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UNI'VERSITY LIBRARY: FOCUS
ON THE USER EXPERIENCE
L



University and National Library
University of Debrecen



We provide services
for users



User

Not a single person
= Personas: a profile,

representing a particular group
of person. An archetype.

Described by their actions & attitudes,
not their attributes.



Quantitative data

Based on research not (just)

assumption.
What? ks
How many? fz_’,
When? =
S
S

Why ?
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In the Arts and Humanities Library
110

seats are available.

seats are available
out of 26

Occupancy: 38.46%

L L]
| i T

,C.I;fiam reading room)

43
seats are available
out of 134

Occupancy: 67.91%

Find a free seat

out of 48




SERVICE DESIGN
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O3 Basic service design tools 54/55

H- & H- H H-
Corporate website Online webshop Product box with Phone and Phone, printed
.- @ PHYSICAL and live chat and confirmation phone, printed printed manual manual, and
EVIDENCES email manual, cables, and support website
2 TER “Cancellina contract Co ring online Y ol A 5% % Hho ¥ orvit aff
ACTIONS 1A -
u (c) LINE OF INTERACTION I j{
® ]
[ 3] [ 2]
u ‘ ! I I n Promoting Handling complaint
@ FRONTSTAGE advantages of and creating
new contract support ticket
ACTIONS compared
to competitors
(£) LINE OF VISIBILITY I
| | n e pe
Al A
Receiving order and Opening ticket and
BACKSTAGE initiating shipment assigning external
@ ACTIONS support staff
g % ;
™ - \ r \
1
emotional journey
A - > - v
@ INTERNAL INTERACTION

® [ @ o
(]} ([} mn ([}
Invoice handling Processing order Automated account Resolving technical
. SUPPORT and account setup and shipping activation when issue and notifying
Stickdorn, M., Hormess, M., Lawrence, A. & Schneider, J. ) processes —y Pproduct phone logs in frontstage

This is service design doing : applying service design
thinking in the real world : a practitioner’s handbook.
O’Reily Media, 2018. CUSTOM

PERSPECTIVES




Small

This approach and process ,needs a
cultural and organizational
transformation [...]1 It requires the
alignment of the whole organizational
system, including organizational
structures, processes, practices,
routines, and values.”
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EGYETEMI ES NEMZETI KONYVTAR

Keresés a kényvtarban Q ...

magyar english

User need help uploading
their theses to the repository.

CIMLAP ¢ KERESES ES KUTATAS @ LATHATOSAG, ERTEKELES, MEGORZES
Szakdolgozatok feltoltése

Despite the fact we provide: Szakdolgozatok felt6ltése
 FAQs and guides on our | N o | |

website in pdf and video
format

« Uploading form is easy to
un d e I’Sta N d an d WOr ks A feltltés barhonnan elvégezhets edulD -val torténd bejelentkezést kovetoen.

Kérdés, probléma esetén a dea@lib.unideb.hu e-mail cimen vagy a DEA Kapcsolat meniponton keresztil

IA feltoltést a hallgatok onalléan végzik. A feltdltéshez ITT taldlnak Utmutatdkat

fordulhatnak a DEA Adminisztracidhoz, amelyre 24 6ran belil igyekszink valaszolni.




Research

Qualitative method:
Participant observation

J




Findings

Users not really use the
guide, they search the
information they need at
each stage of the process.

Throughout the journey we
indentified the pain points.




How might we...

...help students to upload
their document without

assistance?

|dentify main stages of the
process and information to be
provided

« Website

» Uploading form

» Repository collection




Thank you for your attention
Ipetro@lib.unideb.hu
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