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The Library Service Design Heuristics
1. Clarity of Purpose and Function
Meeting Current Needs and Expectations
Consistency of Service Delivery
Consistency of Communication
Context Appropriate
Acceptable Interaction Costs (or Ease of Use)
Empower User Autonomy
Reasonable Duration and Tempo
. Welcoming
10. Accessible
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Clarity of Purpose and Function. The purpose and function of the service is clear and
obvious. The service addresses evidenced needs within the context of a specific library’s
unique ecology.

Questions

Why is this service necessary? How is this service related to the library’s mission?
What is the evidenced need of the service?

Who is the service for?

Do users understand the purpose of the service?

How does it function within the current library ecology?

Meeting Current Needs and Expectations. Users' expectations are based on previous
experiences with what they consider to be similar services. The service stands up to
comparisons against similar services. As environmental inputs have changed (e.g., curriculum
changes in a school program might require new collections or increased computer usage
might require a more robust network or additional access to electricity), the service has
adapted to those changing needs. The service provides the resources or technologies users
need right now.
Questions
e Does the service meet current user needs and expectations? If not, how have needs
changed? What additional resources are required as a result?
Is it audience-appropriate? Or has the audience evolved faster than the service?
What are some examples of similar services the user might encounter in the wild?
How might those external services influence a user’s expectation of this library
service?
e What needs are being addressed by the service in its current form?

Consistency of Service Delivery. The delivery of the service is consistent across channels.
Service providers are aware of how services are delivered and are consistent in their delivery
regardless of medium used (e.g., print, electronic, verbal, distance, face-to-face). Service
providers are professional and trained to perform the service to library standards.
Questions
e s this service delivered across more than one channel?
e s the service delivery consistent across channels (or libraries)?
e Have service providers been trained in the same manner? Are they knowledgeable
about how services work?
Do service providers share the same information with all users as needed?
Are service providers aware of other services near them? Do nearby services confuse
or clarify the service delivery model?
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Consistency of Communication. Communication across channels is clear and consistent.
Language used is clear and modern and requires no additional explanation.
Questions

Is similar language similar in the physical sighage and on the website?

e Issignage clear and appropriately positioned?
e Islanguage up to date?
e Are verbal naming conventions the same as those used on printed maps or other

official publications?
Are policies enforced as described in a handbook or on the website?
Is branding consistent across channels (or libraries)?

Context Appropriate. Services are highly contextual and should be designed to fit a specific
location or ecology. The service fits within the context in which it is provided and is
appropriate based on user expectations, needs, and service delivery methods.
Questions

o s the service delivered at the point of need?

e Does the service fit where it is currently delivered?

e s the service context-appropriate?

Acceptable Interaction Costs (or Ease of Use). Interaction costs are the mental and/or
physical efforts that a user must expend to use a service. The service makes sense to the user.
Instructions, when necessary, are clear and concise and add value to the experience and do
not assess additional costs on the user. When the time and energy to learn how to perform or
complete a task outweighs the benefits gained from the task, the interaction costs are too
high.
Questions
e Is it clear to the user how to use the service?
e Does the service require instructions? If yes, can they be elegantly integrated or
explained in a way that minimizes confusion?
Does the service constantly require library staft to explain how to perform the task?
How long does it take to learn how to perform the task?
Is the user required to have additional resources to perform a task? (e.g.,
identification, pen or pencil, paper)
Is the technology or process easy to adopt?
Is the service easily understood by a beginner?



7. Empower User Autonomy. Not all users want to be helped. The service accommodates

users who prefer to explore and learn on their own and allows them to undo what they have

done in the event of a mistake.

Questions
e Does the service allow users to self-serve?
e Does the service allow users to self-serve without feeling she is being watched?
e Does the service allow for users to undo what they have done in the event of a
mistake?
e Does the process of undoing feel neither shameful nor embarrassing?

8. Reasonable Duration and Tempo. The amount of time required to perform a task is

reasonable for both users and service providers, given all factors involved. The amount of

time to perform a task does not outweigh the benefit of completing it. Users have a sense of

how they are progressing by receiving adequate feedback on where they are in the sequence

of performing a task and how much more time is required to complete it. Reasonable

duration and tempo applies to both users and service providers.

Questions

How long does it take a user to perform a task? Is this a reasonable amount of time
for that user?

Is this service delivered in the fewest possible steps?

Are there appropriate feedback mechanisms to inform users where they are in their
journey?

How long does the service take to perform?

How much time is required for a user to navigate an interface?

Are there policies in place limiting the amount of time a user may use the service?
If 2 user must wait to use the service, is that duration reasonable and clear?



9. Welcoming. Libraries are public, yet personal. They are often referred to as “third places”
(i.e., not home, not work, but a special “other” place) because of the role they play in the lives
of our users. The library and the service are not only pleasant to experience, but also desirable
to use. The service is welcoming to all user populations.

Questions
o [s the space or service inviting? Would your users find it inviting?

Is it comfortable? Is it clean?

Can users navigate the space, website, or interface with little or no difficulty?

Does it accommodate diverse user behaviors?

Is it a place where users would want to read, research, do homework, or browse the
collection?

10. Accessible. The Library and its services should accommodate, as best possible, the range of
behaviors of all users. Users requiring additional assistance are not made to feel different
when accessing the library’s services. Services are available and understandable for users
requiring additional assistance.

Questions

e Does the space fit the users, or must the users fit the space?

e Are the space and services accessible?

e When aservice is not fully accessible, are reasonable accommodations made? Is it
clear how to request accommodations?
Are instructions clear and positioned at the right height for all users?
When additional help is needed, is access to help readily available?
Are services clear to all users? Do all channels demonstrate services for all users? Are
available services publicized?



Review:

Clarity of Purpose and Function

Meeting Current Needs and
Expectations

Consistency of Service Delivery

Consistency of Communication

Context Appropriate

Acceptable Interaction Costs
(or Ease of Use)

Empower User Autonomy

Reasonable Duration and Tempo

Welcoming

Accessible

Overall Score




