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1. Participants have a basic understanding 
of user experience research in libraries

2. Participants are able to describe user 
experience research projects conducted 
at HKUL

3. Participants attempt to select 
appropriate user experience research 
techniques to answer their library’s 
research questions

4. Participants understand the relationship 
between user experience research, 
evaluation, and library assessment

LEARNING OUTCOMES



Specific Broad

Direct feedback (1174 votes for chairs)

Targeted questions 
(biannual survey)

Asking about preferences 
(home page user study)

Exploring user behaviour (observation 
and behavioural mapping)

Learning about 
habits and 
behaviour 
(Visitors & 
Residents study)

Analytics 
from 
library 
systems

EVALUATING THE LIBRARY



User experience research allows us to learn about our users more 
broadly, supplementing the very specific feedback that we also rely on

https://guycookson.com/2015/06/26/design-vs-user-experience/

“What people say, 
what people do, and 
what people say they 

do are entirely 
different things” 

(Margaret Mead, anthropologist)

User experience research 
allows us to find out how 

users really feel

User experience research



USER EXPERIENCE RESEARCH AT HKUL



• Select the webpage components that you think 
are appealing and useful. 

• Place the components on A3 paper in an 
arrangement that you find attractive and easy to 
navigate. 

• You should look at the INFORMATION in the 
components as well as their VISUAL 
APPEARANCE. 

• Once you have created your homepage, we will 
ask you why you chose those components and 
how you decided to arrange them.

GROUP ACTIVITY

15 MINUTE ACTIVITY
WORK IN PAIRS



GROUP DISCUSSION

What were the challenges of the 
exercise?

How do you think your users would 
approach the exercise?

Did you learn anything useful?

How is this study different from a 
survey?

Could you conduct a similar study 
at your library?



“What kind of Library homepage is most appealing and 
useful to Library users?”

HKUL HOMEPAGE USER STUDY

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.



• 2pm Friday at HKUL (7th Sept 3018)

• $25 incentive

• Invitation by email and Facebook

• Register to indicate interest AND give consent to participate

• 230 registrants, 15 invited to participate 2 Academic Staff 
(UMAG and 
Microbiology)

1 Research Staff 
(Real Estate and 
Construction)

2 Postgraduate 
Students (Business 
and Education)

2 Undergraduate 
Students 
(Engineering and 
Business)

HKUL HOMEPAGE USER STUDY



Prominent 
search box

Hours and 
locations at a 
glance with 
photo and 
location

Ask a 
Librarian with 
options at a 
glance

Prominent 
MyAccount@HKUL

Library tools 
(active) and general 
information (static)

Simple and graphic 
presentation

Information for 
user groups

HKUL HOMEPAGE USER STUDY



“What Motivates Engagement with the 
Digital Information Environment?” 
(https://www.oclc.org/research/themes/
user-studies/vandr.html) 

1. What activities are users are engaged 
in and also how they are engaged?

2. How do users engage with technology 
(visitor vs. resident, personal vs. 
institutional)?

OCLC DIGITAL VISITORS & RESIDENTS

https://www.oclc.org/research/themes/user-studies/vandr.html


Postgraduate 
student

OCLC DIGITAL VISITORS & RESIDENTS



Faculty member

OCLC DIGITAL VISITORS & RESIDENTS



Facebook

HKU

V R

P

I

Facebook usage at HKU spans 
the V/R and P/I spectrum

OCLC DIGITAL VISITORS & RESIDENTS



Behavioural Mapping Non-Participant Observation

Mapping how users move 
through and use library spaces

Observing and noting how users 
behave in the library

USER OBSERVATION STUDIES



▶ Most people preferred to sit at the edges 
of the Multi-purpose Zone.

▶ Seats in the middle of the room are less 
desirable.  

▶ Users sit and stay for longer in the Multi-
purpose Zone. It is a serious study space.

70% carried 
laptops

40% carried 
mobiles

30% worn 
headphones

40% were 
studying

USER OBSERVATION STUDIES



The Breakout Zone is 
for reading, relaxing, 
but not enjoying food

The Technology Zone 
is for casual study 
and relaxation

The Study Zone is for 
serious study! 

The Multi-purpose 
Zone is for serious 
study! 

The Collaboration Zone is 
for discussion rooms and 
multi-tasking

USER OBSERVATION STUDIES



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

Approval required:

HREC reviews “any research 
protocols involving human 
participants”

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

ETHICAL CONCERNS

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


• Conducting a ‘signage inventory’
• Focus group discussion on library signage

LIBRARY SIGNAGE



• zotero.org/groups/2219645/uxlibrariesresearch
• https://www.ned-potter.com/ux-in-libraries-resource-list

LEARN MORE

https://www.ned-potter.com/ux-in-libraries-resource-list


• Systematic and evidence-based evaluation of user and 
stakeholder needs in order to improve library resources, 
facilities, and services.

• Typical steps
• Identify purpose
• Assign responsible staff/unit
• Choose data source/approach/method
• Training of staff/planning of implementation

LIBRARY ASSESSMENT



DATA SOURCE — Input and Output Statistics
Resources
• Acquisition, subscription and renewal
• Stocktaking, relegation and weeding
• Staffing recruitment, renewal, departure

Services
• Items catalogued, shelved, circulated, repaired, relegated, weeded
• Interlibrary loan transactions
• Reference questions, library instructions and research consultation sessions
• Access to webpage, institutional repository and digitized collections
• Number of library card issued and gate counts

Facilities
• Computing stations
• Rooms and seats
• Service area



DATA SOURCE — Analytics generated from library
systems



APPROACH & METHOD — Regular assessment of
Library Performance by User Surveys

• Annual, biennial, every few years
• User perceptions measurement 
• Importance vs Performance
• Gap analysis
• Freeform comments
• Benchmarking tool
• Performance improvement tracking



Demographics
• User group
• Faculty
• Library used most
Organization
• Communication
• Service Delivery
• Facilities & Equipment
• Information Resources
• Extra questions
Application of survey results

APPROACH & METHOD — Regular assessment of
Library Performance by User Surveys











APPROACH & METHOD — Regular assessment of
Library Performance by User Surveys



Performance tracking and benchmarking

APPROACH & METHOD — Regular assessment of
Library Performance by User Surveys





APPROACH & METHOD — Ad-hoc review for library
resources/facilities/services

• Focused assessment of specific resources/facilities/services
• Based on urgency and needs
• Support timely decision making, problem solving and justification of 

investment
• Top-down vs bottom-up
• Can be incorporated/converted into regular assessment
• Examples: Review of a new collection, library system/equipment or service



• Literature review on learning spaces such as Learning Commons
• Usage analysis since 2012
• User surveys

Past surveys conducted by the Libraries
Online survey for Level 3 review conducted in 2016

• Focus group meetings in 2016
• Comments and suggestions from patrons since 2012
• Other documents for planning, operations and daily maintenance

APPROACH & METHOD — Ad-hoc review for library
resources/facilities/services

Approach



Scope of review
• Learning space design and quality

Computer workstations
Study carrels
Discussion rooms
Overnight facilities

• Technology and tools
Computing equipment
WiFi network
Audiovisual equipment
Printers and copiers
Scanners 

APPROACH & METHOD — Ad-hoc review for library
resources/facilities/services



• Environmental quality
Furniture and fixtures
Washrooms
Air-conditioning and ventilation
Security
Cleaning
Noise and lighting

• Overall management

Scope of review

APPROACH & METHOD — Ad-hoc review for library
resources/facilities/services

• Support and operations
Online booking system
Space orientation and layout
Assistance to patrons
Power supply
Stationeries

Newspapers and magazines
Vending machines
Drinking fountains
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Facility/Service Importance Performance Performance Gap
Wifi network 1 12 1

Washrooms 2 6 2

Printers/copiers 3 8 3

Online booking system 4 4 6

Power sockets 5 1 8

Study tables 6 2 12

Drinking fountains 7 5 7

Discussion rooms 8 11 5

Furniture 9 7 11

Computer workstations 10 15 4

Assistance to patrons 11 3 18

Overnight facilities 12 13 10

Scanners 13 14 14

Stationeries 14 9 17

Research carrels 15 16 9

APPROACH & METHOD — Ad-hoc review for library
resources/facilities/services



Key findings: Observation and feedbacks 
• Most of the facilities and services have a high demand throughout the 

semesters
• More learning spaces on campus in recent years have helped to relieve the 

pressure
• High expectation of users in certain areas such as noise and temperature 

control
• Increasing expectation of immediacy, convenience, comfort and privacy
• Conflicting use in certain areas due to diverse needs, expectation and 

behaviours (e.g. Multipurpose Zone and Technology Zone)
• Different interpretation of rules and space use

APPROACH & METHOD — Ad-hoc review for library
resources/facilities/services



Recommendations
To avoid resource depletion, degradation & dilution (Beagle, 2006)
• Routine management 

Regular and more structure maintenance schedules
Adjustment within zones to avoid conflicting activities
Review of current management structure

• Continuous assessment
Identify suitable assessment methods
Build in new learning space into future library surveys
Publicity of environmental data for user reference
Engage users in design and selection of equipment/furniture

• Future development
Explore further improvement ideas such as reconfiguration of Breakout Zone
Define the position of Level 3 among campus learning spaces

APPROACH & METHOD — Ad-hoc review for library
resources/facilities/services



• Outcomes: “The ways in which library users are changed as a 
result of their contact with the library’s resources and 
programs.” (ALA/ACRL. 1998)

• “Libraries cannot demonstrate institutional value to maximum 
effect until they define outcomes of institutional relevance 
and then measure the degree to which they attain them.” 
(Kaufman & Watstein, 2008, p. 227)

ALA/ACRL. (1998). Task Force on Academic Library Outcomes Assessment Report.
Kaufman, P., & Watstein, S. B. (2008). Library Value (Return on Investment, ROI) and the Challenge of 
Placing a Value on Public Services. Reference Services Review, 36(3), 226-231.

OUTCOME ASSESSMENT



• Centre on users
• Assess changes in use of 
service/resources/facilities
• Relate to inputs - identify “best 
practices”
• Use different methods to corroborate 
conclusions
• Choose small number of outcomes
• Need not address every aspect of 
service
• Adopt continuous process
• Impact assessment?

OUTCOME ASSESSMENT



• WebJunction webinar Series: Evaluating and Sharing Your Library's Impact 
(April to October 2018)

• Six librarians attended the webinars or viewed the recordings on library 
assessment

• Completed exercises and discussed with overseas librarians in the interest 
group

• Built relationships with other librarians engaging in assessment across the 
partnership, digging into core concepts, enhancing skills, and working 
together to share and compare evaluation activities in different libraries.

• More information: https://www.oclc.org/research/working-groups/library-
assessment.html and 
https://www.webjunction.org/news/webjunction/webinar-series-research-
assessment.html

TRAINING & PLANNING — OCLC Research Library
Partnership: Library Assessment Interest Group

https://www.oclc.org/research/working-groups/library-assessment.html
https://www.webjunction.org/news/webjunction/webinar-series-research-assessment.html


• https://www.webjunction.org/news/webjunction/webinar-series-
research-assessment.html

• https://www.oclc.org/research/working-groups/library-assessment.html
• https://libraryassessment.org/about/
• The Library Assessment Cookbook (ACRL, 2017)

• Data Preparation for Assessments
• Traditional and Online Collections Assessments
• Instruction Programs Assessments
• Outreach and Programming Assessment
• Assessments Assessment
• Strategic Planning Assessment
• Service Points and Services Assessment
• Equipment, Building, and Space Assessment
• Website and Web Services Assessment

LEARN MORE

https://www.webjunction.org/news/webjunction/webinar-series-research-assessment.html
https://libraryassessment.org/about/
https://libraryassessment.org/about/


Melissa Man

Assistant Librarian (Patron Experience)

The University of Hong Kong Libraries

melisman@hku.hk

THANK YOU!
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