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Abstract 
A recent phenomenon within the library sector is that of User Experience (UX). Library and information practi-
tioners are increasingly leaning towards letting their users help guide and organise library services by using UX 
methods to both evaluate existing services and to create new ones. Despite that an increased number of academic 
librarians are focusing on researching their Library UX, few studies have been done on this phenomenon, and 
none have focused on a Swedish context.  

In this thesis, the emerging phenomenon of Library UX is investigated by performing a qualitative case 
study at two academic libraries in Sweden. The posed research questions focus on four areas: what impacts the 
implementations of UX methods have on an academic library, how UX methods are learnt, if this new emphasis 
on Library UX will affect the user-librarian relationship and if something can be said about the future of Library 
UX. The main theory used is Actor-Network Theory (ANT), which together with the use of the Foucauldian 
perspective on knowledge/power has been employed to analyse the collected empirical data to further the under-
standing of the phenomenon. The findings are divided into two parts. Firstly, the case study depicting the results 
of the collected empirical data. Secondly, the ANT-analysis of the Library UX network is presented, which is 
based on the data collected in the case study. The main conclusions that can be drawn from this study are how 
UX methods are perceived by the informants as leading to improved library services. There is also a clear con-
sensus among the informants on how the new perspective of the user presented within the Library UX frame-
work will deepen the user centred focus even further at the libraries. Furthermore, the ANT-analysis shows how 
the phenomenon has primarily emerged through advocacy and how advocates have a central role in how 
knowledge about Library UX and UX methods are spread within the library world.  

Abstract (sv) 
Ett nytt fenomen inom bibliotekssektorn är User Experience (UX). Bibliotekarier låter i allt högre grad sina 
användare vägleda dem i hur bibliotekets tjänster ska se ut, genom att använda UX metoder för att både 
utvärdera och skapa nya tjänster tillhandahållna av biblioteken. Trots att det är en ökning i antalet 
universitetsbibliotek som nu fokuserar på att undersöka sin Biblioteks-UX har få studier gjorts på ämnet, och 
ingen ur ett svenskt perspektiv.  

I den här uppsatsen har fenomenet Biblioteks-UX undersökts genom en kvalitativ fallstudie på två 
universitetsbibliotek i Sverige. Forskningsfrågorna som ställts i uppsatsen fokuserar på fyra områden: 
Biblioteks-UX påverkan på universitetsbiblioteken i stort, hur UX metoderna lärs ut, om detta nya fokus 
kommer påverka användar-bibliotekarierelationen och om något kan utrönas om Biblioteks-UX:s framtid. Den 
primära teorin som används är Aktör-Nätverksteori (ANT), vilken tillsammans med Foucaults perspektiv på 
kunskap/makt har använts för att analysera det insamlande empiriska materialet för att få en djupare förståelse av 
fenomenet. Undersökningen är uppdelad i två avsnitt. I den första delen presenteras fallstudien och i den andra 
delen presenteras ANT-analysen gjord på Biblioteks-UX nätverket. Uppsatsens huvudsakliga slutsatser är för det 
första att informanterna uppfattar att UX-metoderna leder till förbättrade bibliotekstjänster. För det andra visar 
studien att det finns en konsensus bland informanterna om att det nya användarperspektivet som föreslås inom 
Biblioteks-UX kommer leda till ett djupare användarfokus på biblioteken. ANT-analysen visar vidare att 
fenomenet framförallt sprids genom förespråkare och hur dessa förespråkare har en central roll i hur kunskapen 
om Biblioteks-UX och UX-metoder sprids inom biblioteksvärlden.  

Ämnesord  
User Experience, UX, Aktör-nätverksteori, universitetsbibliotek 
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Introduction 

A recent phenomenon within the library sector is that of User Experience (UX). 

The concept of UX refers to the quality of interactions a user has with a compa-

ny’s services and products.1 To get an understanding of the user’s behaviours and 

needs, a collection of UX methods are used to evaluate and/or improve services 

and products. UX used in a library context is in this thesis defined as Library UX.2 

Academic libraries now have User Experience Librarians (UX Librarians) 

and departments working to improve Library UX. UX Librarian Debra Kolah 

writes that “UX in libraries continues to grow past being a trend, and is truly be-

coming part of what many libraries do on a daily basis”.3 Kolah is not alone in 

outlining this trend. Other librarians have also published columns and editorials 

advocating for libraries to start applying different methods to improve their Li-

brary UX. For example, Head Librarian Christine Tobias describes the relevance 

and importance of using UX methods to tackle the new challenges facing academ-

ic libraries and argues for the need for academic libraries to focus on the user as 

“without our users, our libraries would not have a reason to exist”.4   

Tracing how Library UX has been presented in different reports gives some 

insights into this emerging phenomenon. A series of reports, written with a global 

perspective on development within the library sector, have the concept of UX go 

from not being mentioned in the 2014 report to being described in the 2015 report 

as a relatively new area with a short-term impact within one-two years on aca-

demic libraries.5 Later in the 2017 report, the status of Library UX has not 

changed, it is still described as a short-term impact trend for the next two years.6 

Taking from these reports one could conclude that the concept of Library UX 

emerged in the library sector as late as 2014. However, the American research 

libraries’ (ARL) report published in 2011 presents another picture, reporting how 

nearly all responding libraries in their survey were using “UX activities” even 

                                                 
1  The New Media Consortium (2015), p. 16. 
2 A full definition of the concept of User Experience (UX), how it is used in a library context and the use of 

the term Library UX in this thesis will be presented in the chapter “What is (Library) User Experience”.  
3  Kolah (2015), p. 1. 
4  Tobias (2015), p. 2. 
5  The New Media Consortium (2014); The New Media Consortium (2015). 
6 The New Media Consortium (2017). 
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though the libraries were not always referring to it as UX.7 In addition, the ARL 

report indicates that these UX activities will be used in the future as well since the 

documented projects were long-term projects.8 

While no reports have been found mapping the state of Library UX in Swe-

den, Informatics Assistant Professor Craig M. MacDonald’s research on UX Li-

brarianship in the United States confirms the view that the phenomenon appeared 

before 2014. MacDonald traces the phenomenon in library literature back to 2006 

and describes how an increase in popularity occurred around 2014, however say-

ing that “there remains a lack of published knowledge about how UX methods are 

adopted and incorporated into library environments”.9 Library and information 

practitioners are increasingly leaning towards letting their users help guide and 

organise library services by using UX methods to both evaluate existing services 

and to create new ones. Something is clearly happening within the library sector.  

It was while working as a Library Assistant that I first was introduced to Li-

brary UX and how UX methods are being used to evaluate library services. This 

raised my academic interest and increased curiosity regarding UX methods and 

their impacts on academic libraries. Within the research field of Library and In-

formation Science (LIS), Library UX and its impacts on academic libraries has 

not been researched extensively, and no research has been done from a Swedish 

perspective. In this thesis, the phenomenon of Library UX at two Swedish aca-

demic libraries will be explored in a case study using qualitative methods. My 

hope is that this thesis will create new knowledge about this phenomenon and 

contribute to LIS research in general. 

Aim and research questions  

This thesis focuses on two Swedish academic libraries in the beginning stages of 

using UX methods to evaluate and improve their library services. The aim is to 

shed light on the emerging phenomenon of Library UX in Sweden and what im-

pacts it has on two academic libraries in Uppsala, Sweden.  

The phenomenon is investigated by performing a qualitative case study using 

an ethnographic approach. The empirical data is obtained through interviews and 

observations conducted at two academic libraries in Uppsala; Uppsala University 

Library (UUL) and the SLU University Library (SLUB). The results are analysed 

within a social constructivist framework. This thesis thus seeks to better 

understand the phenomenon of Library UX, and its impacts on academic libraries 

via the experiences, notions and perceptions of the librarians using UX methods at 

                                                 
7  Fox & Doshi (2011). 
8  Fox & Doshi (2011), p. 12. 
9  MacDonald (2015); MacDonald (2016), p. 2. 
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UUL and SLUB. An analysis of actors connected to the phenomenon is done by 

using Actor-Network Theory (ANT). ANT is used to further the understanding of 

the phenomenon, how it has emerged and is sustained within the library sector. In 

addition, Foucault’s perspective on knowledge/power is used to examine the im-

pacts Library UX has on an academic library, and more specifically the impacts it 

may have on the user-librarian relationship, as seen from the librarians’ perspec-

tive. The study’s aim of investigating the phenomenon of Library UX and its im-

pacts on an academic library is completed by answering the following research 

questions: 

 

• How are UX methods used at UUL and SLUB, and what are the challeng-

es with using these methods?  

• How has Library UX emerged at UUL and SLUB, and furthermore how 

are UX methods learnt at UUL and SLUB? 

• How is Library UX affecting the user-librarian relationship, as seen from 

the perspective of the informants at UUL and SLUB? 

• What constitutes the network of Library UX and how is it sustained? 

Limitations  

Regarding the scope of this thesis, some decisions were made to exclude closely 

related themes. First of all, impacts Library UX is having on digital services con-

nected to UUL and SLUB has only been touched upon and not fully investigated 

in this thesis, since the informants interviewed mainly focused on improvements 

adhering to the physical space of the library. In addition, the question of the im-

pacts that the emergence of Library UX is having on librarianship, professional 

identity and LIS-education is neither covered in this thesis. Lastly, no users were 

selected as informants for the study, and therefore the users’ perspective on Li-

brary UX is missing. It would have been interesting to expand the study to cover 

more topics surrounding Library UX, nevertheless due to the length of this thesis, 

it was decided that the included themes were an appropriate amount and scope for 

answering the research questions posed in this thesis.   

Thesis outline 

As a way of understanding the structure of this thesis, a presentation of the overall 

composition will now follow. The first section, background, consists of a descrip-

tion of background information concerning the two academic libraries included in 
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the case study. Adding to the background is a presentation of some of the litera-

ture concerning the challenges facing academic libraries today, which leads into a 

section defining the concept of UX and the use of the term Library UX in this 

thesis. The later part of the background chapter focuses on how the phenomenon 

is communicated within the library sector. The background chapter ends with out-

lining previous research done on the subject. In the second section, Theoretical 

framework and methodology, the chosen theoretical framework and theories used 

in the analysis of the empirical data is described. Additionally, a presentation of 

the chosen methods used to conduct the study is presented as well as a depiction 

on how the study was performed. The third section, Findings and analysis, is di-

vided into two parts. The first is dedicated to presenting the empirical data from 

the case study all within the theoretical framework. In the second section, an ANT 

analysis of the Library UX network is done. In the fourth section, the drawn con-

clusions from the case study and ANT analysis is discussed, and lastly a summary 

of this thesis is given.  

Background and previous research 

Early in the thesis process it became clear that an extensive background chapter 

would be necessary, to enable the study of this fairly new phenomenon within the 

academic library sector. Thus, the background chapter’s focus is to give the need-

ed context to understand this study.  

The two research objects  

Uppsala University Library (UUL) has 11 library facilities spread out over Uppsa-

la, and one library on the island of Gotland connected to Uppsala University’s 

Campus Gotland. It has about 200 employees providing services to approximately 

44 000 undergraduate students, 2300 doctoral students, 3000 teachers and profes-

sors.10 

Swedish University of Agricultural Sciences, SLU University Library (SLUB) 

is also located in Uppsala but on the outskirts of the city in Ultuna. Together with 

Uppsala the library has four library facilities across the country: in Alnarp, 

Skinnskatteberg and Umeå. Regardless the geographical span it still functions as 

one library, with approximately 40 employees serving roughly 3700 students, 270 

doctoral students and 1150 teachers and professors.11 

                                                 
10  Uppsala University Library > About the Library. http://www.ub.uu.se/about-the-library/. [2017-04-02]; 

Uppsala University > The University > Uppsala University in figures. http://www.uu.se/en/about-uu/in-  

brief/facts-figures/. [2017-04-02] 
11 Swedish University of Agricultural Sciences > About SLU > Facts and figures. http://www.slu.se/en/about 

slu/facts-and-figures/. [2017-04-02] 
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Meeting the challenges  

Studying a developing phenomenon like Library UX demands a broad description 

of its context. Therefore, the following section deals with the challenges facing 

the academic library sector as presented in some selected literature.  

In Scientific Libraries: past development and future changes Tomas Lidman, 

former Director of the National Library in Sweden, gives a historical overview 

seen from a Swedish perspective of the progression of scientific libraries and de-

scribes the challenges facing libraries of the future. He states how a move in 

emphasis from the library organisation to the end-user came in the early 80’s.12 

This change in emphasis can also be seen in the changing view on measuring effi-

ciency and results via the use of statistics. Lidman points out that while getting 

data on loans, numbers of visitors and staff gives a good view on how the library 

is used, it fails to reveal user satisfaction.13 According to Lidman, this discussion 

was risen already at the end of the 80’s, that these forms of statistics did not an-

swer for user satisfaction. He further describes how the guidelines from American 

Library Association published in 1990 on how to measure academic library per-

formance was a starting point for going from quantitative towards qualitative data 

collection.14 Lidman argues that through the change in data collection libraries 

have a better understanding of their users today.15  

Concluding the coming challenges for scientific libraries after going through 

several scientific libraries’ strategic documents, Lidman states that in the future, 

there is a need for rationalisation, to keep within the budgets, enhance the co-

operation with other library institutions and an overall sense of putting the user in 

focus more so than before. Lidman further believes that scientific libraries are 

facing great challenges, and to meet them libraries need to be more user-

oriented.16 

Other sharing this view include LIS researchers Luisa Alvite and Leticia Bar-

rionuevo, who in Libraries for Users: services in academic libraries describe how 

current university library services are adapted, and new services added to meet the 

challenges set out by the knowledge society. They start out describing this by de-

fining the vital role library institutions have on the competitive market where uni-

versities are ranked, stating that academic libraries are a key component of the 

overall ranking of a higher educational institution.17 Furthermore, they explain,  

                                                 
12  Lidman (2008), p. 18. 
13  Lidman (2008), pp. 54–55. 
14  Lidman (2008), pp. 54–55. 
15  Lidman (2008), p. 56. 
16  Lidman (2008), pp. 108–113. 
17  Alvite & Barrionuevo (2011). 
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This conception has gradually evolved towards quality in patron satisfaction, as indeed, a 
twenty-first century academic library must be a highly efficient organisation oriented towards 
its patrons.18  

This coincides with what Alvite and Barrionuevo call ‘business of higher educa-

tion’, whereby students have an increased view of themselves as customers of the 

academic library, and thus “demand high-quality facilities, resources and services 

attuned to their needs and concerns”.19 The development described suggests that it 

will be important for academic libraries to develop and offer services that users 

need, but even more importantly, services that users want.  

The central role of the user is also connected to evaluation. As methods for 

evaluating the quality of a library and its services, Alvite and Barrionuevo call for 

a combined measure of using both qualitative and quantitative methods. They 

present different models, guides and standards of evaluation and further empha-

sise user-oriented quality, and thus giving the user a central role in determining 

what quality is and what type of services the library should provide. They also 

emphasise that the quality of library services is connected to knowing and under-

standing the needs and expectations of the users. Alvite and Barrionuevo argue 

that by asking their patrons, libraries can create services that can function as a 

support in a time of increased technological advances.20  

The users’ role in evaluation is likewise emphasised by the University Librar-

ians Karen Harbo and Thomas Vibjerg Hansen. In their article, Harbo and Hansen 

argue that for a library to improve their services they need to base these improve-

ments on user logic and not on library logic, in other words, on what is important 

to the users and not what has been “traditionally meaningful for a library”.21 The 

importance of the user is emphasised in the previously presented reports; howev-

er, the concept of UX is not mentioned.  

Andy Priestner, the UX trainer and consultant as well as co-founder of the UX 

in Libraries Conference (UXLibs), together with Matt Borg, the former academic 

librarian and now Solutions Expert at Ex Libris, paints a similar picture to that of 

Lidman, Alvite and Barrionuevo. Library services are changing, and more ser-

vices are added on with the new challenges facing academic libraries. What dif-

ferentiates Priestner and Borg from the others is their clear answer as to what will 

be the best way of meeting these new challenges. They argue that the answer lies 

in the concept and methods of UX.22 The purpose and value of using UX methods 

is to gather a holistic and complex understanding of the user, and from that under-

                                                 
18  Alvite & Barrionuevo (2011), p. 6. 
19  Alvite & Barrionuevo (2011), p. 31. 
20  Alvite & Barrionuevo (2011), pp. 1–26. 
21  Harbo & Hansen (2012), p. 368. 
22  Priestner & Borg (2016a). 
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standing improve and create better services and thus improve libraries’ overall 

UX.23 Concurring in this view is researcher Mark E. de Jong,  

holding back the adoption of this national trend will most likely lead to a library’s decline and 
perhaps even closure. Community relevance will decline as patrons go elsewhere for the ser-
vices and service delivery they expect—which some would argue already occurs.24  

De Jong is undoubtedly clear in his message, arguing for the library sector to 

adopt methods to improve their UX given the challenges facing libraries today. 

De Jong is not alone in using an advocating style to further his message, more 

examples of similar texts will be shown in coming sections.  

To conclude this section, the presented literature suggests that the future state 

of academic libraries and the challenges ahead are connected to understanding the 

user and the user’s needs. In the following chapters, this topic will return when we 

go further into the phenomenon of Library UX.  

What is (Library) User Experience? 

Having presented the context to the emergence of the phenomenon, defining Li-

brary UX as a concept is now necessary to further understand, discuss and analyse 

its impacts on academic libraries. As was stated in the introduction, UX as a con-

cept refers to the quality of all interactions a user has with a company’s services 

and products. UX in a library context then refers to a user’s experience of a library 

and all its services.25  

The user focus seen in UX can be traced back to the cognitive scientist and 

usability engineer Donald A. Norman. The philosophy Norman is advocating is 

that of User Centered Design (UCD), “a philosophy on the needs and interests of 

the user”.26 LIS researcher Graham Walton points out that the experience of the 

user as seen in UCD originates as a principle from Norman and his ground-

breaking The Psychology of Everyday Things in 1988.27 In the re-named second 

edition, The Design of Everyday Things (2002), Norman expands his thoughts on 

the importance of the user. He presents several examples of bad design and vivid-

ly depicts how faulty design negatively affects people in their everyday lives; 

from not knowing how to use a new washing-machine because of incomprehensi-

ble instructions to explaining how plane crashes and nuclear-powered plant explo-

sions have occurred due to, again, bad design. The design flaws he points out are 

all examples of how the problem lies in the bad design and not with the user.28  

                                                 
23  Priestner & Borg (2016b). 
24  Mark E. de Jong (2014), p. 149. 
25  The New Media Consortium (2015), p. 16. 
26  Norman (2002), p. 188. 
27  Walton (2015). 
28  Norman (2002). 



 12 

Although, UX is usually described as being derived from varying research 

fields that place the user at the centre, such as UCD, there are other research fields 

such as Human Computer Interaction (HCI), Web Design and Information Archi-

tecture that also try to understand problems facing users.29 No studies have been 

found that strictly pinpoint the actual differences between these closely related 

research fields, nevertheless what can be said is that the different concepts put the 

user at the centre. Informatics researcher Andrea Alessandro Gasparini also out-

lines the research field of UX as, “a fluid field of research, gaining momentum 

from a variety of scopes, and therefore pointing out a theoretical foundation is 

difficult”.30 Clearly, one of the challenges defining UX in a library context is due 

to the terminology’s broad use and the different closely related research fields. 

Taking from the use of UX in areas such as HCI and Web Design, should UX 

in a library context only be applied to library web services? Associate University 

Librarian Steven J. Bell connects UX to responsive user design, for example, 

websites adapting to different devices and letting users’ needs decide how the 

design works. Bell further connects this responsivity to the physical library, just as 

with library websites the physical environments in libraries should be flexible to 

the different needs of the user. What has been a focus for web usability has been 

adapted into other service-oriented industries, using a holistic approach to under-

stand the full customer experience.31 In order to reach all aspects of services pro-

vided by libraries, UX can be connected to both the digital and physical aspects of 

libraries, and therefore researched holistically. Walton shares this view stating that 

“Academic libraries have shown a willingness to interpret UX in this broad ap-

proach and have sought to embed UX in all services and not just those digitally 

based”.32 Gasparini also argues for a holistic approach to UX, “an approach in-

cluding both the physical and the digital space at the same time, and in doing so, 

combining what users do, and what users feel and expect”.33  

Another important aspect of the origin of the concept of UX is its close con-

nection to the private sector. Within the framework of UX, different methods are 

used to understand the user better, and often to understand the user’s unknown 

needs, to enable the creation of better products to sell.34  

In an academic library context, the understanding of UX is highly affected by 

the different origins of UX. Head Librarians Robert Fox and Ameet Doshi state, 

                                                 
29  Mclaughlin (2015); Lankes (2011), p. 37. 
30  Gasparini (2015), p. 2. 
31  Fox & Doshi (2011), p. 11. 
32  Walton (2015), p. 2. 
33  Gasparini (2015), p. 3. 
34  Mclaughlin (2015). 
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(…) there is a lack of controlled vocabulary when defining user experience within the library 
context. This is a relatively new field with little standardization, especially in academic or li-
brary environments.35  

Defining UX in a library context is thus problematic, due to a lack of theoretical 

foundation and a lack of consensus in using the term in academic libraries. Just as 

the term UX is broadly used, the definition may also alter depending on who is 

asked. A good example of the diverseness of the concept is one real-life example 

from the March-conference hosted by the Swedish Library Association in 2017.36 

When introducing UX in a library context, the UX workshop leaders started out 

by giving individual definitions and perspectives on the concept. The varied views 

where concluded in presenting the definition given by the UX consultant firm 

Nielsen Norman Group, a company to which Norman is a co-founder.  

User experience encompasses all aspects of the end-user's interaction with the company, its 
services, and its products.37  

Within this definition, it is perhaps easier to understand why UX is defined and 

used in so many ways since UX is trying to cover all aspects of the user's contact 

with a company, its services and products. For this thesis, I have chosen to define 

UX used in a library context simply as Library UX. In this definition, the library 

institution is replacing the company in the Nielson Norman Group’s definition. 

Library UX thus encompasses all aspects of the end-user’s interaction with the 

library and its services. It should be clearly stated that Library UX is not a term 

found in previous research. However, I would argue that the use of Library UX 

clarifies that the concept only refers to the library users’ experience of all aspects 

of the library, both its physical and digital space as well as all services connected 

to it.  

To further complicate the matter, the concept of UX is often interchangeably 

used to describe user-centred tools. These tools are different methods, such as 

design methods and usability testing, as seen in User Experience Design (UXD), 

User Centered Design (UCD), Human-centered Design (HCD), Usability, Design 

Thinking and Service Design (SD). Another part of the tool-kit is the use of an-

thropological or ethnographic approaches by conducting interviews, observations, 

focus-groups etc. Simply put, different methods are used to understand the user’s 

experience. The methods themselves are either upheld as their own framework, or 

as methods in the overarching framework of UX, where the methods many times 

are only mentioned as UX methods. The variety of different methods from an-

                                                 
35  Fox & Doshi (2011), p. 11. 
36  Swedish Library Association > http://www.biblioteksforeningen.se/nyheter/nu-ska-hyllan-funka-ocksa- 

     biblioteket-i-praktiken/. [2017-05-15] 
37  Nilson Norman Group > Articles > The definition of user experience. 

     https://www.nngroup.com/articles/definition-user-experience/. [2017-03-19]   
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thropological and ethnographic methods to design methods will in this thesis all 

be included and understood within the Library UX framework, in the overarching 

term UX methods.   

Head of Design at Semantico Owen Priestley explains the importance of a 

varied methodology when researching a library’s UX,   

UX methodology should be flexible in its focus and scope. Beware of those who preach a uni-
fied, prescriptive UX or design methodology. Product or service, client or end user: all 
change, however subtly, with every project. Understanding and adapting to this is vital.38  

What Priestley is emphasising is the importance of understanding the heterogene-

ous aspect of library users as a group, which demands flexibility in the type of 

methods used researching a library’s UX. In an academic library context, this also 

means that an understanding of the heterogeneous nature of users is essential, in 

that students and researchers are two distinct type of user groups, and that differ-

ences also exist within these groups as well.  

The divergent origins of Library UX have influenced discussions concerning 

UX’s definition. Head Librarian Kris Johnson directs her paper at library adminis-

trators and argues for the benefits of using SD methods to create new library spac-

es and services. SD, as Johnson explains, is  

part of the larger field of “design” and a lesser known cousin of the popular User Experience 
(UX). However, Service Design is not an extension of UX and is more encompassing and ho-
listic in its approach, thus more broadly applicable in the context of the design of library 
spaces.39  

Johnson argues that this holistic view is not congruent with UX but instead the 

trademark of SD, using this factor as a reason for advocating the use of SD over 

UX. However, as have been shown in this and previous sections, having a holistic 

approach when investigating users’ needs and experiences is part of the UX 

framework.40 Thus I would suggest that Johnson’s view on UX is skewed and per-

haps confused with UX definitions and implementations in other fields than in the 

library sector, fields where UX is primarily used on digital environments. This 

confusion illustrates the importance of defining what the concept of UX is in con-

nection to a library context.  

Priestner comments on the discussion on defining and naming the work that is 

done uncovering library users’ experiences, “if ethnography and service design 

can be understood as poles on a spectrum, with methods on one side and out-

comes on the other, then user experience would be my term for the spectrum it-
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40  Schmidt & Etches (2014); Gasparini (2015); Priestner & Borg (2016a). 
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self”.41 Priestner argues that the user should be put at the centre both in the work 

and in the terminology. This view has influenced the use of the term Library UX 

in this thesis. In an attempt to clarify what UX in a library context entails, the term 

Library UX is therefore used in this thesis. Simply put, to be able to understand 

the users’ experience of a library UX methods are used when researching user 

needs and behaviours in connection to all aspects of the library and its services. 

Different UX methods are used to allow libraries to research and understand the 

heterogeneous group of library users and thus develop and improve their Library 

UX.  

Spreading the word within the library community    

As has been seen in the previous section, the challenges facing libraries is creating 

a greater need for evaluating library services. This need is expressed in several 

texts and presented as a reason for the importance of starting to focus on Library 

UX. Some of the texts are shorter chronicles, columns or editorials shining the 

light on the Library UX trend and often in an advocating style. This advocating 

style can also be seen in handbooks on the phenomenon as well as in other articles 

and case studies. Librarians such as Bell looks, in his column text from 2008, at 

other industries in similar situations for inspiration, “not unlike newspapers and 

travel agents – our future challenge is avoiding marginalization”, as well as stat-

ing that UX is an, “emerging, for us at least, concept”.42 Six years later in 2014, 

Bell contemplates Library UX again now envisioning a future for academic librar-

ies where UX design methods will be at the core of academic library work.43 Simi-

lar to that of Walton, who essentially argues for the same thing as Bell in his edi-

torial from 2015, however stating that UX has now grown past a trend.44 Other 

texts follow the same pattern of using an advocating style to describe the concept 

and the benefits of using different methods to get a better understanding of the 

libraries’ users and improve library services.45 

Evidently there are a great number of librarians advocating for Library UX 

and the implementation of using methods to improve it. But there are other infor-

mation channels that librarians and other library staff are using to spread infor-

mation and results of implementing UX methods to research their Library UX. 

Here follows an overview of some examples of information outlets.  

American research libraries in the United States with UX departments such as 

University of Virginia Library and Harvard Law School Library are posting their 

UX study results online or providing UX tools on their websites, or academic li-

                                                 
41  Priestner (2017). 
42  Bell (2008), p. 45. 
43  Bell (2014). 
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brarians using LinkedIn’s SlideShare to share information.46 Seen from a Swedish 

perspective, some academic libraries are using the web-based project manager 

Trello as a platform for sharing information on UX such as the National Library, 

Lund University Library and Chalmers University of Technology Library.47  

Texts are also published on blogs like Steven Bell’s Designing Better Librar-

ies that try to spread information, news and ideas to librarians or other UX web-

based communities, or on personal websites.48 UX speakers are also spreading 

their word through posting slide presentations or using social media like Twitter. 49 

Other information channels for general information on user experience is the US 

government site usability.gov and the online magazine UX-mag.50 In 2014 the 

open access journal Weave – Journal of Library User Experience was launched. 

They describe themselves as helping “practitioners and theorists come together to 

make better libraries”, and through their publication filling a gap for the need of 

“comprehensive, rigorous publication for library UX professionals”.51 Essentially, 

the journal works as a hub for information on the subject. 

However, information is not only being spread online. In March in 2015, the 

first UX in Libraries conference (UXLibs) was held in Cambridge which hosted 

participants from the United Kingdom, United States, Canada, Denmark, Sweden 

and Switzerland. Andy Priestner, Marisa Priestner and Matt Borg initiated the 

conference. In the summer of 2016, the second instalment of the UXLibs confer-

ence was held in Manchester, and UXLibs III took place in Glasgow in June 

2017.52 In between the lager UXLibs conferences, one-day UXLibs-in-a-day con-

ferences have been held.53 In May 2016, the anthology User Experience in Librar-

ies was published with articles based on lectures presented at the first UXLibs 

                                                 
46 User experience at the University of Virginia Library > https://ux.library.virginia.edu/. [2016-03-10]; Har-

vard Law School, user experience recourses > http://guides.library.harvard.edu/ux [2015-02-23]; North Caro-

lina State University Libraries. https://www.lib.ncsu.edu/project-reports/user-research [2017-05-15]; Univer-

sity of Kent Library > IS User Experience. http://blogs.kent.ac.uk/isux/. [2017-09-23] 
47 The National Library in Sweden > Metodbiblioteket. https://trello.com/b/L8JLeGrw/metodbibliotek. [2017-

10-09]; User experience in libraries. https://trello.com/b/xH0VNGdZ/user-experience-in-libraries [2017-10-

09]; Chalmers Library > UX-metoder för Chalmers bibliotek. https://trello.com/b/wOY8LCw9/ux-metoder-

for-chalmers-bibliotek. [2017-10-09] 
48  Designing better libraries > About us. http://dbl.lishost.org/blog/about/#.VuGBg5PhCRs. [2016-03-10] 
49  Ned Potter > UX in libraries resource list. http://www.ned-potter.com/ux-in-libraries-resource-list/. [2016-   

     03-10]; Andy Priestner > Why UX in libraries is a thing now. 

http://www.slideshare.net/AndyPriestner1/why-ux-in-libraries-is-a-thing-now-36899649. [2016-03-10]; 

Georgina Cronin > UX in Libraries ethnography workshop slides. http://www.slideshare.net/GeorginaCronin 

?utm_campaign=profiletracking&utm_medium=sssite&utm_source=ssslideview. [2016-03-10]; Craig Mac-

Donald > UX Librarians: User Advocates, User Researchers, Usability Evaluators or All of the Above? 

http://www.craigmacdonald.com/user-experience-librarians-user-advocates-user-researchers-usability-

evaluators-or-all-of-the-above/. [2017-04-02] 
50  Usability.gov > About us. http://www.usability.gov/about-us/index.html. [2016-03-10]; UX-mag > About. 

http://uxmag.com/about [2015-02-23] 
51  Weave – Journal of User Experience > About. http://weaveux.org/about.php. [2016-03-10] 
52  Uxlib.org > Home. http://uxlib.org/home. [2017-09-18] 
53  Uxlib.org > UXLibs-in-a-day. http://uxlib.org/uxlibsinaday/. [2017-03-19] 

https://trello.com/b/L8JLeGrw/metodbibliotek
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conference. In the anthology, designers and anthropologists give examples of dif-

ferent methods improving Library UX, demonstrated in different case studies.54  

Conferences in Sweden have also discussed Library UX, such as the National 

Library of Sweden who hosted the conference “Everyone is talking about UX” in 

2013, and as was mentioned earlier, the Swedish Library Association yearly 

March-conference focusing on the user and library space, as well as, including 

UX workshops in 2017.55  

Another outlet is handbooks on Library UX and UX methods. Some of the 

texts focus on applying UX methods in a web context, and others have a more 

holistic approach looking at how the UX concept can be applied throughout a li-

brary and its services. The target audience is librarians working with or thinking 

about applying UX approach to their libraries. The tone is thus often argumenta-

tive, arguing for the benefits of the methods and giving examples of successful 

examples of using UX methods. Aaron Schmidt and Amanda Etches are the co-

authors of two handbooks dealing with Library UX. In User Experience (UX) 

Design for Libraries the focus lies on a more traditional use of UX, focusing on 

web development, and in Useful, Usable, Desirable: applying user experience 

design to your library the focus is on a holistic approach to Library UX. 56 They 

argue that good UX has the three closely linked components of being useful, usa-

ble and desirable, emphasising that there needs to be a focus on all three compo-

nents to create services that will make users want to use the library.57 When 

providing a service, Schmidt and Etches argue, there are several touchpoints 

which are the potential places of interaction between the customer and the service 

provider.  

Libraries might not be in the business of selling shirts, but we do have a lot of different 
touchpoints to design. And the sum total of someone’s experience with a library’s touchpoints 
forms their overall experience – good, bad, or indifferent.58  

The connection between the concept of UX and the private sector and that with a 

corporate world becomes clear. Schmidt and Etches further state the importance 

of “the right organizational culture” to successfully implement Library UX. The 

right culture as they see it is a culture where the user is put in the centre at every 

level in the organisation, from senior administration to grassroots level.59 Accord-

ing to Schmidt and Etches, a user-centred perspective is the main starting point 
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55 Swedish Library Association. http://www.biblioteksforeningen.se/nyheter/nu-ska-hyllan-funka-ocksa-

biblioteket-i-praktiken/; The National Library in Sweden. http://www.kb.se/aktuellt/utbildningar/2013/Alla-
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57  Schmidt & Etches (2014), p. 3. 
58  Schmidt & Etches (2014), p. 2. 
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when creating services at a library. They argue that since librarians “bring a base-

line of knowledge, experience and expertise to everything we do”, not including 

the user when evaluating or creating new library services is setting the user up for 

failure.60 They furthermore argue that having a user-centred perspective, under-

standing user needs demands empathy of librarians trying to understand their li-

braries’ UX.61  

Head librarian Courtney Green McDonald is in Putting the User First also ar-

guing for a holistic approach when using UX methods. The concept of UX is 

described in the handbook as a new way of thinking about users, which demands 

empathy and a curious mindset of the librarian using its methods since it is about 

“fixing things, it’s about continuous improvement”.62 

What can be gathered from the presented sources is how the concept of Li-

brary UX and its methods is spreading through several channels: online sources 

via advocates, printed media as well as through conferences and workshops. 

These varying information channels create a community of Library UX practi-

tioners, and within this community information on Library UX is shared.  

Previous research  

In this chapter, an overview will be given of previous research on Library UX and 

its methods applied to academic libraries. Initially while searching for literature 

on the phenomenon most information found was material such as editorials, blog 

entries, shared slides and information on academic library web pages. The majori-

ty of the texts, which have been presented in the background chapter, were not 

written by LIS researchers but by practicing librarians. A pattern emerged which 

suggests that Library UX has not been a focal point for LIS-research and the need 

for a more extensive search was apparent.  

Boolean searches were therefore done in several databases inspired by the 

stricter format of a systematic review, namely that of PRISMA (Preferred Report-

ing Items for Systematic Reviews and Meta-Analyses).63 By using the same search 

terms for each database and a selection criterion for the inclusion of articles and 

case studies it was possible to cover the area better and to select the most relevant 

research. Searches were done in the databases ProQuest: Library & Information 

Science Collection, EBSCOhost: Library, Information Science & Technology Ab-

stracts, JSTOR Library Science collection and Web of Science Core Collection, 

and additional searches were made in Google Scholar. The final sequence used 

was:  
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("User experience design" OR "User experience stud*" OR "design thinking" OR 

UX OR "user centered design") AND (academi* OR univers* OR college*) 

AND librar* 

Since the concept of UX is used in several different research fields, is not always 

defined and is sometimes used broadly, several synonyms for UX were included 

in the final search term. Arguably other synonyms such as Service Design could 

have been included, however when testing the search term, adding the synonym 

expanded the search results greatly and it was decided to be excluded to get a 

more manageable result. Search results from the databases varied from at most 

194 results as seen in the ProQuest database to 27 results in the Web of Science 

Core Collection database.    

A criterion was used to select relevant articles from the different database 

search results. Firstly, the search results were filtered by peer-review articles and 

case studies, searching all fields except full-text in ProQuest, all fields in Ebsco 

and JSTOR. In Google Scholar, which does not support Boolean searches, indi-

vidual searches were done combining the synonyms to cover the same terms as in 

the Boolean searches. Secondly, search results were excluded by looking at the 

title, keywords and the abstract in three stages. If the criteria were not met, the 

article was excluded. In addition, further exclusion was done on the premises of 

not including editorials and column pieces as well as articles dealing with school 

libraries or public libraries since the focus of this thesis is academic libraries. 

Lastly, the reference lists of the selected articles were examined to further 

discover additional studies to include. After following the criteria and taking away 

duplicates, the final search result of relevant articles was 58. The selection was 

further reduced upon reading the chosen articles in accordance with their relevan-

cy for this thesis.  

An overview of the focus in much of the literature found will here be 

presented. Generally, it can be concluded that search results earlier than 2008 

mostly dealt with User Centered Design from the mid-90s and onwards. This sug-

gests that articles within User Centered Design have been published more than a 

decade earlier compared to UX focused articles. Further observations such as the 

challenges facing academic libraries are often presented as the reason for imple-

menting UX methods to evaluate and improve Library UX. This view coincides 

with the state of academic libraries presented in the Meeting the challenges chap-

ter. Unsurprisingly, several articles are therefore focused on introducing specific 

methods or presenting case studies and the results of implementing UX methods 

to improve library services.64 Since the development of UX comes from HCI, an-
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other shared feature of several studies is the focus on applying UX methods to 

evaluate and improve academic libraries’ digital presence, for example, focusing 

on library websites, e-learning systems or library discovery systems.65 Additional 

observations that can be gathered are how literature on Library UX is often miss-

ing a theoretical foundation. This has been acknowledged by HCI researchers; 

among them, there is an ongoing discussion concerning theory versus practice and 

the lack of theoretical foundation connected to UX research.66 The HCI research 

field’s focus on practice is shared with our field, as LIS researcher Birger Hjor-

land describes,  

most work in the field is of a pragmatic nature, which resists scientific analysis and 
generalization. However, a lot of papers are published and much practical work is done with-
out explicating any theoretical or metatheoretical assumptions.67  

In accordance to Hjorland’s observation, there is a lack of theoretical foundation 

in much of the literature on Library UX, where the emphasis instead is on the 

practical implementation of UX methods and how it can be of use for librarians.   

An overview will now be given on previous research with a focus on Library 

UX using a holistic approach, including the physical space of libraries, which later 

will be relevant to this thesis’s case study.  

Using ethnographic methods to research user behaviour has been applied 

longer than the trend status of UX in a library context, as seen in LIS researcher 

Lisa M. Given and Gloria J. Leckie’s study published in 2003. Even though their 

study does not mention UX and focuses on public libraries, it has been included in 

this research in order to get a broader sense of the emergence of Library UX. Giv-

en and Leckie uses an ethnographic approach of observation to collect spatial use 

data to understand users’ behaviours better and improve library services. They 

state that survey data does not give a sufficient view of users since sometimes 

users do not do what they say that they do. This view is a typical point of view 

presented in studies looking at Library UX. However, in 2004 not everyone was 

talking about Library UX, and accordingly Given and Leckie does not mention 

the concept.68 A study drawing on Given and Leckie’s use spatial use data is Aca-

demic Librarians Shelley Gullikson and Kristin Meyer’s who in their case study 

from 2016 show how collecting space use data gives good information about user 

behaviour, similar to that of Given and Leckie. However, Gullikson and Meyer 

connect the method to the idea of improving Library UX. This suggests that ef-
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forts librarians are making today in the name of Library UX are efforts that have 

previously been researched and applied within our field.69 

One of the questions raised in this thesis is if Library UX will affect the user-

librarian relationship. One study that mentions this relationship is Ippoliti et al.’s 

case study at Oklahoma State University Library. Their aim was to test new ways 

of gathering user feedback and suggestions on library services, by using a blend of 

different participatory, anthropological and service design methods. From the re-

ceived suggestions from their users, the library staff would give quick feedback 

that created a transparent process between the staff and the users on what the col-

lected data was used for. The study shows that the created dialogue between the 

staff and the users increased the engagement from both parties. The study’s focus 

was not to investigate what further implications these new gathering methods 

could have on the user-librarian relationship, instead the study was grounded in 

the practical, on presenting the results from implementing the different methods 

and on how the data collected was used as a basis to pledge funding for different 

purchases. Ippoliti et al. conclude that the use of the different methods had a direct 

impact on their services without high costs for the library.70  

Librarian Ilka Datig also brings up the aspect on user involvement in UX re-

search and how getting input by users to change library services becomes a bal-

ance between the library’s and the user’s goals and opinions, stating that,  

the customer is always “right” only in the sense that their experiences are valid and have val-
ue. It is up to the researchers, librarians, and library management to interpret user behaviors 
and experiences in a way that is practical and supportive of the library’s longterm objec-
tives.71  

Another aspect of implementing UX methods at academic libraries is the organi-

sational effects they have on library organisations. This aspect is dealt with in 

several articles. Head Librarian Christine Tobias describes the emergence of a UX 

unit and the challenges that faced them. By evaluating and defining their 

strengths, weaknesses, opportunities and threats in a SWOT analysis, the unit was 

able to deal with the organisational challenges of succeeding with the implemen-

tation of UX. They learnt the importance of defining the UX unit’s role within the 

larger organisational structure, which they handled by creating and publishing a 

mission statement on the unit’s webpage and thus defining their role better within 

the organisation.72  

Kavanagh Webb et al. describe their process of implementing UX research in 

an academic library. Their study shows how different configurations in UX teams 
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affects both work efficiency and results. One issue that is brought up is the issue 

of time constraint. They propose that defined roles, smaller teams with one project 

manager and two additional persons is the preferable structure, and they conclude 

that the ideal structure is to have a UX Librarian who can manage the projects and 

who has enough knowledge and time to execute the projects instead of hiring out-

side the organisation.73 

One of the most interesting previous studies found is the already mentioned 

researcher MacDonald’s two-part qualitative study. MacDonald looks at UX Li-

brarianship in the United States by conducting semi-structured interviews with 16 

UX Librarians mainly working at academic libraries. Thus, his work closely 

aligns with the purpose of this thesis.74 MacDonald investigates what constitutes 

UX Librarianship, how it is learnt, as well as looking at organisational factors 

when introducing UX Librarian positions in different types of libraries, the chal-

lenges UX Librarians face and the benefits of having UX Librarians on staff.75 

MacDonald’s research will be used as a point of comparison for the results in this 

thesis’s case study. One aspect that MacDonald does not bring up is the question 

of the possible impacts using UX methods may have on the user-librarian rela-

tionship, which is one of the research questions posed in this thesis.  

This section has given an overview of previous research done on Library UX 

and UX methods. It has not covered all literature published on the subject, but a 

broader view has been given. Most of the literature is focusing on specific meth-

ods and ways academic libraries use to improve their Library UX. Interestingly no 

articles have been found critiquing the implementation of these methods, neither 

have any extensive research been done on the effects the focus on Library UX 

may have on the user-librarian relationship. A gap this thesis will try to bridge.  
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Theoretical framework and methodology 

In the first part of this section, the focus is on the chosen theoretical framework 

and theories used to analyse the empirical data in this study. The second half of 

this section presents the primary source material and methods used to perform the 

study.  

Applying theory  

The LIS research field has an interdisciplinary tradition, as Hjørland states, “we 

do not have many explicit theories”.76 Nevertheless, he points out several philo-

sophical approaches that have been applied to previous LIS research, including 

the postmodern idea of social constructivism, which is the philosophical assump-

tion that this thesis is based upon. In social constructivism, the notions of reality 

and knowledge, the ontological and epistemological understandings, are based in 

social production. In other words, the world is physically, socially and subjective-

ly constructed and knowledge is understood as a social product co-constructed 

between subjects.77 This means that learning is also seen as a co-construction be-

tween subjects. In this study, there are therefore no assumptions taken that the 

data presented will give any singular truth of the world in a positivistic viewpoint, 

but rather the chosen theoretical framework maintains that there is no singular 

truth or knowledge. Instead, as previously stated, with a social constructivist view 

the focus is to gather an understanding of the phenomenon of Library UX via the 

informants’ experiences, notions and perceptions of the phenomenon constructed 

in their social contexts. Two theories are used within this theoretical framework to 

further the analysis of the primary source material. The main theory used is Actor-

Network Theory (ANT), which is used to further analyse the phenomenon of 

Library UX. Additionally, the French philosopher Michel Foucault’s perspective 

on the nature of power will help in deepening the understanding of how the new 

focus on Library UX may affect the user-librarian relationship.  
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Actor-Network Theory  (ANT) 

Actor-Network Theory (ANT) is used to study the workings of the phenomenon of 

Library UX in more detail. The theory has been developed by the theorists Michel 

Callon, Bruno Latour and John Law, originating in the 1980’s and first applied to 

the Sociology of Science, to then be further developed and is now used within a 

wider scope.78 ANT lies within a post-humanist tradition, where an interest of un-

derstanding the world with the new modern conditions on human life has been 

sought.79 The theorists of ANT have argued that knowledge is a social product, 

and all of social life is seen as “patterned networks of heterogeneous materials”.80 

Law gives a further explanation defining it as,  

Actor network theory is a disparate family of material-semiotic tools, sensibilities, and meth-
ods of analysis that treat everything in the social and natural worlds as a continuously gener-
ated effect of the webs of relations within which they are located. It assumes that nothing has 
reality or form outside the enactment of those relations. Its studies explore and characterize 
the webs and the practices that carry them.81 

From Law’s definition, we can discern that ANT as a theory is an analytic ap-

proach to gather an understanding of how relations between meanings and materi-

als creates a phenomenon, which is a continuous process grounded in the social. 

The central task in ANT is thus to study how networks are created through the 

relations (or intermediaries as Callon and Latour refer to them) between actors, to 

be able to answer questions about structure, power and organisation.82 How do 

some networks fail while others succeed? What are the factors stabilising and re-

producing a network? For this study this means to analyse the workings of the 

Library UX network; what actors are creating the network and how are they relat-

ing to one another? Answering these questions will give a deeper understanding of 

Library UX, on what constitutes the network of Library UX and how it is 

sustained.  

Moreover, ANT is strictly not a theory but should, as Law purposes, be seen 

as a toolkit to understand how “relations assemble” and not why as theories often 

try to give answers to.83 ANT does not have a set method of implementation but 

rather the researcher must decide how to use ANT for the specific research ques-

tions at hand. 

Before going further into the toolkit, clarifications are needed on what consti-

tutes a phenomenon. Latour furthers the view of phenomenon within ANT while 

performing an anthropological study by observing a small group of researchers in 
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the Amazonian jungle and looking at how they through intermediaries could 

construct abstract knowledge from human and non-human actors, “a new 

phenomenon is educed from this hybrid of form, matter, skilled bodies, and 

groups”.84 According to Latour, phenomena  

are what circulates all along the reversible chain of transformations, at each step losing some 
properties to gain others that render them compatible with already-established centers of cal-
culation. Instead of growing from two fixed extremities toward a stable meeting point in the 
middle, the unstable reference grows from the middle toward the ends, which are continually 
pushed further away.85  

Latour suggests that a phenomenon is something that is continuously created be-

tween actors and that it is not a stable entity. It hinges on the transformation, facil-

itated by the intermediaries, between actors interpreting and adding to that under-

standing of the phenomena. In other words, the phenomenon is both depended on 

the action within the network created by the circulation of intermediaries and cre-

ated by the actors who are simultaneously changing and creating the phenomenon.  

To understand the ANT analysis in this study a deeper understanding of the 

view of the network and its actors is needed. As already stated, all of social life is 

constructed into networks, and these networks are heterogeneous, in other words, 

they consist of both human and non-human actors. Actors are intrinsically inter-

connected, mutually defining each other through their relations, which means that 

if one actor changes this will change the other actors and thus the network. To 

complicate the matter, all actors are in themselves networks. For example, in the 

network of Library UX, the conference UXLibs is an actor within the network, 

however, the conference itself consists of several components (actors) such as 

participants, conference buildings, keynote speakers etc. All of these actors are 

essential for the conference as a network to sustain itself. Consequently, ANT can 

be used to analyse society on both macro and micro levels.86 Understanding ANT 

is to accept the use and importance of both human and non-human actors in the 

creation of networks.  

The suggestion that networks can consist of both human and non-human ac-

tors forms one of the main critiques against ANT.87 How can non-human actors 

have agency and intent? Callon and Law argue for a separation of intent and 

agency. They explain that to grasp how a network succeeds or fails is seen in how 

actors are working together in creating a network and not why. Thus, the how (i.e. 

the agency) becomes the essential way of understanding the workings of a net-

work.88 ANT is allowing the researcher to look closer at the importance of non-
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human actors in continuing and creating a network, which will facilitate a broader 

understanding of Library UX and how it has emerged within the academic library 

sector. 

As have been previously stated, an ANT analysis main concern is to study 

how actors create a network through intermediaries. Intermediaries are, according 

to Callon, “anything passing between actors which defines the relationship be-

tween them”.89 Furthermore,  

actors define one another by the means of the intermediaries which they put into circulation. 
The second is methodological. It is that the social can be read in the inscriptions that mark 
the intermediaries.90  

In this thesis, the intermediaries circulating the actors in the Library UX network 

will be perceived as the key concepts of Library UX. Understanding the interme-

diary, the inscriptions, is through the learning of Library UX and implementation 

of its methods. The Library UX network is thus created by the facilitation of the 

learning and implementation of UX methods.  

How networks are created can be understood through the concept of transla-

tions. Callon outlines how the continuous process of translation is used to under-

stand the workings of a network, and how power relations are established and 

develop within it. Callon sees this process as divided into four parts, which can 

overlap: problematisation (it deals with how actors becomes indispensable for the 

network), interessement (the process when actors are making other actors accept 

their definition and their position that has been defined in the problematisation 

stage), enrolment (strategies used by actors when trying to define and interconnect 

other actors into the network) and mobilisation (where methods are used by actors 

to create consensus within the network).91 The translation process as presented by 

Callon will be used as a way to discuss and define which actors are essential for 

the network, how these actors facilitate the movement of intermediaries and thus 

permitting a discussion on how the network is created.  

To be able to discern if a network is successful in its translations Callon talks 

about convergence, which is to say it “measures the extent to which the process of 

translation and its circulation of intermediaries leads to agreement”. The term is 

used to define if the networks are strongly aligned in contrast to when translations 

fail and it results in weakly aligned networks.92 The idea of convergence closely 

connects to irreversibility. Translations can always be reversed, and irreversibility 

then refers to the degree of stability of a translation. Callon states how it connects 

to two aspects,  
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(a) the extent to which it is subsequently impossible to go back to a point where that trans-

lation was only one among others;  
and  
(b) the extent to which it shapes and determines subsequent translations 93 

These concepts will be used in this thesis to analyse the level of stability of Li-

brary UX as a phenomenon. What factors are contributing to making the network 

strongly or weakly aligned? Can the ANT analysis give any answers to the net-

work’s degree of irreversibility, and if it will become a fixture within the library 

sector or if it is only a passing trend?  

Returning to the ANT toolkit. When using ANT, the phenomenon of Library 

UX is understood as a heterogeneous network consisting of human and non-

human actors where the process of translation and the circulation of intermediar-

ies are working to create and sustain the network that is Library UX. In addition, 

the network will be further analysed in relation to its level of convergence and 

potential irreversibility. The use of ANT will give a framework to analyse Library 

UX and help answer this study’s research questions by discerning which central 

actors help to conceptualise the phenomenon, how it has emerged within the two 

academic libraries researched in this study, as well as giving the opportunity to 

understand how the learning of UX and the proliferation of UX methods is 

facilitated within UUL and SLUB.   

Understanding the user-librarian relationship  

With Library UX comes a new perspective on the user, furthering a user-centred 

focus. This raises interesting questions on the user-librarian relationship and the 

power given to each actor. If the user’s opinions and needs are upheld, which they 

are within Library UX, how will it, in the end, impact the user-librarian relation-

ship? What kind of position does the user have in an academic library applying 

UX methods? To be able to further discuss these questions a Foucauldian theoret-

ical framework will be used.  

The world is within a Foucauldian framework seen as intersubjective, a prod-

uct of the subjects “shared meanings, conventions, and social practices operating 

within and between discourses”.94 For Foucault, power and knowledge are inter-

linked. The discourses’ social processes (the relations between different actors 

such as people, institutions and texts) are producing meaning and authority, in 

other words, producing knowledge and power. Looking at the dynamics of dis-

course, therefore, demands the analysis of the creation and spreading of texts as 

well as the power relations, which encompasses them.95  
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Moreover, as Professors Hubert L Dreyfus and Paul Rabinow explain, power 

is according to Foucault practised and mobile.96 Dreyfus and Rabinow exemplify 

how even though power relationships can be connected to institutions they are not 

identical to power. In other words, a library does not have constant power over its 

users since power is mobile, and thus operates both from the top down and from 

the bottom up.97 Dreyfus and Rabinow further explain the importance Foucault 

puts on this perspective by stating,  

unless these unequal relations of power are tracked down to their actual material functioning, 
they escape our analysis and continue to operate with unquestioned autonomy, maintaining 
the illusion that power is only applied by those at the top to those at the bottom.98  

The Foucauldian perspectives used in this thesis will help to understand the power 

aspect of the user-librarian relationship, and how it connects to the perspective of 

the user that is presented within the Library UX framework.  

Applying Foucault’s theories in a LIS context is not new. Two studies will be 

used to exemplify how user discourse have previously been analysed. LIS re-

searcher Kimmo Tuominen analyses the discursive practices constructed in user-

centred texts. The relationship between users and librarians is presented, as seen 

in the influential work Seeking Meaning by Carol C. Kuhlthau. In the context of 

the information age and the demands it is creating, users are presented as being in 

between uncertainty and anxiousness, while librarians are seen as the experts and 

counsellors in charge of guiding and helping the user in different stages of the 

information search process.99 Due to the discursive practice within user centred 

texts the relationship, Tuominen explains, becomes a power relationship, were the 

librarian is the one with power, “it is ignorance rather than knowledge that 

determines the user’s relation to the information system”.100 Tuominen shows, in 

his discourse analysis of Kuhlthau’s text, how a user-centred text written based on 

the user’s perspective still creates a power relationship between the user and 

librarian, where the user gets the subject position that of a patient or a child.101 

Tuominen concludes, “the contemporary user-centred discourse is producing con-

sequences that do not always ‘serve the needs of the user’, but those of the infor-

mation system”.102  

Another study on user discourses is done by LIS researchers Åsa Hedemark, 

Jenny Hedman and Olof Sundin. Concentrating on public libraries, they selected 

texts from leading professional library journals in Sweden, from which it was pos-
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sible to discern different constructed user categories and the discourses enfolding 

them. Similar power relations to what was presented in Tuominen’s study can also 

be found in their discourse analysis. In connection to what Hedemark, Hedman 

and Sundin call the general education discourse the library institution gets a supe-

rior role for deciding on what is seen as quality, while the user is stripped from 

being able to decide their information need themselves, perpetuating the idea of 

the library knows best. In what they name the information management discourse, 

on the other hand, a respectful and authorising perspective on the user is depicted 

(in the context of media purchases based on user demand). Discourses are operat-

ing simultaneously, and the different detected discourses show that the user’s po-

sition is not fixed but depends on the discourse more or less power is given to the 

user. Hedemark, Hedman and Sundin show the importance for librarians to reflect 

upon these discourses, and thus their attitudes towards the user.  

The concept of discourse and the perspective of the mobility of power is a 

helpful theoretical framework to better illuminate how the user is seen and spoken 

about by the informants, and furthermore, to discuss the impact Library UX is 

having on the user-librarian relationship. This thesis does not aim to give a full 

discourse analysis of the user in UX literature. Nevertheless, the Foucauldian per-

spectives are still relevant to include to broaden the understanding. As where stat-

ed in the limitations section, users are not included in this thesis as informants. 

Thus, the user-librarian relationship, as researched in this thesis, will focus on the 

librarians’ viewpoint.  

The primary source material  

The primary source material consists of empirical data collected during the case 

study. It includes transcripts from interviews conducted with eight academic li-

brarians during May to September of 2016 and one additional interview in March 

of 2017. Field notes from one direct observation performed at UUL in May of 

2016 and field notes from participatory observations done at SLUB between No-

vember of 2016 and March of 2017 are also included as primary source material. 

Additional material that has been used in the study consists of previous user stud-

ies conducted by UUL during the autumn of 2014 and 2015, UX research reports 

provided by librarians at UUL done in the spring of 2016, and the strategic docu-

ments from UUL and SLUB. All material has been used in the analysis in the ef-

fort of answering the research questions posed in this thesis.  



 30 

A qualitative research method  

At the beginning stages of the thesis process, it became clear that to be able to 

research the phenomenon of Library UX a qualitative stance would be favourable 

to a quantitative one. The professors, Steinar Kvale and Svend Brinkmann explain 

that knowledge seen in the three philosophical assumptions of phenomenology, 

hermeneutics and the postmodern thought of knowledge as a social product, are 

important for understanding the research interview and qualitative methodology. 

They mean, that even though these three assumptions can be at odds with each 

other, philosophically they all agree on the rejection of a positivistic methodolo-

gy.103 In other words, in a qualitative approach the main focus is understanding the 

importance of the lived everyday life of the subject, understanding the interpreta-

tion of texts and understanding the mechanisms of knowledge creation in a social 

setting. This is the basis for understanding the validation of the chosen methodol-

ogy in this thesis as being an appropriate method of researching the phenomenon 

of Library UX.  

A combined method of both a qualitative and quantitative stance would per-

haps have given the study a broader scope. Nevertheless, due to the length of this 

thesis, the chosen method and primary material felt like a reasonable amount in 

relation to the thesis’ aim and posed research questions. In addition to what has 

been previously mentioned, this study does not aim to give any truths in a positiv-

istic sense or gather quantifiable data. Instead, the sole focus has been to research 

the phenomenon of Library UX by looking at individual librarians’ experiences, 

notions and perceptions of Library UX.  

To gather an understanding of the phenomenon of Library UX, two qualita-

tive methods were used. The primary method used is semi-structured interviews 

with librarians who dealt with Library UX. As Kvale and Brinkmann explain, the 

purpose of the qualitative research interview is a way to understand the lived eve-

ryday life from the perspective of the interviewee.104 This approach has also been 

used by other researchers looking at Library UX. MacDonald based his study on 

semi-structured interviews, interviewing UX librarians to understand their work 

experience and the organisational aspects of working as UX Librarians in the 

United States.105 

Because of the nature of the method of semi-structured interviews, there was 

not a fixed amount of questions prepared beforehand, but instead, the interview 

situation was closer to an everyday conversation performed by using an interview 

guide with topics.106 This method enables the interviewer to participate during 
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interviews, allowing the informant to influence the topics and the interviewer to 

add follow-up questions. The interviews thus become a co-construction of 

knowledge created between the interviewer, the interviewee and the interview 

situation. It permits the interviewee to lead the focus of the interview into areas 

that are more meaningful for the research. This interview method contrasts with 

both the structured interview, which has a stricter demand on following the inter-

view guides pre-decided questions and the unstructured interview, where the in-

terviewee solely decides the topics that the conversation will focus on.107  

The second method used in this study, in addition to the interviews, were ob-

servations. Both a direct observation and participatory observations were 

performed. Using this ethnographic approach allows the researcher to further 

study a phenomenon by comparing the informants’ experiences with that of the 

researcher’s own. As Professor of Anthropology H. Russel Bernard argues, obser-

vations are a good method for seeing what people actually do, in contrast to inter-

views that tell us what people think they do.108 Therefore, observations were 

performed in the study to deepen the understanding of the phenomenon of Library 

UX.  

While the meanings of it can vary, ethnography is a term that will be 

understood in this thesis as a fieldwork method, which encapsulates both the par-

ticipatory observations and the interviews. It is a way of understanding a culture. 

Ethnography is, in essence, hermeneutic in that the researcher interprets the co-

experiences from the field. The co-experiences and co-construct of knowledge 

become a circular process, where learning about the informants and the phenome-

na becomes for the researcher learning on a personal level. When learning about 

themselves the researchers’ subjectivity changes which in turn impacts the 

knowledge about the informants and the phenomena, and so it goes on and on in a 

circular process. This is heightened during the writing process when the herme-

neutic process of interpreting the data ensues.109 The ethnographic approach, there-

fore, makes it possible to see the researcher as a valuable resource for this study. 

An ethnographic approach raises important questions about the researcher’s 

bias. The data collected in this thesis will all be presented through one person, and 

therefore it is crucial to acknowledge the researcher’s own experiences, positions 

and subjectivities, which undoubtedly is important to bear in mind in any ethno-

graphic study. Another aspect of this is the importance to acknowledge the re-

searcher’s impact on the context in which the research is done. Both aspects that 

of the researcher’s bias and impact on the study, needs to be accounted for in an 

ethnographic study.110 Therefore throughout the study, the positioning of the re-
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searcher’s role and own experiences about Library UX and UX methods is 

acknowledged in the text. In the spirit of a social constructionist, the interviewer 

is creating knowledge together with the interviewee; in this sense, the researcher 

becomes a co-constructor of knowledge and thus an asset to the study.  

 With the presented arguments, a qualitative stance and the use of interviews 

and observations were decided as the appropriate methods for this particular 

study. 

Conducting the study  

What will follow is a detailed description of how the process of selecting inform-

ants was conducted as well as how the study was performed.  

The selection of informants  

The selection of which academic libraries to research as well as which informants 

to recruit for the case study is influenced by my own connections to UUL and 

SLUB. I have worked at UUL for 2,5 years, and it was through connections at the 

workplace that I first was introduced to Library UX. During the thesis process, I 

later became employed at SLUB, and have been given the task of implementing 

smaller UX studies. When the interviews were performed, I had no former 

knowledge of four of the informants, while two were former employers, one a 

former classmate and one a co-worker. The personal connection to some of the 

informants was not perceived by me as a hindrance but instead helped in creating 

a trusting environment during the interviews. The choice of expanding the study 

to include two academic libraries in Uppsala was not primarily chosen due to my 

personal connections but was chosen to deepen the understanding of the phenom-

enon.  

The sample frame of informants was influenced by one informant, a key in-

formant, who early in the thesis process helped me to get in contact with other 

librarians working with Library UX in connection to the libraries physical space. 

Nonetheless, using UX methods in a more traditional sense, on the digital space, 

has also been used at both UUL and SLUB and in some cases, which will be 

described in the case study, UX research on the physical spaces can lead to 

changes on digital services. The sample frame does only include academic librari-

ans who have had experience of working to evaluate or improve Library UX. Fur-

thermore, the study includes both library heads and librarians to be able to see 

how Library UX is perceived from different organisational levels at the two librar-

ies. All librarians who were asked agreed to participate in this study.  

Seven interviews were conducted with eight librarians, two of the informants 

were interviewed on two occasions. The interview length varied between 40 to 60 
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minutes. All interviews were held in Swedish, recorded and later transcribed. 

While conducting the interviews the sole focus was on what the informants said 

and not on how they spoke, and therefore the transcriptions of the interviews are 

in full sentences.  

Three of the interviews were conducted with two informants at the same time.  

It was not my intention to conduct interviews with several informants at once, but 

on the initial interview with Librarian 2 and Librarian 3, Librarian 2 had invited 

Librarian 3 without my knowledge. The same situation occurred at the interview 

with Librarian 5 and 6 when Librarian 5 brought along Librarian 6. Although this 

was not my intention, I did perceive the co-construction of knowledge as height-

ened during the interviews with two informants. During these interviews the in-

formants often created a discussion in-between themselves; asking questions in 

response to statements uttered by the other informant or reminding each other of 

past events, thus uncovering more aspects of the phenomenon than was initially 

raised by me as the interviewer. This especially occurred during the interviews 

with informant 2 and 3, where they discussed their approaches, their attitudes and 

opinions, and I during those instances became the observer of the informants’ 

discussions of how they perceived and thought about Library UX and their use of 

UX methods. These advantages are consistent with what the ethnology PhD Eva 

Fägerborg describes as the beneficial aspects of group interviews. Although Fä-

gerborg concludes that the outcome always depends on the informant, some will 

still devolve more in a one-on-one situation with an interviewer.111 The question if 

the informants would have preferred to be interviewed alone is however unlikely 

in this study since it was the choice of the informants to include the second in-

formant during the interviews. 

The question of power asymmetry can be a factor during interview situations. 

Power asymmetry, as described by Kvale and Brinkmann, refers to the relation-

ship between the interviewer and the interviewee, where the interviewer has more 

control over the interview situation and thus has power over the interviewee.112 In 

the interview situations where two informants were present, I did not perceive the 

power asymmetry as much as during the one-on-one interviews.  

All informants’ identities are kept anonyms within this study, likewise are the 

specific units name at UUL not revealed since it will not alter the study or benefit 

it in any notable way. The informants have been given the title librarian and a 

following number to distinguish them from one another, for example, Librarian 1. 

Furthermore, no description of the sex of the informant has been added since no 

gender perspective will be added to the analysis and is therefore redundant infor-

mation and could perhaps muddle the discussion instead of giving it any further 
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depth to the study. When it has been relevant, it has been stated if the informant 

has a managerial position at the library. In most cases, the informants said there 

was no need to anonymise them for the study. The decision was still made to keep 

the anonymity of the informants since there was no need for the study to name 

them. In one case the informant asked to see quotes before they were used, which 

I agreed to.  

The interviews – before, during and after 

As preparations, a sheet with topics and some follow up questions was prepared 

focusing on the use of open-ended questions, or on introducing an idea, statement 

or scenario for the informant to react to. Because of the nature of the semi-

structured interview method, most of the interviews were conversation-based, 

where the informant was encouraged to speak freely, which sometimes led to new 

areas, railing of topic, or moving back and forth between different topics. The 

interviews became a situation where knowledge was co-constructed, and the for-

mat of the interviews allowed me to become a contributor of knowledge, as earlier 

described by Brinkmann.113  

The interviews mainly followed the same pattern. They were conducted at the 

preferred time and place for the informant, most of the interviews were held in 

cafés or lunch-restaurants. Before starting the interviews, a shorter introduction to 

the purpose of the study would be given, as well as the clarification that the in-

formant would remain anonymous in the study, after which I asked the informants 

for the permission to record the interview whilst showing the recording device. 

None of the informants rejected to be recorded. The interviews usually started 

with open questions on the informants’ experience of Library UX or what kind of 

UX methods they had implemented. Following topics would be what kind of 

training they had had, libraries before and after implementing UX methods, hopes 

and expectations on Library UX, what it had led to, if using UX methods could be 

problematic and the user’s role in Library UX and the library overall. Neverthe-

less, as previously mentioned the conversations during the interviews would jump 

between topics and had a conversational style where both the order of questions 

and the kind of follow-up questions would be adjusted to the different informants.  

After the interviews, all recordings were transcribed. The transcription texts 

were all read and coded according to the topics which had been decided upon be-

fore the interviews as well as looking for new potential topics. From these topics 

themes emerged. Quotes organised according to theme were put into an excel 

sheet to create a coding schema, and thus making it possible to see patterns within 

the data. The data has been interpreted by me, and further described and analysed 

with the theoretical framework in mind, which means that the chosen themes may 
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not be identical to another researchers’ perspective even while using the identical 

data. The process of interpreting interview material is, as Brinkmann describes, 

not “mechanical, but are deeply hermeneutic and depend on human experience 

and judgment”.114  

Additionally, the interview data will mostly be presented through paraphrases, 

and some quotes will be added to better present the findings. When paraphrasing 

and quoting the primary material no references have been given in footnotes, all 

the primary material is thoroughly presented in the bibliography, and it has been 

clearly stated in the text which informant the paraphrase or quote is referring to. 

Quotes from the interviews will be presented in translation, and all translations 

have been done by me.   

The observations – before, during and after 

The direct observation was an observation of a UX method performed at one of 

the UUL unit libraries. The whole observation took around 55 minutes, during 

which the researcher took field notes of the actions by the librarians as well as by 

the surrounding library users. The UX study being done was an observational 

study called ‘Work as a patron’ where the two librarians performing the study was 

using the library as a user looking at different services. The purpose of the obser-

vation was to see the informants while performing a UX method study, as an addi-

tion to the interviews and listening to their own perceptions of the observation.  

However during the time of the study, it became clear that a broader under-

standing of the phenomenon could be gained by performing participatory observa-

tions. During the period when the participatory observations were conducted, I 

continuously took field notes after having been in Library UX related situations. 

The participatory observations have been done at the SLUB where I am currently 

employed. As Professor of Applied Linguistics Adrian Holiday concludes, doing 

participatory observation at one’s workplace is often done and can be 

advantageous to have your first role as an employee and the second as a 

researcher. However, he adds how one of the challenging aspects is if the re-

searcher becomes too comfortable in the first role as an employee and therefore 

problems may arise in researching the objective fully.115 During the period when 

the participatory observations were conducted I kept this in mind as a way of re-

membering the objective of researching the phenomenon.  

During the extended period for participatory observations, I took part in im-

plementing UX methods in three different projects. Furthermore, the participatory 

observations included attending four workshops dealing with proto-personas, de-
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sign thinking and evaluating gathered user data, as well as taking part in the Swe-

dish Library Association’s March-Conference.  
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Findings and analysis  

In the following chapter, the empirical data collected via the interviews, the ob-

servations and additional material gathered from UUL and SLUB will be present-

ed and analysed, all within the theoretical framework for this thesis. The study 

will be divided into two parts; beginning with the case study where the empirical 

data is structured via themes that emerged while coding the interview transcrip-

tions. In the second part, a description and analysis of the network of Library UX 

will be done according to the chosen elements of Actor-Network Theory.  

The case study 

Before presenting the case study, an issue needs to be addressed. When the case 

study was performed both UUL and SLUB were in the beginning stages of im-

plementing UX methods, which was brought up by all informants. Consequently, 

on certain topics the informants could not describe their own experiences, though 

they could still express their thoughts on the topic. For this reason, it will be diffi-

cult to draw any definite conclusions of what will follow the implementation of 

UX methods at the researched academic libraries. However, it will hopefully give 

an interesting illustration of the early effects of implementing UX methods as well 

as the challenges that can occur while starting to research Library UX at an aca-

demic library. The case study focuses on three research questions, which are as 

follows:  

 

• How are UX methods used at UUL and SLUB, and what are the challeng-

es with using these methods?  

• How has Library UX emerged at UUL and SLUB, and furthermore how 

are UX methods learnt at UUL and SLUB?  

• How is Library UX affecting the user-librarian relationship, as seen from 

the perspective of the informants at UUL and SLUB?  
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The UX methods  

There are several methods connected to researching Library UX, some are imple-

mented to understand the user better, some to evaluate library services and some 

to grow empathy among the staff to further the understanding of the user’s behav-

iours and needs. Let us now explore the experiences the informants had of differ-

ent UX methods. Answering – how are UX methods used at UUL and SLUB?  

The question of questionnaires  

In several of the interviews, the question of questionnaires came up, and usually 

when talking about why UX methods were used. UX methods were often 

presented in contrast to questionnaires and how libraries have traditionally con-

ducted user studies. One of the informants, Librarian 5, described how UUL in 

their user study from 2014 had used questionnaires as their method to collect data 

to be able to evaluate and improve their library services. A method, the informant 

explained, that had traditionally been used as the method of choice at the library. 

The informant further described the questionnaire results as non-satisfactory, say-

ing that the answers they got were both ambiguous and furthermore gave limited 

answers. The informant gave an example from the study; on the question “What is 

the best thing with the library” more than 80% of the participants had answered 

“the atmosphere”. The informant reported how it had created a great number of 

questions for the staff on how to interpret the data and to further research the find-

ings; what the users actually meant with “atmosphere”? An additional question-

naire, the informant argued, would be heavily influenced by the staffs’ own inter-

pretations of what constitutes “the atmosphere” of the library. The informant dis-

cussed possible scenarios saying how an unstructured response format, on the 

other hand, would have been “hell trying to compile all the open answers”, simply 

being too much data for the staff to manage.  

Dealing with the results from the 2014 questionnaire was the background to 

why the library decided to add additional methods for the 2015 user study. Librar-

ian 5 recalled how the aim was to use qualitative methods as a complement to the 

quantitative method of questionnaires to get a deeper understanding of the ques-

tionnaire results from the previous year. The questionnaires were supplemented 

with qualitative methods such as interviews, observations and a specific Library 

UX method called Love or break-up letters. The use of a combined method of 

qualitative and quantitative methods corresponds to what Alvite and Barrionuevo 

describe as the preferable way of getting to understand the needs and expectations 

of the user.116 

The method of Love and break-up letters was in the user survey report from 

2015 [an internal document part of the collected data] presented as a method in-

                                                 
116  Alvite & Barrionuevo (2011), pp. 1–26. 
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cluded because of one staff member’s participation at the first UXLibs conference 

in 2014. However, this is not recollected by the informant during the interview, 

stating that “no it was not UX inspired, I wouldn’t say that. Because I don’t think 

we had thought in those concepts back then”.  

The view that questionnaires do not give sufficient information about user 

needs and behaviours is mentioned by five of the eight informants. UX methods, 

on the other hand, are by the informants presented as a preferable alternative. Fur-

thermore, UX methods are also described by the informants as connected to effi-

ciency and easiness. For Librarian 1 and Librarian 6 it is a question of getting 

quicker results. They suggest that quantitative methods, where more data is col-

lected, are more time-consuming in contrast to using UX methods. Librarian 4 

agreed that using UX methods leads to direct results quickly, and further ex-

plained, “It doesn’t have to be big changes, but it’s the right changes and that is 

the big difference”. Librarian 6, described how one of the benefits with UX meth-

ods, and using more qualitative methods, is allowing smaller studies and thus 

gather a more manageable amount of data, “that it’s possible to do smaller things, 

smaller changes and you will still be able to see changes”. The informants view 

on the method is supported by the UX study at Oklahoma State University Library 

where the researchers also conclude how the methods had a direct impact on li-

brary services without high costs.117 

Librarian 1 also argued that the implementation of UX methods can be used 

continuously and in a smaller scope throughout the year instead of performing 

more extensive user studies once a year. The idea that the methods can be used 

continuously is an inherent feature of UX research. Starting to research Library 

UX is to begin a journey of adapting to changes, as users are not a fixed group but 

changes over time, thus having different needs and therefore it becomes an imper-

ative to continuously collect user data. It becomes a circular process of gathering 

and analysing the data to change or add library services to meet the ever-changing 

needs of the user.118  

Another issue with questionnaires is brought up by Librarian 1, who sees the 

selection phase as problematic. Since the library cannot control who answers the 

questionnaire, they could not guarantee that answers were collected from all kinds 

of user groups. Connected to the challenge with selection is a problem brought up 

by Librarian 4, who stated that questionnaires often involve using leading ques-

tions, and thus, it is still the librarian’s perspective that will influence what type of 

answers and information is collected. The informant contrasts this to the ethno-

graphic approach that is often used within the UX methodology framework and 

explains how he/she together with a colleague had used interviews as a method to 
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get more information. When conducting shorter interviews on the university’s 

campus [not in the library facility], the informant described how they had ob-

tained more information than he/she believed that they would have had using 

questionnaires. The information they gathered from the users were also often un-

expected information,    

[Librarian 4] When we have been interviewing, then we have for example asked, ‘can you tell 
us about a day when you’ve been studying here on campus?’. On that level. They got to tell 
us about what they had done, and we got a lot of information that they wouldn’t have told us 
otherwise. If we ask, ‘what do you think about the library, would you like to change some-
thing?’. Well, you won’t get any good answers out of that. People don’t care about the library 
at that level, it’s only librarians that care about libraries at that level. Everyone else just wants 
it to work. They want their resources, get access to that article, the book to be on the shelf and 
the study place unoccupied.   

Librarian 2 also said, “when you want to get an understanding about behaviours 

and experiences, using questionnaires are completely inappropriate”. The inform-

ants’ view that exclusively using questionnaires does not give sufficient data on 

user experience correlates to previously presented literature such has Priestner and 

Borg, Lidman as well as Alvite and Barrionuevo.119   

Questionnaires, even though they were used to be able to understand the user, 

do not seem to be seen by the informants as using UX methods. In the previously 

presented report on the status of UX in American research libraries, question-

naires were seen as a method improving Library UX.120 There seems to be a disso-

nance between what is viewed by the informants as methods connected to Library 

UX than from what is seen in the ARL-report from an American context.  

Observation or Work as a Patron (WAP) 

Many UX-advocates, as have been stated above, promote ethnographic fieldwork 

as a method to perform UX studies. They argue that ethnographic methods let the 

UX researcher better understand users by immersing themselves in the users’ 

world and thus will be able to better evaluate existing services.121 This viewpoint 

is also brought up by several informants during the interviews.  

Work as a Patron (WAP) is an ethnographic method, where the librarian uses 

the library facilities as a user, in other words, they work as a patron. The method 

WAP is also known as Work like a patron. It even has its own day in the United 

States, which started in 2008 and is now part of the National Library Week, “This 

would give library staff a different perspective on the library. Experiencing the 
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library in this way will make sure the library isn't just the place we work, but it's 

where our patrons work”.122   

This section will mainly be centred around two informants at UUL and fol-

lowing their process of implementing a UX method and what it leads to. The in-

formants were observed while performing a WAP at one of the library units. De-

spite the meta-situation of observing two people performing an observation, some 

insights were gained from the direct observation. During the direct observation, it 

seemed as if it was a small effort for the two informants to perform their UX 

study. Before starting the observation, the informants had a short talk together, 

and during the observation they moved around the library without talking to each 

other. They seemed to have different areas and library services in focus during 

their observations. Librarian 2 focused on using the different IT services; testing 

to log on to the public computer as well as using their own laptop. Librarian 3 

focused on the physical space of the library room, sitting in various places while 

writing on a laptop. After the informants were done with the observation, they 

quickly went through it together, what they had done and discussed that they 

would later write separate reports on their observations. During the observation 

patrons were using the library facility but they did not seem to notice the inform-

ants, or me, more so than seeing us as other patrons using the library.  

The first interview with Librarian 2 and Librarian 3 was the day after they 

performed their WAP:s. The interview started with me asking them about their 

experiences on performing the WAP-observation. They agreed that the WAP is an 

easy method to be able to see what kind of improvements could be done on the 

library space. This view of WAP as an easy method is echoed by Librarian 1 and 

Librarian 5, who also used it as a method to evaluate library space. While con-

ducting WAP:s at SLUB I also experiences the easiness of the method.  By con-

ducting WAP-observations in different places in a library space, the librarian is 

allowed to gather own experiences to draw from, to be able to better imagine what 

possible negative and positive experiences a user can have in the library while 

using its services, which in turn can be used when deciding on future changes in 

the library space.  

On the question, if the WAP:s are the same regardless of which library space 

they are researching, Librarian 2 said that there are general areas that he/she al-

ways looks at but that the observations differ due to the units’ different type of 

library spaces. Librarian 3 described how with this method comes a new perspec-

tive, a way of putting on a pair of glasses and seeing the world as the user. The 

informant continued to explain how this is a perspective that he/she keeps in mind 
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while working at the reference desk. This way, the informant argued, it becomes a 

continuous observation to gather even more information about the user.  

During the follow-up interview with Librarian 2 and Librarian 3, they were 

asked about what the WAP:s had led to. The informants described how the WAP:s 

they had conducted during the spring had been used as a basis for several quick 

improvements to their library services, for example, replacing items such as the 

return box and quick changes to the library webpage. These issues they described 

as easily fixed, however, the WAP had been needed to gather the data which con-

firmed that there had been issues that needed to be fixed. They continued to ex-

plain how the changes that they had implemented would probably have been im-

plemented regardless of their observations but Librarian 3 said, “I probably would 

have thought about it eventually, but it became so much more evident when we 

did the WAP:s”. Librarian 2 added more to this, saying that when they presented 

the changes for their other co-workers it was issues that they also had seen but not 

changed, not prioritised, which Librarian 2 commented explained with, “I think 

you just get used to it”.  

Touchstone tours/UX-maps 

The method of Touchstone tours/UX-maps was mentioned by four of the eight 

informants. It is a method when the user guides the librarian around the library. 

The idea is to let the user show how they use the library without the interference 

of the librarian, to highlight how the library space is used and to uncover if there 

are any aspects of the space that can make perfect sense for the librarian but may 

leave the user confused or not knowing how to use the service/space. Librarian 2 

and Librarian 3 described how they had performed UX maps with three research-

ers and one university staff member at UUL. The users guided the informants 

around in the library, getting the task of finding one specific recourse in one of the 

unit’s libraries. At the time of the interview they had not had the time to compile 

the data from the session, but they said that they got a lot of data that will give 

them hints on how they could improve the library space.  

Librarian 5 described how touchstone tours had been used to evaluate a newly 

refurbished library space, and that the UX research had confirmed that the refur-

bishments had led to improvements.  

Love and break-up letters 

In addition to observational methods, Love or break-up letters is a method of 

gathering user data by asking the users to write a letter to the library expressing 

either a loving sentiment or something they are angry about with the library and 

its services. It is a method, the informants explained, to gather the experiences and 

emotions of the users in a creative way. Librarian 3 described how he/she had 

used the method,  
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They usually get five minutes to write, and the first one or two minutes they’re sitting and 
rolling their eyes, but after that everyone is frantically writing. Everyone gets on writing at 
the end, everyone. Because it’s such an unusual and engaging way of doing an evaluation 
where they actually get to express themselves.  

How to evaluate the answers collected via the letters from users was not answered 

by the informants, however, while working at SLUB, I got the chance of partici-

pating in a staff workshop in January of 2017. During the workshop, love and 

break-up letters previously collected at SLUB were categorised, discussed and 

evaluated within the staff group tending the reference desk. The letters had been 

collected after library seminars, and they contained everything from feedback on 

library seminar to overall thoughts and opinions on the library’s space and ser-

vices, as well as on the university. Suggestions for areas where projects could be 

initiated were discussed among the library staff. Some of the reflections that came 

up among the staff at the end of the workshop were the realisation among the staff 

that they know a lot about the users, and about problem areas within the library 

but that the direct feedback from the users gave a sense of urgency to make 

changes. The letters created a kind of responsibility of reacting to the feedback. 

Another reflection brought up was that something concrete must come out of us-

ing these methods. A fear was raised by some of the participants that the feedback 

recovered and worked with during the workshop would not be acted upon and 

would not lead to changes and improvements to the library’s space and services.  

Speaking/graffiti wall 

During the participatory observations, I also got the opportunity to implement the 

UX method Speaking/graffiti wall at SLUB. By placing a whiteboard visibly in 

the library and posting the simple question “What do you think about the library?” 

Thus, creating a platform for dialogue between the library and its users, as well as 

between users. Together with my colleagues we documented the comments that 

were given and gave feedback to the users directly on the whiteboard.  

The feedback received by the users on the whiteboard gave the library infor-

mation about both previously known and unknown issues. Instigating changes 

such as a project researching the sound level in the library, purchasing fleece 

blankets because several users had complained about temperature level in the li-

brary, rearranging furniture, testing to create new silent study rooms and updating 

the signage. During this part of the participatory observation, my field notes con-

sist of reflections on how many of the staff seemed to be affected by the feedback 

that was received; encouraged by the positive feedback and how the negative 

feedback created a call for action. Other informants such as Librarian 2 and Li-

brarian 3 have also echoed this, in how working with UX methods creates an en-

ergy making librarians more prone to action. Librarian 2 and Librarian 3 ex-

plained, how the data collected from UX research point to a direct need thus be-
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comes a more acute and direct need for change and a call for action. How collect-

ed UX data create a call for action is also echoed in the Oklahoma state study.123   

Not only was feedback given directly on the whiteboard at SLUB but while 

working at the reference desk I also got positive feedback directly from the users, 

one student exclaimed by her own admission “I think it’s so nice that you have 

this!”, and from another student “oh, I haven’t seen it on the whiteboard, I always 

go there to look if something new has been written”. Another observation made 

during this period was how many students stopped to look at the whiteboard be-

fore entering the library. The comments given by the students as well as the ob-

served behaviour could suggest that opening a dialogue with students is well-

received by the users. During the interview with Librarian 8, this topic was also 

discussed, the informant spoke about how he/she thought that gathering the user’s 

opinions shows that the library cares for them. However, the informant added, it is 

hard to know since it is not something that the library has researched.  

What it leads to 

So, what do these methods lead to? This question was directed to all informants. 

MacDonald’s study exploring UX Librarians in the United States also bring up 

this question. In his study, four general topics on the view of the benefits of using 

UX methods were presented: “Increased Empathy and Responsiveness” (an em-

pathetic mindset makes library staff more aware of user needs), “Improved Public 

Relations and Outreach” (improved communication creates better outreach, mar-

keting and relations with key constituents), “Promoting a ‘Big Picture View’ (the 

UX Librarian becomes a person within the organisation that has an overview of 

all of the library’s services and systems) and “General Website Improvements” 

(making the web more user-centred).124  

Similarities between MacDonald’s results can also be found in the responses 

given by the informants in this study. Firstly, that an empathic mindset is a benefit 

with using UX methods is evident in how the informants speak about performing 

the WAP method, where one of the informants describes the WAP as putting on 

glasses and seeing the library from the perspective of the user, which according to 

the informant led to a greater understanding of the user, and thus an increased 

feeling of empathy for the user. One of the informants also brought of responsive-

ness, that some issues brought up in the WAP-observations had been known by 

the library staff but that the WAP created a more significant call for action, which 

is also evident in the findings on the Speaking/graffiti wall method.  

Improving the communication with the users can be seen in the example of us-

ing the speaking/graffiti wall as a method. Love or Break-up letters is also a way 
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of showing the users that their opinions matter, improving what MacDonald has 

labelled public relations and outreach. Furthermore, four informants mentioned 

how data collected via the UX methods would become a tool to gather a basis to 

use when pledging for funding for improvements, refurbishments or other chang-

es. The results from UX studies can be used as a way of communicating with oth-

er departments within the university organisation.  

Two of the areas presented by MacDonald is harder to find a correlation with-

in this study’s data. The big picture view, having UX Librarians as project man-

agement personnel, is not evident in the data but could become an outcome at one 

of the academic libraries in this study since they had just hired a full-time UX 

Librarian while the collection phase of this study was underway. Concerning web-

improvements, it was not one of the focus areas in this thesis and was not included 

as a topic during the interviews. However, two informants gave examples from 

using UX methods to create a new library web.  

As have been previously mentioned with connection to questionnaires, UX 

methods are for the informants often connected to efficiency and evaluation of 

existing services. Two of the informants also connect the use of UX methods to 

saving resources. Librarian 2, “we are tax-financed, then I think it’s our damn 

duty to manage those funds well”. Librarian 8 also connects it to caring for tax 

funds and making better investments,  

“What if we build a system at the public’s expense, and then it becomes apparent that it’s not 
used. It’s a waste. I mean that we can save resources [by conducting UX studies]”.  

Three informants mentioned using UX methods to evaluate newly refurbished 

library areas. Librarian 4 described using the methods as a way of evaluating and 

identifying problem areas, and further states that what it will later lead to is de-

pendent on if the suggested change would entail a cost or not. The informant also 

brought up the use of the methods to confirm things in the library’s services. Ex-

emplifying when they at SLUB had an assumption about user behaviour among 

the students; that no one any longer uses the university’s computers in preference 

of bringing their own laptops. UX studies were performed [the informant did not 

expand on which methods], and the results showed that the library staff’s assump-

tion was wrong, users did still want to use the campus computers, and as a result 

instead of removing the computers the library chose to improve the surroundings 

around the computer spaces to make them more inviting. This view is shared by 

Librarian 1 who said that UX methods can lead to confirming things, or a remind-

er of things that are problematic in the library space. The informant also gave con-

firmation as an example, that through applying UX methods for example by ob-

servations it was easy to see what worked and did not work.  
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Not something new? 

Something that was not foreseen before conducting this study was how three of 

the informants clearly stated that they had done UX research before they had ever 

heard about Library UX. Librarian 5, “Now it’s called UX… we have worked 

with this without calling it anything special”, the informant explains, how they 

had in the library used observations and interviews as a way of gathering an un-

derstanding on user patterns to improve library services. He/she said, “I think we 

have always been pretty good at this. But I think this will be an improvement in 

turns of methodology”. Librarian 2 shared the same view, stating that he/she had 

used similar methods to UX methods before hearing about Library UX. Librarian 

8 described how he/she had in a previous user study in 2012 done proto-type test-

ing on users, something that they did not then call UX, but which the informant 

said they would have called it today. 

That methods that would today be labelled with UX have been used before 

can also be seen in the example of the ethnographic study by Leckie and Given.125 

This observation is also maintained by Appleton, “Ironically, until its recent re-

surgence, UX was carried out by libraries, but largely applied by libraries just to 

the design and usability of websites and systems interfaces. This practice was not 

necessarily referred to as ‘UX’ and often badged as ‘usability testing’”.126  

While getting the information about how the informants had first heard about 

the concept one informant gave an illustrative answer that also points to how re-

cently it had spread within the library sector in Sweden.  

[Librarian 6] “I noticed a great difference actually when I was on parental leave last year. 
When I went on parental leave you never heard anyone saying UX and later when I returned 
in January, and then everyone was saying UX. That’s how it works, all of a sudden. The first 
conference was in 2014, so it had just gone through the first establishing phase (…) I hadn’t 
really understood this with UX that it had emerged during the second half of 2015 (…) but it 
was evident that it had then entered and become established in a Swedish context.  

Can this example from UUL be taken as indicative of what has generally taken 

place in a Swedish context? Helping to broaden this view is a dialogue taken from 

one of the interviews. A dialogue which also exemplifies how the chosen method 

of semi-structured interviews created opportunities to gather data on topics which 

was not preconceived by me as topics since it was not an issue I was aware of 

before conducting the interviews:  

[Librarian 4] Then I had no clue about UX, so I was not at all involved. [Researcher] So, al-
ready three years ago everyone was talking about UX? [Informant 4] Three years ago they 
had a conference at the National Library named ‘Everyone is talking about UX’. Uppsala is 
way behind!  
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In Librarian 4’s reflection on the emergence of Library UX in Sweden, it pin-

points one of the weaknesses of this study. Even including two academic libraries 

and eight librarians’ experiences, it is still difficult to say anything general about 

Library UX, or in this case, about the concept’s emergence in Sweden.  

What are the challenges?   

This section focuses on answering the research question of what the challenges 

are with using UX methods. As previously stated, the early stage of implementing 

UX methods at UUL and SLUB affects the collected data. Because of this, the 

informants could often not speak from their own experience but only speculated 

about what kind of challenges that could arise in connection with using UX meth-

ods within their libraries. This could also be one of the reasons why the inform-

ants did not fully correspond to one another in their views on what are and could 

be the possible challenges of working with evaluating and improving Library UX.      

General challenges with using UX-methods 

One challenge mentioned by some of the informants was on how to handle the 

data collected from performed UX studies. Librarian 2 and Librarian 3 discussed 

managing user data, “it’s a big part of UX, but it’s what we talk the least about”. 

This is echoed in the literature on UX methods, where no extensive study on how 

to manage user data has been found for this thesis. However, Librarian 2 counters 

with suggesting that it may be them who will push and develop methods for han-

dling user data, indicating that this was not seen as a difficult challenge by the 

informant.  

Librarian 2 connects the managing of user data to the responsibility of the li-

brarian collecting the data in the first place, “If I collect an opinion from someone 

then I have a responsibility, in some manner, to at least tell them what I do with 

it”. This view on responsibility is congruent with what McDonald describes as the 

issue of trust between the user and the librarian, “if you’re going to ask for ideas 

and changes then you’d better be prepared to do something with them”.127  

Another challenge that can arise when implementing some of the methods is 

the demand for user participation. Librarian 1 discussed this aspect, saying that it 

may become a problem to find participants. However, adding that it has not be-

come a problem yet. The informant’s worry is not unfounded since UX- methods 

are not only observations. When it comes to recruiting users for longer interviews, 

it can be a challenge to find willing participants, and library budgets put limits on 

rewards that can be given to users for taking part in UX studies. For one of Mac-

Donald’s participants, this challenge is connected to the corporate context of UX 

and how it can be challenging to translate into a library setting, stating, “Seriously 
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they’re giving iPads to everyone who comes in for an hour, and I’m like, ‘this 

doesn’t help me’”.128 Or as it is expressed by another participant in MacDonald’s 

study, “recruiting users was ‘the bane of [their] UX existence”.129  

What are the UX methods demanding of the librarians using them? While 

conducting the interviews with Librarian 2 and Librarian 3, a general view was 

understood by the researcher that the informants enjoyed conducting UX research, 

both from what the informants were saying about the importance of understanding 

the user, but also from the positive energy that they were showing while talking 

about their experiences. However, when asked if they thought that the methods 

could be used as easily by everyone, Librarian 2 said, “you have to be interested”, 

followed by Librarian 3, “you have to want to”. Librarian 2 expanded, “That it's 

fun to go out and sit there, go out and ask, that you're genuinely curious. It fits 

well for outwards minded people”. Librarian 1 saw that different UX methods 

could be performed according to different staff members’ personality. The de-

mands put on the librarian performing the UX research have been dealt with by 

Schmidt and Etches who state that the methods demand empathy. The importance 

of empathy is also emphasised by McDonald who states that it demands both em-

pathy and a curious mindset.130 The expressed views from the informants and the 

examples from the literature indicate that UX research is demanding empathy and 

a curious mindset from the librarians using UX methods to evaluate and improve 

Library UX.   

Similarly to the discussion on defining Library UX, there is a lack of con-

sistency when naming different UX methods. As seen while describing the differ-

ent methods, identical methods are named differently according to who is asked. 

The names of UX methods, it seems, are not clear-cut. When discussing the im-

plementation of UX-maps, this aspect surfaced in how differently Librarian 2 and 

Librarian 3 were approaching the methods. Librarian 2 described, “I have a really 

hard time keeping to one method and following it subserviently” and continued to 

express that he/she thought it was preferable to adapt the method to each situation. 

Exemplifying it by stating that even though UX-maps is an observational method, 

if there is a need for communication then he/she would communicate. Librarian 3 

filled in that in hindsight he/she had perceived it as beneficial for the study that 

the other informant had changed the methodology during the actual study, because 

of the less-strict approach they had gotten more information out of the occasion. 

However, Librarian 3 stated that during the study he/she felt frustrated, since they 

were not, “using UX for real”. They conclude that what is most important is to 

improve the library’s services. Librarian 3, “we just want the best for the library”, 

while Librarian 2, “it’s foremostly a tool to make us better”. They clearly have a 
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goal-oriented view with using UX methods. However, the lack of defining terms 

and having a clear methodology can, as indicated by the informants, create frus-

tration. Adding to this is a potential problem with the Library UX trend, pointed 

out by Librarian 3. He/she discussed the trend status of the concept, stating that 

“there is a possible danger in using the UX-concept too broadly and then ends to 

be relevant because the concept then became everything in the end”.  

In MacDonald’s study, one reported area that is perceived as a challenge is 

not having enough training or expertise. When it comes to this issue Librarian 2 

and Librarian 3 discussed that when using some methods, they sometimes have 

different views on how strict the methods should be performed. However, the in-

formants do not bring up this as a challenge.  

Organisational attitudes towards Library UX 

The importance of organisational attitudes for succeeding with improving Library 

UX is an aspect both brought up in previous research as well as during the inter-

views with several informants. It connects closely to the issue of challenges with 

using UX methods. For this study, it is difficult to compare the informants’ expe-

riences from UUL with SLUB since the libraries are different sized and have dif-

ferences in their organisational structures.  

A key aspect of organisational attitudes towards Library UX is, as two in-

formants point out, consensus. Librarian 8 made the point that for the focus on 

Library UX to be implemented fully in an organisation, there must be a belief in 

the methods. A consensus in the belief that these methods lead to something posi-

tive, and he/she points out that these changes do not necessarily mean huge 

changes but could be smaller ones as well. This view is shared by Librarian 5, 

who also said that labelling the methods as UX will raise the internal acceptance 

within the library. Therefore, the librarian argued that labelling it, connecting it to 

clear methods and success stories increases the acceptance from library staff to 

work with these issues. Not only is this seen in the acceptance of colleagues work-

ing with the methods, but also in validating the use of the collected user data as a 

basis for getting more funding for the library. Even though this aspect is brought 

up as essential none of the informants bring up examples of library staff negativity 

as something they have encountered. 

Getting a consensus within the organisation can be seen in the SPEC Kit re-

port,  

making this transition to a UX-culture takes time and staff have to be ready to move forward 
because they believe in it, not because an administrator says we need a new UX or because 
we created a UX librarian position.131  

                                                 
131  Fox & Doshi (2011), p. 15. 



 50 

All staff become essential actors in succeeding with working with Library UX, 

and not just the key UX persons in an organisation. Suggesting that all staff 

should be included in the process for it to become accepted as valid methods for 

evaluating and improving services. This view will be important when we further 

the analysis and look at the library institution as an actor in the Library UX net-

work. This is congruent with what was presented in MacDonald’s study, where 

gaining trust/support from colleagues was presented by six out of sixteen partici-

pants as one of the challenges.132 Adding to this understanding is Librarian 8 who 

suggested that collecting good examples of what UX research has led to is im-

portant. Because these examples can then be shown to management and the board 

of directors, so that staff time will be allocated for conducting more UX studies. 

Librarian 2 has a similar point, 

I think it’s our responsibility to show that we have made these changes, that they came from 
this [UX research]. That you call attention to the connection from theory to practice, so you 
can see the value of continuing to work with this.  

Another aspect affecting the workings of Library UX are advocates within the 

library. Librarian 5, saw it as necessary that there are carriers of this concept, fa-

cilitating and involving others. The success stories tied to Library UX, the inform-

ant explained, would work to further the use of the methods and concepts of Li-

brary UX. How advocates can work within the organisation was exemplified by 

Librarian 2 and Librarian 3, who during our second interview told about how they 

had presented their UX research to all the library staff at the unit. Librarian 2 per-

ceived it as the staff members were generally positive to their work. More than 

spreading their work within the unit, the informants describes how the use of Love 

or break-up letters had been spread to other units within UUL.  

Before a consensus concerning the use of Library UX is reached, Librarian 1 

pointed out that the staff may feel uncertainty about the phenomenon, not know-

ing what the implementation of these methods would lead to or how they would 

affect their day-to-day work. However, he/she added that working with UX meth-

ods is still new at UUL and therefore he/she could not say that with any certainty.     

Considering advocates working within SLUB and UUL, one aspect has yet to 

be presented; the degree to which the informants themselves were positive to us-

ing Library UX methods. An occurring theme going through the different inter-

views were an optimistic attitude towards UX and the potential good it could do. 

Of the eight informants, all were positive to some degree. The spectra going from 

Librarian 8 who while describing people working with Library UX, “well, maybe 

there are quite a few who would have her "Change or Die" painting, maybe we get 

triggered by new stuff and by talking to people”, and on the other end of the spec-
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tra is Librarian 5 who did not see Library UX as a godsend or as the solution to 

meeting the challenges facing libraries, however seeing the new perspective on 

the user as, “for me is the whole, as you say mindset it's a huge change. But I like 

it, I like it very much”. This view is shared by Librarian 4, “maybe it’s not the 

solution to everything, but it is a solution on how we will find out what our users’ 

needs actually are”. That all informants were positive is shared in MacDonald’s 

research on UX Librarianship where all of the participants, “expressed a strong 

user-centered ethos”, going so far to say, “that informed every aspect of their 

work”.133  

Another way of regarding the organisational attitude is by looking at UUL 

and SLUB strategic documents (or mission statements) and see if Library UX is 

included. Tobias suggests that a way of defining how UX will be used in a library 

organisation is by putting it into print via mission statements.134 This view is also 

congruent with MacDonald’s conclusions.135 In UUL’s mission statement from 

2013 the methods are not mentioned, however, one strategy is that “the users’ 

needs are used as the basis for prioritisation”, on the question Librarian 1 did not 

think that it was necessary to include more detail into the mission statement, that 

the user is in focus “matches the target”.136 Contrasting with SLUB’s mission 

statement where the concept of Library UX is included or as they have chosen to 

define it; user-centred methods.137 Librarian 8 who was part of this explained how 

using the term user-centred methods was a way of adapting to their target audi-

ence of the university staff, whom, the informant discussed, might not have heard 

about the concept. The informant further reasons that the inclusion is important in 

order to create an understanding and knowledge about the concept among the 

staff, adding that it could have continued on a grassroots level but that the inclu-

sion will speed up the process,  

It raises these questions to an organisational level, which forces the sceptics to give it a 
chance because we’re expected to work according to the strategic documents.  

Schmidt and Etches echo this view, stating that to implement Library UX success-

fully the user has to be placed in the centre of every organisational level.138  

Two informants raise another potential problem area regarding the implemen-

tation of Library UX on an organisational level. Librarian 7 and Librarian 8 both 
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discussed the question if UX research will be accepted as valid research by the 

university as a whole. They raise it as a potential problem, saying that it could be 

seen as unscientific by some of the financers at the university (some faculties) and 

not be taken as a reliable basis, because the sample frame from the conducted UX 

research may be perceived as too small. 

During the data collection phase, neither of the two libraries included in the 

case study had any staff working full-time with UX research. This however 

changed at SLUB, where one staff member got a new work assignment and de-

scription as UX-coordinator in April of 2017. Unfortunately for this study, it hap-

pened after the data collection phase had ended. Therefore, when it comes to the 

importance of defining the roles of who works with Library UX, as seen in Ka-

vanagh Webb et al., was not possible to discern at the time for this study.139 Com-

paring this study to MacDonald’s, where he was able to research librarians who 

had “user experience” in their job titles, the use of UX in academic libraries have 

evidently come further in the United States than in Sweden.140 UUL and SLUB 

were in such early stages during the time of the interviews that defining roles and 

evaluating the organisational work on UX had not occurred. Instead, the inform-

ants looked to the future, hoping that it would have long-lasting changes to their 

library services.  

Another issue brought up in the Kavanagh Webb et al. study is their conclu-

sion of it being beneficial to hire a UX Librarian, who would be able to commit 

more time to UX-projects as well as having the right skill-set. The challenges such 

a person can face is shown in MacDonald’s study, where the participants noted 

other issues such as navigating the library’s culture (resistance within the library 

organisation being the only person working with UX) where twelve out of sixteen 

participants noted this as a challenge. Suggesting that isolating UX Librarianship 

to one or few people can create challenges within the library, however, MacDon-

ald’s research adds the counter argument of adding more people to the UX staff, 

stating that more people can make projects more inefficient in having more people 

involved and thus drag out the process.141 In this study it was not possible to dis-

cern either or, but, what has been seen is how informants believe that the UX 

mindset should be spread to all library staff, and furthermore that when the in-

formants informed on UX research results no great resistance was met. Instead, as 

one of the informants explained, getting a concept connected with clear methods 

accompanied by success stories would help to raise the internal acceptance of us-

ing UX methods.  

Nevertheless, one aspect concerning the organisational roles in connection to 

Library UX that can be discerned from in this study is the potential risks with time 

                                                 
139  Kavanagh Webb et al. (2016), pp. 768–771. 
140  MacDonald (2015). 
141  MacDonald (2016), p. 10. 



 53 

constraints. When interviewing Librarian 2 and Librarian 3, it became clear that 

since UX research was not their primary work task it had affected the amount of 

research they had been able to perform. Librarian 2 explained how they had cho-

sen methods that were the easiest for them to use, “it’s good to start that way, but 

then you have to start to systemise it”. That performing UX research is time-

consuming can also be seen in Johnson’s study, “libraries need to understand that 

to do it correctly and comprehensively it takes a lot of work and be committed to 

the process and necessary resources (usually staff time)”.142 That time constraints 

could be a challenge is also reported in MacDonald’s study were overcoming re-

source limitations (resources meaning funding, staff time or actual staff) is found 

to be one of the challenges facing the UX Librarians. The study shows how four-

teen of the sixteen participants were not only working with UX related tasks but 

as well with other more traditional duties at their libraries.143  

Lastly, some of the reported challenges in MacDonald’s study was not found 

in this study, such as finding ways to scale and scope UX work, or troubleshooting 

technology problems.144 Possible reasons for this is the limited experience of im-

plementing UX studies at the researched libraries.  

Learning about Library UX 

This section on learning about Library UX is twofold. It both concerns how the 

informants first learned about Library UX, in other words how the phenomenon 

emerged at the libraries, and mapping how UX methods are learnt at the two li-

braries. Thus, trying to answer the two closely related research questions on how 

Library UX has emerged and how UX methods are learnt UUL and SLUB.   

During all interviews, the informants were asked about how they first encoun-

tered Library UX. Even though most informants could not recall the exact details 

on first learning about it, a pattern started to emerge showing that the informants 

primarily had heard about Library UX and the methods belonging to it by word of 

mouth: from colleagues, at conferences, workshops, from librarian friends or, as 

one informant had, during library training at university.  

Librarians’ tend to share information. Librarian 1 explained, “we’re very good 

at networking, sharing and giving tips to one another (…) and we are very gener-

ous towards one another”. The informant went on to tell me about the organised 

library networks that exist in Sweden. Historically these networks have been tied 

to various subject areas, but the informant explained how this has started to 

change and that these networks today are more tied to different work assignments 

within the library sector. At the time of collecting data for this thesis, there was 
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not a general network for Library UX in Sweden. However, from three inform-

ants, I hear about the In-official Library UX network in Sweden. It is a smaller 

network consisting of less than ten librarians. The network got started through 

personal connections. Within it the members use online team communication 

tools to share information, results on UX methods they have tried, interesting arti-

cles and so on. They have conferences where they meet and share good and bad 

examples, discuss challenges they have encountered, in other words learning from 

each other. One of the informants explained how the members share their 

knowledge with library staff outside their network, by running workshops for the 

conference-hosting member’s library staff. The network also took part at the pre-

viously mentioned March-conference hosted by the Swedish Library Association, 

where they introduced the concept of Library UX and ran workshops teaching 

different methods.  

The prevalence of spreading and sharing information and knowledge about 

Library UX within the library sector is one of the features separating Library UX 

from the phenomenon of UX in a corporate context – corporations would not be 

as eager to help their competitors to improve their use of UX methods. As Mac-

Donald puts it, “libraries may have an advantage over the corporate world because 

sharing and publicizing success stories comes without the risk of losing customers 

to a competing product”.145  

Just as was presented in the previous section were the organisation needed 

good bearers of Library UX to create consensus within the organisation, good 

bearers of Library UX is how the informants themselves had first heard about the 

phenomenon. Hearing about Library UX is also for some informants connected to 

learning about it, which is facilitated during workshops or through visiting other 

librarians at other academic libraries. Learning is happening within the network of 

academic librarians in Sweden. This is also evident in how four of the eight in-

formants name a specific academic librarian as the source of knowledge. Advoca-

cy seems to be essential for both spreading the concept as well as creating oppor-

tunities for learning.  

By spreading the word of Library UX, knowledge about the concept and its 

methods are also transferred from librarian to librarian. That the informants them-

selves were bearers of Library UX was clear from an early start in this investiga-

tion, informants from both UUL and SLUB express the notion of the importance 

of spreading the information of Library UX and good examples of success stories 

to others. Several informants describe the notion of the responsibility in being a 

facilitator, such as Librarian 7, “My role, as I see it, is to make sure that more 

units than one work with UX. That we make use of their [the staff who use UX 

methods] experiences and try to get others to spread it”. Another informant de-
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scribes how he/she spread information about UX at the units he/she has been in 

charge of, inviting librarians with more experience of using UX methods from 

other academic libraries in Sweden to come and present Library UX and its meth-

ods for the library staff.  

Five of the eight informants had been involved in delivering presentations or 

running workshops and thus spreading knowledge about Library UX to co-

workers or librarians at other academic libraries. These efforts in spreading 

knowledge are supported by Bell, “Together, librarians who wish to learn more 

about design thinking can work together as they journey the path to becoming 

design thinkers”.146 It indicates the weight put on consensus within the library or-

ganisation but it also tells us about how learning about Library UX is facilitated. 

Librarian 1 also explains how the sharing of information between libraries is not a 

significant cost for the hosting library,  

you contact the person you know have done something, and then that person doesn’t charge 
to come and lecture on it, instead you do it during working hours and then we say that we’ll 
repay the favour. I paid for her train-ticket. It’s a very cheap in-service training.  

That UXLibs is a central conference for learning about the phenomenon becomes 

clear during the interviews. Out of the eight informants, seven informants mention 

it as a facilitator of learning about Library UX. Librarian 4 describes his/her expe-

rience of attending the first UXLibs conference,  

It was like a UX crash course in three days. It was extremely well-organised, on an extreme 
level (…) focusing on going through the whole UX-framework from keynotes about ethno-
graphic methods, to keynotes on Design Thinking to UX-design to very practical moments 
with workshops learning methods, to have access to students and to test the methods in a 
physical library.  

Upon arriving back in Sweden, the informant goes on to describe how “you could 

say I was pretty inspired, so I pulled them [co-workers] into it because they were 

doing a project about our study environment”. Librarian 7 also mentioned that 

he/she had attended a UX-in-a-day conference.  

The findings indicate that the initial introduction to Library UX is through 

other librarians, workshops and conferences. Further learning is achieved, as Li-

brarian 3 described, by getting additional knowledge from the online community, 

“I have a couple of watering holes”. Two informants also mention the handbook 

User Experience in Libraries by Andy Priestner and Matt Borg.147  

When it comes to learning the methods, how much time should be spent on it? 

Librarian 2 describes how he/she has focused on getting the gist of it, as it be-

comes relevant, and before using a method making sure to learn enough about the 
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specific method. On-the-job training is mentioned in MacDonald’s study, which 

can also be seen in this study where the informants’ expressed experiences with it. 

However, MacDonald does not discuss if the UX Librarians are teaching methods 

to other library staff, which is something that arose in the interviews with the in-

formants in this study.148 Librarian 8 furthers the idea of learning by doing,  

We learn it by daring to try it. To just find some darn guide about how to do Proto-personas 
[a design method] and throw ourselves out there without knowing if it will succeed. I would 
say that I have learnt a great deal by trying to teach others without being an expert.  

The informant goes on to say that if all methods need to be learned in detail, it 

will not happen due to limited resources. Instead, the informant argues, “I think 

we need to start small and just try it”. For the informant, this way of learning is 

presented as a necessity for being able to use the methods. He/she continues to 

explain by saying that not all of the staff can be sent to a conference since it then 

becomes a question of resources and thus will not happen.  

These findings on learning about Library UX and its methods are mainly con-

sistent with MacDonald’s research. MacDonald’s participants learnt about the 

concept from six different sources: from other UX Librarians, from the profes-

sional UX Community, from Library School courses, on-the-job training, non-

library experience and additional coursework. The main area where the findings in 

this study differ from MacDonald’s is the role Library School courses has. Mac-

Donald’s results show how six out of sixteen participants learnt about the concept 

of UX during library training, while only one out of eight informants in this study 

mention it as a source.149 MacDonald comments on the fact that of his sixteen par-

ticipants half had earned their library degrees prior to 2009. Thus, he indicates 

that is unsurprising that not more of the informants mentioned library training as a 

source of learning.150 In this study, three out of eight had earned their degrees 

within the last five years, and only one had heard about it during library training. 

Library UX seems to have a greater presence on library training in the United 

States than it has in Sweden.  

The most significant difference between the findings in this thesis and Mac-

Donald’s is the informants’ experience of teaching others and the emphasis put on 

the importance of facilitating more knowledge about Library UX and its methods. 
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The user and the librarian  

The essential part of improving Library UX is putting the user’s needs and experi-

ence in the centre. In the background chapter, Lidman showed that a shift towards 

a user focus emerged in the 1980’s and Harbo and Hansen described the transition 

of library logic to user logic in their article.151 Alvite and Barrionuevo furthermore 

outline the importance of giving the user a stakeholder position when determining 

quality in library services.152 But as have been seen in studies by Tuominen and 

Hedemark, Hedman and Sundin, user discourses can still create unbalanced power 

relations between users and librarians.153 This section deals with answering the 

research question on how the focus on Library UX may alter the user-librarian 

relationship.  

The new user perspective 

Among the informants, there was a clear concurrence that one of the key concepts 

delivered with Library UX was what they called, the new user perspective. Librar-

ian 4 exemplified this new perspective by drawing an illustration on a whiteboard: 

a square representing the library and a stick figure representing the user,  

If we are here looking at the user. That’s not what we need to do, we need to go out from the 
library and stand here and look at ourselves from the users’ perspective, and that is a fairly 
fundamental difference.  

In other words, this new user perspective, as seen by the informants as proposed 

in the Library UX-movement, is suggesting that librarians should look at the 

library and its services through the users’ eyes, instead of looking at the users and 

trying to understand their needs and experiences from the library’s and librarians’ 

point of view. Several of the informants explained this by using the analogy of 

walking a mile in their users’ shoes.  

With this new perspective, the informants argued, librarians are further push-

ing a library-centric view towards a more user-centric view. The informants were 

also in agreement on this, sharing the desire to shift the perspective from the li-

brary to the user, arguing that through the new user perspective their services 

could more easily be evaluated, developed and improved. Some of the informants 

reflected on how librarians have always talked about being user-centred. Librarian 

4 described, “we have always talked about the user in focus, the user in focus, the 

user in focus, but we haven’t maybe always lived by it and more importantly it is 

quite a big difference [in perspectives]”. Librarian 5 echoed the view that this 

meant a shift in focus saying, “I would say it’s a huge change”. Librarian 6 
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discussed about the fact that even if it is clear that libraries have had a long 

tradition of having a user-centred perspective, this new perspective brings a new 

outlook since it is based on the user’s concepts of the library instead of the 

libraries concepts of the user. Librarian 6 also connects UX methods to this new 

perspective, saying that the UX methods will help librarians to see things from the 

user’s perspective,  

[the methods] makes it easier… you observe, that you act like a user and look at how things 
are and how you experience it. It makes it easier to understand certain things, instead of hav-
ing an outside perspective.  

Even though, as Librarian 8 stated, “it’s not that revolutionary to try to see your-

self from the user’s perspective”. The fact that a user-centred perspective is not 

‘revolutionary’ can, as Librarian 4 meant, raise problems in communicating the 

message about the new user perspective, what is so new with being user-centred? 

What Librarian 4 argued is that it will take some effort to get everyone within the 

library sector to change their mindset when they already perceive that they are 

user-centred. As Librarian 2 expressed it,  

I think that generally we are moving, thank god, from the idea that we are the ones that know 
best, to that we are the ones that want to know how and what we should do.  

This view coincides with what is addressed in Tuominen’s study, which explains 

how in the user-centred discourse, “the expert knows what the client fails to know 

and is able to diagnose what the client’s real needs are”, furthermore saying,  

The strong emphasis on the individual in user-centered discourse can prevent one from realiz-
ing that the defects causing users’ anxieties in the information search process may just as well 
be found in the information system as in the ‘affective symptoms’ or ‘conceptual constructs 
inside users’ head’.154  

Tuominen concludes that the discourse can, therefore, create situations where the 

librarian can control and overthrow the users’ confusion or irritation when con-

fronted by the information system.155 Tuominen presents a question in his study, 

“is there any authentic or truly user-centered way to make representations of us-

ers’ experiences?”.156 This question was not posed to the informants, however, 

what they were purposing is that librarians cannot know the real needs of the user 

if the user is not asked, observed and studied, and that this new user perspective 

within the Library UX framework can be used to both better understand the user, 

as well as better accomplish improvements on library space and services.  
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The user-librarian relationship  

One of the topics that were touched upon in the interviews with the informants 

was the question of how the user-librarian relationship may be effected by the 

emphasis on Library UX. This overarching idea of the relationship touches upon 

several different themes. Firstly, the user-librarian relationship is connected to the 

theme of meeting the challenges and the reasons behind using UX methods, since 

without users “our libraries would not have a reason to exist”, as Tobias put it. 157 

Secondly, questions concerning how the corporate origins of UX could affect the 

relationship, as seen in Alvite and Barrionuevo naming of the business of higher 

education, where students see themselves more and more as customers and that 

academic libraries need to adapt to it.158 What do the origins mean for the imple-

mentation in a government funded organisation like an academic library? How 

much power is given to the user? This can be further discussed in connection with 

a Foucauldian view of power as transitional.  

Tobias straightforward statement and argument for the use of Library UX, 

that libraries cannot exist without its users, connects to the idea of the importance 

of staying relevant that some informants brought up. In the interviews, it became 

the reasoning behind using UX research. Librarian 6 expressed this as,  

It’s a line of business in great change, this we know due to digitalisation (…) all of a sudden 
we are not indispensable, and there are other actors, and then we have this… it becomes a cri-
sis at the same time as it moves slowly forward. But I think the demand spring out of it.  

The informant’s statement correlates to what Alvite and Barrionuevo describe as 

the challenges facing academic libraries set out by the new knowledge society.159 

Librarian 2 adds to this view,  

how are we relevant? Are we relevant as a working environment and what is it then that sepa-
rates us from a café? Or are we relevant because we collect resources and you have more ac-
cess to them if you’re a patron or student? But then what separates us from commercial busi-
nesses? (…) there is no intrinsic value in just going ahead without listening to the ones we fo-
cus on.  

The idea of staying relevant is mirrored in Lidman’s conclusions of the future 

challenges for scientific libraries.160 As Librarian 2 states, “you can’t forget that it 

is like a relationship, you have an interaction between them. The one is not rele-

vant without the other, in both directions”. Underlying this discussion is the power 

that is given to the user. As is shown in the study by Hedemark, Hedman and 

Sundin, the user, depending on discourse, have more or less power.161 It is hard to 
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argue that the user on a greater level are powerless in this relationship, since, as 

Tobias concludes without them academic libraries would have little reason to ex-

ist. The question is if the focus on the user within in the Library UX framework 

will give the user more power. 

That the concept of Library UX is deeply seated within a corporate tradition 

was clear already in the section on defining Library UX, where I stated that the 

library institution is replacing the company. In the interviews, all informants (ex-

cept two) were asked if they saw any problems with using Library UX regarding 

its corporate origins. Of the asked six informants, none saw anything directly 

problematic with concentrating on researching Library UX, even with its origins.   

Does this mean that the user now becomes the expert? Should the expertise of 

the librarian be disregarded? Three informants lifted the reasoning behind using 

these methods is to create better services, to stay relevant, and insist that being 

inspired by a corporate world is neither dangerous nor problematic. The consumer 

aspect was not seen as problematic by the informants,  

[Librarian 2] The business world may have purposes, and they are driven by other things, but 
if the methods are good why shouldn’t we use them? (…) It’s a good method that leads to an 
improvement and if you can use that improvement and that result in the context that you are 
in, why not? (…) they’re not used in a vacuum, we use them with our professional compe-
tence and in our context.  

Other informants raise this caveat that the methods need to be understood in a 

library context. Librarian 1, “Have you analysed all the components and know 

what our role is, then these methods will only enrich and improve our services”. 

Librarian 4, “Of course you use your own competence and think through [how 

you will use the methods]”. This view is echoed in Datig’s article, the relationship 

between the librarian and user becomes a balancing act, where the user’s needs 

can be met as long as it is practically possible and supportive of the library’s long-

term objectives.162 

The informants argue that this perspective does not mean that librarians will 

bend to all user needs or desires. Librarian 1 emphasise that even though it will be 

a user-centric perspective, it does not mean that the library will provide whatever 

the user wants. Librarian 8, “sure, you could do that, ’now we have to change this 

because one person said this’, but that’s not the idea with UX. Sometimes I think 

it can be perceived as such though”. The worry that UX research can be perceived 

as such is shared by Librarian 7, who connects it to the question of maturity, some 

have never heard about the concept whilst others have embraced it,  

It feels like people are positively curious, but I think that there also is some that are undecid-
ed, like this ‘ahhh’, because sometimes you think about it a little bit wrongly, that ‘what, are 
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we supposed to do everything now, we can’t do everything they want. If they are sleeping in 
the library does that mean that we should have beds now?’ No, we’re not supposed to do that, 
but it means something about how we furnish.   

According to the informants, the corporate origins seem not to be a problem, but 

as Librarian 7 raised, the origins could make other staff members of the library 

institution question the validity of using UX methods. This connects to the im-

portance of organisational consensus, which has been highlighted in the previous 

section on organisational attitudes towards Library UX. No other informant raised 

this issue, neither is it raised as an issue in MacDonald’s study.163 Furthermore, as 

Schmidt and Etches argue, even though libraries are not “in the business of selling 

shirts”, libraries still have services that the user will encounter, have an opinion 

about and have an overall experience with.164  

Librarian 8 talked about how one of the effects of using UX methods is the 

positive outcomes in the user-librarian relationship, talking about both students 

and researchers, Librarian 8 suggested that it becomes clearer for the parts that the 

library is trying to improve services, and thus the library should get more appreci-

ation now than before. However, he/she concluded, “I would say that I think that 

we will get appreciation in return, but it’s hard to say since we haven’t looked at 

that before”.  

An ANT-analysis of the Library UX network  

The findings presented in the case study have already given insights into the 

workings of the phenomenon of Library UX in Sweden. This following section 

will focus on analysing Library UX using Actor-Network theory (ANT), and an-

swering the remaining research question:  

 

• What constitutes the network of Library UX and how is it sustained? 

What constitutes the network of Library UX? 

The phenomenon of Library UX is constructed and created by the actors within 

the network through the circulation of intermediaries, which are facilitating the 

creation of the network. The first task of an ANT-analysis, therefore, becomes to 

identify and define the actors within the network, which will be done based on the 

empirical data collected for this study. Secondly, the intermediaries have to be 

discerned to be able to see the action since the circulation of intermediaries is 

what creates the network, in this case, the phenomenon of Library UX. To 
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understand how the actors are operating within the network, the four stages of the 

translation process will be described.165  

At the first stage of the translation process, problematisation, the focus is on 

identifying the actors constructing the network. By looking at how the informants 

first heard about Library UX an image of which actors are crucial for the network 

can be discerned. As have been presented in the case study, advocacy is the main 

reason for why the phenomenon emerged at UUL and SLUB. The informants had 

through advocates heard about the concepts of Library UX as well as learnt UX 

methods. The case study also shows how much importance one person can have 

for the process of spreading Library UX, as seen in the example where four in-

formants all mention one librarian, whom they describe as an important Library 

UX person in Sweden. That advocacy is an integral part of the proliferation of 

Library UX can also be seen in previous research. As in MacDonald, who when 

looking at factors for why libraries have started to emphasise on Library UX sees 

four patterns for the emergence of UX in library environments, among them 

Bottom-up advocacy, where staff members introduce and push for Library UX.166 

Closely tied to the actor advocates is the In-official Library UX network, 

which was mentioned by three informants. This in-official network in Sweden 

does not only facilitate the spreading and learning of the phenomenon via work-

shops, but their position as an important actor can also be seen in how they got 

invited to the Swedish library Association’s March-conference focusing on the 

user and library space.  

The informants’ accounts show how they have mainly heard about the phe-

nomenon from advocates. However, advocacy does not only connect to human 

actors. Two conferences have been previously mentioned in this thesis, UXLibs 

and the Marsch-conference in Umeå. However, for this analysis UXLibs will be 

seen as the actor since this was the conference mentioned by all but one of the 

informants. As have been previously described, one of the informants who had 

attended the conference described it as a three-day crash course, where the confer-

ence participants learnt about the UX framework and specific UX methods.  

Another way the informants have heard about Library UX is through the 

online community of UX, spreading texts and examples of different methods, stud-

ies and experience of implementing UX methods. In the chapter Spreading the 

word, several information channels on Library UX and UX methods was 

presented, which shows how information about the concept is shared within the 

library community. Though it was clear in the case study that the online 

community is not the main source for how the phenomenon emerged at the 

libraries. The lack of importance the written word has as an actor is also evident in 
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how only one handbook, Priestner and Borg’s anthology, was mentioned during 

the interviews.167 Nevertheless, through these inscriptions, the concepts are 

furthered since, as expressed by some of the informants, learning about different 

UX methods is facilitated.  

During the interviews as well as from the experiences I gathered during the 

participatory observations it became clear that the key concepts of Library UX is a 

main actor within the network. The key concepts intertwined with the message of 

Library UX is two-fold, the first part is the new perspective on the user, and the 

second part is the idea of the promise of Library UX. These concepts are 

transmitted via the advocates around the network. As was shown in the case 

study, the new perspective on the user was presented by the informants as a cen-

tral concept tied to Library UX. This can also be seen in MacDonald’s study 

whose participants all shared a user-centred mindset, which indicates that it is a 

central concept to Library UX.  

That the second concept, the idea of the promise of Library UX, is an actor 

becomes clear when reading about Library UX and through the interviews with 

the informants. The promise suggested within the Library UX framework is that 

using UX methods will lead to improved library services. The concept of the 

promise is closely intertwined with the success stories of performing UX studies. 

The promise and the success stories become indispensable for one another since 

without the success stories it will be harder to get libraries to implement UX stud-

ies, in other words, to get library staff believing in the promise. The idea of the 

promise is a key concept that relates to the challenges facing academic libraries 

today and with the question of how libraries will stay relevant. As was shown in 

the background chapter, this message is often delivered with an argumentative 

tone; enlightened librarians are preaching the gospel about the benefits of using 

UX methods at conferences, on Twitter, in blogs and articles. This can also be 

seen in the interviews with some of the informants, who argue that a UX approach 

will enable libraries to adapt to each situation and gather a greater understanding 

of library users to improve, adapt and stay relevant. The importance of spreading 

good examples, tangible benefits, is also raised in MacDonald’s study. He states 

that to provide convincing arguments for other libraries to start to emphasising on 

Library UX there needs to be an effort made into telling “more stories about UX 

successes and their impact, preferably with metrics or other data demonstrating 

tangible benefits on the library”.168 

That the informants were positive towards this new focus on Library UX was 

apparent during the interviews. Even though most of the informants did not see it 

as the solution to all challenges facing academic libraries, they still upheld UX 
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methods as methods which will give positive results. As Librarian 1 put it, “Have 

you analysed all the components and know what our role is, then these methods 

will only enrich and improve our services”.  

The second stage, the interessement stage of the translation process deals with 

how actors are making other actors accept the concepts of Library UX.169 Even 

though this promise of Library UX is presented via different texts, in the case 

study, no single text could be discerned as the primary text of influence. This is 

also seen when presenting the online community as an actor; the informants did 

not uphold written texts as the essential way of how they have heard and learned 

about library UX. Instead, the interessement stage was above all created by the 

advocates introducing the concepts and facilitating learning opportunities.  

In seeing the workings of the key concepts, their intermediary function be-

comes clear, moving along as the beacon of light, connecting, defining and moti-

vating the different actors to continue within the network. Through the process of 

circulating the key concepts within the network, the conceptualisation of the phe-

nomenon is created.170 How to understand this intermediary is how they are 

inscribed into the learning and implementation of UX methods. The network is 

succeeding when the facilitation of the learning and implementation of UX meth-

ods is created to improve Library UX, which is what the intermediaries are facili-

tating.  

In the third stage of enrolment, the focus is to analyse the strategies of the ac-

tors in engaging other actors into the network.171 How actors are succeeding in this 

process, have been shown in how the informants learned about Library UX 

through advocates, and in how five out of eight informants had delivered presen-

tations or running workshops and thus themselves engaging others into becoming 

actors. 

An additional aspect that is essential for the enrolment stage is the organisa-

tional attitudes for succeeding in implementing UX methods. What if not every-

one is convinced? It is an aspect both brought up in previous research as well as 

during the interviews with several informants. What was found in the case study is 

the importance of consensus. The informants raised concerns about misconcep-

tions about the concepts, for example, they mentioned that library staff might say 

that having a user perspective is something already in place within the library 

community. Some of the informants mentioned another misconception about the 

new user perspective, in how it could lead to the attitude that using UX methods 

means to implement changes according to all opinions raised by users. These con-

cerns are challenges at this stage, how to engage other actors, in this case, the li-

brary institution and the library staff. Another actor connected to the library 
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organisation, as seen in the case study, is the strategic documents. One informant 

raised the issue of including UX methodology into the strategic documents of the 

library as a way of forcing sceptical library staff to embrace a UX mindset and the 

use of UX methods.  

An additional way actors are enrolling others into the network is seen in the 

background chapter. Instructional texts and editorial pieces written by advocates 

paints the picture of the importance of Library UX to meeting the challenges, set 

out by the new knowledge society and need for efficiency in the time of budget 

constraints. This argumentation style makes the need of using UX methods seem 

more urgent. This is an example how actors can convince other actors to start to 

use emphasis on Library UX and use UX methods during the enrolment stage of 

the translation process.  

An example of how the processes during the interessement and enrolment 

stages have been functioning within the network can be seen in what Informant 4 

told about participating at UXLibs. After attending the conference, the informant 

described how he/she was inspired by what was learnt during the conference. Up-

on returning to Sweden from the conference, the informant spread the concepts to 

colleagues, who in their turn started to implement UX methods. The process is 

also visible in the statements of Librarian 1, who described hearing about the con-

cepts at a conference and then inviting a librarian, a member of the in-official UX 

network in Sweden to run a workshop for the rest of the library staff. By spread-

ing the concepts, and inscribing these concepts via the learning of Library UX, 

new actors are drawn into the network. 

This section has described the three first stages of the translation process. 

During the first stage, the problematisation stage, the actors constituting the net-

work of Library UX was identified as: advocates, the In-official Library UX net-

work, the online community of UX, the key concepts of Library UX, the library 

institution, the library staff and the strategic documents. Moreover, it has shown 

how advocacy is an integral part of including new actors into the network during 

the interessement and enrolment stages of the translation process. The intermedi-

ary used to draw new actors into the network is the new perspective on the user 

and the idea of the promise of Library UX, in other words through the key con-

cepts of Library UX. The concepts are inscribed into the learning of Library UX 

and in the furthering of the implementation of its methods.  

How is the network sustained?  

In the last translation stage of mobilisation, the actors are creating consensus with-

in the network and thus sustaining the network.172 It ties closely to the issue of the 

stability of the network and its possible state of irreversibility.  
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The analysis in the previous section has shown what sustains the network; 

how the key concepts of Library UX circulate between the actors, which leads to 

the inscription of the learning and implementation of UX methods. This, in turn, 

creates new success stories and again the spreading of the key concepts. The fac-

tors stabilising and reproducing the network are in other words the facilitation of 

the learning and implementation of UX methods.  

Threats to the stability of the network 

The factors threatening the stability of the network are the failing of the transla-

tions. In the case study, it becomes evident that the library institution has an im-

portant role. If there is not a consensus within the library institution time con-

straints can become a potential risk, when not enough staff-time is allocated to 

researching Library UX. That this is a factor can be seen both in the case study as 

well as in MacDonald’s and Kavanagh Webb’s studies.173 Another aspect connect-

ed to organisational attitudes is the issue of enrolling staff. However, neither of 

the informants reported any real problems with enrolling staff; it was a hypothet-

ical risk of what may become a challenge. Still, a potential risk threatening the 

enrolment state is a lack of success stories. Several of the informants raised the 

importance of having good examples from successful UX implementations, as 

well as having bearers (in other words advocates) of the concept to create consen-

sus among the library staff. 

The importance of advocates has been clearly defined, but what happens if the 

advocates cease to be trustworthy, and the interessement and enrolment transla-

tion stages fail? This connects to the concept of the idea of the promise of Library 

UX. What if the gospel is challenged and the inscription fails? The lack of learn-

ing and belief in the concept would lead to a halt in implementations of UX stud-

ies and thus no new success stories. The creation of new examples, upholding the 

promise is an essential part of the enrolment stage as well as for the network to 

succeed in the translation process. That the use of UX methods needs to lead to 

something was raised in the case study. Macdonald mentions how “the vast ma-

jority of participants provided no empirical measure showing the impact of their 

library’s focus on UX”.174 This may become a critical issue. If the success stories 

do not provide sufficient data, there is a risk that they will not be accepted as suc-

cess stories. Will the lack of sufficient data affect the validity of using UX meth-

ods?  

Another factor that could threaten the stability of the network is the other part 

of the key concept, the concept of the new user perspective. That it is a ‘new’ per-

spective of the user could be questioned, since, as have been presented by the in-
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formants, a user-centred perspective has been emphasised in the library sector 

long before Library UX emerged.  

The ANT-concept of irreversibility looks at the extent to which translations 

have become stable.175 The adding of the methods into the mission statement, as 

have been done at one of the researched libraries in this study, suggests that it has 

a higher degree of stability. It will, for as long as the mission statement is valid, to 

a greater extent ensure the continuance of the use of this concept. Hiring a UX 

librarian, which was also done at this library, also indicates a strongly aligned 

network.  

MacDonald analyses the success of Library UX within the participating li-

braries by categorising them into the different stages of the UX-maturity model, a 

scale from 0-5, discerning to which extent UX has been incorporated within the 

organisation.176 To arrive at level 5, there needs to be an acceptance within the 

whole organisation, which demands there to be appropriate time and validity giv-

en to the emphasise on Library UX. Another way of looking at this, have been to 

analyse the Actor-Network of Library UX in this thesis. What has been illustrated 

through the ANT-analysis is the importance of the translation processes of 

interresement and enrolment succeeding, of the key concepts to be accepted and 

advocates being able to proliferate the learning of Library UX. In MacDonald’s 

study, teaching others about UX is perceived by the participating UX Librarians 

as one of the challenges,  

[…] the challenge was framed in the terms of ‘bringing [colleagues] up to speed’ who ‘don’t 
necessarily have the same skills set’ or the knowledge required to undertake a UX-project. 
This can cause some projects to be a ‘little half-assed’ in their implementation and not partic-
ularly effective.   

Just as what the ANT-analysis indicates is that to create a UX maturity, there is a 

need to take into account the importance of facilitating learning. This is one of the 

conclusions MacDonald comes to while referring to Gray, Toombs and Gross’s 

study, “dual strategy of both evangelizing and teaching UX practices had the most 

success in building a design culture”.177 However, in this study, it becomes clear 

that this importance of sharing and teaching others is already in place at both UUL 

and SLUB, although they are still on an early stage of working with evaluating 

and improving their Library UX. The question of the networks irreversibility as 

seen at UUL and SLUB is problematic due to one major reason; none of the li-

braries has come far in their implementation making it difficult to generalise about 

the future of the phenomenon. Moreover, many of the informants’ worries, about 

the challenges with using UX methods, are based on speculations. Thus, an im-
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portant note regarding the discussion on the degree of irreversibility of the Library 

UX network is that the threats against the network presented in this section does 

not have support in the way of examples given by the informants. The threats de-

scribed are based on the hypothetical concerns raised by the informants. Neverthe-

less, this ANT-analysis has illuminated what constitutes and sustains the network 

– advocacy has an essential role to play in the proliferation of the learning and 

implementation of UX methods and creation of new success stories.   
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Conclusions  

The purpose of this study was to shed light on the emerging phenomenon of Li-

brary UX. Even though an increased number of academic libraries have started to 

focus on their users’ experience, Library UX has not been of much focus for the 

LIS research field. Therefore, it became clear early in the thesis process that an 

extensive background chapter would be necessary. The background chapter dealt 

with giving context to the emerging phenomenon of Library UX.  

As presented in the background, UX is a term broadly used in a variety of 

fields. In this thesis, the phenomenon is defined as Library UX, referring to the 

user’s experience of a library and its services. It should be viewed as a framework 

centred on the user. The variety of methods connected to the concept are 

described as UX methods, which are all used to improve and evaluate the user’s 

experience.  

Most of the relevant literature found was case studies concentrated on how 

different methods can be applied to evaluate and improve Library UX. One two-

part study was found which closely ties to the aim of this thesis; informatics re-

searcher Craig MacDonald’s two-part study on UX Librarianship in the United 

States, which have been used in this study as a point of comparison.    

The empirical data collected during the interviews and the observations has 

been presented in the case study. The case study was divided into four themes that 

emerged while coding the data: The UX methods, What are the challenges?, 

Learning about Library UX and The user and the librarian.   

The first section of the case study connects to the first research question of, 

How are UX methods used at UUL and SLUB? Some general features can be 

concluded about the informants’ perceptions and experiences with using UX 

methods. The methods are seen as a methodological improvement compared to 

the previous emphasis on using quantitative methods as questionnaires for evalu-

ating library services. This view has been presented as a dissonance between what 

is perceived as UX methods in an American context, where questionnaires are 

presented as a type of UX method. In addition, the findings also show how the 

informants main focus is on the outcome, on improving library services and not 

on strictly following UX methodology. This can be seen in how identical methods 

are named differently by different informants and in how some informants ex-

pressed how the focus should be on the methods leading to direct and quick re-
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sults in improving library services, and not on following the methods strictly. The 

informants perceived UX methods as effective ways of gathering an increased 

understanding of the user, as well as improving library services. The methods, the 

informants argue, give quick results, making it possible to improve library ser-

vices.  

In addition, this study shows that the emphasis on the user proposed within 

the Library UX framework is something that some of the informants feel that they 

have done before without calling it “UX”. However, the informants argue, concre-

tising and labelling it with “UX” will create better results and a greater consensus 

for using UX methods.   

The next research question looked at the challenges with using UX methods. 

The challenges can be divided into two categories, general challenges and chal-

lenges connected to the organisational attitude towards using UX methods. Possi-

ble general challenges raised by the informants are managing the collected user 

data, challenges with finding participants for UX studies and the demands put on 

the individual librarian using UX methods. Challenges connected to the 

organisational attitude are seen by the informants as being concentrated to con-

sensus. Some of the informants meant that to be successful using UX methods in a 

library organisation there needs to be a consensus within the organisation, which 

connects to the importance of advocacy. The informants could mostly speculate 

about this topic since they were still in the early stages of implementing UX 

methods. That the informants did not have more experience with using UX meth-

ods is one weakness with this study. It makes is difficult to generalise about the 

challenges with using UX methods. However, the findings still give some insights 

into what is perceived by the informants as risks starting out with using these 

methods. Furthermore, this can also explain how some of the challenges presented 

by MacDonald’s participants were not raised by the informants in this study.  

One issue that did not surface during the interviews was negative opinions on 

Library UX. All the informants agreed that using UX methods would lead to posi-

tive results. This is also true for what has been presented in the background chap-

ter and previous research section. There seemed to be a general consensus for the 

use of these methods among the informants, supporting the view expressed in 

several articles previously mentioned. This could arguably be explained with the 

selection of informants in this as well as in MacDonald’s study. The informants 

interviewed all had a connection to Library UX, and it is perhaps not surprising 

that the informants were positive about the phenomenon since they had a connec-

tion to it. This links to the limitations of this study’s scope, including a quantita-

tive methodology in this study may have given greater insights to general attitudes 

towards Library UX at UUL and SLUB.  

The next research question presented in the case study focuses on the emer-

gence of Library UX and how the learning of UX methods is facilitated at UUL 
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and SLUB. The findings show the importance of advocacy; the majority of the 

informants recounted how their first contact with Library UX was facilitated 

through advocates.  

The last section of the case study deals with the question regarding how Li-

brary UX is affecting the user-librarian relationship. One of the main findings in 

this section is surrounding the concept of the new perspective of the user, a per-

spective that all informants agreed upon. Some of the informants argued that even 

though librarians always have been user-centred, the new user perspective is push-

ing libraries into becoming more user-centred. This section also illustrated the 

transitional nature of power, through the user of the Foucauldian framework on 

the mobility of power. Furthermore, there is not one user discourse but several 

operating at the same time, as shown by Hedemark, Hedin and Sundin.178 Even 

though the new perspective on the user may give more power to the user, in the 

position of being the expert of user behaviours and needs, it still does not take 

away from the lack of power the user has in not fully knowing the information 

system set up by libraries.  

 How may the use of UX methods affect the relationship? What some of the 

informants commented on was the belief that these methods will create a greater 

understanding of the user’s needs. The results also suggest that employing UX 

methods opens a dialogue between the users and the librarians and gives users a 

greater sense of co-ownership of the library. Another aspect brought up in the case 

study on the subject of the user-librarian relationship is the question of the corpo-

rate origins of UX. If the user gets the role of a customer, how will this affect this 

relationship? On this question, the asked informants were unanimous; the corpo-

rate origins of Library UX is not a problem, nor does the focus on the user’s expe-

riences and needs mean that the libraries will start to adapt to all user needs. The 

librarians’ experiences and competences, the informants argued, will still be taken 

into consideration upon deciding on changes within the library’s services.  

In the ANT-analysis the last research questions of what constitutes the net-

work of Library UX and it is sustained were answered. The analysis shows what 

actors constitute the network, and what factors may threaten its stability. The 

analysis shows the central role of the key concepts and the advocates for the fa-

cilitation of the learning of Library UX. What this analysis gives us is a depiction 

of how Library UX has emerged within UUL and SLUB. This is, as described by 

Law, the focus for ANT-analysis, to understand how the intermediaries (relations 

according to Law) are assembled.179  

With the presentation of the key concepts of Library UX, this study has shown 

that there is a connection between the challenges facing academic libraries and the 
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use of UX methods. Connected to the idea of the promise of Library UX is the 

success stories. The success stories are both important for the stability of the net-

work, and for the reasoning behind implementing UX methods as presented in 

texts on Library UX by advocates as well as by some of the informants.   

On the question, if something can be said about the future of Library UX. The 

ANT-analysis via the tool of irreversibility has shown that the primary threats to 

the network are the failing of enrolling library institutions and its staff. One caveat 

raised in connection to this is the difficulty to make generalisations due to the ear-

ly stages of implementing UX methods at both UUL and SLUB.  

Future potential research areas connecting to this study are numerous. Regard-

ing the ALM field, it would be interesting to see if this phenomenon has emerged 

within museum and archive institutions. This also extends to public libraries, 

since this study’s sole focus has been on academic libraries it would, therefore, be 

interesting to extend the scope and research if this trend has spread to public li-

braries as well. Another area not covered in this thesis is the question of the im-

pacts the emergence of Library UX is having on librarianship, professional identi-

ty and LIS-education. This subject was raised in all interviews and would be an 

interesting area to investigate. Tying into this topic is the question of user dis-

course in relation to the new emphasis on Library UX and the new user perspec-

tive. Tuominen’s research on discursive practices in user-centred texts showed 

that these texts do not always ‘serve the needs of the user’.180 This has not been 

done on Library UX texts, which would be an interesting topic to research. Can 

the informants’ notions of the new user perspective change the user-centred dis-

course? Due to limitations set out in this study the user’s perspective is missing. 

Therefore, it would be interesting if future research added the user’s perspective 

on this phenomenon in connection to the user-librarian relationship.  

In the quest of mapping the phenomenon via the ANT-analysis, other pro-

cesses could be discerned. Not only is the ANT-analysis illustrating how the phe-

nomenon has emerged, but it can also be understood as an interesting insight into 

how trends within the library world, as seen from a Swedish perspective, are 

spread through the network of libraries connected via advocacy.  
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Summary 

In this thesis, I have investigated the emerging phenomenon of Library UX, as 

seen primarily from the perspective of two academic libraries in Sweden. This 

topic has not previously been a focus for the LIS research field, and my hope has 

been to shed some light on this unexplored subject.  

The research questions posed in this thesis focuses on four areas: what im-

pacts the implementations of UX methods has on an academic library, how UX 

methods are learnt, if these methods will affect the user-librarian relationship and 

if something could be said about the future of Library UX.  

I have performed a qualitative study, conducting interviews with eight librari-

ans, one direct observation and participatory observations for five months. This 

has made up the empirical material for this thesis, material that has been analysed 

and interpreted via the theoretical framework of social constructivism, which 

should be understood as the overarching concept that enfolds both the chosen the-

ories as well as the methodology used in this thesis. The main theory used is Ac-

tor-Network Theory (ANT), which together with the use of the Foucauldian per-

spective on knowledge/power, was employed to analyse the collected empirical 

data to be able to further understand the phenomenon.  

In the background chapter I presented the two academic libraries used as 

research objects, the context for which the phenomenon has emerged, a definition 

of the concept of Library UX is given. Furthermore a description of the outlets 

that spread the concept throughout the library world is presented and lastly an 

overview of previous research is given. The findings and analysis section is 

divided into two parts. Firstly, the empirical data is presented in the case study. 

Secondly, the ANT-analysis of the UX Library network is presented, which is 

based on the data collected for the case study.  

This study’s findings show that the informants perceive the UX methods as 

leading to improved library services. It also depicts that there is a clear consensus 

among the informants on how the new perspective of the user will shift the user 

centred focus even further towards the user. The ANT-analysis of the Library UX 

network has shown how the phenomenon has primarily emerged through advoca-

cy, which this study highlights. Advocates have the central role in spreading the 

word of Library UX as well as facilitating the learning of the key concepts as well 
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as UX methods. It further shows the importance of continuing to create success 

stories to further the implementation of UX methods.  

This study has tried to shed light on how the phenomenon of Library UX has 

emerged within two academic libraries in Sweden. With it, a further understand-

ing is also given on how trends are proliferated within the library community, 

through advocacy and the library community spreading the word.  
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