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Presentation Notes
Public Services Librarian- Outreach and Circulation
Not a usability expert, did take a class as part of MLS
Have done usability studies at 2 different libraries as part of solutions to problems
This session is for people who are not a dedicated user experience librarian, but you are interested in how user studies can be integrated into your regular workflow. The field of user experience is HUGE so this presentation is specifically focused on simple but effective user studies.

The presentation is not expressly for beginners, but if you do have little knowledge about usability, you won’t be lost



The Problem

Photo by Oote Boe
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Everyone take a moment to look at the photo and figure out what the problem is…What is it? (they aren’t labeled)

Do you have places in your building that aren’t labeled? Or information on your website that isn’t labeled with words that your users understand? 

If these switches were labeled, would there still be a problem? (yes, info overload)

Are there website pages or instruction sessions at your library that overload users?

Un-usability is like a villain lurking in all of our libraries. Sometimes obvious and sometimes it needs hunted. You are the hero and you know the villain is there but you do not have time to hunt and destroy, what do you do? 

First you need to know the costs of not stopping the villain. This will help you get buy-in from your team.





The Cost
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In a library with no user feedback, the team is flying blind. Workplans, strategic plans or any other plans are made without user feedback and can easily lead to alot of running without a lot of progress. 

In a library with no user feedback, users may encounter frustrations that put them in a hamster wheel, They may decide to stop using the library. 

On a positive note, when user studies become a part of your library’s culture, there is more stability in library service across employee turnover, there is more consistency in service across departments, there are better relationships with your users, employees’ and users’ lives are made easier



The Plan

● Test with 3 -5 users
● Test early & often
● Tweak, don’t redesign
● Share results

“Why you only need to test with 5 users”, Nielsen Norman Group
Do-It -Yourself Usability Testing with Steve Krug (his 6 Maxims start around 42:00 min.)

Simple Usability Studies
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Presentation Notes
Simple by default
Combination of info from the video linked below and info from the Nielsen Norman Group and info that I learned
Click link and discuss the chart and the exceptions (related resources at the bottom)

Test early- even before a finished product and often- set aside a morning a month

Redesigns are scary for everyone involved. Tweaks are easy to implement, easy to test and easier on users. 

Share results- with your team, your users, your stakeholders. May seem like an unnecessary step that takes away from the simplicity, but it does two things: 
1. Generates excitement around your victory which will motivate more villain hunting missions. Can eventually make it part of the culture, spread the workload. 
2. Lets your users know you’re listening, which can lead to more feedback




https://www.nngroup.com/articles/why-you-only-need-to-test-with-5-users/
https://www.youtube.com/watch?v=VTW1yYUqBm8


Possibilities

What can be studied

● Website
● Catalog/Discovery service
● Instruction sessions
● Library space
● Services
● Customer service
● Signage
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Start a list of what can be studied:
Website
Catalog/ Discovery service
Instruction sessions
Library space
Services
Customer service
Signage

Can test the _____ of “competitors” because it’s essentially how someone else solved the problem and you can see if that solution works for your users





Possibilities

Methods of study

● Scenario testing
● Observation
● Surveys
● Heuristics
● Existing data
● Accessibility
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Somewhat related to what you’re testing and what kind of information you want
Debunk myths: 
Use the equipment you have available
Use the expertise you have available
Will walk through examples of each these




Scenario Testing

● First click testing
● Think -aloud
● Secret shoppers
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First click- show a mock up or screenshot of webpage, give a scenario like “You want to reserve a study room, where do you click first?”, and then record results

Think-aloud- Can be on a website or navigating in the library, give a scenario like “You want to find out if your textbook is on reserve. Please walk me through how you would do that and think out loud about how you choose each step.”

Secret shopper- testing customer service through different scenarios; can partner with a class or another library or department on campus to swap employees


http://www.youtube.com/watch?v=X0FG0jCqLYQ
http://www.youtube.com/watch?v=X0FG0jCqLYQ


Observation

● Behavioral
● Data based
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Behavioral- instruction session, especially when they’re searching independently on computers. Completing a peer observation, but I also got to look over the shoulder of a couple students. The instructor covered what to do if you had too many search results, but not if you didn’t have enough (or any at all). The students I saw had few or no search results because of spelling errors or too many search terms. After this, I started pointing out the difference between Google search terms and database search terms and the fact that there is not autocorrect for spelling. 

Data based- space assessment. What are the most used spaces? What’s the volume level? Are the students alone or in groups? How does this compare to what students say are their favorite spaces? 





Surveys

● Traditional
○ Users
○ Staff

● Non -traditional
○ Whiteboards
○ Campus events
○ Social media
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Traditional- survey fatigue; Maybe survey just the library employees, that’s less of a survey and more about employee engagement/ feedback. Academic libraries have an advantage because a portion of our main audience works in the library (student employees)

Non-traditional- Whiteboards- different question every week, tons of feedback, not scientific; 

Campus events- conversations, sticky notes, poster, anything; 

Social media- Twitter polls, Instagram challenge- take a pic of your favorite space to study, read, relax, etc. (in or outside the library), Facebook questions, cards/flyers distributed throughout campus asking users to respond to a question or give their feedback using a private message or a hashtag



Heuristics

Heuristics

● Homemade
● Already created

Library Service Design Mindset, Library of the Future, ALA
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Dictionary Heuristics= kind of like this baby gorilla photo, it’s not the perfect match for this slide, but it’s better than white space
Doesn’t involve asking users, but that doesn’t mean it’s not a useful user study
In UX world, heuristics= rules of thumb used to evaluate something

Homemade- maybe you determine what marketing messages you want to deliver to users for each service and then review webpages to see if they are present. 
Already created- link to resource

http://www.ala.org/tools/future/engage/heuristics


Existing Data

● Google Analytics
● Commonly asked 

reference questions
● COUNTER reports
● Compare data across 

departments
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GA- many ways to learn how to use analytics data

If use a question tracking service, if not, have a staff meeting to discuss or have staff start writing down frequent questions

COUNTER- search fails

Compare data- need consistent categories and consistent frequency, can be a complete overhaul, but could also be done simply



Accessibility

● WebAIM WAVE tool
● Tab through a website
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Accessibility is a whole other workshop, but it can also be included quite simply into user studies

https://wave.webaim.org/extension/


Discussion

● What makes user studies a priority for you?

● What makes something a priority to study?

● What makes one method of study “better” than another?

● When is striving for perfection the best course of action?
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The discussion on these questions will hopefully help you get started on user studies in your own library



Lessons Learned

● Resist the temptation to redesign
● Not all studies will go as planned
● Pilot test
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Temptation- not everything has to be fixed today

Card sorting- got alot of responses that just said “Library”

Pilot test- just ask a student working in the library, you will learn alot and save yourself time later




A Special Thank You

CJ Taylor
● cjtaylor.myportfolio.com
● c.taylor1996@outlook.com
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CJ Taylor, my marketing intern who came in with no knowledge of usability, but she learned quickly and did most of the tests and left me with a document for a once a month usability testing plan. In addition to a social media plan that adds Twitter and Instagram to our current Facebook! She’s graduating in December, so if you’re looking for a good marketing/social media person...

mailto:c.taylor1996@outlook.com


Questions?

mlobley@ecok.edu
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