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About UCL Library Services 

 
 
  
 
• 350 staff 

 
• 18 sites across London 

 
• 3 million visits per year 

 
• 8.7 million full text article downloads 

 
• 3.8 million e-book section requests 
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Overview 

 
 

• Starting off: where are we now? 
 

• Where are we headed? UCL 2034 and 
the Library Services Strategy 
 

• Are we there yet? Progress update 
 

• The 2-way street of customer service 
 

• The road ahead – 2017-2020 
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Starting off 
 
 
  

88% of respondents agreed that 

‘The Library resources are good enough 

for my needs’  

(2013-14, 14-15 and 15-16) 

94% of respondents satisfied with 

online library (2014-15) 

86% satisfied with physical library 

(2014-15) 
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Where are we headed? 

UCL 2034 
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Main Headline, Helvetica 28pt 

2nd Headline, Helvetica 28pt 

 
 
  

Lorem ipsum dolor sit amet, consectetur adipiscing elit. In in magna quam. 

Suspendisse rutrum velit vitae nibh hendrerit, venenatis sollicitudin mi 

fermentum. Proin gravida porttitor risus nec elementum.  

 

Nullam commodo lacus sem, a posuere purus dapibus ac. Etiam sed 

sagittis leo. Nunc vitae leo nunc. Aliquam tincidunt purus a varius vehicula. 

Donec vel vulputate metus, eu convallis orci.  

 

Mauris tincidunt arcu sit amet sapien gravida ullamcorper id vel tortor. Sed 

porta adipiscing felis, ac rutrum nunc tincidunt a. Vivamus porta, massa ac 

tempor convallis, lectus ipsum interdum orci, id tincidunt ipsum augue vitae 

turpis.  
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Are we there yet? 
Addressing the key challenges 

 

 
 

• Study space 
 

• Availability of core texts 
 

• 24-hour opening 
 

• Extending service hours and range of 
services available 

2,351 

in 2013-14 

3,864 

in 2015-16 

25% 
in 2013-14 

55%  

in 2015-16 
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The 2-way street of customer service 

 
 
  

“Library staff are committed to providing high-quality  

customer service delivered in partnership with you.  

We value and respect our diverse range of users and  

this charter represents our agreement with you.” 

 

 

www.ucl.ac.uk/library/customer-service/charter  
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Let’s talk: UX 

Engaging in new ways 

   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

UCL Science Library 

14 February 2017 
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Listening to Feedback 
 
 
  

“Love u library. Thanks for helping me with my deadlines and tests!” 

  

“Dear Science Library! Thanks for being my retreat from stress” 

  

“Nice carpets, mate” 

  

“This is basically my second home” 

  

“We appreciate the hard work by the staff” 

  

"I don't study Science but I spend 85%  

of my time here" 

  

 

 

 

 

  

 

“Dear Science Library, I will never betray you for the Cruciform” 

 

“UCL Science Library – my escape sanctuary” 

 

“Love the vending machine” 

  

“Love the study pods” 

   

“Yay! I love the new library” 
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Learning through observation 

UCL LIBRARY SERVICES 



The road ahead 

• Extending Customer Service training for all staff, 

including senior managers 

 

• Improving our Enquiry Services 

 

• New learning spaces and joined-up service models 

with other UCL services, e.g. New Student Centre 

and UCL East 

 

• Establishing regular opportunities for all users to feed 

back, to develop a user-centric service (focus groups, 
boards…) 
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• CSE will help to validate good 

practice and help identify areas for 

improvement 

 

• It is essential that students and 

other “users” increasingly become 

active partners in how our service 

develops 

 

• UCL Library Services will continue 

to explore new methods to 

improve services, including UX 

and Customer Journey Mapping 

Conclusion 
 

 

  

UCL LIBRARY SERVICES 



Any questions? 
 

What would you want to say  

to the library to help us meet your needs? 
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