space, or it can be a process map. They then talk
the researcher through their map, and this is used
as the starting point for the interview which
follows.



Cognitive
Maps

How to

A map drawn from memory by the user.

Cognitive Mapping is distinct from journey mapping,
because WE tend to do the latter whereas the user does the
former — and cognitive maps can be based on a very wide

range of prompts.

For example:

Draw a map of the hosptial
featuring your most

important parts buildings

Map the ‘golden triangle’ -
where you live, work and eat

Map your process for
finding info for a patient
intervention, from start to
finish

Map your process for
writing an essay, from
getting it assigned to
submitting



Cognitive maps are incredibly useful.
Cognitive

Maps - They allow the user to formulate genuine reflections on
their behaviour, without the time-pressure of a Q&A. The
participant is able to dump info out of their brains,
uninterrupted by us shaping it or putting them off!

- They centre the subsequent Interview in the world of the
user (as opposed to e.g. a survey which will usually be
centred in our world)

- They allow you to ask informed questions about subjects
you know very little (or nothing) about

- They lead to much more interesting, impactful
How to conversations than going straight to the Interview




Cognitive
Maps

How to

Normally we give people six minutes to do this. It doesn't
need to be a hard time limit, but it’s helpful for the user to
know what is expected. They may take less time, or more.

Most users will draw in silence, then talk you through their
map afterwards; occasionally some may wish to talk as they
draw, which is fine too.

Always emphasise that artistic skills are of no relevance...

An optional variation is to change colours of pen every
two minutes. This allows you to analyse, retrospectively,
the order in which things were committed to paper.



Interviews

Face to face

Interviews can either be unstructured, or semi-structured.

A structured interview involves a rigid list of questions and
you go through them one by one with each participant.
Normally you wouldn’t do this as part of a UX project.

An unstructured interview is one where you have no prepared
questions at all, but let the conversation flow according to
what the participant wants to talk about.

A semi-structured interview is similar to an unstructured one,
but you know there are certain key topics you want to
discuss - so if they don't arise naturally in the conversation
you touch on them towards the end. This is the technique we
use most of the time in UX fieldwork.



The initial questions will flow naturally from the map chat.
Semi
Structt.xred Focus on the things the user wishes to talk about. Prepare
Interview yourself for the fact you may learn useful things beyond the
scope of the project!

Try to explore anything of interest as the user says it — even
very tangential stuff can yield useful insights.

Ask OPEN questions. It's not ‘which of our eResources do you
use? —it's ‘where do you look for supporting evidence when
you have an assignment due?’ Don’t lead the withess!

If your key topics haven’t come up naturally, raise them towards
the end of the interview to make sure they’re covered.

How to




Touchstone
Tours or
Cognitive
Maps, leading
into Semi-
Structured

Interviews

Design changes
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Touchstone
Tours or
Cognitive
Maps, leading
into Semi-
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Touchstone
Tours or

—
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. . Very useful Like them and lovely Liked the aesthetic of the Love the color and Very helpful! Especially for a

especially for first map based info system in easy to understand fresher like me &

Og nictive ears blue colour the old one. Map location 4 .
y is awkward now Well done !!!
L)

Maps, leading

- ’ - ’

Replied >

into Semi-
Structured

Reply >

Uery userur - been
—_—

—

using them a lot these
—_—

Interviews

—

last few days
Love them! So bold Love it! Would be good
or newbie sderobandii the shelves easier to

read too

Repy ’ kil 2 i ’

Design changes All floors: Studious Buzz Floors 0, 1and 2: Quiet

Floor 3: Silent

All floors: Silent




We are now going to try
out a technique:
cognitive mapping.

You will need a piece of
actual physical paper,
and a pen or a pencil...




minutes

Draw either

A map of your work location, as best
you can, from memory

Or:

A process map of how you understand
your users. It might include things like
survey data, direct user feedback, or
via social media or in emails. What is
the current process for learning about
your audience?



Cognitive
Maps into
Interview

How to

The process in full goes like this:

1) Welcome the user and explain the purpose of the study,
and the map / interview process. Allow them time to ask any
questions about it.

2) Talk them through the consent form and get them to sign
a copy for you and one for them

3) Explain the cognitive map prompt and tell them they have
around six minutes

4) The user draws the map

5) Once they're finished, switch on your recording device

6) They talk you through the map, with you asking questions
/) The interview continues from there, with you taking notes
8) Optional: | always, always end with the same project:
“Let’s say we put you in complete control of [the library] for
a day. If there was one thing we could do to make your life
easier, what would it be?”



Keep in mind the Cognitive Map
into Interview format works
absolutely fine virtually. You can
do it over Zoom and sometimes it
can even be better than doing it
face to face.

(Don’t forget to ask your subjects
to take a photo of their map using
their phone, and email it to you.)



Cognitive
Maps into
Interview

How to

Try to write
the notes in
the first
person.

Don’t worry
about
transcribing
unless you're
quoting them
directly, in
which case
check the
recording.

[Showed the PG lounge: would you use it now you've seen it?]
| would use it now. Nice to have our own focused area, private zone for PGs.

| like the cube chairs - my friend says they're the best seats in the library. | know people get up
extra early to get these.

Tend to bring my own device and use it for notes and PC for data.

What do you want on the big plinth maps?
“You are here' on the maps please. | tend to go off the colour coding. That does help.

Tend to use Fairhurst for group study.

| used the single space rooms a lot more in my UG - they were a lot easier to get hold of pre
zoom calls. | like fans in there, they're really appreciated.

| enjoy the Fairhurst 1st floor booths really for planning presentations, nice to be enclosed.

I've not used the living room but seen it a lot on twitter.

How often do you tend to study in the library?

| use it constantly. It's the only way | can find to make myself work well. It's the atmosphere.
It feels studious. Everyone is there to do the same thing. Nice form of peer pressure. Very
occasionally work in Biology.

How do you feel about the changes we've made to the study space booking system?
(From all bookable to only bookable on one floor of each building)

Think it's good to have a mix [now]. Sometimes you've plannad to come in, nice to know
you have a place. But sometimes if you've got 2 hours between lectures, you don't want to
go home, nice to have both options.

Nice to have a bit of everything.



RECRUITING
PARTICIPANTS




For the face-to-face fieldwork,
you will need participants.

Speaking to five people will be
incredibly useful. You do not
need to recruit huge numbers.

If you can get 15 participants that
works really, really well... You
should learn 80% of what there is
to know, from 15 people.




The generative stage. Zoom out and try and
Round 1: 5 people learn as much as you can about your users, and

where your service fits in.

Round 3: 5 people
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The generative stage. Zoom out and try and
Round 1: 5 people learn as much as you can about your users, and

where your service fits in.

The evaluative stage. Having implemented
Round 3: 5 people changes, find out if they’'ve worked, and what
tweaks can be made.



My own approach is to incentivise
students, but not staff. We pay a
£15 voucher for an hour of their
time.

We almost always try and recruit
15 people, so we know each
project will cost £225 or less.




| don’t recruit on a first-come,
first-served basis. We try to get
as wide a variety of users as
possible, sometimes by direct
approach and sometimes through
various groups.

For general recruitment people
often find flyers work okay, but
emails and social media work a
bit better.
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In health-libraries, fieldwork
recruitment is the hardest part.
Everyone is simply already flat-
out.

Student nurses are more often
amenable because a voucher is
still a nice incentive — keep in
mind you only need 5 people,
and you can do UX at a distance.




DATA ANALISYS
AND DESIGN
TECHNIQUES




What are we trying to achieve when we analyse
UX data? The ultimate goal is look for themes in
the fieldwork, from which you can draw
conclusions, which lead to design changes.

NB: It's often said there’s a 4:1 analysis to
fieldwork ratio. Build in plenty of time!

You will notice themes and trends organically, and
it is possible to analyse the data in a relatively
informal way: a couple of people combing through
the notes and drawing conclusions.

If you want to take a more robust approach, you
can code both the maps and the interviews.




Coding UX data

You can code data based on a pre-existing set of
themes you come up: for example, face-to-face
help; website; peer-support, etc.

Or you can do an initial pass of the data and see
what themes emerge, then code based on those.
Generally I'd recommend this approach.

Once you have a few themes, collect together
quotes on that theme, then start trying to come
up with ideas to make design changes to your
services. Some will be absolutely self-evident,
some will need more teasing out - this process is
known as ‘ideation’.




Categories Item Number of IDENTIFICATION REPRESENTATIVE- | TEMPORAL
oCccurrences INDEX NESS INDEX INDEX
% of time Is occurs (number of value it
(number of occurrences / times red =3
occcurrences /number | category is drawn) green = 2
of participants) black = 1
Areas/floors
Morrell ground 20 83% 17 54
Morrell 1: quiet 14 58% 12 a7
area
Morrell 1: silent a2 33% 7 —
area
Morrell 2: quiet 14 58% 12 32
area
Morrell 2: silent 4 17% 3 -
area
Morrell 3 13 54% 1 25
Fairhurst ground 10 42% = 22

An example of fully-coding a cognitive map - usually not required in this much depth




The process first defines the
problem and then implements the solutions,
always with the needs of the user
demographic at the core of concept
development. This process focuses on
needfinding, understanding, creating, thinking,
and doing. At the core of this process is a bias
towards action and creation: by creating and
testing something, you can continue to learn
and improve upon your initial ideas.

Stanford Design School


https://www.timeshighereducation.com/features/workload-survival-guide-for-academics

6-8-5

Good ideas take work. Teams often end up with underdeveloped ideas
because they stick with the first good idea they have, rather than
exploring other approaches. The 6-8-5 ideation method combats this
pattern by forcing us to generate lots of ideas in a short period of time

Start by giving everyone 8 sticky notes and nominating a
timekeeper. From the moment the timekeeper says go, each
person has 5 minutes to silently sketch 6-8 ideas that answer one
of your group’s “how might we” questions.

After 5 minutes, everyone in the group gets 2 minutes to present
their ideas.

Play continues with another 5 minute round. In the second and
every subsequent round, each participant can either introduce
more new ideas, build on someone else’s idea or merge other

people’s ideas together.

It is important to defer judgement while playing 6-8-5. The objective is
to generate lots of ideas and everyone in the team should feel like they
can share their ideas, no matter how outlandish. In fact, 6-8-5 is the

perfect game for sharing outlandish ideas, as these can often give rise

to creative leaps.

—————————————————————————————————————————

IMAGINE MODE
Modern Human Method Card 303

See also: How Might We. .. ? Codesign Workshop, How? Now. Wow!

6-8-5 is incredibly useful for finding
consensus, and making sure
everyone is heard.

It involves post-its and a stop-
watch, and is really easy to do.




Let’s try out How Now Wow.

Do you think UX can work at your
institution, and if you so what do you
want to try out?

On the back of your map paper,
make a list of possible UX ideas,
themes or techniques you'd like to
use in your library. Then put them in
the How Now Wow matrix as
described on this slide.

It really helps give you a path
forward!
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How? Now. Wow/!

Draw a 2-by-2 matrix. X denotes originality, while Y shows ease of
implementation. After 5 minutes, everyone in the group gets 2
minutes to present their ideas.

Label the quadrants as:

Now: low originality, easy to implement. These are typically
solutions that fill gaps in existing processes.

How: high originality, difficult to implement. These are
breakthrough ideas but impossible to implement right now given
current technology, budget or culture.

Wow: high originality, easy to implement. These ideas have the
potential for orbit-shifting change and are possible to implement
within current reality.

Display the ideas generated during the 6-8-5 exercise around the room
and give each of your team three lots of three sticky dots - green for
Now, yellow for How, blue for Wow. Ask them to vote for their three
favourite ideas in each category by sticking a dot of the corresponding
colour next to it.

The highest number of dots of a certain colour categorises the idea as
that colour. You now have a bucket of blue ideas to work on further.
Make sure you also collect the readily implementable green ideas for
immediate implementation, and the yellow ideas to keep an eye on for
the future.

IMAGINE MODE
Modern Human Method Card 307

See also: How Might We...? 6-8-5, Create a Concept

Use design techhiques to help structure your thinking



Assign areas to relevant people or teams.

As you explore areas where you can improve
services, it can be helpful to assign themes to
different people - either to make
recommendations, or to take your own
recommendations forward.

Take a rapid prototyping approach - try things out
in any way you can, and make small changes
whenever you think of them.

Don't fall into the trap of saving up all your design
changes for a Big Bang end of project change!
Your users will thank you for making things better
as you go along.




QUESTIONS
AND IDEAS?




Either choose a space
¢ or a demographic.

Start with Observation
and Behavioural Mapping

-
/ ”~

Move onto the Cognitive
Map / Interview axis

o SRR e RS

Look for opportunities to make change.
Even tiny changes should be celebrated.
Do as much as you can right away

Share what you're doing - both methods and
results — with users and the library community
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Thank you for having me
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