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NATIONAL EXPERIENCE
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TODAY’S AGENDA
HOW TO CREATE THE FEEDBACK LOOP (EVERYONE): SESSION 2, FEB. 2021 (90 MINUTES)

MSS: Introduction

Harmonic Design: A review of our process

3 Case Studies: Share-Out!

Q&A

What You Can Do To Take Action!

“If not us, who? If not now, when?”
-John F. Kennedy



OVERALL SCHEDULE
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.





















COOL THINGS LIBRARIES ARE DOING DURING COVID

• Lego Contest 2021
• Animal Crossing with KPL Staff
• Teen Pet Parade 
• Santa Express at the Library
• Virtual Art Show
• Teen Internet Scavenger Hunt
• Virtual Teen Coding Club
• Online Kid Craft
• Once Upon a Dream Bedtime 

Story Time
• Virtual Weaving Workshop
• Puppet Truck
• And More!



LET’S CELEBRATE WHAT YOU ALL ARE DOING!

"One kind word can warm three winter months.” 
– Japanese proverb

“Kindness”

Anythink initiated the One kind word project from 
Feb. 8 to 26, 2021, to share creativity and 
compassion with the community. 

When people decorated the card with kind words 
and returned it to the local Anythink, the cards 
were distributed throughout community members 
in need. 



LET’S CELEBRATE WHAT YOU ALL ARE DOING!

Mobile Self-Checkout

Richland Library launched a Mobile Self-
Checkout system. Now it's available at all 
Richland Library locations.

1. Scan QR code
2. Log in 
3. Check out with your phone



LET’S CELEBRATE WHAT YOU ALL ARE DOING!

Outdoor Computers

Denver Public Library and Portland 
Public Library offer outdoor computers 
to the patrons. 



SERVICE DESIGN 101

OUR COMMUNITY!

Envision Future 
Experiences

Identifying 
Opportunities

Define Experience Attributes

Problem Framing
Knowing your customer

How might we better serve

Experience principles

Concept Ideation



NEXT STEPS



SERVICE DESIGN IN 7 EASY STEPS!

1. First, identify a Customer/Patron group 
(Example: Families, Students without WiFi, 
Moms, Small Business Owners, Seniors)

2. Second, articulate how COVID has 
impacted your ability to reach this target 
audience.

3. Third, identify their needs.
(These can be broad –“life needs” or 
specific “library needs.”)

4. Fourth, identify how their needs are being 
“met”, “unmet” or “under met”

5. Now, create a “How Might We” Statement!
6. Next, create an “Experience Principle”!
7. Finally, ideate, collaborate, and co-create a 

Concept!

Identify a customer/patron group

Articulate how COVID has impacted

Identify their needs

Identify how their needs are being met

Create a “How Might We” Statement

Create an “Experience Principle”

Ideate, collaborate, co create a concept







































THE SERVICE 
DESIGN 
EXPERIENCE

Viktor Sjöberg
Diana Wong
Mylinh Hamilton 
& Margaret Hatanaka





IDENTIFYING 
CHALLENGES 

Community 
engagement -
reaching those we 
currently don’t





IDENTIFYING 
CHALLENGES

Understanding the 
Library ecosystem



CUSTOMER CONTEXT AND FRAMING PROBLEM 
SPACES

Identifying need and Identifying audience





EXPERIENCE 
PRINCIPLES

What outcomes do 
we want to 
inspire?





EXPERIENCE 
PRINCIPLES

Combining the 
"How Might We" 
statements and 
the Experience 
Principles





VISIONING 
THE 
PRINCIPLES

What would the 
experience look 
like?





CONCEPT 
CREATION

Resonating ideas –
“disconnect”, 
“restorative”, 
“dedicated quiet time




VISIONING THE CONCEPT

“Service of Doing Nothing”

Combining the Outcomes and Experience 
Principles





TAKEAWAYS & WHAT’S NEXT?

KNOW YOUR COMMUNITY 
• Facilitator vs. Director
• Listen without an agenda

CREATING MANAGEABLE ACTIONS 
• Number of ideas or issues may seem 

overwhelming

UNEXPECTED RESULTS
• Focus on Library as a quiet space -

potential new program for public and 
staff





https://www.altadenalibrary.org
staff@altadenalibrary.org

https://www.altadenalibrary.org/


GOALS

Our Aims Included Exploring How To:

• Untether service from our physical buildings -
and untether staff creativity.

• Better serve a strategic priority audience
• Strengthen our vision for community 

engagement and partnership across the county 
and within multiple job descriptions.

• Support staff (to confidently begin developing 
community partnerships big and small).

• Narrow our focus so organizational goals can be 
addressed through intentional steps in the 
planning process.

SCREENSHOT OF MIRO BOARD: OCLC SESSION



INSIGHTS

How Might We’s are challenging!

• Ideation afforded extraordinary 
collaboration.

• Timing of activities allowed deeper 
creativity and exploration.

• In serving our priority audience this is 
something we want to do with community, 
so that library services are relevant.

SCREENSHOT OF MIRO BOARD: OCLC SESSION



NEXT STEPS

Next Steps for PCLS:

• Using the design methodology to work 
a steering team through a plan for 
Community Advisory Council 
opportunities.

• Will begin using as a launching activity 
for distinct projects.

• Building together creates the synergies 
for impact!

SCREENSHOT OF MIRO BOARD: OCLC SESSION



We See You

Making Libraries the Place to be



Transforming PGCMLS 

Before Covid Vs. During Covid 

How Did We Serve?

Before

Physical “on-site” programs, Trainings, Computer Assistance, 1 on 1 interaction with customers, Regular Customers

During

Virtual Programming, Curbside Pickup, PGCMLS “Ask a Librarian” Call Center, Community Conversation, Social Media



Questions 

How Do we implement these strategies in best way possible during a global 
pandemic and moving forward in the future? 



Transforming PGCMLS

How Do We Serve Moving Forward? 

Currently and Post Covid 

● Physical and Virtual programs
● Covid Relief 
● Workforce and Professional Development 
● Community/Social Services and Mentorship
● Equity and Helping Customers be heard
● Promote lifelong learning



PGCMLS Keys to Customer Experience 

Meet them Where They Are

● The customers that you assist come from all walks of life
● Different barriers (Socio-Economic,Language,Handicaps,etc.)

Open the Door

● Welcoming, Inclusive, Helpful, Attentive, Aware, and Empathetic
● Create and Promote a space for personal and community growth

Put the Library in Their Hands

● Ask your customers their needs and pursuits
● Be intentional with the information received from your customers

Shout and Not Shhhh

● Expose the libraries value to your community and become more influential
● Be a reflection of your communities experiences and opportunities



Takeaways

Put Yourself in the shoes of the customer!

● What Do you want the library to look like for all entering?
● Take ownership as both the creator and the consumer
● When in doubt ask the customers

The Customer is the source of what you plan to implement. 

Be inclusive and be aware of meeting people where they are. 

Creating the experience is helping someone create the world that they want to 
see!



NEXT STEPS



NEXT STEPS



NOW, LET’S DO THIS!

1. Gather a group of collaborators!

Library Peers Partners Community Mentors

Professional 
Development

Working Group

• Be open
• Be bold
• Defer judgment
• Build on the ideas 

of others (“Yes, 
and…”)

TIPS

Partner
Learning 

Circle

Community 
Co-Creation
Programs



NOW, LET’S DO THIS!

2. Create a shared set of Experience Principles!



NOW, LET’S DO THIS!

3. Establish the time to do this work!
DAILY WEEKLY MONTHLY

With partners With small groups With whole institutions

Commit to creating an 
“Experience Principle”

“Today we will practice
that Curbside Service 
feels like awesome!”



STAY IN TOUCH WITH 
EACH OTHER! 

SHARE YOUR STORIES!



IF YOU QUESTIONS, PLEASE REACH OUT!

MARGARET 
SULLIVAN
Margaret Sullivan Studio
margaret@margaretsullivanllc.com

646.785.9841

LYNA 
VUONG
Margaret Sullivan Studio
lyna@margaretsullivanllc.com

EUNSOO KIM
Margaret Sullivan Studio
eunsoo@margaretsullivanllc.com

PATRICK 
QUATTLEBAUM
Harmonic Design
pq@thisisharmonic.com

410.513.6574

LEAH
BERG
Harmonic Design
leah@thisisharmonic.com

MATIAS REY
Harmonic Design 
matias@thisisharmonic.com

JEANNIE FUNG 
Harmonic Design 
jeannie@thisisharmonic.com
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