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Citibank just got a $500 million lesson in the
importance of Ul design

Citibank was lrying to make $§7.8M in interest payments. It sent $900M instead.
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Medical Usability: 20
How to Kill Patients
Through Bad Design

A field study identified 22 ways that
automated hospital systems can result in the
wrong medication being dispensed to patients.

NN/g

Medical Usability: How to Kill Patients Through Bad Design Visit
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CLEVELAND CLINIC MAIN CAMPUS - 69 Photos & 220 ...
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Map - 9500 Euclid Ave. Cleveland, OH 44195. Fairfax - (216) 444-2200. Call Now - More Info. 295 (b1 3g) pgle (1o 6} (uganiil> luled (pram 3l DI Jona
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SAM THE SCHOLAR

SUSAN THE SWIFT

Faculty

Tenured faculty in History department
Eespected scholar and teacher

“Holdivg o book in your hands,
39:: mage & connection wz'{h

!ue aut”wr. l-('s ja.%f no{ are

SAMWE o A screen.

Regional Campus Faculty

Tenure track, assistant professor
in Anthropology Department

“I'sn 301 i Logan — ' 200 miles
away! Dots Mhis aeally apply to
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TECHNICA& MOTIVATION

extransi & i

RESEARCH EFFORT

Relies on professional network to stay current

Prefers print and avoids electronic format

Doesn’t utilize technology as much as younger
colleagues

GOALS

Wants to find out if the Library subscribes
to a journal

Needs to frequently place ILL requests
Interested in branching into new disciplines

Finds library systems difficult and confusing

Struggles to know the best way to get online and
remotée access

Frustrated when ILL requests are slow

TECHNICAL- MOTIVATION

extrinsi @ olnosic

RESEARCH EFFORT

Busy with multiple classes and fieldwork
Works and teaches virtually

Often starts with Google Scholar or public
journal site

GOALS

Wonts quick, online access to quality resources

Likes to use chat to quickly solve problems

Needs the library to keep up with her fast-paced
and busy life

Confused about accessing main campus collections

Sometimes feels like an outsider, not part of
campus community

Access issues are magnified by distance
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Stages of Journey

Calvin Hickson

® Book found
® Book not found

°l lowe reading. | read at least 3 books a week!”

® Book returned before due date
® Book not returned

@ Book borrowed

Returned

® Book on-shelf

Customer Experiences

1. Find a book via the LMS [F]
2. Find a book from the shelves
3. Read a book [H]

Activity

® | can't find @ book with the
information | know [ ]
® The book | want is not available

[
® The book is damaged

Thinking & Feeling

100
75
n
=
5 50 2
o= 1
25 3
o

4. Bring the book(s) to the counter 7. Read the bock [F]

5. Perform book borrowing process

&=
6. Leave the library 4]

® | can't finish reading before the
due date [7 ]
® | always worry about overdue [F]

® The queue is so long [ F]
@ Why does the alarm ring?? [ ]

Experience

8. Patron return book IF]
9. Librarian put the returned back to
the shelf

® | cannot meet the opening
hours of the library [ F]

Improvements

® Provide more search criteria [£9
® Enrich the collections of
popular books

Improvement ldeas

® Dpen more counters during ® Allows extending due date once

peak hours [ [
® Re-train librarian for higher ® Send overdue notification email

efficiency [ [
® Re-place the old degaussing ® Send overdue notification SMS

system [ [

® Set-up self-serviced collection
cart outside the library [
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