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Town Hall
Target Audience: All in the Community

A

A1b Design your Customer Experience

Purpose:

Description:
For the interactive piece of the workshop, attendees will divide into 
groups of and design a future library experience around a persona of 
a member of the community based on who we have heard use or will 
use the library. Individuals will self-select based on persona interest 
them and design an ideal customer experience for this persona. After 
understanding who their community member is and what their needs 
and aspirations are, the participants will choose which activities the 
customer will engage in, which spaces they will activate, and how they 
will feel upon leaving the library.

•	 To get the community excited about the possibilities of what this new 
library will be for their community.

•	 To garner feedback about what the community will want the library 
to do, be, and contain not only for  themselves, but also their families  
and neighbors.

Example Materials:

This Results in:
•	 Discovery of ideal activities that community members will enjoy and 

value at the new library.

•	 Community members begin to identify the spaces and places that will 
make their new library a place where they and their community will 
want to spend their time, and that will be useful to the community. 

•	 When participants describe the feeling outcomes desired, it helps to 
clarify the experience principles that will be carried out in the design 
of the new library.

•	 Participants are excited and energized by contributing their thoughts, 
opinions, and facilitation of experiences they would like to see in the 
new library.

Mateo and Marta have lived in the area for some time 
and have two children, Spencer and Lucia, that go to 
school near the library. After dropping off Spencer off 
at school, Marta takes Lucia, the rowdy toddler with 
energy and an appetite to the library. Although Marta 
has lived here for a few years, she still is not confident in 
her English and feels that it needs more practice. Marta 
takes Lucia to the library every morning to engage with 
other girls and boys her age while she sits and observes. 
On Tuesdays she enjoys participating in Storytime. They 
used to go home afterwards for lunch, but now the 
library has a nice outdoor area for them to bring and eat 
their lunch there! While they eat, Marta interacts with 
some other mothers who stick around after Storytime. In 
fact, she meets a mom who also has difficulty speaking 
English. She tells her about the ESL classes offered 
at the library and the two chat for the afternoon and 
organize a play-date for the kids next week!

IN BRIEF 
Mateo and Marta are young parents 
to two children and they are both 
immigrants. Their older son often 
corrects their English since he has 
lived here his whole life. Mateo 
works full time and Marta is a stay-
at-home mom. 
STRENGTH 
Loving, friendly, intelligent, and 
disciplined. 
MOTIVATION 
Mateo and Marta want to provide 
the best for their children and want 
to be successful in their careers, 
social lives, and future here! 
LIBRARY CONNECTIONS 
Mateo came to the library to check 
out a book to learn to fix something 
at home and recommended Marta 
visit and check it out. Now, Marta 
has made it a part of their family’s 
routine to come to the library every 
day.

Mateo & Marta

The Young Family

Gregor loves cars and motorcycles and also reading! 
He reads social media, newspapers, books, you name 
it! Given his interest for cars and motorcycles, he 
also has a talent and interest in fixing things. Gregor 
enjoys going to the library to read. He used to take 
his kids to Storytime, but they are getting older and 
go to elementary school now and he realized he 
needs new things to fill his day. He enjoys helping 
with Eco Studio and involvement with the existing 
library programs such as Maker’s Space. Because the 
librarians overheard that he loves to fix things, they 
asked him if he would volunteer for the “garage” club 
where out-of-work adults can come to the library for 
new skills training. After leading his first program, 
Gregor felt appreciated and affirmed and now has a 
new sense of pride that he had been missing after 
giving up his career to be a stay-at-home dad!

Gregor

The Active Stay-at-Home Dad

IN BRIEF 
Gregor is a stay-at-home dad while 
his wife travels all over the world as 
a library design consultant.
STRENGTH 
Gregor loves to read. Everything! 
He is also a motorcycle and car 
enthusiast and loves to fix things.
MOTIVATION 
Gregor enjoys going to the library to 
read. The light is nice. Also, he likes 
social connection with other parents 
and caregivers
LIBRARY CONNECTIONS 
Gregor checks out books, books, 
and more books for him and the 
kids. He also checks out e-books. 
The family reads a lot and Gregor 
hates buying books!

Personas that represent the community that 
participants will use to base their ideal library design.

Participants use magnets to describe the activities, 
programs, spaces, and feeling outcomes of their 
persona’s library experience.

Results of one group’s design for their customer 
persona “The Young Family”

Results are analyzed and themes and patterns emerge.

The Young Family 

• Learn how to fix something
• Storytime 
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• Library was addressing unexpected needs, especially as an immigrant family 
• Found community 
• Our needs were anticipated 
• Made to feel welcome 
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  I left feeling:

I was surprised that at the new Library I could also...
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Mateo & Marta
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I participated in these activities: 

PATTERNS: TOWN HALL
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I was surprised that at the new Library I could also… 

PATTERNS: TOWN HALL
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These are the places that will make my experience meaningful

PATTERNS: TOWN HALL

When I left I was able to learn/to do…

SHARE/COMMUNITY CONNECTION
• Make a work connection
• More engaged parenting due to respite
• Enjoy baby-free time
• Meet neighbors
• Relax
• Share his knowledge with his kids
• Bonding opportunities
• Link up with potential colleagues
• Promote and market himself
• Go to market
• “Connect the dots”
• Found community
• Felt welcome
• Make friends and meet new families
• Parenting skills
• Found a group for resources

PATTERNS: TOWN HALL

LEARN
• Better plan next school steps
• Find resources for education
• Get homework help
• Learn about new technologies related to his 

robotics interest
• Learning to teach
• Read
• Schoolwork
• Mentoring
• Improve English
• Become more confident
• Manage time

CREATE
• Bring clothing designs to life
• Make jewelry
• Learn how to write a business plan


