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	Summary of presentation: 

This presentation explored how Library staff at Queen’s University Belfast collected and used data to create a customer experience that was both responsive and genuinely transformative. By bringing together a wide range of data—such as usage figures, feedback from users, attitudes, and behavioural patterns—the Library built a clear and well‑rounded understanding of what customers needed and expected.

The session looked at the Library’s structured approach to gathering this information, including analytics, surveys, observations, and CX/UX techniques. It also showed how these insights were turned into practical actions that led to real improvements across both physical and digital services. By fostering a culture of continuous improvement and evidence‑based practice, the Library made sure that customer voices didn’t just inform decisions—they actively shaped the services offered.



	How Might it Apply to CS in libraries:

· Helps libraries get a clearer picture of what users want by understanding the interactions they have with the service
· Supports decisions that are based on evidence, not guesswork, by using real trends and feedback. 
· Turns insights into targeted improvements across both digital and physical services. 
· Encourages ongoing improvement within the service by keeping user perspectives at the centre of service reviews. 
· Ensures services are shaped around users by actively listening and responding to what they say and do
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