
Getting started with



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





Part 1 



User eXperience UX



Ethnographic techniques 

Human Centred Design 



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.



Part 2 



Some key Ethnographic Techniques 

Behavioural Mapping / Observation
Graffiti Walls 
Journey Mapping 

Touchstone Tours
Cognitive Mapping

Semi-Structured Interviews  



Observation / 
Behavioural 

Mapping
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Behavioural 

Mapping



Graffiti Wall



Graffiti Wall

Plusses
Users love it
So good for capturing 
the non-extremes – like 
UX itself, it’s more 
representative of the true 
feelings of the user
Peer-to-peer dialogue 
can be really interesting
Correct problems and 
tell people you’ve done it
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

Minuses
It may result in a 
reduction in other 
feedback methods 
If it takes off, you need a 
system to document it 
You never know, 
someone may put 
something offensive up… 
… or at the very least, ask 
us some tricky questions…



Journey 
Mapping

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



Journey 
Mapping

https://crl.acrl.org/index.php/crl/article/view/16641/18087


Touchstone 
Tours



Cognitive 
Maps

A map drawn from memory by the user. 



Cognitive 
Maps

A map drawn from memory by the user. 

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

incredibly useful



Cognitive 
Maps

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.



Interviews
Interviews can either be unstructured, or semi-structured. 



Semi 
Structured 
Interview

The initial questions will flow naturally from the map chat. 
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Interviews
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Cognitive 
Maps into 
Interview

The process in full goes like this: 





Cognitive 
Maps into 
Interview

Try to write 
the notes in 
the first 
person.



Part 3 







This is a 
prototype











Part 4 







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



The Design Thinking 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


Use design techniques to help structure your thinking

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. 



Use design techniques to help structure your thinking

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!





Part 5 



Either choose a space 
or a demographic.

Start with Observation 
and Behavioural Mapping

Move onto the Cognitive 
Map / Interview axis 

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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