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TEACHING TOOLS (EVERYONE): SESSION 1, NOV. 2020 (90 MINUTES)

MSS: Intro to Strategy 

Harmonic Design: How Service Design Will Save You!

Intro to the 3 Case Studies

Q&A

What You Can Do To Take Action!



PART I

• Introduction to service 

design techniques to 

build organizational 

collaboration, creativity, 

and adaptability

• Work with case study 

groups to create 

meaningful  future library 

experiences.

• Case study group share 

outs

• Envision future library 

experiences

CASE STUDY

GROUP 

SESSION

PART II

November 2020 December 2020

CASE STUDY 

GROUP 

SESSION

January 2021 February 2021

• Work with case study 

groups to create 

meaningful  future library 

experiences.



WHO IS YOUR COMMUNITY?

What kind of 

Community 

Experience do You 

Want to Create?

What kind of 

Library Experience 

do You Want to 

Create?
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“open library” by tadekk is licensed under CC BY 2.0

Used with permission by Street Lab

https://www.flickr.com/photos/tadekk/8190303049/
https://www.flickr.com/people/13906148@N00
https://creativecommons.org/licenses/by/2.0/
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INNOVATION 

PLACEMAKING

COMMUNITY

PLACEMAKING
EDUCATIONAL

PLACEMAKING

ECONOMIC

DEVELOPMENT
COMMUNITY

DEVELOPMENT

SOCIAL

COHESION

COMMUNITY 

INCLUSION



RAPID RELIEF

STABILIZE

STRATEGIC VISIONING

1.

2.

3.
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Investment in Proven and Preventative Programs
• Families & Children

• Teens & Youth Summer Programs

• Health Services

• ESOL

• Work Force

• etc.

Characteristics of Community which demonstrate 

Efficient and Effective Recovery
1. Community Engagement

2. Community Organization

3. Community Advocacy

4. Community Problem Solving

2 Roles the Library can play:
1. To intentionally facilitate conditions, opportunities and 

“pathways”

2. To actively engage, organize, engage and problem solve on 

behalf of the community Photos by Margaret Sullivan Studio



“How We See the Future” – describes the 
outcome of our work in the community. It 
articulates the desired future for our 
community as a result of our efforts. 



“What We Believe” – form the foundation on 
which we work for the community and conduct 
ourselves. The values underpin our work, how 
interact with each other, and which tactics we 
use to fulfill our purpose. They are the practices 
we use every day in everything we do. 



“Living with Intention” – What we believe. Not 
just how we treat out customers, but how we 
treat each other



DIVERSITY 

+

EQUITY

COMMUNITY 

+ 

CULTURAL 

RELEVANCY 

CONNECTION

+

COLLABORATION
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The CUSTOMERS and

their ACTIVITIES

+

The COMMUNITY 

they belong to

+

The PROGRAMS and 

SERVICES they need

+

Our PARTNERS 

=

THE PUBLIC LIBRARY!



I THINK I’LL 

SHARE 

SOMETHING 

TODAY!

I THINK I’LL 

CREATE 

SOMETHING 

TODAY!

I THINK I’LL 

LEARN 

SOMETHING 

TODAY!
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Placemaking is a multi-faceted 

approach to the planning, design and 

management of public spaces.

Placemaking capitalizes on a local 

community's assets, inspiration, and 

potential, with the intention of creating 

public spaces that promote people's 

health, happiness, and well being.

A "place" connotes an emotional 

attachment to the piece of land.
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Used with permission by Outside The Box
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Images by Margaret Sullivan Studio Images used by permission from

Delaware Libraries
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“anthropologie display” by lorigami is licensed under CC BY 

2.0

“anthropologie” by johncabell is licensed under CC BY 2.0

“anthropologie07” by davepinter is licensed under CC BY 2.0
“Anthropologie Walnut Creek” by FASTILY is 

licensed under CC BY 2.0

https://creativecommons.org/licenses/by/2.0/
https://creativecommons.org/licenses/by/2.0/
https://creativecommons.org/licenses/by/2.0/
https://commons.wikimedia.org/wiki/User_talk:Fastily
https://creativecommons.org/licenses/by/2.0/
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Used with permission by Street Lab



Used with permission by Third Ave Business Improvement District





Used with permission by Bronx Community Relief Effort





Used with permission by The New Victory 

Theater
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“I’m home schooled so I 

come to the library to get my 

work done. I don’t have the 

internet at home so the 

library is a great place to 

work.”

“Certain afternoons during 

the week, the library has 

video games that you can 

play. My favorites are the 

sports games like Madden 

and NBA 2K.”

“If I need help with my 

assignments, the librarians 

are here to help.  If I’m off 

task, they know I’m home 

schooled and will tell me to 

get back on task.”

“If I’m not doing school 

work at the library, I’m 

usually either reading a 

book or playing video 

games.”

Used with permission by Richland Library, SC

https://vimeo.com/160304286


Alex is a high school sophomore. His grades range from B’s to D’s and he is 

not sure he is headed for college or not. He likes school but gets bored and 

distracted easily. He likes seeing his friends every day but struggles with all 

of the testing and sitting in the classroom during the lessons. He passes the 

time by drawing his favorite cartoons. His notebook is packed with doodles, 

but he knows there should be more notes! 

One day his friend Ric mentions he is going to take a Graphic Design 

Workshop at the Library, a couple of blocks from their high school campus. 

Jamie and Rich both have sketchbooks and they draw together when they are 

hanging out. Rich told Jamie about all of the cool equipment and software 

they have in the space, and Jamie was excited about Rich taking him…
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ALL ABOUT 
SERVICE DESIGN



What is service design?



What is service design?service



What does “service” 
mean to you?

service



What does “service” 
mean to you?

• “What we provide 
the public” 

• “What we do that 
aren’t programs” 

• "How we interact 
with the public” 

• “Whatever the public 
needs”

service



What does “service” 
mean to you?

the action of helping 
someone or doing 
work for someone

service



Libraries and Service

•Libraries are doing more than ever before, in more ways 
than ever before 

•Community needs continue to expand at a pace greater 
than library budgets and resources 

•The world around us is becoming increasingly complex 
and unpredictable, requiring libraries to adapt continually 

•Our service offerings and model must become 
increasingly dynamic and flexible



Libraries are service platforms.



Libraries are service platforms.

an organizational model that creates value by facilitating exchanges  
among multiple interdependent actors

platform



Library as Service Platform

Customers

Partners

Staff

Government

Volunteers

Library

• Outcome driven: Literacy & Fluency, Education, and 
Lifelong Learning, Diversity & Equity, Connection & 
Belonging, Economic & Workforce Development 

• Deliver direct value through ever-evolving assisted 
and unassisted services to customers 

• Enable indirect value for customers by fostering 
partnerships in and outside of government 

• Help customers navigate the service ecosystem so 
that their needs are met efficiently and effectively



What is service design?



What is service design?design



What does “design” 
mean to you?

design



What does “design” 
mean to you?

design
• “Aesthetics (look 

and feel)” 

• “A process for 
making things, like 
products and 
communications” 

• “What designers do”



What does “design” 
mean to you?

design
Design is the activity of 
specifying how 
something—a product, a 
service, an organization, 
and so on—should work 
in order to create 
desired outcomes.   



Problem-solving approach

D I V E R G E C O N V E R G E D I V E R G E C O N V E R G E



Tells Stories

Clears Barriers
Crunches Numbers

Sees Patterns

Collaborative and multidisciplinary

Photo by Patrick Quattlebaum



Empathy, needs, and inspiration

Photo by Harmonic Design



Make to think

Courtesy of Chris Risdon and Patrick Quattlebaum, Orchestrating Experiences



VA L U A B L E  T O  
B U S I N E S S

F E A S I B L E  &  
S U S TA I N A B L EU S A B L E

U S E F U L

D E S I R A B L E

An integrated approach



Design is an activity everyone should be involved in

Photo by Patrick Quattlebaum



What is service design?



Service Design…
Is the application of 
design methods and 
craft to the definition, 
creation, orchestration, 
and evolution of 
services and service 
ecosystems. 

Photo by Harmonic Design



HUMAN-CENTERED 
DESIGN

SYSTEMS 
THINKING

ORGANIZATIONAL 
CULTURE & CAPABILITIES

SERVICE 
DESIGN

Service Design



Service Design Principles

•Human-Centered: Focus on the needs of people 

•Co-Value: Everyone should benefit from service participation 

•Co-Created: Value is created moment by moment 

•Orchestrated: Connect across channels, time, and space 

•Holistic: Design as one, not in parts



Understand the needs of all people

What does she need to do her job 
and have a great day at work?

What are his emotional and 
functional needs? 

"Today: busy library!!!" by Carol (vanhookc) is licensed with CC BY-NC-SA 2.0. To view a copy of this license, visit https://creativecommons.org/licenses/by-nc-sa/2.0/



"Storytime" by Blue Mountains Library is licensed under CC BY-SA 2.0

Everyone gets value out of this service!

Emotional Social Functional 



"UniSA Library Holds" by Angry Asian Librarian is licensed with CC BY-NC-SA 2.0. To view a copy of this license, visit https://creativecommons.org/licenses/by-nc-sa/2.0/

Connecting the Dots, Frontstage and Backstage



Connecting the Dots, Frontstage and Backstage

Line of Visibility

Placing 
the Hold

Using the 
Materials

Returning 
the 

Materials

Finding the 
Materials

Staging  
the 

Materials

Curating 
the 

Collection

Getting 
Ready for  

Next 
Customer

Tracking 
Materials



Three Hundred Sixty Degree Design

VALUE PROPOSITION 
Why the service exists and how it will fit into 
the lives of customers

LIBRARY MISSION 
Tangible and intangible outcomes that the library  
wants to see help create and measure

Line of Visibility

SERVICE DELIVERY  
Capabilities and the orchestration of people, 
processes, policies, and platforms

SERVICE EXPERIENCE  
What addresses customer needs, how 
customers interact with the service, and its 
lasting impression

Service design creates 
optimal outcomes by 
holistically addressing 
the why, what, and how 
of library services.



Service Experience

The gestalt* of what customers do, think,  
and feel as they interact with a service  
across touchpoints, channels, products,  
space, and time. 

*A fancy but precise word. An experience is more than 
the sum of its parts.



32

Building Blocks of Experience



33

Experience Across Time



34

Creating Moments that Matter



How Might We…

• Create more desirable services? 

• Create more value for people? 

• Meet the needs of all people who participate in a service? 

• Respond to the complex challenges we face today? 

• Harness the collective creativity and ingenuity of our organization?



P R O B L E M  
E X P L O R AT I O N

V I S U A L I Z I N G  
S E R V I C E  

C H A L L E N G E S  A N D  
O P P O R T U N I T I E S  

L E A R N I N G  B Y  
E X P L O R AT I O N

S O C I A L I Z E  
R E D E S I G N E D  

S E R V I C E  

Service Design In Action

Understand the culture 
and organization from 
the perspective of 
customers and involved 
parties 

Identify real needs 
and behaviors of 
service participants 
and frame the right 
problem space to 
meet the objectives 

Identify 
requirements and 
evolution plan for 
delivering 
experiences to key 
service participants

Identify key service 
components and 
create artifacts that 
tells a future service

Explore future 
scenarios and 
prioritize ideas that 
generate meaningful 
value for service 
participants

Communicate elements 
of the new service and 
measure ongoing 
improvements



Discovery & Hypothesis
Collaboratively map the current state and form 
hypotheses on what the future should be. 

METHOD SPOTLIGHT

Photo by Patrick Quattlebaum

P R O B L E M  
E X P L O R AT I O N



Design Research
Observing and interviewing customers and 
employees to better understand their needs and 
behaviors.

METHOD SPOTLIGHT

Photo by Patrick Quattlebaum

P R O B L E M  
E X P L O R AT I O N



Ideation Sessions
Based on insights and identified opportunities, 
generating ideas for how best to align customer, 
staff, and employee needs.

METHOD SPOTLIGHT

Photo by Patrick Quattlebaum

V I S U A L I Z I N G  
S E R V I C E  

C H A L L E N G E S  A N D  
O P P O R T U N I T I E S  



Concept Sessions
Synthesizing ideas into overarching concepts that 
can be prototyped and tested.

METHOD SPOTLIGHT

Photo by Patrick Quattlebaum

V I S U A L I Z I N G  
S E R V I C E  

C H A L L E N G E S  A N D  
O P P O R T U N I T I E S  



Service Prototyping
Quickly making new approaches to providing better 
service experiences.

METHOD SPOTLIGHT

Photo by Patrick Quattlebaum

L E A R N I N G  B Y  
E X P L O R AT I O N



It all starts with people.



HUMAN-CENTERED  
PEOPLE FIRST

Service design asks: “How can we 
best serve the needs of all service 
participants over time?” 

While customers and their needs 
are of great importance, service 
design focuses on all people 
involved in a service. These are 
called service participants.

People

Process

Technology



Here’s Where You Can Start

•Use Directed Storytelling and Customer Journey Mapping 
to learn the stories unfolding in your community 

•Use AEIOU to discover the stories unfolding in your library



• Directed storytelling is a semi-
structured interview in which the 
participant shares past experiences. 

• Rather than a series of prepared 
questions, the facilitator listens and 
probes as the participant tells her story. 

• These stories reveal experiences, 
expectations, underlying values, mental 
models, and needs. 

DIRECTED STORYTELLING

Photo by Patrick Quattlebaum



• Walk participant through a recent library 
journey—such as coming to a program, 
the holds experience, or using the adult 
computer service—in lots of detail, 
capturing each moment. 

• Dive deep when appropriate. 

• Listen for what they are doing, thinking, 
and feeling moment by moment.  

• Also listen for who and what they 
interacted with.

MAPPING THE JOURNEY

Photo by Patrick Quattlebaum



What to Probe On

• What triggered the journey? 

• What were their expectations? 

• What actions did they take? 

• What did they feel at different points in time? 

• What were they thinking at specific 
moments? 

• What did they interact with? 

• What people were involved? 

• What places did actions take place in? 

• How much time elapsed during the journey? 

• What was their lasting impression?



• Focus on one story. Ask about a 
specific recent experience. Don’t ask 
what happens in general. If there is time, 
do another story. 

• Gently direct. If the participant is 
skimming over details, slow them down. 
If they get bogged down in less relevant 
details, politely say, “That’s helpful. What 
happened next?” 

• Capture quotes. This will help what you 
capture have a greater impact with 
others. 

• Recap. Make sure you understand.

MAPPING THE JOURNEY

Photo by Patrick Quattlebaum



DOING

THINKING

FEELING

OTHER ACTORS & TOUCHPOINTS

Photo by Patrick Quattlebaum



AT THE LIBRARYBEFORE LIBRARY AFTER LIBRARY

Emotional Journey

Amplify What’s Working

Address Severe Low Points



Compare and Contrast Different Journeys

Unmet Needs

Pain Points

Photo by Patrick Quattlebaum



• After capturing the story, go back 
through each moment to make sure it is 
accurately captured. 

• Probe on how each moment made 
them feel during this walk through. 

• Capture emotional state, taking note of 
specific language they use. Note it on 
the template.

OBSERVE THE 
SERVICE IN ACTION

Photo by Patrick Quattlebaum



AEIOU: An Observation Framework

The A-E-I-O-U method was 
developed in the early 1990s 
by researchers at Doblin. Using 
a simple framework, 
ethnographic observations are 
recorded into five categories to 
aid analysis of the service 
experience. Researchers detail 
their observations visually, 
typically through sketches, 
photography, and/or video.



AEIOU: An Observation Framework

A - ACTIVITIES 
What do you observe people trying to accomplish in 
the service environment? This includes customer 
activities and employee activities.  

E - ENVIRONMENT 
In what places do customer and employee activities 
take place? Environments can be physical or digital. 

I - INTERACTIONS 
Interactions are the building blocks of activities. Who 
and what do customers interact with as they carry 
out their activities?  

O - OBJECTS 
What things are part of the environment? Objects 
can be staged by the staff (signage, desks, etc.) or 
brought into the environment (phones, bags, etc.)  

U - USERS 
What types of customers do you observe 
participating in the service? How were your greeted? 
How did it feel when you first walked in?



Photo by Patrick Quattlebaum

Environment

User

Interaction

Object
Activity



These methods will help you

•Get closer to the stories unfolding in your community 

•Better analyze the experiences occurring in the library 

•Learn about the experiences happening outside the library 

•Identify opportunities to come up with new ways to create 
better service experiences and outcomes



What you can do now 

• Uncover stories. Invite customers and employees to share a memorable experience with the library (pre-
covid counts!). 

• Think intentionally. Embrace opportunities for services and how you want to make people feel (now or 
pre-covid) by making a list of questions you want to answer. 

• Co-create the future. Who do you want to work with internally and who do you want to partner with to 
explore opportunities? Make a list. 

• Visually communicate. Sketch your ideas to explore your questions.  

• Design service scenarios. Highlight key moments of the service that will meet the needs of your 
customers. Explore the processes needed (frontstage and backstage) to deliver the service. 



Used with permission by Pierce County Library System



Used with permission by  Altadena Library DistrictUsed with permission by Altadena Library District



Used with permission by  Prince George’s 

County Memorial Library System



PIERCE COUNTY
• How might we reach culturally diverse customers, for example immigrant/ESL households?

• How might we partner with local service agencies in order to provide access to library resources?

ALTADENA
• How might we create more outdoor programming in Altadena?

• How might we balance diverse user needs for collaboration and interactive experiences with the user needs 

of those seeking a quiet space?

• How might we be able to offer targeted services (adult literacy tutoring/collaboration spaces/meetings) 

after hours without staffing/opening the full building?

PGCMLS
• How might we address digital equity in Prince George's County?

• How might we measure social impact rather than collect traditional transactional data?



MARGARET 

SULLIVAN
Margaret Sullivan Studio
margaret@margaretsullivanllc.com

646.687.7923

LEAH

BERG
Harmonic Design
leah@thisisharmonic.com

410.513.6574

PATRICK 

QUATTLEBAUM
Harmonic Design
pq@thisisharmonic.com

410.513.6574

LYNA

VUONG
Margaret Sullivan Studio
lyna@margaretsullivanllc.com

646.687.7923
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