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Even before the COVID-19 Pandemic changed the way King’s Libraries
& Collections deliver our services, we had begun to investigate our
virtual library services – what they are and how King’s communities
interact with them.
Three of the 2020-21 Library Champions helped us explore the concept
of King’s Virtual Library Services, both by sharing their experiences of
using our online services and conducting research with fellow students
to find their perspectives.
To do this we used a User Experience (UX) research method called
Touchstone Tours where you ask someone to give you a tour of your
spaces (in this case the Library’s online spaces) from their perspectives.
Some common themes emerged:

“

I don't go into the main library site so like, this page I am
opening right now is that I’ve bookmarked. and I always
go straight into here, the search engine without going to
the Main Library site so actually, I haven't really looked at
what's on the main library.

When asked to give us a tour of the library’s online spaces from their
perspective, almost all of the research participants started from the
Library Search rather than the Library Homepage.
This isn’t particularly surprising, but it is an important insight for the
library to consider when we think about how we share information.
We often highlight key information, big changes and new
developments there – yet how many of our library users bypass the
Homepage and thus don’t see these?
Capturing user behaviour allows us to think about when something
needs to be highlighted on Library Search, as with the ‘Disruption to
services’ notice in the screenshot above.

“

Yeah another thing is the reading list. I know it is also
coordinated by the library is it? So I actually really appreciate
the reading list. I really love it them, because you know at first
I think this list are done by my lecturers and then I don't know
when I found out it is actually done in…all the links are done
by the library, so I think it's very nice.

UX Research doesn’t just aim to find problems, but also to identify
things that work well and to understand why, so that the design
principles can be applied elsewhere.
The University’s Reading List system regularly emerged as an area of
strength, a place where faculty and library staff had collaborated to
ensure students have ease of access to the core material they use in
their studies.
Faculty staff use their expertise to curate the key resources for their
students. Library staff then make sure the list is optimised to help
students access those resources. Each team brings their unique
knowledge and expertise to create a useful learning tool.

Library Guides

“

The interface is… It's so different and it just makes you
think “Am I on the right kind of page? Is this what I'm
meant to be using?” And I just wonder if that has some
kind of effect also on how people use their resources.

UX Research is useful for finding areas for further research and
development and areas for quick wins. The Library Champions gave us a
great example for that when they talked about our online Library Guides.
On one hand they highlighted a quick, cosmetic change we will be making
in August 2021 so our Library Guides look more like the other Library
webpages.
On the other hand, it gave us plenty of food for thought on why our
Library Guides exist, how we should use them and what our community
needs from them. We’re going to be doing further research next year
concentrated on developing and improving this online resource.

Booking slots on campus

“

All this text, you have to read all of it. Okay, so right now
where should I click to go and book a space? like this part
should be more prominent. Okay, so like the three of us, at
least two of us had the problem when we visited this page.
We don't know what to do but we can't like, so where
should we go next. That's half an hour gone.

Sometimes when you do research into your user’s experiences, you get
really strong and clear feedback that they want something to change and
you just can’t change it.
When we looked at our research data together, the 2020-21 Library
Champions felt really strongly that booking to come on campus to use a
physical library should be easier. They talked about how the information
page students are required to read before they can book is too long and
caused many of them confusion when they first tried to use it. Some of
the research participants said they didn’t read this at all.
Unfortunately, the information page is there for a reason, and while there
was a bit of a debate within Libraries & Collections there was ultimately a
decision to keep the page and hope that, as we return to more normal
times, booking to come on campus becomes a problem of the past.

So what next?
This has just highlighted some of the things we discovered
during this project, we’re still working on unpacking all of
the data gathered and using it to make improvements to
our services.
We will continue to use this research project to inform the
development of the virtual library, and as we do we are
planning some follow-up research with the next Library
Champions in 2021-22, why not come and get involved?
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