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Jessie Sher, Project Coordinator.
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Spaces & Services
Strategy Development
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Create
welcoming, Transform
accessible, organizational
safe buildings culture
and services

Take a strategic

approach to
physical space
planning
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Engagement
UNDERSTAND

space, service
and organization

CONNECT

organizational
goals and user

needs
APPLY
short and
long-term efforts
GAIN TRUST
AMIDST CHANGE
béﬁg]bsgii'tzg TRAIN THE TRAINER
throughout through hands-on

practice and
guidance
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Deliverables

Strategy Report

Space and Service Principles,
Philosophy, Framework

Playbook

Flexible scenarios to consider
piloting/prototyping guidance

Research Report

User research conducted by
the team
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Space and Service Principles

1. Enhance the Platform for Discovery through
foundational changes to physical and digital
space usability, access, and navigation.

2. Accelerate Partnerships in Scholarship by engaging
with library users and working them throughout
the service experience.

3. Deliver as One Library with a shared service
philosophy and improved library staff workspace.
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Fall 2017
Engagement Activities
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Service Design Strategy “Champions” Workshop

Purpose

To develop a shared
understanding of the
service philosophy and
principles in order to begin
to build a network of
champions for this work in
current and future service
design

o Q
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2S)
& C
User

Discovery
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Neighborhood Block Parties

Purpose Lessons Learned

e To connect colleagues to our e Timing is important

LIBRARY

service design work

To showcase potential areas
of collaboration with informal
displays of work examples
To build community in
different areas of the library
To get feedback

http://bit.ly/UMichCNI

Training on design thinking
and service design is critical
Need more effective staff
engagement opportunities
with concepts

Engage with library
leadership for the planning
and thinking about the
service design platform as a
shared vision
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Library of the Future Design Challenges, Workshop, & Exhibit

Engaging the Student Community

e Two design challenges
o Physical design
o Narrative and visual design
e Bicentennial Expo workshop
e Embedded exhibit
o Physical prototype scavenger hunt
o Vinyl displays of work in Hatcher and Shapiro
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Library of the Future Design Challenges

Students were asked to imagine what the U-M Library might
look like in the future.
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How might the Library foster
connections across:

1. needs (e.. course.

2. buiding knowledge (e.g. conducting research)

3. encouraging inspiration (e.g. creating a sense of
place that inspires academic aspirations)
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Designing Libraries 6

Organizational Change Inspiring Peer Organizations
e Invest in staff retraining e Duke University Library’s Edge
e Identify partnerships with similar digital scholarship commons
goals e University of New York, Rochester
e Create teams and structures based Library’s pop-up programming
on emergent needs rather than e Harvard Science Center’s
departmental structures Discovery Bar and Ice Cube

Library Space Design

e Visualization technology needs to
be connected to user experience
e Acoustic and lighting considerations

e Storefront-style spaces can DESIGNING LIBRARIES 6
establish pl’OOf—Of-COnCept services DESIGNING LIBRARIES FOR THE 21ST CENTURY
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https://library.duke.edu/edge
https://www.library.rochester.edu/towertalk/pop-up-programs
https://cabot.library.harvard.edu/discovery-bar

Service Design Task Force Retreat

Purpose

To reflect on service design
work and interactions thus far,
create a timeline, and to
prepare our recommendations
for Library Executive Council
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Challenges
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Challenges

e Building a bridge from virtual to physical

e Moving from collections-centric to service-centric

e Engaging leadership in a large, complex organization

e Using the physical locations on central campus to
iInfluence the library’s organizational culture library-wide

e (Creating a shared understanding of the context for the

work and communicating goals
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Recommendations

M @epuckett @meghansitar

http://bit.ly/UMichCNI
LIBRARY @vacekrae  @UMichLibrary



Recommendation #1:

Continued Adoption
and Integration

At the leadership level,
continue to embed the
service philosophy in the
work of divisions, with a
focus on diffusing these
principles for good service
Into continuing work.



Recommendation #2-

|dentified Priority
Plays

Activate three service
teams focused on deep
dives and pilot/prototyping
work around three plays
identified in the
Hatcher-Shapiro Library
Service and Space Strategy
Playbook:

e Digital Scholarship Lab
e (Consultation Hub
e Staff Innovation Hub



https://drive.google.com/file/d/0B51o4uBVGmmeeUNzQUYyN0w5WTA/view?usp=sharing
https://drive.google.com/file/d/0B51o4uBVGmmeWmdXanA5c2NPSlE/view?usp=sharing
https://drive.google.com/file/d/0B51o4uBVGmmeN1R1QnFGREtwNms/view

Recommendation #3:

Non-brightspot
Mini-Play

Apply the same principles of
service design and service
teams to the problem of
citation management
services under discussion
by the Library Public
Software Taskforce.



Recommendation #4-

Library as Research
Lab Play - Research
Scholars Hub

The Service Design Task
Force will partner with the
Shapiro Design Lab’s
Library Lab to guide
graduate students working
under the IMLS Library as
Research Lab project, using
the Research Scholars Hub
play as an area for design
work in the Design Thinking
for Library Services Lab.



https://drive.google.com/file/d/0B51o4uBVGmmedk1FRjk3ZDctVFU/view

Service Teams
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Priority Play Service Teams

Purpose

Align related expertise from
across divisions into a
collaborative group that can
more seamlessly design and
deliver services for our users,
accelerating our ability to partner
in scholarship and deliver
services as one library.

M http://bit.ly/UMichCNI
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Membership

1 Service design partner
2 Co-leads
2-4 Additional members

Duration

16-17 weeks (May or June)
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Expected Service Team Approach

Deep Dives and
Pilots/Prototypes

e Deep dive research studies
I A
are areas for intense study. I:

e Deep dive studies will inform
pilot and prototype
opportunities.
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Service Design Tools
& Their Socialization
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Goal and Intentions

For Our Staff For Our Organization
e Tangible e Adaptive and iterative
e Anyone can use e User-focused
(with training) e Aligns front and
e lLarge and local back-of-house service
application

@epuckett @meghansitar
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Service Delivery Canvas & Service Design Blueprin

. °
category: subcategory:
service delivery canvas gory gory
{ adapted from Business Model Canvas } service point:
3. T 2.

. N Qo o
Required # |Key Partners @ Service Value s Staff + User @ | User Profile Q
Infrastructure e sepoeniaioymerr | Proposition Relationship e gmior
What infrstructure does our service partnerships? What type of relationship do our users Whét are their c‘urrent’ problems?
value proposition require? (e.g. tools, expect us to establish and maintain? Biggest needs?
technology, furniture, staffing) (e.g. personal assistance, self-service,

FO r communities)
(user)
who

Next Steps

What do we need to understand in
order to implement our service value
proposition?

back of house [staff ops]

V)

Pilot Plan

How might we test this service
value proposition in simple, user-
centered, flexible, and measurable
ways?

(motivation)

we offer

(list serv|

Direction of service delivery

spot

Future Service Blueprint

user actions

Service:

does the user see or interact

channels

What are staff doing to
user actions?

respond to

front-of-house actions

What are staff doing behind the
scenes to support user actions?

What tools or systems are needed
to enable user actions?

tools + systems _back-of-house actions

TIME




The Service Innovation Handbook

Muathiod 2! Visualizing drivers of changs

Method 2: Visualizing drivers of change

Time imvalved

Associated
capabilities

Mathods o use
efore or sftar
this oma

Purpose

Using this method helps a team identify the driv-
ers of change it thinks are shaping the issue it plans
1o address. It helps 2 group articalate reasons why a
service innovation initative might be necessary, and

What you'll need 1’,@5 u l
Maskingtape Possitrotes. (| Jh o

BlusTack, matker pens i, T g
Aflipchart | 1

A facilitor to guide the
teams

Adecumanter o photogrash

the results =
1N

Preparation
Ahead of time, invite an academie, amstorfulur—

Tip

While facilitating, push

ist—or all three - to join the work
inspire you. Alternatively, a wuplnufda)qbcfm!dsg
wrhhnp,umlhu Imksmudm, articles or blog

ides detail on what team hers think are the
key promps for change.
Outcomes
Ashared view of the drivers of change shaping the
context for your issue, service or organization. Co-
maungdmdmmufdlmgcgﬂdhdpumamm

it F e highlighes

areas of d disag et
of knowledge.

future from a range of
fields . NG just your ofganization’s core areas.
Add a visual dimension wo this method by printing out
in advance images such as photographs, screengrabs,
drawings, and icons that you associate with furure
developments. Cur them up to be approximately Ag

size.

ipants towards
extremes. Encourage them
to speculate, imagine and
e ridiculows.

3
|
L
2
:
{
g
:
8
~

Lucy Kimbell, 2015




UX Toolkit Project

Connecting to New Programs

and Opportunities

Leveraging Existing Investment
and Excitement

@ Leaving
homa

@ Embracing
military colture

= Being motivated
by the mission

‘ . Understznding
future prospects

Preparing for B
military sarvice making areund thelr heere:

Trassitbon Assistarce
Prengractt (TR}

« Completing my

papersork

@ Engaging VA to

access benefits
and sarvices

¢ Wt griam
ity Cornpers ation|
Hepldthare

MEMENT THAT MATTENS
Eepa 1 proETams
pack lma lotof good
informatbon but are
edlvered ata moment
when VeteTans ate not
ready or able to absorh
the infarmaticn

@ Finding the right job
Carver Cester
Vireraes Job Bark
Reseme ik
VA Emgloyment

kil sits.

Building my
professional reputation

V
aml Fill paps in their

Geriar & Extended Cane
Heme Health Casme
Careqver Senvces

@ Planning for
longer term care
FRCT teame:
Holistic end of B planning
@ Adapting my
support network
to my new naeds
Camegg v Sanices.
Hem Health Casne
Geriator & Exienged Heakh
‘@ Maintaining social
1 and community
connections

Finding additional

M!_i]‘til[m Finding WIOMENT THAT MATTERS WKIMENT THAT MATTERE
military culture something Findirg something ta Veterans with mental sources of income
3 health meeds oiten have WA Meteran's Feeision
L ] Managing military MOMENT THAT WATTERS to do adifficult time sccessing Disebiity Ciger saion
| and family GIBR 3 providers and feeling safe
i Cammer Camier s easens the once bn care — nat just . LTy
obligations woratonal Reras risk of hazmFul behaviors TS Senvdces #t WA, but in the entire @  Taking care ::W““ '*Ik"“'"'-"" ;
GiBR ng L Employment like sbitance abuse Prpzrasooial Ferabileation ARG healthare + of my health K‘IEMF.S:?’I.‘ ke l|lk"nr|_”r -rld
VA Heine Lou personal and famdlial S & Rrrcovery Seraces Iedusary. VA Health Care AT P
Lie Insumnce health are aften top- ) Re-gstablishing Veseran Crita Line sedlciogy COVETAEE EAPS Ca ¥
z of-mind concerns and creating M5T Cownseing Bl & inn Rebab Insurance changes duclng
¢ Duing well for servicememibers Telatioaalsi Seciid watk Starting, growing, or Spesalz Cave E":“"-“:';;_ﬁm: Heimrung
by my umit batarcing Iz nslde 2 + : maintaining my family . Va Fgfsnenrs'gr:;"wa i
and outside of the Vot Lty Managing primary MIOIMENT THAT RATTERS © Participating in b L s £
: milicary. This is atiers ' care and chronic A uckotfrmalerinfoemal g Revisiting howsin i ivi o
@ Fulfilling my e bkt @ Balancing ¥ cirwlatigs it between 0 ng E meaningful activities
milisary obligation with VA finances health issuss peoviders leads to Vieterans Ak thoma Loan Vet Corter
VA Haalth Care expeniencing discontinuiry ¥ Zefinancing

Journey map from the VA Center for Innovation



https://www.innovation.va.gov/hcd.asp

Recap

Tools

Service

e Leadership
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Thank you!
&
Email Us!

libservicedesign@umich.edu

@epuckett @meghansitar
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Appendix:
Tools & Resources
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Service Blueprint

itspot

* ®
category: subcategory:
service delivery canvas gory — gory
{ adapted from Business Model Canvas } service point:
3. 1. 2.

. . [-V-] .
Required h* Key Partners @ Service Value ] Staff + User ' User Profile
Infrastructure presepeirisieypawer? W | Proposition Relationship e plerae il
What infrstructure does our service partnerships? What type of relationship do our users What are their c‘urrent’ problems?
value proposition require? (e.g. tools, expect us to establish and maintain? Biggest needs?
technology, furniture, staffing) (e.g. personal assistance, self-service,

FO r communities)
(user)
who

Next Steps

What do we need to understand in
order to implement our service value
proposition?

v

back of house [staff ops]

Pilot Plan

How might we test this service =
value proposition in simple, user- goo
centered, flexible, and measurable
ways?

(motivation)

we offer

(benefit)

i *
Location ,9
(physical + digital)
Where do we deliver our service value

proposition to our users? What are its
adjacencies?

front of house [user-facing]

Direction of service delivery

5
4




Service Blueprint

pbrightspot

Future Service Blueprint

user actions

Service:

channels

What does the user see or interact
with?

front-of-house actions

What are staff doing to respond to
user actions?

What are staff doing behind the
scenes to support user actions?

tools + systems back-of-house actions

What tools or systems are needed
to enable user actions?

W

TIME




Service Innovation Handbook, Recipe 2

Total timeline: 12 weeks Recipe 2: Innovation Exploration for an Existing Service and Team

Exploring Issues Synthesis

Analysis Generating & exploring ideas |

Dive into the issues from = 2 s | Define how fo explore
diverse perspectives against Glﬂ"ﬁﬁhhﬁaié”rﬁnﬂm = Grﬁiﬁ z?éf:ﬂur:r:”g?ﬁ?:f %1 lim plications of new concepts
different time horizons ¥ PRt and build knowledge

I Mathod 13: creating an
Mathod 1: Salf: reflection P camewark

| Method 8: Sketching 15+
towch points |

; Method 3: Mapping thred
innovation ecosystems §|
around the issue

| Method 7: Opportunity
magping

innovation ecosystems
around the issue

Recipe 2, from Service Innovation Handbook by Lucy Kimbell, 2014
https://serviceinnovationhandbook.org/



https://serviceinnovationhandbook.org/

A Veteran’s Journey

@ Leaving
homa

@ Embracing
military colture

= Being motivated
by the mission

‘ . Understznding
- {wiwre prospacts

Freparing for
military service

NOMENT THAT MATTERS

introduced” ta VA el
Factors into decision
making around thelr hature.

Adapting to
military culture
l"'ht.anal;ilg military
- and family
obligations

& Doing well
by my umit

& Fulfilling my
military obligation

& Understanding
the process of
separating
Trasditien Assistade
Proygrarm (TAF)

¢ Completing my
papeTaark

¢ Engaging VA to
access benefits
and zervices

Gl

Home Laan

Pre-disc hasrgr Fragram
Dbty Compansalion]
Healthcare

Getting

MIOMENT THAT MATTERS

persoral and familial
health are often top-
of-mind corcerns
for seovicemembers
balar<ing [ife Inslde
and ourside of the
mélicary. This is often
the first intersction
with VA,

MOMENT THAT MATTERS
Zeparatlon programs
pack Ima lot of good
information butare
dedlvered ata moment
when Verezrans ate nog
ready or able to absorh
the infarmation

Finding
something

to do

GiBiR

Carmer Cenvier
vecatongl Renat

& imploymart

@ Re-gstablishing
and craating
relatinnships
Wt Csiti

. Balancing
finances

ACRAENT THAT MATTERE
Findimg; something 1o

i like petainingg 1o
sthuod, geing o wark,

1 with the

y desresied the
rizk of hasmful behaviors
like sabstance sbuss

Henzal Heaith Core
b

SEDES
Prpctosorial Terabilation
-Recovery Seraions
Weperan Drds Line
MET Copnseing
Sacil waik

. Managing primary

care and chronic
health issues

WA Heaith Care
ik

@ Finding the right job

Building my

MCIMENT THAT MATTERE
Weterans with mental
hialth reeds often have
£l 11 Hime s cessing
providess and fesling sade
once bn.care — nat just
at Wi, buot in the entire
mental healthoare
Iedusary,

MOMENT THAT MATTERS
A laciof formal or infermal
knowledge cranster between
providers beads co Vecerans
experiencing disconcimuicy

skill sets

professional reputation

1

Starting, growing, or
maintaining my family
@& Revisiting housing

MA Home Loan
VA Refinancing

rEsres il
wrnl Fill gaps im 13

Finding additional
sources of income

WA \ieberan's Fension
Diszbiity Compersation

@ Taking care

' of my health
ul.-leidb‘-ta:o

Spmsiabzid Cabd

© Participating in
meaningful activities
Vet Covber

Gariatea & Extinded Cane
Heem itk Cane
Carnpuer Serdces

@ Planning for
longer term care

FRCT frama
Mol end of Bieplanning

@ Adapting my
support network
to my new neads
Caregiver Senvices
Hame Hiallh Cae
Garatre & Exiended Heakh

Maintaining social
" and community
connections

BAORAENT THAT MATTERS
Veterans seuk sapplemental
coverage e §il heslthoare
civerage gaps caused by
Insurznce changes durlng
redlrerment. Some Vererans
reengage or cngage with
VA for che First olme at this
mament.

Journey map from the VA Center for Innovation
See also “Toward a Veteran Centered VA” report



https://www.innovation.va.gov/hcd.asp
https://www.innovation.va.gov/docs/Toward_A_Veteran_Centered_VA_JULY2014.pdf

Design Thinking for Libraries
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Design Thinking Toolkit for Libraries, First Edition
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