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ABSTRACT 

 

This study attempts to gain an understanding of the responsibilities and place of the designer 

within his/her social, political and environmental context, a topic which is continuously being 

scrutinised. Graphic designers, as practitioners and researchers, have shifted towards principles 

found within Human-Centred Design (HCD) and problem-solving processes, primarily concerned 

with the community’s need and the voice of the community members within the problem and thus 

integrating the user into the design practice and problem-solving process. 

This practice-based research project reflects upon the integration of human-centred graphic 

design processes, analysing the brand and wayfinding design currently incorporated in the 

Sasolburg Public Library (SPL) through the implementation of HCD thinking and problem-solving 

processes, Participatory Action Research (PAR) and the HCD IDEO toolkit. The researcher 

critically and experientially questions and reflects upon HCD thinking: its problem-solving 

strategies, strengths and the ultimate result of its integration into the project, as she aimed to co-

design a functional brand identity and way-finding system that resonates with the identified 

community need as well as the SPL’s current space and place ‘description’, essentially 

attempting to create a public library that is human-centred at heart.  

The integrated co-designed problem-solving processes, guided by the HCD IDEO toolkit, were 

applied within a focus group setting, and comprised out of seven focus group sessions referred 

to as HCD team meetings. The focus group sessions consisted out of six HCD team meeting and 

one member checking contact session, supported by various research phases. The team 

meetings all considered theoretical constructs within multiple HCD research approaches, 

including the HCD analysis model, PAR research cycles and the action research model, 

constantly re-considering existing assumptions and structures within the unique context of a 

public library setting, but specifically the SPL.  Each focus group team meeting, and its 

subsequent research tools, were tailor-made for the SPL context, considering principles of the 

co-design process along with the expertise and perceived knowledge structures of the HCD team 

consisting of the designer (as specialist within practice), the researcher (as specialist academic) 

and the librarians (as specialists within the SPL and the identified problem).  

Arising from this complex construction of tools, and subsequent data collected, various findings 

were made identifying the value and strengths as well as the feasibility of HCD thinking 

processes and their integration within a ‘real life context’. Summarised findings include: the 

implementation of co-design processes, PAR repetitive cycles, and the creation of design 

deliverables answering to identified needs; tensions identified within the co-design process, 
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sparking the beginning of what seems to be a continuous and endless ‘power/authority/expertise 

struggle’ throughout the problem-solving process; an aesthetic adjustment (with specific 

reference to graphic design executions identified within traditional design practices) as a result of 

the co-design process and lastly, a break in HCD co-design thinking, which argues for 

implementing democratic thinking practice and processes within the production and design 

application process. 

Considering the findings on the HCD research process within the context of this research, 

suggestions towards possible design solutions and future potential applications (within a 

theoretical context) are made, allowing the research in its specific, public library context, to 

contribute to HCD theoretical thinking processes and their integration within graphic design 

research and practice.     

 

KEYWORDS 

Human-centred design, branding, wayfinding, participatory action, IDEO toolkit, design, tensions, 

problem-solving processes, public library, aesthetics in design, community needs, co-design. 
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TERMS AND DEFINITIONS 

 

This dissertation makes use of terms derived or located within theory and design practice. 

What follows below is a selection of such terms and their summarised definitions. 

Branding 

A brand is a name, term, sign, symbol design, place, or a combination of these that 

is intended to assist its user in identifying and differentiating the place or product from 

its competitors, creating a guarantee of credibility that will deliver on an expected 

promise (Okonkwo  2007:9). 

Co-design 

Co-design is viewed as a type of participatory action research that draws upon the 

action research model. Co-design promotes collaborative action through the 

implementation of a wide variety of tools and strategies to facilitate mutual 

stakeholder involvement in the attempt of providing possible solutions towards a 

problem (Stewart  2014:247). 

Detection 

This entails determining the presence of an object, target or symbol (Easterby & 

Zwaga 1984:21). 

Discrimination 

This is a process concerned with determining that differences exist; discriminating 

between target objects and non-target objects means determining differences on the 

basis of which identification can be made (Easterby & Zwaga 1984:19). 

HCD 

Human centred design (HCD) emerged from a concern with researching the usability 

of the human-computer interface defined as “user-centred design”. Whilst HCD is still 

associated with usability and user testing (characteristics of user-centred design), 

HCD is distinguishable by its “humanness” and has evolved to become more 

holistically human-focused through integration of participatory design methods 

(Akama 2008:sp). 
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Identification 

Attributing a name or meaning to some object target or signal. Discrimination and 

identification are parallel processes, but in psychological terms, make different 

demands of the presented information. 

PAR: 

Participatory Action Research (PAR) is part of an action research family with closely 

related research methodologies including action research, action science, 

participatory research, community-based participatory research and intervention 

research (Lawson, Caringi, Pyles, Jurkowski & Bozlak 2015:3). PAR is unique; it 

entails collaborative research and action used to gather information and stimulate 

change in either social or environmental issues. PAR is driven by participants, 

offering a democratic model that can produce, own and use knowledge. It is 

collaborative at every stage, involving discussion, pooling unique skills and 

stimulating working together with the intent of some action, change or implementation 

on the issue being researched (Pain, Whitma & Milledge 2010:2). 

Place making 

A collaborative process that facilitates creative, community-based solutions, paying 

particular attention to physical, cultural, and sociological identities that define a place 

and support its on-going evolution (Projects for public spaces 2015:sp). 

Recognition 

Recognition determines whether objects in the display have been seen and 

perceived before. Identification often accompanies recognition. 

 

Space and place 

In defining space and place and the differences between them, seminal author Tuan 

(1977:235) suggests that key differences between the two terms are based on an 

experiential perspective. Space is expressed as the freedom, openness, and the 

ability to move through an architectural structure, also referred to as “experiential 

space” by Couclelis (1992:229). Place can be defined as definite objects (applied 

within the space and architectural structure) that provide a feeling of security and 

stability, to which “felt value” is attached. Feelings of confidence evolve due to the 

development of a familiarity within the space leading the user to feel at home or at 
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ease in a place. It is through concepts of the human experience that unknown spaces 

(mere structures devoid of humanness, as described in HCD) become familiar places 

and that space is experienced relative to the location of objects or of places. Place 

and objects thus define space (Tuan 1977:236). Also, it is through the integration of a 

way-finding system and firm brand identity that the library as a space can be defined, 

creating a user-friendly and inviting place through the “humanness” of HCD. 

 

Wayfinding 

Wayfinding arises from the use of a combination of signage, maps, guides, apps and 

intuitive design and pre-acquired knowledge. Wayfinding refers to the ability of users 

of a particular built environment to navigate through that environment and find 

specific destinations or complete a set task (Hughes 2015:sp). 
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CHAPTER 1 

INTRODUCTION AND CONTEXTUALISATION 

Preamble: a personal encounter with the Sasolburg Public Libraray (SPL) 

Last having been in the SPL (figure 1.1) as a small child, I approached the library recently 

with a singular goal in mind - to retrieve inspirational graphic design material.  

 

 

 

 

 

 

 

 

 

 

Figure 1.11: The SPL in its current state, captured as part of the self-documentation research process 

by the researcher/designer. 

Last having been in the SPL (figure 1.1) as a small child, I approached the library recently 

with a singular goal in mind - to retrieve inspirational graphic design material. I moved 

towards what I consider to be the main entrance (figure 1.2). Entering the library I am 

immediately confronted by the shear size of the space with an open plan feel and towering 

floors connected with what seemed like a network of ramps that wind up and around the 

atrium of the interior structure (figure 1.3).  

 

																																								 																					
1	Noted	here	is	that	all	photography	and/or	designs	depicted	throughout	this	dissertation	were	executed	by	the	
researcher/designer	herself,	unless	otherwise	indicated.	
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Figure 1.2         Figure 1.3 

Figure 1.2: One of two main entrances of the SPL in its current state, captured as part of the self-

documentation research process by the researcher/designer. 

Figure 1.3: The interior view of the SPL from the ground floor of the library following the entrance 

depicted in figure 1.2, captured as part of the self-documentation research process by the 

researcher/designer. 

There was a sense of familiarity within the smells and warmth of the building, but then again, 

it also felt intimidating and unknown. Hoping to find my way I looked towards my left (figure 

1.4) and right (figure 1.5) trying to find some indication as to the library layout, sectional 

division or even just someone that looks like they are familiar with the space - but 

unfortunately there was none. At this stage, given the movement on the level above me, I 

realised that I have not entered the library at its main entrance, but instead I managed to find 

myself on a largely empty ground floor.  

 

 

 

 

 

 

Figure 1.4           Figure 1.5 

Figure 1.4: Left-hand view made visible after using the entrance located on the ground floor of the 

SPL within its current state, captured as part of the self-documentation research process by the 

researcher/designer. 
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Figure 1.5: Right hand view made visible after using the entrance located on the ground floor of the 

SPL within its current state, captured as part of the self-documentation research process by the 

researcher/designer. 

Instinctively, I moved towards the first set of stairs before me (depicted in figure 1.3), briefly 

glancing at the ramp on my left hand side (figure 1.4) wondering if that was not where I was 

supposed to go. Regardless, I moved up the stairs, finding what I now assumed to be the 

main entrance and a large white desk (figure 1.6) which I thought to be a reception desk, 

with library users waiting to be assisted. 

 

 

 

 

 

 

 

 

        

 

 

 

Figure 1.6: Secondary entrance and reception desk visible form the ascending stairs moving from the 

ground level to the fist level within the SPL, captured as part of the self-documentation research 

process by the researcher/designer. 
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Figure 1.7: The only signage visible within the SPL (as indicated with squires) dangling from the 

winding ramp and ceilings within the SPL, captured as part of the self-documentation research 

process by the researcher/designer. 

Behind the desk there are two librarians trying their best to assist the line of library users that 

was growing steadily every few minutes, with many of them sharing in my confusion, evident 

by their facial expressions.  Impatient and frustrated with the slow progress towards the front 

of the desk (thinking I could find my own way towards the desired material), I stepped out of 

line and started moving around the space, trying to see if there were any signs that could 

potentially guide me. I was able to recognise dangling signs implemented above the winding 

ramp scattered throughout the different floors of the building (indicated with red rectangles in 

figure 1.7), and although they appeared small and illegible from this distance, I was 

prompted to move closer. I started ascending the ramp closest to the counter while trying to 

make out the indicated information on the dangling signage when a passing by librarian, 

presumably noticing my confusion, asked if she could assist me. Relieved, I explain what 

kind of material I was searching for, enquiring as to possible directions.  As she gave a 

familiar smile, sighing softly; I could not help but wonder if I was the first library user she had 

met today, with exactly the same question and distraught look on his/her face. With a calm 

and kind demeanour the librarian directed me to what she called the “children’s reference 

section” and told me to look out for a “white cupboard”, instructing me to go up the stairs 

behind it.   
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While I found it odd that one should need to use objects as beacons in this vast space, I 

continue up the ramp.  A few connected ramps later I realised that the cupboard she spoke 

of (as seen in figure 1.8 marked with the red rectangle) is one floor down, and that I had 

essentially passed it. I turned around and went down the ramp once again, eventually 

moving up the stairs and into the children’s reference section.  

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1.8: The “white cupboard” referred to by SPL librarian, serving as a beacon stairs behind it that 

leads to the children’s reference section (as indicated with the red square), captured as part of the 

self-documentation research process by the researcher/designer. 

Having located a book of interest I look around for an empty seat, finding none. Again, a 

librarian noticed me and suggested that I could go to the “study area” pointing sideways 

towards a ramp with a glass door visible behind it. I thanked her for her suggestion, and 

moved down the stairs, past the white cupboard and onto the ramp, walking upwards to the 

suggested glass door only to find it is locked (as seen in figure 1.9).  
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Figure 1.9: Locked glass doors leading to the study section located within the SPL, forcing library 

users to exit the SPL building, only being able to access this study aria from an external entrance. 

Image captured as part of the self-documentation research process by the researcher/designer. 

Exhausted from having walked up and down what seemed like endless ramps, I ended my 

expedition, returning the book to the librarian. Tracing my steps back towards the ground 

floor, I asked a nearby security guard for directions to the restroom. Pointing towards the 

entrance on the ground floor, she instructed me to move towards the right-hand corner. At 

that stage I realised that without even knowing it, I had passed the restrooms on my way into 

the library space. I moved down the ramp and towards the right hand corner as suggested. 

There, walking into what felt like an excluded and dark corner of the library, I found the 

restroom door (seen in figure 1.10 and 1.11).  
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Figure 1.10           Figure 1.11 

Figure 1.10: The dark corner and corridor leading to the only bathroom (available for public use), 

located on the ground floor of the SPL, captured as part of the self-documentation research process 

by the researcher/designer. 

Figure 1.11: The only public bathroom within the SPL located on the ground floor, captured as part of 

the self-documentation research process by the researcher/designer. 

This being my last experience of the SPL, I glance back at the interior space of the library 

before moving outside, all the while reflecting upon my experience of the SPL as space and 

place. This search continued; however this preamble serves to introduce my feelings of 

frustration and lostness in the SPL. 

 

 

 

 

 

 

 

 

 

 

 



	

	 31 
	

1.1 Introduction 

The purpose of the present chapter is to contextualise the research project, and the 

trajectory that the dissertation will take.  To achieve this, the researcher/designer introduces 

concepts pertaining to the transformation of spaces in to places, providing a brief 

introduction to wayfinding and branding within the public library context. This allows for the 

contextualisation of the Sasolburg Public Library (SPL), by providing applicable information 

regarding its unique history, current operational context, and particular problems 

experienced in terms of current integrated branding and wayfinding applied within the library 

space. This is achieved by introducing, identifying and describing applied wayfinding and 

branding within the SPL based on the anecdotal description and self-documentation of the 

SPL by the researcher/designer. In doing so the “experience of finding one’s way” is 

captured in the SPL as a space and a place, identifying possible shortfalls within the current 

library setting. Having presented a subjective lived experience (of the designer/researcher), 

within the context specific SPL, the research problem, the research question, the main aim, 

sub-questions, objectives and central theoretical statement are formulated.  It is then argued 

that the key methodology to be used to pursue solutions to the stated questions will lie in 

Human-Centred Design (HCD), and a brief introduction to this approach and its principles is 

provided.  Following this, the chapter divisions are set out.  

 

1.2 The public library as space and place 

A public library, according to the IFLA Guidelines for Public Libraries (Gill et al. 2001:1-5), is 

seen as a gateway to knowledge, and provides a “basic condition for lifelong learning”, 

“independent decision-making” and “cultural development of an individual or a social group”. 

Considering this, Khait (2001) motivates that public libraries must be places and spaces 

where the human endeavour and imagination are captured. 

‘Place’ (a concept studied in fields such as sociology, anthropology and human and cultural 

geography) has become a useful and necessary concept in the understanding of the 

multifaceted dimensions of libraries and how they are perceived and used by the different 

stakeholders, but most specifically, the library user. ‘Space’ refers to the physical and 

tangible elements, including sections, shelves and dimensions of the library, and is 

influenced by our knowledge and perception of a library’s function and role in society. 

According to Kapitzke and Bruce (2006:3), spaces become places based on two kinds of 
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practices that transform them – mapping and architecture 2 . A physical space is thus 

transformed into a place by the ‘human factor’ of one’s interaction in the space, making the 

lived experience suitable by adding furniture, design applications and connecting with the 

desires of the inhabitants of the space – in this case, to gain knowledge and to converse. 

It is this mapping, combined with the physical architecture of a space, which creates a place 

– also known as “placemaking”. Placemaking3 – a collaborative process – facilitates creative 

community-based solutions, paying particular attention to physical, cultural, and sociological 

identities that define a place and support its on-going evolution (Projects for public spaces, 

2015). A seminal author regarding placemaking, Tuan (1977:6) states that “ample, well-

designed and considered space and place induce feelings such as security and freedom, 

while poorly designed and considered spaces could potentially cause feelings of anxiety, 

stress and confusion”. These identified feelings imply that any space or place is experience-

driven, influenced by a repetitive exposure to a space were factors like sight and sound 

come into play (Tuan 1977:184). In introducing an issue of American Studies on “the 

American Library as an Agency of culture” it is proposed that libraries function as a place in 

three ways: as social enterprises, as part of the physical/public infrastructure, and as sites of 

collective memory. In a counter-argument, Soya (1999:262) argues that space “is lived” and 

describes this space as a “Third space”. The notion of a third space captures the essence of 

the lived experience, arguing that although space can be mapped out and creatively 

imagined, the meaning the space obtains can only be gained through its practical use, 

interaction, and the lived experience. Lived experience here becomes synonymous with 

place, be it the experience of the space, the brand it perceives, or the navigational journey 

through the library, amongst many experiential possibilities.  

Libraries. thus. are increasingly becoming more concerned with the lived experience, and 

perceptions (and theorisations) of the library as a space and a place is shifting towards the 

users of the library in an attempt to become more user/human-centred.  Schmidt (2007:59) 

articulates that users want attractive, modern spaces that cater to their every desire.  

																																								 																					

2	It	 is	 important	 to	 note	 that	 there	 are	 inherent	 differences	 between	 physical	 and	 digital	 or	 virtual	 spaces.	
Kapitzke	and	Bruce	 (2009:4)	 further	note	 that	 the	 virtual	 space	 is	not	 a	 substitute	 for	 the	 “real	 thing”	but	
rather	 a	 distinct	 domain	 or	 experience	 by	 itself,	 thus	 existing	 in	 a	 ‘real’	 domain,	 but	 can	 never	 replace	 a	
physical	space.	The	library	is	a	physical	space	that	can	become	a	socially	or	subjectively	meaningful	place.	

3	The	transformation	process	from	spaces	 into	places	can	be	defined	as	placemaking.	Placemaking,	as	a	thick	
description,	involves	a	highly	interactive	process	that	aims	to	transform	space	(be	it	a	neighbourhood,	city	or	
building),	into	a	place.	Placemaking	speaks	towards	a	collaborative	process,	calling	upon	experts	from	various	
disciplines	and	upon	the	public	that	occupies	the	space	to	collectively	reimagine	and	reinvent	public	spaces,	
turning	 them	 into	places	 that	 better	 reflect	 the	heart	 of	 the	 community	 (while	 still	 being	 as	 effective	 and	
operational	as	possible)	(Anon,	2009).		
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Leckie and Buschman (2007:1) expand on this by stating that libraries serve as a type of 

“social and cultural institution for different social entities”, while Leigh (2015:sp) motivates 

that “contemporary libraries serve as identifiable spaces that adapt to and specifically comply 

with needs and the sociological context of the public library”, an opinion seconded and 

expanded upon by scholars such as Gill (2001:7), Semertzaki (2011:21) and Kumar 

(1987:71), all of whom motivate that a library should continuously evolve (both physically and 

operationally) and adjust around the ever-changing demographical contexts and experiential 

needs of its users. Latimer and Niegaard (2007:9) confirm this gradual transformation of 

libraries, of moving from an information collection dominant perspective, into a user and 

human-centred perspective, constantly adjusting to the needs and possibilities of society and 

technology.  

This need for a user and human-centred experience within libraries is again emphasised by 

McDonald’s (2007:14) description of the top ten qualities of good library space. McDonald 

focuses on concepts such as the library’s ability to be interactive, adaptable, functional, safe 

and secure and in addition also contain what is referred to as the “oomph” or “wow” factor ‒ 

all experience-driven needs constantly adapting to users. It is this interaction between a 

community, within a specific sociological context, and their particular problems, that calls for 

an introduction to those design elements that influence the lived experience of the public 

library and is seen partially responsible for the transformations of spaces into places. 
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1.3 Branding and wayfinding within the public library context 

Expanding on the description of space and place, and the lived experience in interacting with 

both, the application of design becomes relevant with a particular focus on branding and 

wayfinding responsible for the experience of the identification and navigation of a space and 

place.  

1.3.1 Branding 

The approach towards branding has changed considerably from simply “identity creation” 

(such as the creation of logos and the ‘look and feel’ of the brand) to a period of attempting 

to emotionally connect with audiences (Davis 2009:21). Jones (2017:20) emphasises this 

idea of an emotional connection, stating that “branding connects ordinary things and places 

to a larger idea ‒ it changes how people think, feel and act”.  

Knowing a brand entails experiencing that brand.  Such an experience is either good and 

memorable, or bad, and therefore the experience of the library as a brand is never neutral 

(Walters & Jackson 2013: 5).  Walters and Jackson (2013:5) recognise that good brands 

share the following common denominators: they are immediately recognizable; they are 

experience driven (in all aspects of design); and, with recognition (of any element of the 

brand) there is a clear idea of what they offer as well as a clear sense of their ‘image’ or 

identity. This enables the user to relate to the brand on a personal level. Branding has thus 

become a concept in constant development, guided by not only how the organisation looks 

and feels to its public, but also how it lives as a culture (Walters & Jackson 2013:5-6). Davis 

(2009:13-14) seconds this notion of an “evolving” and ever-changing brand, motivating that 

brands need to consider their flexibility and adaptability within a constantly changing society, 

as well as the global market place, constantly responding to ‘shifts’ in social trends to remain 

“in tune” with their audiences. For this reason, audiences now seek a ‘dialogue’ with brands, 

often participating in the co-creation of the product (in the form of tangible designs) or the 

service itself (Davis 2009:13-14) ‒ an attribute found in the HCD co-creational process.  

Considering the above information, literature suggests that libraries today have adjusted to 

offer a place-specific experiential element. As part of this, libraries aim to ‘sell’ an pre-

determined experience that answers to the wants and needs of the public user ‒ all in the 

attempt to turn the library space into a recognisable and memorable place. In creating such a 

“place experience”, specific guidelines are that libraries should: (1) Create an experience; (2) 

honour their unique context, (2) prioritize their message, (3) institute consistency, (4) design 
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applications that stimulate actual change in the physical and experiential environment; and 

lastly (5) should consider the human element (Walters & Jackson 2013:11).  

Johansson (2012:3612) describes the aim of place branding as “the presentation of a 

sanitized, appealing image, inevitably selecting particular elements to be included in official 

messages, while disregarding or erasing other elements”. Anholt (2008 in Johansson 

2012:3612) argues that marketing-based concepts such as brand image, brand equity and 

brand purpose can fruitfully be applied to places. Place branding is also defined as a 

competitive, globalised world where places are primarily constituted as settings for “symbolic 

consumption” whereby they become sites “of use, symbolism and experience” (Urry 

1995:sp.; Zukin 1995:sp.; and Marling, Jensen & Kiib 2009:870, in Johansson 2012:sp.). 

Place branding thus constructs and conveys a preferred image of a place and formulates a 

concept that resonates with a chosen target group, best described by Julier, (2005:872, in 

Johansson 2012:sp.) as “a frame through which to read a place as it provides linguistic cues 

to outsiders and citizens through and from which the material attributes of a place are 

perceived”. This perception of place is influenced by multiple factors, altering the public 

library user’s experience, and includes design applications incorporated as part of place 

branding. Such applications include navigational and wayfinding systems. 

1.3.2 Wayfinding 

Wayfinding can be defined as a concern with “the human element” and how people orient 

and navigate themselves (using a variety of informational media) within a built environment 

though the applications of signage, maps and other applied designs within wayfinding 

(Barclay & Scott 2012:38; Arthur & Passini 1992:sp.)  A successful wayfinding programme is 

intuitive and self-navigable, and it protects the overall visual integrity of the site. Wayfinding 

is specific to its place and visitors (Beneicke, Biesek & Brandon 2003:4). 

These “visitors”, or public library users, face a number of information challenges when they 

enter the library space. They have information needs they are trying to satisfy and they need 

spatial information to physically locate an answer to those identified needs. Users (in the 

public library context) rely on a library information system (for example, the catalogue or a 

database, librarians, signage, and so forth) to satisfy their information need (Arthur & Passini 

1992:sp.), and thus the system needs to contain all the information necessary to facilitate 

wayfinding behaviour, which includes making and executing decisions as the users navigate 

the library space/place. An effectively integrated wayfinding system lessens users’ frustration 

with information-seeking and eases the burden on librarians to direct users to locations that 

users could find for themselves if the library’s wayfinding information systems were more 
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intuitive and self-explanatory. This can improve the overall “findability” of library information 

and resources within the space, promote spatial orientation for a new visitor to the library, 

and alleviate frustration and stress, thus helping users find information they might miss 

otherwise (Arthur & Passini 1992:sp.). “If any man-made environment [including the public 

library] is to function properly the users interacting within the space must thus be able to find 

their way around and within it” (Böök, Gärling & Lindberg 1986:57). For newcomers, 

information about possible destinations, their locations in the environment, and possible 

routes must be picked up and communicated via applications functioning within functional 

wayfinding systems and include maps, floor plans, signage and librarians to name a few 

(Gärling et al. 1986: 57). 

Like spatial problem-solving and decision-making, wayfinding research aims at 

understanding human spatial orientation and behaviour processes. Users are affected, 

consciously or unconsciously, by messages coded in the building itself, in its architecture, 

decor, lighting, and furnishings, as well as in its signs (Eaton 1991:519). Communication has 

both cognitive and affective elements, and the ideal library building should convey both 

intellectual and emotional support to its users (Eaton 1991:520). Public libraries, as concepts 

and spaces, are typically large and complex built environments open to users who seek to 

fulfil specific needs (both informational and social). The needs of the users should drive 

public library facility designs and adaptations, enabling users to orient and navigate 

intuitively while satisfying their needs, without having to concentrate on navigation 

applications (Mandel 2012, 2013; Schoonover & Kinsley 2014). Library facility design 

literature emphasises the need to apply human wayfinding behaviour research to 

environmental design (Beecher 2004; Hassanain & Mudhei 2006; Lushington 2002; Mattern 

2007; Schoonover & Kinsley 2014; Veatch 1979, in Mandel 2016), with a stronger emphasis 

on improving library signage systems (Bosman & Rusinek 1997; Brown 2002; Byam 1979; 

Daniels & Eakin 1979; Loomis & Parsons 1979; Pollet & Haskell 1979; Schoonover & 

Kinsley 2014; Stempler & Polger  2013 cited in Mandel 2016) than on architectural design 

issues. 

However, libraries, in general, have not been notably successful in providing aesthetically 

attractive and functionally effective graphics systems. Presumably the reasons why they 

have not done so have their origins in an absence of concern and skills, assumptions that 

most users will ultimately find the desired resources or services, and a real or intuitive 

recognition that highly effective and aesthetically attractive graphics systems for buildings of 

some size or complexity will require a considerable investment in the careful analysis of 

users' needs in relation to the location of library services, followed by the design, creation, 
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installation, and future maintenance of an appropriate graphic or directional system (Pollet & 

Haskell 1980:252).The graphics problems in libraries, if recognised at all, also tend to be 

considered late in the planning or construction of new facilities. In older buildings it is 

assumed users have, in one way or another, usually been able to find the desired services or 

facilities. The classic texts on library building planning have paid little attention to the 

problems of building graphics integrated within wayfinding systems (Pollet & Haskell 

1980:252), and even less so in branding and marketing campaigns of public libraries. For 

these and other reasons, sign systems in libraries, the general application of wayfinding 

systems and branding within a public library context address an important set of problems 

that deserve much more professional attention than has been given (Pollet & Haskell 

1980:253). 

Designers must thus consider the human aspect of the public library, and the user within the 

context specific environment (in this case the SPL), considering the users’ lived experience 

in all aspects of navigation, wayfinding and branding. If the wayfinding system is designed 

with its human-centred user in mind, then an enhanced and positive experience may be 

created that turns the space into a welcoming and considerate place in which the library user 

can independently navigate, find and transfer knowledge (and enjoy the experience).  

Given the direct correlation between the library users’ lived experience (be it positive or 

negative) and implemented branding and wayfinding within the public library space, the 

researcher proceeds towards profiling the context-specific SPL. This is done by 

contextualising the SPL within history, describing its current operational context, and lastly 

providing an account of the researchers/designers subjective lived experience4 of the SPL 

space. 

 

 

																																								 																					
4	Here	 the	 researcher/designer	 would	 like	 to	 refer	 to	 the	 use	 of	 the	 in-context	 immersion	method	 (a	 HCD	
research	technique)	proposed	by	IDEO	(2012).	 Implemented	successfully,	 it	provides	 	a	glimpse	of	the	lived	
experience	 of	 the	 library	 users.	 By	 emerging	 herself	 into	 the	 unique	 context	 of	 the	 SPL	 the	
researcher/designer,	 acting	 as	 library	 user,	 attempted	 to	 “better	 understand”	 (Telles	 2014:35),	 while	
acknowledging	 that	 her	 lived	 experience	 as	 end	 user	 of	 the	 SPL	 space	 is	 subjective,	 shortlived	 and	 thus	
potentially	 biased.	 The	 researcher/designer	 therefore	 approaches	 the	 research	 process	 (as	 depicted	 in	
chapter	6)	with	her	own	preconceived	ideas	of	the	lived	experience	of	the	SPL	but	allows	for,	and	adjusts	to,	
the	 research	 participants’	 lived	 experience	 (as	 described	 in	 the	 findings	 of	 chapter	 6)	 –	 not	 as	 subject	 of	
research	and	a	“simple	source	of	information”	simply	confirming	her	preconceived	notions,	but	as	“partners”	
and	 experts	 in	 within	 the	 problem-acting	 as	 participants	 to	 the	 design	 process	 (Telles	 2014:29;	 Steen,	
2012:72).	
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1.4 Profiling the Sasolburg Public Library 

1.4.1 The SPL history 

In describing the unique history5 of the SPL, context regarding its location, development and 

progressive adjustments throughout the years needs to be given6. 

SASOL (the South African Synthetic Oil and Liquid Company), responsible for most of 

Sasolburg’s development, opened its doors in 1950, soon followed by the official town 

opening of Sasolburg, situated in the Vaal Triangle, in 1954. With this came the gradual 

development and construction of crucial services to the public such as the SPL. The current 

architectural structure housing the library today boasts a rich history, constantly depicting its 

dedication in serving the Sasolburg public library users from 1956 until today (SPL AP 

027.468543: 1 n.d.: n.p.). 

The public library service in Sasolburg, run by the then appointed librarian Mrs R. van der 

Spuy, was first situated in a homestead located in Andrew Murray Street, Sasolburg. It was 

also within the same premises of the first municipal offices. On 16 July 1959 the library was 

moved to the old market building in Fichardt Street, and operated within those premises until 

1963. It was in this time that SASOL, commemorating the tenth consecutive year of 

operation, donated a new library building to the community (Donaldson 1980:1). The 

construction of this new architectural structure was to be the first of a three-phase building 

engineered by Mr Max Kirchoffer.  The first construction phase of the library, some 3800sq. 

ft., amounted to a cost of R20 000, which included basic furniture (SPL AP 027.468543: 1 

n.d.: n.p.).  

In 1964 the management realised that the structure was no longer large enough to house all 

the activities required of the library, but, due to economic limitations and other external 

factors, the second and third phases of the building construction were never undertaken. 

Unfit for the ever-growing needs of the library and the patrons dependent on its services, the 

building was transformed into what is still known today as the Redwoods Restaurant (SPL 

AP 027.468543: 1, n.d.: n.p.).  

																																								 																					
5 	Here	 it	 must	 be	 noted	 that	 the	 SPL	 struggled	 to	 produce	 documentation	 capturing	 the	 history	 and	
development	 of	 the	 library,	 with	 hand-written	 notes	 of	 past	 head	 librarians	 and	 scattered	 publications	 in	
magazines	and	newspaper	the	only	materials	available	as	reference	for	the	researcher/designer.	

6 	The	 researcher	 acknowledges	 that	 chapter	 one	 is	 a	 long	 chapter,	 but	 feels	 it	 necessary	 in	 order	 to	
contextualize	 experience	 and	 the	 SPL	 properly.	 In	 so	 doing	 the	 researcher	 contextualized	 the	 research	
towards	its	implementation	in	chapter	5.	



	

	 39 
	

With the appointment of Mr M. Donaldson as Head Librarian on 1 January 1974, plans were 

already in place for the construction of a new library building able to accommodate the 35 

000 (white) residents of Sasolburg. Construction of the Library building was finalised at a 

cost of R80 000, followed by its official opening on 7 September 1979 by the Administrator of 

the Orange Free State, Mr A.C. Van Wyk and was to symbolise the spirit of the town 

(Donaldson 1980:1). Constructed by architects Botha, Simons and Botha, the library 

received several awards for its (then) innovative architectural structure, praising the SPL as 

“… a functional three-dimensional interior expressing the technology brought forth by the 

town serving as a successful symbol of its community”. The SPL also received the first 

Fulton Award for excellence in the use of concrete in 1979 from the Concrete Society of 

Southern Africa (Anon, date unknown SPL AP 027.468543: 2). Constructing this award-

winning architectural structure did not occur without its difficulties ‒ not only was the ground 

surface inadequate to accommodate the architectural structure on one floor7 but the location 

had to consider a design that could only be built within a slope (Donalson 1980: 1).    

Basic services offered by the SPL at the time it opened its doors included: (1) issuing and 

collecting books, (2) granting information on community services on general enquiries and 

school assignments whilst (3) offering remote library services to local hospitals and old age 

homes four days a week. They also offered (4) a dedicated and organised holiday 

programme during the July and December school holidays and (5) reader circles for adults 

and junior readers. The SPL made facilities such as the auditorium available to the 

Sasolburg community, for external meetings and workshops (thus highlighting the 

importance of the library space in the public domain) and served as a host for the exhibition 

of art and crafts on a regular basis. In 1994 one of the main focus areas of the library, 

namely assisting and creating effective study facilities for the public, was significantly 

enhanced with local students using the facilities of the library on a constant basis8 (SPL AP 

027.468543: 2 n.d.: n.p.).  

This sudden increase in the numbers of library users and the shift in focus of service 

provision could potentially be due to the rapid expansion of the SPL community, influenced 

by the desegregation of the SPL. The library, only offering its services to specific groups of 

the community up until this stipulated time, would have had to undergo considerable 

																																								 																					
7	Solutions	to	these	structural	difficulties	would	later	influence	the	way	in	which	the	public	library	user	would	
be	forced	to	navigate	the	space,	already	divided	into	multiple	floors.	

8	See	here	 the	 stipulation	of	 the	SPL	 to	 cater	 for	 the	provision	of	 	basic	needs,	 as	mentioned	 in	 chapter	2	‒	
unique	to	libraries	within	a	third	world	Southern	African	context.	
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adjustments9. Little information regarding general operation and development relevant to this 

study of the SPL is available after 1994, leaving the researcher/designer with the task of 

identifying the SPL as space and place within today’s social and political context. 

1.4.2 The SPL within its current operational context 

For the researcher/designer to fully comprehend the current operational context of the SPL, 

she needed to consider its setting within the current Provincial and Management operational 

structure; only then could its public user’s interpretation of experience be considered.  

The SPL, an entity supported and managed via the Metsimaholo Municipality10 structure and 

government department, adheres to all aspects as determined by the Department of Sports, 

Arts, Culture, Science and Technology (Free State Province: n.d.). The table below provides 

a visual representation of the organisational structure, identifying the SPL within its provincial 

setting. 

  

 

 

 

 

 

																																								 																					
9 	Unfortunately,	 although	 this	 is	 a	 recognisable	 and	 unavoidable	 fact	 within	 South	 Africa’s	 history,	 no	
documentation	could	be	found	stipulating	the	date	the	library	was	desegregated,	with	little	to	no	information	
available	of	its	adjustment	during	the	process.	What	is	clear,	though,	is	that	the	SPL	itself	never	re-evaluated	
its	communication	with	its	newly-found	multicultural	audience,	as	it	still	houses	design	applications	such	as	
signage,	 as	 applied	 during	 its	 original	 construction,	 speaking	 specifically	 towards	 an	 Afrikaans	 and	 English	
white	minority.		

10		During	the	completion	of	the	research,	several	changes	were	made	within	the	managerial	structure	that	the	
SPL	 is	 required	 to	 report	 to.	 While	 the	 SPL	 originally	 fell	 under	 municipality	 jurisdiction	 with	 the	
commencement	 of	 the	 research,	 a	 shift	 was	made	 at	 a	 provincial	 level	 towards	 the	 end	 of	 2017	 (closely	
following	municipal	 elections)	 providing	 for	 all	 public	 libraries	 to	 report	 directly	 at	 a	 provincial	 level.	 	 This	
shift	within	an	operational	context	had	a	severe	effect	on	the	SPL	itself,	causing	budgetary	cuts,	withholding	
the	 library	 of	 some	 privileges	 (such	 as	 library	 assistance,	 flextime	work	 schedules	 and	 the	 possibly	 of	 “in-
house”	fundraising	events	like	the	annual	book	sale)	they	had	had	before,	with	most	structural	processes	and	
procedures	 still	 within	 a	 limited	 space.	 Although	 these	 changes	 did	 not	 alter	 the	 research	 process	 or	 the	
outcome,	 minor	 adjustments	 were	 called	 for	 to	 suggested	 design	 applications	 (presented	 in	 chapter	 6)	
changing	the	originally	displayed	Metsimahollo	logo	to	the	Free	State	Provincial	logo.	
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Figure 1.12: The representation of the organisational structure and library management within the 

Free State Provincial Government (Free State Province: n.d.). 
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Within the governance structure, the library staff and the provincial management all have 

responsibilities toward the library, its maintenance and development. While on the one hand 

the Free State Provincial Library and Informational Services is responsible for the erection 

and maintenance of library buildings, the provision of library materials, staff training, general 

guidance and quality control, the Municipality, on the other hand, is responsible for library 

staff, day-to-day management of the library, care of the library material equipment and the 

building’s interior and exterior11. The staff of the respective province (including all librarians, 

librarian assistants, senior librarians, maintenance staff, cleaners, and library security staff) 

are responsible for rendering library services to the community (Free State Province: n.d.: 

section a). 

Despite the description within the Provincial Free State Public Library Policy, the services 

rendered, and those responsible for service provision, are uniquely adjusted to the SPL. The 

SPL line management includes the library manager, senior librarians, librarians and 

additional staff (this includes safety and security, and cleaning). While policy only outlines 

two post positions (the librarian and librarian assistant) the SPL operates using all the above-

described posts, adjusting to needs and operations, providing a quality service. The post 

descriptions of each of these positions within stipulated policy leaves much to be desired as 

identified during focus group discussions (see chapter 5), with SPL librarians often 

expanding on the roles, responsibilities and services they provide. These services as 

mentioned, although originally allocated to managerial roles within previous municipal and 

current provincial settings, seem often to fall upon the librarians of the SPL. With marketing 

of the library as one identified service, librarians are left untrained, overloaded, underfunded 

and without a context of the user experience. 

																																								 																					
11	The	then	Municipality,	now	Free	State	Province,	 interprets	this	maintenance	of	the	exterior	and	interior	of	
the	 building	 as	 “general	 upkeep”,	 and	 has,	 since	 its	 opening,	 incorporated	 few	 design	 applications	 to	 the	
physical	structure	that	could	potentially	add	to	the	overall	brand	recognition	of	the	library.	This	is	of	concern	
to	the	researcher/designer	as	it	identifies	the	following	problems	within	this	unique	context.	Problem	1:	The	
Free	 State	 Province	 (according	 to	 this	 job	 description)	 would	 be	 responsible	 for	 the	 selection,	
implementation	and	upkeep	of	design	suggestions	within	wayfinding	and	branding	of	the	library.	This	is	seen	
as	potentially	problematic,	as	the	Free	State	Province,	as	external	partner	to	the	day-to-day	operations	of	the	
library,	 does	 not	 seem	 tounderstand	 the	 hurdles	within	 the	 SPL	 space,	 the	 problematic	 experience	 of	 the	
public	library	users,	and	does	not	turn	to	the	specialist	opinions	of	the	librarians	for	suggestions	or	for	their	
opinions	within	such	a	rebranding	process.	This	would	mean	that	design	applications	processed	and	applied,	
if	not	delivered	out	of	a	perspective	such	as	 this	case	study,	would	not	consider	 the	public	 library	users	or	
librarians’	 experience,	 or	 the	 unique	 and	 specific	 knowledge	 they	 have.	 Problem	 2:	 Because	 the	 SPL	 is	 a	
public	 library,	 and	 thus	 falls	 under	 a	 provincial	 structure	 and	 funding,	 the	 re-design	 of	 its	wayfinding	 and	
brand	applications	would	come	directly	from	government	funding,	thus	making	any	design	alterations	and/or	
aditions	 a	 task	 driven	 by	 taxpayers.	 This	 highlights	 the	 problematic	 structural	 layout	 of	 the	 library	 on	 a	
Municipal	or	Provincial	 level	as	both	enities	would	use	 funds	generated	by	 the	public	 taxpayer	 to	evaluate	
and	 redesign	 the	 library,	without	 consulting	 or	 having	 the	 public	 library	 users’	 	 and	 librarians	 interests	 at	
heart.		



	

	 43 
	

Given these unknown perceptions of user experience, suggested arguments surrounding 

placemaking and the third space and the theoretical foundation of branding and wayfinding 

allow for an in-context immersion and description of a public user’s experience (from the 

subjective lived experience of the researcher/designer) upon interacting with the library as a 

space and place with specific relevance to applied branding and wayfinding. 

1.4.3 The SPL as experienced by the researcher/designer as public library user: an 

anecdotal description 

Although the SPL, drawing from the researcher’s/designer’s own experience, boasts a 

unique architectural beauty, excellent service and an efficient team of librarians, the user 

engagement with the physical space was found to be somewhat problematic. Interacting with 

the SPL space and place the researcher/designer in her capacity as public library user12 was 

confused (navigating to and within the space) and had to depend on the librarians upon 

entering the library as a space, which negatively affected the overall experience of the library 

as place. Struggling to navigate the physical space, the independence of the 

researcher/designer (as library user) was challenged, lost in signs and symbols of an often 

mixed, dated experience that included inexplicable library jargon and out-dated signage that 

often seemed incomplete and out of place or lacking any application at all. To the 

researcher/designer, this seemed to potentially undermine the SPL’s expected image of 

being a space and place that could be regarded as a modern and technologically advanced 

centre of gathering, sharing and gaining knowledge.  Reflecting upon this described lived 

experience of the SPL (as seen in the preamble to this chapter), the researcher/designer 

questioned the “user-friendliness” of the library (in its current state), leading the 

researcher/designer to consider this ‘problematic experience. 

As a library user, the researcher/designer found that although the library answered to some 

needs as emphasised by McDonald’s (2007:14) description of a good library space, the SPL 

presented shortfalls in other aspects. While the library as structure was experienced as safe 

and secure, little interaction between space, place and library user occurred apart from the 

given interaction between the researcher/designer and the librarians within the SPL. As a 

space, the library seemed unaffected by the last twenty years of changes, with out-dated and 

inaccurate design applications found within almost each section. Functionality was also a 

concern in terms of sign applications, temporary notices and even space divisions ‒ all 

affecting the navigational experience of the library user. The SPL also lacked the “oomph” or 

																																								 																					
12	It	 should	 be	 noted	 that	 the	 described	 experience	 included	 within	 the	 pre-amble	 of	 the	 research	 report,	
further	 reflected	on	 in	 section	1.4.3,	encapsulates	 the	 researcher/designer’s	experience	of	 the	SPL	as	both	
public	library	user	and	as	researcher	and	graphic	designer.		
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“wow” factor described by McDonald, with the library offering an effective/efficient service, 

but a bland experience, not memorable in any way. The expected experience and the actual 

experience of the researcher/designer (and user of the library) found the SPL as space 

lacking in two specific ways; firstly, in the way that the library failed to avail itself as a 

recognisable and memorable entity, and secondly, in the difficulties identified during the 

process of finding the information sources within the library space.  

In attempting to better understand this identification, recognition and finding experience the 

researcher/designer describes each application field in the following discussion, identifying 

triggers that made for a problematic experience, whist supplying visual examples to illustrate 

such problems13. Given this generalised description, the researcher/designer firstly describes 

the wayfinding experience, before moving on to the description of the branding14 currently 

applied within the SPL. 

1.4.3.1 The experience of wayfinding within the SPL as space  

The extent to which a wayfinding library experience can be described refers to the degree to 

which the library facilitates a user’s ability to navigate through the facility, to find the 

information, materials, and services he or she seeks, and thus promoting independence of 

self within the identified space and operational structure (Mandel 2013:116). To this should 

be added that it is not only the effectiveness of successful completion of the task, but also 

the positive experience (or a negative experience) that should accompany such completion. 

If the SPL does not facilitate patron wayfinding and the public library users are unable to find 

what they seek within the facility, a negative experience of space and place is generated. As 

found with the exploratory task set out by the researcher/designer for the topic at hand, it 

was found that the problem is not that the SPL did not house the desired literature, but the 

experience in navigating15 the space and finding the documents was so problematic that the 

library in turn could not complete its mission of making knowledge readily/satisfactorily 

available to its users. 

 

 

																																								 																					
13	It	 should	be	noted	 that	 permission	 to	 take	 these	photographs	 and	 to	 place	 them	here	has	 been	 received	
from	the	SPL	(see	the	Ethics	concerns	in	Addendum	A).	

14	For	a	full	description	of	both	theoretical	terms,	please	reference	chapter	3.	
15	Navigating,	 as	 referred	 to	 here,	 points	 towards	 the	 movement	 within	 a	 space	 during	 the	 ‘‘process	 of	
finding’’.	
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1.13.       1.15 

 

 

 

 

 

1.14            1.16 

Figure 1.13 and 1.14: The SPL documentation taken shortly before its official opening on 7 September 

1979 by the Administrator of the Orange Free State, Mr. A.C. Van Wyk (Donaldson 1980: 1). 

Figure 1.15 and 1.1616: The SPL in its current state, captured as part of the self-documentation 

research process by the researcher/designer. 

In the 37 years of service provided by the SPL, few changes have been made architecturally, 

as visible in the images above. Apart from the addition of two storerooms, the structure and 

its general layout and use have been left unchanged, thus only expanding to provide more 

storage space ─ generally not accessed by the public library user. Due to the original 

architectural structure and its potential for growth, the addition of space has not become a 

concern over the years, but rather the navigation and the use of the space.17 

																																								 																					

16	Noted	here	 is	that	all	photography	and/or	designs	depicted	throughout	this	dissertation	were	executed	by	
the	researcher/designer	herself-	unless	otherwise	indicated.	

17	While	the	SPL	in	its	original	state,	after	just	opening	its	doors	to	serve	the	public,	might	have	been	ideal	in	
terms	 of	 space	 arrangement,	 shelving	 placement	 and	 signage	 dedication,	 because	 of	 its	 continuous	
expansion	and	adjustment	over	 the	years	have	not	 taken	 these	organisational	 arrangements	 into	account.	
For	 this	 reason,	what	seemed	perfectly	viable	 in	1979,	 is	now	somewhat	problematic	─	creating	an	overall	
negative	experience	when	navigating	the	library	space.	
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Practicality, general operation and the perceived needs of the library users have determined 

the changes made to the library, with sectional shifting within the library space. These 

sections, although relocated, are still affected by the original flaws identified by the architect 

in his first annual report. Mr. Kirchhofer (SPL AP 027.468543: 1 1963:1), the architect 

responsible for the initial design and construction overseeing of the SPL, did not shy away 

from the ‘‘flaws’’ embedded in the SPL architectural structure. In a reflective report to an 

anonymous recipient Kirchhofer states:  ‘‘On getting close to the building you will recognise 

at once the failure in its design…’’ he then goes on to contextualise the implemented signage 

stating ‘‘when you open the entrance door you are met by a command NO DOGS 

ALLOWED barked at you from a noticeboard, making you wonder about the correctness of 

your destination’’.  He goes on to describe what can only be defined as shortfalls within the 

SPL space, motivating that ‘‘the shelf fittings are unnecessarily tall,’’ and the inability to link 

sections of the library into a comfortable navigable space. In the document, the architect 

makes clear his dismay concerning design applications integrated to the finalised space, 

stating that he would, if given the opportunity, ‘‘ assist in getting decent lettering to replace 

those currently applied’’ (SPL AP 027.468543: 1 1963:2).  The reader of the report responds 

by grading the report out of ten, making amendments to those language errors made.  

To the researcher/designer this accurately reflects the SPL context today, with specialists 

(librarians) listing important concerns, but due to a lack of funding, recourse to assistance 

and adaptation, or other external reasons, are politely rejected or blissfully ignored. In 

attempting to create a navigable space currently separated by the mezzanine that circles the 

building, along with section division and dedicated spaces, an application of colour was 

introduced, dedicating a unique colour to each section. Examples of such colour applications 

can be seen in the images below (figures 1.17 and 1.18), capturing both children’s and 

adult’s sections with the application of dedicated colours ─ placed to assist the library user in 

identifying, recognising and connecting specific colours with specific services or sections. 

 

 

 

 

 



	

	 47 
	

 

 

 

 

 

1.17      1.18 

Figure 1.17 and 1.18: Photographic representation of the colour system currently in place at the SPL 

separating and indicating different sections. Captured as part of the self-documentation research 

process by the researcher/designer. 

The general effectiveness of the colour sections still remains problematic as no reference to 

the indicated colours and what they symbolise is made upon interacting with the much larger 

library space.18 Navigation is made even more problematic due to the four overlapping floors 

with their original signage and section divisions ─ never reworked during sectional 

adjustments made over the years. 

 

 

 

 

 

 

 

																																								 																					
18	Although	 some	 colours	within	 sections	 have	 been	 applied	 in	 the	 attempt	 of	 separating	 one	 section	 from	
another,	no	application	has	been	 integrated	 to	 communicate	 the	 symbolic	meaning	of	each	 colour	and	 its	
dedicated	 section	 within	 the	 library	 space.	 The	 library	 user	 is	 thus	 left	 with	 a	 full	 view	 of	 the	 library	
mezzanine	,	all	 its	level	and	colour	‘‘blocked’’	sections	with	little	idea	still	of	which	section	is	located	where	
and	what	each	of	these	colours	represents.	
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       1.20  

             

        1.18 

 

 

 

 1.19                              1.21          

Figure 1.19-1.21: Documentation of the general lack of navigational or wayfinding system in the 

current SPL.  

Figures 1.19 and 1.21 also show the towering mezzanine with no signage directing, dividing 

or describing the contents of each floor, with none of the mentioned colour applications 

visible (captured as part of the self-documentation research process by the 

researcher/designer). This potentially leads to the confusion of library users, who often walk 

up and down the mezzanine in search of a particular section only to find out-dated signage 

and the relocation of sections. 

Current signage applications in the library (applied to attempt to assist in the navigating 

process within space) are either inconsistent or irrelevant and in some cases, as seen in 

figure 1.19, completely absent. In addition, figure 1.20 depicts the corridor leading to the only 

public restrooms in the library. While it is located on the ground floor, there is no indicated 

signage toward this dedicated space, and no other public restroom facilities within the SPL. 

This causes users to move past the restrooms, straight towards the main information desk 

(located on the second floor of the library) only to be sent back toward the entrance and the 

ground floor for the use of these facilities. Apart from the navigation errors adding to the 
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user’s confusion, the library has two separate entrances with only one information/reception 

desk located at the entrance on the second floor. While two entries on two separate levels 

promote easy accessibility to the library, the lack and availability of direct assistance through 

the information desk (seen in figure 1.22) made available as the patron enters the library is 

problematic.19 

 

 

 

 

 

1.22      1.23 

Figure 1.22 and 1.23: Secondary entrances and main information desk. Neither have signage or 

navigational systems in the general approach and navigation within the SPL. Captured as part of the 

self-documentation research process by the researcher/designer. 

 

 

 

   

1.24      1.25   

Figure1.24 and 1.25: Photographic demonstrations of adjustments made over the years rendering 

some doors unusable and permanently locked (captured as part of the self-documentation research 

process by the researcher/designer). 

While the research undertaken at the SPL focuses on the experience limited within specific 

fields (wayfinding and branding), there are some structural issues that must be overcome. 

Figure 1.24 and 25 is a practical example of such a problem where some doors (actively 

used in the past) have now been locked permanently, separating one space from another. 
																																								 																					
19	A	fact	later	confirmed	by	research	participants.	
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While such adjustments are made to answer to the identified growing need to assign a 

specific space for the public to use as study area, incidents like theft and an inability of the 

library to provide constant supervision as part of security throughout the day, have led to the 

seclusion of this space from the rest of the library, with a single entrance located at the 

outside of the library. If a library user therefore wants to enter the library, he or she has to 

exit the study area, walk along the outside of the library structure only to enter through one of 

the main entrances as described. In the librarians’ attempt to further distinguish one section 

from another, exhausted with directional enquiries and the explanation of the space and 

section division, they opted to divide spaces by locking doors and building glass walls, with a 

participant stating “they built a glass window and doors that are closed” with another 

participant adding that “now they have to go out and walk around to the main entrance to get 

inside” (HCD team meeting 2 2016:12) as shown in figure 1.24. Although both the spaces 

are open to public access, they now have to be entered using separate entrances. Librarians 

in their problem-solving attempts, created divisions, forcing library users to turn around, 

heading back to the mezzanine only to navigate to a different section on the same floor.  

This (as an example) exacerbates not only the errors made regarding the navigation of the 

space, but makes clear the impact such decisions20 have on the navigation adding to the 

frustration, confusion and a feeling of helplessness of the public user. This reflects negatively 

onto the library as a space, contributing towards problematic experiences. Instead of the 

public library user feeling excited and positive about the library brand and experience, 

generating a positive and memorable experience of space and place, the library user is left 

confused, frustrated and lost within the SPL space. 

 

 

 

 

 

1.26             1.27 

																																								 																					
20 	The	 implementation	 of	 possible	 solutions	 as	 indicated	 here,	 calls	 into	 question	 the	 problem-solving	
processes	used	by	 librarians	when	approaching	an	 identified	problem.	The	researcher/designer	hopes	that,	
by	guiding	the	research	participants	though	the	HCD	problem-solving	process	they	would	approach,	consider,	
and	solve	such	problems	better	─	keeping	in	mind	the	public	library	users’	experiences	of	space	and	place.		



	

	 51 
	

 

 

 

 

 

1.28            

Figure 1.26-1.28: Indication of general lack of wayfinding systems and inaccessible areas for public 

library users with disabilities (captured as part of the self-documentation research process by the 

researcher/designer). 

While some navigational issues in terms of space can be solved by the application of 

relevant signage or the addition of information desks, the relocation of sections are 

problematic and create potentially far greater complications. With the addition of the fourth 

floor a decision was made to relocate the research section there, resulting in the addition of 

stairs, as indicated in figure 1.28. Although the space and the need for expansion are 

recognised, no consideration towards the community members who are mobility disabled 

was given. Figures 1.28 and 1.26 illustrate similar problems in terms of accessibility ─ 

restricting access to computer facilities (figure 1.26) and the main information desk alike 

(shown in figure 1.22). 

Another problematic divisional issue found within the structural layout is that of differentiating 

public space from private space ─ dedicating private space only to the operational use of the 

library. Offices, work and tea rooms (depicted in figure 1.29) specifically allocated to 

librarians and library managements are located directly after the entrance on the ground 

floor, and are easily confused as part of general library space. These spaces are often 

accessed by the public library user in pursuit of possible information enquiries. With no 

dedicated signage explaining its functionality, the library user easily finds him/herself strolling 

into the personal offices of library management, a navigational flaw which creates an 

immense amount of frustration to those tasked with the responsibility of day-to-day library 

administrative duties.21 

																																								 																					
21	Continuous	disruptions	within	administrative	duties	 influence	 the	general	operation	of	 the	SPL,	 something	
that	 could,	 in	 the	 mind	 of	 the	 researcher/designer,	 easily	 be	 avoided	 by	 the	 placement	 of	 signage	
differentiating	public	spaces	from	private	ones.	
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Figure 1.29: Administrative section of the SPL containing tearooms, administrative offices, store 

rooms, staff facilities and the offices of the district Librarian. No signage is in place identifying this 

section (captured as part of the self-documentation research process by the researcher/designer). 

While the problematic structural layout of the library affecting the accessibility of public library 

users is not the aim of the research, the researcher/designer chose to rather focus on those 

elements that could be adjusted with possible solutions implemented to improving the 

navigability of the space. Figures 1.30-1.47 depict the inconsistent application of signage 

(one of the main components of wayfinding as discussed in chapter 5) throughout the library.  

Signage, recognised by the researcher/designer (and demonstrated in chapter 5) as 

instrumental applications within a successful wayfinding system, needs to be consistent, 

clearly visible and constantly maintained or adjusted, indicating the direction of and purpose 

for each section or space. The signage found in the SPL speaks of an accumulation of 

applications done throughout the years with the current signage mostly handmade, adapted 

or simply damaged over time, and in desperate need of reconsideration and replacement. 

 

 

 

 

 

1.30                1.31 
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1.32                1.33 

 

 

 

 

 

1.34                1.35 

 

 

 

 

 

1.36                1.37 
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1.40      1.41 

 

 

 

 

 

1.42      1.43 
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               1.46 

 

 

 

 

 

 

 

 

1.45             1.47 

Figures 1.30-1.47: Images depicting the inconsistent application of signage, wayfinding, and general 

notices including handmade notices that have accumulated during the SPL years of service, with 

inconsistency throughout and no recognisable brand or brand elements (captured as part of the self-

documentation research process by the researcher/designer). 

Figure 1.47: Handmade signage attempting to communicate the colour system currently in place 

within a particular section at the SPL, identifying different sections and subdivisions within the adult 

section. Only three of these A 4 notices are found in the SPL, all within 20m of each other (captured 

as part of the self-documentation research process by the researcher/designer). 
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There is little consistency within the application of signage throughout the SPL as made clear 

in figures depicted above. Different applications on shelves (figure 1.32, 1.37, 1.38, 1.39, 

1.41 and 1.44), depicting a wide variety of colours, fonts and designs can be found, not even 

considering the hand-rendered signs applied throughout the library space (as seen in figures 

1.33, 1.36, 1.38 and 1.47). Important information indicating sections and the dedication of 

shelves is either hidden or out of sight, leaving the user constantly searching for information 

in adapting to design applications that vary in size, style, overall layout and clarity of 

purpose. 

This inability to capture such a complicated division of space, sections within space, and 

categories within sections is made evident by the hand rendered sign22 in figure 1.46. Here it 

seems that no consideration has been given to the previous colour classification, quickly 

straying from planned integrated colour systems and the addition of symbolic shapes ─ all 

applied in the attempts to provide the library user with some clarity in approaching a 

particular section.  

The researcher/designer (from her unique user perspective) has to acknowledge that the 

integrated wayfinding system, in its resemblance and functionality, functions as a critical part 

of the library brand and should thus reflect certain characteristics such as standardised 

colours, layout and type executions, creating a pleasant ambience within the library space 

and a memorable experience of the SPL as place (and a satisfactory completion of a task). It 

is within this place description and the experience of such, that the researcher/designer 

needs to capture the experience of the currently integrated SPL brand. 

1.4.3.2 The brand experience of the SPL as place 

The experience expressed in terms of finding one’s way within a space, is only a partial 

contributor to the experience of place. In the researcher/designer’s mind, and considering 

the matter as a public library user, the library as place is made up of multiple variables ─ 

visual hints placed with specific purpose in order to generate a bigger idea, experience or 

perception of the library ─ theoretically described as the ‘library brand’. A brand thus 

encapsulates all aspects of library experience ─ from entering the space up until 

remembering the library as place. 

																																								 																					
22	Although	the	SPL	does	have	a	part-time	in-house	designer,	she	is	responsible	for	creating	design	applications	
for	 the	SPL	and	all	other	branch	 libraries	serving	under	 the	SPL.	This	overload	of	applications	as	 requested	
from	 the	 designer	 is	 made	 even	more	 problematic	 by	 the	 fact	 that	 all	 applications	 are	 hand	 rendered	 ─	
contributing	to	time	constraints	and	inconsistency	in	applied	design.	This	has	led	to	the	librarians	’assisting’	in	
the	 application	 process,	 often	 adding	 to	 design	 applications	 in	 the	 library,	making	 for	 an	 inconsistent	 and	
confusing	archive	of	signage	with	no	clear	structural	template.	
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Figure 1.48: A display of modernistic typography placed on the facade of the SPL (captured as part of 

the self-documentation research process by the researcher/designer). 

Upon entering the SPL from its main entrance, the library user is met with a modernistic 

typographic layout currently functioning as the library’s logo (figure 1.48). This modernistic 

approach to branding the library is, however, left at the entrance door, with no correlating 

application within the interior space of the library. 

Brand design, depicting clear regulations and restrictions of colour, font usage, signage size 

and layout should provide for a consistent image that is also applied within the navigational 

system ─ this not the case within the SPL.  

 

 

 

 

 

 

 

Figure 1.49: Existing Metsimaholo municipality logo Figure 1.50: Existing SPL t-shirt as optional 

apparel with municipality logo displayed. 
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Figure 1.51: A bookmark design functioning as part of branding applications currently in place at the 

SPL. 

It is the researcher/designer’s opinion that the SPL as a unique brand and wayfinding style 

does not exist, with those designs applied void of any representation of the library as its own 

unique entity, and thus purely functioning as a service provided within the then Metsimaholo 

municipality23. Examples of such applications can be seen in figure 1.50 and figure 1.51. This 

weakness as identified are confirmed upon engaging with the limited number of design 

applications produced after requesting samples of the current branding in place at the library. 

On all applications, the library represents only the logo and colours of the local municipality 

(figure 1.50). As service provider functioning within the municipality, while it is 

understandable that this logo needs to appear, it creates an illusion of a brand that in no way 

represents the SPL and its unique context. This “lack of identity” is again confirmed by the 

minimum number of applications in general ─ not even meeting the bare minimum design 

applications as suggested by the Free State Provincial Policy (Free State Province n.d.), with 

those applications available lacking in standardised layout and design features. With little 

identifiable linkage in the hand-rendered applications, included those used for the SPL 

marketing (such as the holiday programme, leaflets, informational posters, and the 

advertising of books, to name a view) the library is potentially being miss-represented, 

creating a distorted (and perhaps dysfunctional) image of what the library wants itself to be 

perceived as. 

The general lack of branding and wayfinding design (within, outside, and leading to aspects 

of, the library) and secondly, the inconsistency and misrepresentation of those designs in 

place further distorts this image of the library. The designer/researcher had to question 

whether, because of the navigational process inside the library not being without its 

difficulties, at this stage, and with the current branding in place, the potential public library 

																																								 																					
23	Since	the	restructured	alignment	of	 the	SPL	with	the	Free	State	Province	(essentially	cutting	out	municipal	
structures)	the	little	applications	the	SPL	had	to	represent	them	as	‘a	brand’	has	fallen	away.	This,	more	then	
ever,	places	the	SPL		at	risk	of	becoming	unrecognisable	and	accentuates	the	need	for	branding	applications	
tailor	made	for	the	SL	and	their	public	library	users.		
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user might even not want to enter the library, due to the lack of branding that in very limited 

ways identifies the SPL as a place. This comes across as an experience24 that may not just 

be negative, but one that might, indeed, become completely absent.  

As a conclusion to the researchers/designer’s subjective lived experience of implemented 

branding and wayfinding, keeping the identified problems in mind, it became important to 

determine whether the human experience, in finding a way through the library, and 

navigating oneself through a space, could be improved in order to generate a positive 

experience for the library user. Speculatively, one would need to redesign an environment 

and experience where a navigational system not only puts the library patron at ease, but 

makes the search for knowledge a memorable, independent experience with a strong 

identifiable and memorable brand, creating a sense of excitement and belonging for its 

users. In other words, how would one create a positive, effective human-centred experience 

by redesigning the brand and wayfinding experience of an institution such as the SPL?  

To accomplish this, the researcher/designer would have to consider three aspects: the 

current and desired public library experience captured through the perspective of the SPL 

librarians (including the shortfalls and desired experience of the SPL space and place), how 

the library could become more human-centred (through the integration of a human-centred 

design problem-solving process) and lastly, how human centred design (HCD) as an 

intervention strategy could be applied in order to provide the desired experience, through the 

co-design of  the SPL brand and wayfinding system, effectively turning the SPL space into 

place. 

Given the identified experience, the researcher/designer identified the SPL librarians as 

participants in the research and as team members in the HCD design team and focus group 

meetings. This was done for the following reasons:  

Reflecting upon the researcher’s/designer’s own lived experience of the SPL space as library 

user only two constants were identified (a) the library space itself and, (b) the librarians 

within the space. Given the public library setting and its widely defined demographic serving 

a multicultural audience from diverse backgrounds, the library provides a service to both 

patron and first time visitors to the library alike, with the only unchanged element being the 

librarians, providing for an accurate account and unique perception of those experiences of 

																																								 																					
24	While	 the	 first	 identified	experience	speaks	 towards	 the	experience	of	 the	 researcher/designer,	 two	other	
“experiences’	 are	 identified:	 (1)	 the	 experience	 of	 the	 research	 participant,	 specialist	 librarian,	 putting	
him/herself	 in	the	proverbial	shoes	of	the	public	library	user	and	(2)	the	librarian’s	experience	from	his/her	
unique	perspective	as	employee	operating	within	the	SPL	space.	
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the entire SPL demographic. This thinking is supported and confirmed by Eaton (1991: 256) 

motivating that “location and directional questions are a constant tax on the professional 

energies of the reference staff or librarians, as they [the librarians] [are]continuously 

reporting on the negative emotions library users feel”. With this in  mind, the 

researcher/designer identified the librarians as a accurate and trustworthy source, voicing 

not only the experience of those library users interacting with the SPL space on a daily basis, 

but also considers the librarians’ unique perception of the public library, its shortcomings, 

limitations and potentials from an operational point of view. 

The second reason and motivation behind the selection of the librarians as research 

participants to the study was due to a determination made by the SPL management. After 

the researcher’s/designer’s experiential documentation, the researcher/designer scheduled 

an appointed with the SPL management. During this meeting, the researcher/designer 

provided the library management with a personal account of her lived experience of the SPL 

space explaining that her experience could potentially serve as an accurate representation of 

the user’s experience of the library. Library management, concerned with this described 

experience and enthusiastic in finding a way to improve upon the future experience of the 

SPL provided their full cooperation, and agreed to a secondary meeting that would allow the 

researcher/designer to unpack the intended research process and supporting theory. The 

only exception made by the library management at this stage was that no contact was to 

be made with the public library users of the SPL within the researcher’s/designer’s 

personal capacity25. The SPL management did, however, offer the availability of all SPL staff 

as eligible and voluntary participants and stipulated that their availability would be 

anonymous and strictly limited to available Mondays (six in all) between 08:00 and 10:00, 

given the predetermined scheduled time table of staff on duty.  

Following abductive reasoning, this research presented the exploration and integration of a 

human-centred design (HCD) within the context of the re-design (in terms of way-finding) 

and rebranding of the SPL as space. The purpose of the study was thus to investigate the 

lived experience within the library (from multiple perspectives), co-create possible problem 

solving design applications and finally to digitise and suggest potential brand applications 

towards the SPL as a basis towards the development of its navigational experience through 

suggested wayfinding applications from an HCD perspective, with an ever-shifting focus on 

the needs, interactions and experience of the public library user within its local context.  

																																								 																					
25	Such	a	stipulation	falls	squarely	within	standard	research	ethics	procedures,	where	potential	participants	are	
fully	within	their	right	to	determine	participation	and	withdrawal.	
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1.5 Human-Centred Design (HCD) and its consideration of the public library user  

HCD can be defined as an approach to design and research that considers the acts of 

human behaviour and human understanding to be essential parts of the design process. 

Krippendorff (2004:8) argues that the use and interaction with spaces or products are 

inseparable from what users conceive of them and engage with them. He adds to this 

argument by stating that “humans do not respond to the physical qualities of things/spaces 

but to what they mean to them” (1989:9), calling for the researcher/designer to re-evaluate 

the “things” and/or “spaces” through the eyes of the very users interacting with them, 

hearing, developing and reflecting newly found solutions (identifiable phases within the HCD 

problem-solving process) that speak of their specific wants and needs. 

The characteristics of HCD thinking and the problem-solving process reiterate this user-

centred process, proceeding to propose that designers and researchers as problem-solvers 

should: adopt multidisciplinary skills and perspectives; gain an understanding of the users 

(specifically situated within the problem), their tasks and their environment; that the research 

and the problem should speak towards achieving a user-centred evaluation and refinement-

driven design, while, lastly; considering the entire user experience, actively integrating users 

throughout the design and development process (Quinian, Glynn, Molinero, Baker, Scharf & 

O’Laighin, 2017:4). Keeping in mind these characteristics two key figures are thus identified 

within this thinking and problem-solving process: (a) the user or ‘human’ integrated within the 

specific context (recognised as specialist within the problem), and (b) the designer or 

researcher guiding the users through problem-solving processes in determining an end 

experience that is human-centred (Harte et al., 2017:8). While the user varies depending on 

the selected context (in this case the SPL), human-centred designers (or researchers) in this 

process are seen as relatively transparent figures who do not impose their personal 

preferences on a project or researched theme, but instead, stimulate, convey and translate 

the will of the user (Harte et al., 2017:6). Giacomin (2014:606) advises that 

designers/researchers applying HCD within the current sociological context should 

communicate, interact, empathise and stimulate the people/users involved, obtaining an 

understanding of their needs, desires and experiences which often transcend that which the 

people themselves actually realised.  Harte et al. (2017:7) add that if applied successfully, 

the HCD problem-solving process should lead to “systems and services which are physically, 

perceptually, cognitively and emotionally intuitive”.  
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With this said, the ultimate goal of HCD, according to Harte et al. (2017:7), is thus aimed at 

problem-solving as it attempts to improve or increase the experience or usability of a service 

or place (in this case all those combined), creating the maximum user satisfaction or 

experience, driven by the identified needs and desires of its users. Harte et al. (2017) 

motivate that this can only be accomplished should the designer: (1) design/co-create based 

upon an explicit understanding of users, tasks, and environment; (2) involve users 

throughout the design and development process; (3) be driven and refined by user-centred 

evaluation/co-design; (4) reflect and design as an iterative process; (5) and lastly, design 

applications/solutions that address the whole of the current and desired experience. 

Considering this of HCD, its problem-solving processes and its concern with the experience 

of the user within the problem, its application to and integration within public libraries seemed 

logical to the researcher/designer. This notion is seconded by McDonald (2007:26), arguing 

that the “public forum” that the library is perceived as, is (or should be) “experience-driven, 

human-centred and at the very heart of the community’s social vitality and interaction”. It is 

this interaction between a community, within a specific sociological context, and their specific 

problems, that emphasises the need for HCD. 

Based on the personal experience of the researcher/designer, supported by underlined 

theory, a paradigm shift needs to be made in rethinking the SPL space and place from a 

human-centred perspective. By redesigning with an HCD approach, the library will keep the 

interests of the viewer at heart and constantly promote design solutions as a result of co-

created problem-solving, creating spaces that intrigue and call the public library user to 

action. Given the theoretical descriptions of both branding and wayfinding and current 

“problematic” lived experience within the SPL, the following central research question and 

sub-questions were formulated, followed by the research aims and objectives. 
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1.6 Problem statement and central research questions, aims and objectives 

The spatial environment of a library should at all times actively encourage the public library 

user to participate in the facilities it offers. Though the architectural structure of the library 

serves as a space where books are held, the place is of higher importance, as it is where 

public library users navigate and exchange ideas and knowledge. In essence it is the heart 

of the library. If this space is not structured according to the needs of the very users 

dependent upon it, the heart of the library collapses as it loses its place in society. 

1.6.1 Central research question 

How can the SPL’s wayfinding system and branding be evaluated and redesigned in a way 

that facilitates a user-friendly navigational experience in the library? 

The central research question is supported by the following sub-questions: 

1.6.1.1 What specific wayfinding and branding deficiencies can be identified within the SPL? 

1.6.1.2  What impacts do identified deficiencies within implemented branding have on the 

SPL integrated wayfinding systems? 

1.6.1.3 How can Human-Centred Design (HCD) as a design and research approach be used 

to develop a clearer understanding of how the SPL wayfinding and branding can be 

better conceptualised, with greater emphasis on the experiences of all whom move 

inside the SPL space?26  

1.6.1.4 What practical and creative solutions are deemed most appropriate for wayfinding in 

the SPL? 

1.6.2   Research aim 

The aim of this research is to successfully integrate concepts of human-centred design in 

order to re-design and co-design a functional way-finding system that resonates with a re-

designed recognisable brand identity for the SPL as a space and place for its patrons/users 

and operational staff. 

 

 

																																								 																					
26	One	is	reminded	that	this	is	an	optimal	position,	but,	because	the	SPL	had	excluded	the	actual	users	of	
the	 SPL,	 the	 research	 operated	 directly	 with	 the	 librarian	 community,	 and,	 through	 their	 reported	
experiences,	with	the	actual	users.	
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1.6.3 Research objectives 

 

1.6.3.1 To identify specific deficiencies or shortcomings based on the librarians’ perceptions 

of the SPL brand and integrated wayfining systm. 

1.6.3.2 To develop a framework of branding, and its relation to wayfinding from the literature. 

1.6.3.3 To suggest an approach as a possible solution, identified as HCD. 

1.6.3.4 To co-create practical and creative suggestions or solutions for branding and 

wayfinding to be considered towards implementation within the SPL. 

1.6.3.5 To reflect upon and contemplate the strengths and weaknesses of HCD as a 

methodological intervention strategy within the confines of a formal research 

environment. 

 

1.7 Central theoretical statement 

I proposed that, given the specific deficiencies regarding the implemented branding and 

wayfinding in the SPL (namely an incohesive, outdated and largely absent brand, and 

inaccurate and outdated wayfinding system) need to be addressed with reference to 

wayfinding literature. Furthermore, a brief extrapolation of the way in which wayfinding 

relates to the branding was necessary, keeping in mind that the wayfinding system relates to 

(and should be developed from) the brand personality of the SPL. 

I proposed that the current wayfinding implemented in the SPL could be reconsidered and 

redesigned with specific reference to the SPL librarians’ perceptions of the of the end users’ 

experiences of the SPL brand and wayfinding. Given their experience I suggested that HCD 

could be integrated with approaches towards co-designing a cohesive brand and functional 

wayfinding system through co-design to create a more user-friendly experience for end 

users. Finally, I proposed that the creative and practical solutions might lead towards a more 

appropriate wayfinding system within the SPL. 
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1.8 Integrated methodology of this research project 

In this research project, a qualitative research approach was used. Qualitative research 

refers to the interpretation of the meaning individuals construct to make sense of the world 

and the lived experiences that they have in the world (Merriam & Tisdell 2009:13). Boylorn 

(cited in Given 2008:sp) states that the lived experience is a representation and 

understanding of human experience, choices, and options and how these factors influence 

one’s perception of knowledge. The lived experience takes into account the personal and 

often unique perspective directly affected by factors such as gender, class, sociological 

environments and in turn leads to unique and often suitable solutions within the context of 

the lived experience.  

Using abductive reasoning, the researcher/designer was guided by the research participants 

involved (the librarians of the SPL) and their lived experiences to not only identify problems 

within the SPL, but systematically develop solutions with the primary participants to solve 

these problems by designing a way-finding system and brand for the SPL. The final 

execution of these applications was entirely dependent on the lived experience and problem-

solving of the SPL librarian group themselves (functioning as key component of the HCD 

team), working and interacting with the researcher/designer, thus making the design 

solutions experience-driven and human-centred.  

 

1.9     Structural outline of the research project 

This section presents a structural outline of all chapters contained within this research 

document.  

1.9.1 Chapter 1: Introduction 

The purpose of chapter 1 was to contextualise the research project, and the trajectory it took.  

In order to accomplish this a personal account of the SPL was provided followed by an 

introduction to the transformation of space into place. Following this an introduction to 

branding and wayfinding was provided, identified and described, extending into a context 

specific reference to the Sasolburg Public Library (SPL) whilst providing for a brief history of 

this unique space, documenting the strengths and deficiencies of the present implemented 

branding and wayfinding system from the subjective viewpoint of the researcher/designer as 

end-user of the library space and place. This was done in order to capture the ‘experience of 
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finding one’s way’ within the SPL as space and place, pre-empting possible shortfalls within 

the current library setting to be further investigated in chapter 5. With the above mentioned 

established, a brief introduction to Human-Centred Design (HCD) and problem-solving 

processes as an integrated methodology for this research was given before the central 

theoretical question, research question, main aim, sub-questions and objectives were 

presented – further motivating the implementation of HCD. This allowed the 

researcher/designer to describe the chapter divisions, thereby contextualising the research 

undertaken. 

1.9.2 Chapter 2: The functions of the public library (Literature review) 

The purpose of chapter 2 is to describe and document the generic dynamics of and rationale 

for public libraries, so that these descriptions could be used to demonstrate how the 

Sasolburg Public Library adheres to, and moves away from these dynamics, with specific 

reference to branding, wayfinding and the application of HCD in the engagement with the 

problem. Keeping the above in mind, supported by literature within a public library setting, 

the chapter provides common denominators between public libraries and HCD thinking 

libraries to describe and contextualize key deficiencies identified within the SPL’s wayfinding 

and branding approach. 

1.9.3 Chapter 3: Branding and wayfinding 

The purpose of chapter 3 is to place tentative identified shortfalls of the lived experience 

within SPL within the theoretical context of branding and wayfinding. This is done by 

providing theoretical descriptions of both branding and wayfinding as generic design fields, 

further specifying their application within a public library context. In so doing, it allows the 

designer/researcher to approach the SPL and its research participants, placing content 

about those shortfalls they (research participants) had identified and would identify (as seen 

in chapters 5) into practice in chapter 6 in the attempt to move towards a public library that is 

human-centred at heart. 

1.9.4 Chapter 4: Research methodology  

Chapter 4 identifies and describes the research perspectives, methodologies and methods 

used in the project, offering an explanation as to their integration, a description regarding the 

data-collection processes, the analysis of the data that, once integrated, would move 

towards resolution of the stipulated shortfalls as identified by research participants. This is 

done by providing a detailed description of the relevant methodology and research methods 
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applied, contextualising the research report within theory, to better understand its application 

in practice. The locating process includes in-depth descriptions of HCD as theoretical lens, 

and the application of Participatory Action Research (PAR), acknowledging their similarities 

and differences, while finally providing a description and motivation to the focus group setting 

in which the research was conducted. It further describes the integration of the IDEO toolkit 

with specific reference to IDEO’s six phase approach to problem solving, specific toolkits 

generated toward that effect, all of which were applied in practice in chapter 5. With this the 

chapter provides the research tools used in the project, motivating their relevance and 

selection to the public library setting, thus leading the reader into its application, integration 

and reflection in chapters 5 and 6. This chapter concludes considering the analysis of data 

and the validity of data collected, applied in practice within the following chapter (chapter 5). 

1.9.5 Chapter 5: Evaluating and re-imagining branding and wayfinding at the SPL 

Chapter 5 provides a detailed account of the HCD research process, all planned focus group 

team meetings, member checking contact session, as well as data collected within the SPL 

focus group setting. The designer/researcher, within the context of this chapter, 

contextualises each HCD team meeting and member checking session (along with its 

phases) within the research method (described in chapter 4) providing a description of its 

intended purpose, activities executed as part of the HCD team meetings various phases, and 

finally providing for a detailed account of what transpired as well as the ultimate finding 

pertaining to data collected. Thus, the chapter provides a demonstration of the physical 

application of the HCD research problem-solving process and research methods. 

1.9.6 Chapter 6: Conclusion of the research 

The purpose of the final chapter is to conclude the HCD research document, providing a 

summary of all research activities undertaken during the re-evaluation of the SPL from a 

human-centred point of view; discussing the feasibility and validity of the HCD research 

process; making recommendations that speak specifically towards HCD research processes 

within the public library context and the SPL’s way forward; and finally discussing the 

research contribution this dissertation made within the Graphic Design theoretical 

framework.  
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1.10 Conclusion 

This chapter contextualised the study and outlined the approach to be taken and the domain 

in which the interventions took place.  The purpose of the next chapter is to provide a 

detailed account of the generic dynamics in public libraries nationally and internationally as 

reflected within literature, demonstrating how the SPL adheres to or moves away from these 

dynamics, with a specific reference to current applied branding and wayfinding through the 

integration of HCD.  
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CHAPTER 2 

LITERATURE REVIEW: THE FUNCTIONS OF A PUBLIC LIBRARY 

2.1 Introduction  

In chapter 1, the researcher/designer identified and described her subjective lived 

experience of the SPL through her personal encounter as user of the SPL space, also 

providing for an photographic depiction of the current wayfinding and branding in the SPL. 

Here, the researcher/designer hinted towards possible shortfalls identified within applied 

design through her in-context immersion, gaining empathy with the public library user, whilst 

providing a summarised description of both wayfinding and branding in a public library 

context (further discussed in chapter 3). In doing so, the researcher/designer suggested 

(acknowledging her subjectivity to the research process) the need for a reconsideration of 

the SPL branding and wayfinding system through the integration of HCD into the public 

library setting, allowing for a positive human-centred experience. This description and the 

suggestion of HCD’s integration into the public library setting allows the researcher/designer 

to move towards the theoretical contextualisation of this research, locating it within the public 

library context, by considering the documents and policy’s they are governed by. 

The purpose of this chapter is to peruse the literature on the generic dynamics present in, 

and rationale for, public libraries, so that these dynamics can be used to demonstrate how 

the SPL adheres to or moves away from these dynamics, with specific reference to branding 

and wayfinding (further described in chapter 3). The approach in this chapter is shaped to 

foreground the potential application of HCD (further described in chapter 4) in the 

engagement with the problem.  This is done by focusing, amongst other things, on purpose, 

strategies used to achieve the purpose, descriptions of holdings, changing patterns and 

contents of those holdings, patron/client and librarian interface, and related matters. The 

chapter draws on extant literature on public libraries.  

Chapter 2 consists of six sections. Section one briefly summarises the fundamental thinking 

behind the concept of HCD along with the multidimensional methods and tools associated 

with this field of study, as found in chapter 4. In so doing the researcher/designer hopes to 

tentatively identify what concepts or elements public libraries should pursue, develop or 

foster during the problem-solving process in order to reflect HCD thinking whilst providing 
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examples of previous research conducted (in the form of case studies) were applicable1. 

Once these attributes have been identified, the researcher/designer reflects, in the second 

section, upon material such as public library policy and guidelines already available in 

support of HCD thinking within the public library context and thus identifying common 

denominators and possible shortcomings, which is the purpose of section 3. Section 4 

discusses the correlation between the common denominators for public library operation 

within HCD and design thinking. 

Section 5 argues that, given the identification of common denominators within a national, 

international and HCD library context, the researcher/designer can apply these principles in 

a context specific reference to the SPL whilst depicting the application of the public library 

framework to the SPL context. The chapter is concluded in section 6 with a summary of the 

findings in the literature.  

 

2.2  HCD and Public Libraries 

2.2.1 HCD thinking, methods and epistemology and their relevance to the Literature 

Review  

HCD considers and often coincides with the concepts of experience and HCD problem-

solving processes (further discussed in chapter 4). In the case of experience, this includes 

the past lived experience; self-experience2; spatial awareness; the identification or 

associations of past experience by the user and an analysis of the current experience 

(Merriam 2009:13, Boylorn cited in Given 2008: sp., Smith 2013:sp.). Here I wish to draw 

particular attention to Merleau-Ponty’s (in Smith 2013:sp.) description of the three methods 

of phenomenological practice. Method one describes the type of experience as found within 

one’s own past experience, also known as the pure description of a lived experience.  

																																																													
1	 Here	 the	 researcher/designer	 acknowledges	 that	 although	 a	 multitude	 of	 case	 studies	 could	 be	 found	
capturing	the	integration	of	HCD	and	design	thinking	into	public	libraries,	all	were	in	an	international	context,	
addressing	 experiential	 factors	 caused	 by	 the	 general	 ambiance	 and	 structure	 of	 the	 library.	 No	 research	
could	be	found	by	the	researcher/designer	that	specifically	considers	the	application	and	potential	co-design	
of	wayfinding	and	branding	 through	 the	 incorporation	of	HCD	 in	a	South	African	context.	This	 confirms	or	
identifies	a	possible	‘gap’	within	design	literature.	

2	Self-experience	as	noted	here	refers	to	the	tacit	knowledge	of	the	public	library	user	or	patron	in	interacting	
with	the	public	library	space	as	well	as	the	experiential	process	within	finding	a	way	through	in	the	library.	
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Method two interprets a type of experience by relating it to those relevant features within a 

given context, and finally method three analyses the “form of a type of experience” (Merleau-

Ponty cited in Smith 2013:sp.)3 

HCD centrally has to focus on understanding and analysing a human experience by 

inherently identifying strengths, weaknesses, problems or shortcomings, and opportunities 

within the experience. Once problem identification has been done, the HCD problem-solving 

process becomes important. Secondly, the HCD problem-solving process focuses on 

problem-solving by providing a possible solution for the identified problem, while equipping 

the research participant(s) involved with the process and skills for future problem-solving, in 

this manner creating change agents within the public library context. During this process, the 

researcher/designer meets with the involved participants in the research process with the 

end goal of matching the design applications with the users’ “practices, needs and 

preferences” (Steen 2011:45).  The integration of HCD within the public library context is 

further seen as valuable, contributing on three levels within the public library: the library 

internally, the library externally, and lastly, shared interest or advances. IDEO (2015:15) 

advocates these advantages as seen in figure 2.1 below. 

 

 

 

 

 

 

 

																																																													

3	 Classical	 phenomenologists	 practiced	 some	 three	 distinguishable	 methods.	 (1)	 We	 describe	 a	 type	 of	
experience	 just	as	we	 find	 it	 in	our	own	 (past)	experience.	 Thus,	Husserl	and	Merleau-Ponty	 spoke	of	pure	
description	of	 lived	experience.	 (2)	We	 interpret	a	 type	of	 experience	by	 relating	 it	 to	 relevant	 features	of	
context.	In	this	vein,	Heidegger	and	his	followers	spoke	of	hermeneutics,	the	art	of	interpretation	in	context,	
especially	social	and	 linguistic	context.	 (3)	We	analyze	 the	 form	of	a	 type	of	experience.	 In	 the	end,	all	 the	
classical	 phenomenologists	 practiced	 analysis	 of	 experience,	 factoring	 out	 notable	 features	 for	 further	
elaboration	(Merleau-Ponty	cited		in	Smith	2013:sp.). 
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Figure 2.1: Diagram lifted from IDEO (2015: 15) depicting the advantages HCD has if incorporated 

into a public library setting, internally, externally and in its entirety. 

The next important concept, which HCD relies on in the context of this study, is that of 

experience of space and its transformation into lived place. This transformation is concerned 

with the gathering of data regarding the collective experience of research participants (a 

concept already discussed as part of the lived experience) and of a space (the SPL), 

“translating” this into the desired experience comprising the wants and needs of participants 

within a space, and thus defining the spaces as lived place. In defining place, the 

researcher/designer must, through the application of identified HCD concepts, first 

understand the notion of space, both within ideological and real-life contexts specific to 

public libraries. 

In this sense, the designer/researcher needs to ‘walk in the shoes of’ participants in that 

particular space in order to gain empathy with those experiencing it, which, in this case, is a 

library.  Furthermore, because this is a library, it can be that the employees in that 

environment, namely the librarians, also need to attempt to ‘walk in the shoes of’ the patrons 

of the library. Thus, the librarians themselves are attempting to practise a type of HCD 

(oscillating between immersive experiences and observational reflections), but without 
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formal theoretical knowledge of the methods that accompany HCD4.  As such, as part of 

HCD, the task of the designer/researcher can be seen as attempting to “unlock” the HCD 

potential in the participants who occupy the space to engage in HCD practices, which will, in 

turn, lead to a reshaping of that environment. However, to undertake this task, the 

designer/researcher also needs to understand the dynamics of the environment 

(generically), which is the purpose of the remainder of this chapter.  

2.2.2  Public libraries and the fundamental documents and policies by which they are 

governed  

Public libraries worldwide function in a variety of societies and cultures, in different stages of 

development and with different understandings of the needs of that development. The 

development stages vary, influenced by the specific context of the public library, with some 

similarities, however, found in characteristics across all public libraries (Gill, Clubb, Glashoff, 

Hassner, Hayrapetian & Pestell 2001: 2). The effectiveness of the services provided by a 

public library to the public user not only depends on the specific context of the public library, 

but also on its unique history, current standing in service provision, architecture, design and, 

finally, vision, mission and goals stipulated by both the provincial/state/government 

legislation and the relevant library as a separate entity. Despite the potential distinct 

uniqueness of each library, a suggested set of guiding principles is needed to depict the 

overall operation and dynamics of the library. Such guidelines are provided through multiple 

sources, three of which are focused on in the section that follows. 

The purpose of this section, therefore is to argue and motivate that all policies and directives 

pertaining to public libraries, both within an international5 and a national context, along with 

their internal and external activities, share distinct similarities and are structured in such a 

manner to foster human-centeredness, delivering a positive experience to its users. To 

achieve this the researcher/designer considered the relevant documents, analysing 

similarities or overlaps within them, identifying the ‘potential strengths’ public libraries should 

foster if they are to offer a human-centred service to the library user, providing examples of 

case studies were applicable. With relevance to the SPL specifically it allows the researcher 

																																																													
4		It	can	be	argued,	tentatively,	as	suggested	in	the	previous	footnote,	that	a	patron	of	the	library	also	practices	
the	 same	 processes,	 as	 they	 attempt	 to	 ‘design’	 their	 way	 to	 gathering	 data,	 for	 example,	 in	 that	
environment.	

5	The	researcher/designer	feels	it	necessary	to	integrate	international	policies	in	order	to	find	an	improved	way	
forward	 for	 public	 libraries	 in	 South	 Africa.	 Mojapelo	 (2017:	 01)	 supports	 this	 by	 stating,	 “South	 African	
public	libraries	are	currently	governed	by	outdated	policies	and	flawed	legislation”.	Keeping	this	in	mind	the	
researcher/designer	interrogates	South	African	policies,	such	as	the	Free	State	Provincial	Policy,	while	using	
international	policies	as	a	benchmark	towards	future	development.	
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not only to measure the SPL’s strengths, but also identify possible shortcomings6. The 

researcher/designer can, using these overlaps or similarities, be able to speculate that the 

shortcomings identifiable within the SPL correlates in some manner with the needs identified 

by the research participants specifically within the SPL context. The shortcomings that will, 

for the sake of this research, enjoy attention, would be those elements identified as needs by 

the research participants7, as documented in chapter 5. 

 

2.3 Fundamental documents in support of HCD thinking and human-centeredness 

within the public library context  

In attempting to understand the generic operational requirements and expected services that 

the public library should provide the researcher/designer analysed three fundamental 

documents in support of HCD thinking as part of the development of a human-centred 

approach towards the public library context. These documents include the UNESCO Public 

Library Manifesto8 (ABIB 2015); the IFLA Guidelines for Public Libraries9 (Gill et al. 2001:1-

116) and the Free State Provincial Policy (Free State Province n.d.).  

While the UNESCO Public Library Manifesto (ABIB 2015:sp.) is used and referenced as a 

guideline for the operation of a public library functioning within an ideal international context, 

the IFLA Guidelines for Public Libraries (Gill et al. 2001:1-116) serve as an example of a 

document constructed from the UNESCO manifesto foundation, expanding on it, and 

resulting in a document referred to as the Guidelines for Public Libraries. Both documents 

essentially capture the international operational requirements public libraries should adhere 

to, encapsulating internal management, operation and service delivery.  

																																																													
6	 Shortcomings	 as	 referred	 to	 here	 takes	 into	 consideration	 two	 specific	 aspects:	 firstly,	 uncontrollable	
shortcomings	directly	affecting	the	SPL	as	a	result	of	governing	structures	within	the	greater	Southern	Africa	
(to	be	discussed	later	in	more	detail),	and	secondly,	shortcomings	within	the	SPL	space	itself.	

7	 	Here	 the	 researcher/designer	acknowledges	 that	although	 she	 suggests	possible	 shortfalls	within	 the	SPL,	
the	incorporation	of	HCD	as	design	research	will	“open	up	possibilities”	within	considered	or	new	shortfalls,	
instead	of	“validating	or	providing	evidence”	of	her	preconceived	suspicions	(IDEO	2015:33).	

8	The	Public	Library	Manifesto	 (adopted	 in	1994)	proclaims	UNESCO’s	 (United	Nations	Educational,	Scientific	
and	Cultural	Organization)	belief	in	the	public	library	as	a	living	force	of	education,	culture	and	information.	
This	Manifesto	serves	as	a	baseline	for	development	and	expansion	of	all	other	manifestos,	guidelines	and	
policies	the	researcher/designer	came	into	contact	with	during	the	research	process,	and	thus	is	considered	
as	a	primary	contributor	 to	all	other	 sources	used	 this	 chapter	 (Abib,	2015).	The	 researcher	acknowledges	
that	this	is	an	old	source	but	motivates	its	use	due	the	seminal	nature	of	the	document.	

9	The	IFLA	Guidelines	for	Public	Libraries	act	as	a	replacement	for	the	Guidelines	for	Public	Libraries,	originally	
published	in	1986,	and	serves	as	guideline	for	public	libraries	that	operate	within	idealised	environments.	It	is	
the	 product	 of	 a	 two-day	 seminar	 at	 Noorwijk,	 Netherlands	 (with	 the	 latest	 draft	 presented	 in	 2001)	
compiled	by	members	of	the	Committee	of	the	IFLA	section	of	Public	Libraries.	
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These two documents stipulate the operationally expected requirements within an 

international context, and the Free State Provincial Policy10 (Free State Province n.d.) places 

these expectations within a national context, which, in turn, becomes directly applicable to 

the SPL. 

While all documents are clear on the expectations that people have of public libraries, the 

public library and its context must be recognised as a uniquely particular type of entity. 

Because of this, the SPL must adapt as suggested by all three documents, leaving room for 

specific changes, because of its context in terms of service provision. For this reason, the 

researcher/designer identified overlapping areas or similarities within the three documents. 

These similarities can be identified as characteristics or elements that public libraries, (more 

specifically the SPL) should pursue in order to reflect HCD thinking. 

2.3.1 Similarities/elements found within identified documents as suggested guidelines for 

potential applications within the SPL context 

A number of similarities/elements identified in the above-mentioned documentation and 

policies can be used as potential guidelines for the SPL. These similarities can be described 

under the following headings: service provision, knowledge transferal11; equity; meeting the 

needs of the people; the library’s higher functionality; the experience of the public library 

user and lastly the design of the public library. 

2.3.1.1 Service provision 

Service provision is the most important element of public library functionality as it is, in 

essence, a service offered to the public, usually free of charge (Free State Province: n.d.: 

section b). When defining service provision within a public library context, concepts such as 

support for lifelong learning, leisure time interest, informational needs, community activities, 

cultural activities and recreational reading often occur (Free State Province: n.d.: section b). 

With a focus on lifelong learning, the strengthening of reading habits in children at an early 

age is critical, promoting the personal development of public users through enriching the 

																																																													
10	The	Free	State	Provincial	Policy	(Free	State	Province	n.d.)	serves	as	an	internal	document	distributed	to	all	
libraries	 located	 within	 the	 Free	 State	 Province.	 It	 serves	 as	 a	 reflection	 on	 the	 UNESCO	 Public	 Library	
Manifesto	and	contextualises	those	principles	identified	within	a	South	African	context,	of	particular	interest	
to	this	research	report.		

11	 Service	 provision	 and	 knowledge	 transfer	 are	 often	 interlinked.	 For	 this	 reason,	 aspects	 regarding	 these	
elements	often	overlap	as	part	of	the	discussion	that	follows	as	one	can	ultimately	not	function	without	the	
other.	If	one	or	more	of	these	elements	within	the	public	library	do	not	function	effectively,	the	public	library	
would	not	be	able	to	cater	to	the	needs	of	public	library	user.	
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individual’s knowledge system, thereby potentially enhancing their contribution to society 

(Gill et al. 2001:6). 

While the function of some services are clear, other services have to do with growth potential 

by providing opportunities for personal creative development, especially in developing 

countries, including examples such as the development of life skills, adult basic education 

programmes and the promoting the awareness of AIDS ‒ topics relevant to the South 

African public library context (Gill et al. 2001:5).  Any service or opportunity to deliver service 

that is not accessible impacts the public library in a negative way, and as a result needs to 

be offered as extension activities12. This includes the active marketing of the library through 

local media, printed material and special marketing campaign extensions, to name a few 

(Free State Province: n.d.: n.p.; Abib 2015:sp.).  

Service provision relies on access to knowledge and information (Gill et al. 2001:2). 

Structures/services through which knowledge and information are transferred are specific 

and central to each library and can be identified as missions within the public library 

structure; these should be at the core of all public library services in order to offer an 

acceptable (and perhaps standardised) level of service. This is achieved by the operation 

and management of clearly defined policies that indicate objectives, priorities and services 

that answer to the local community needs, whilst maintaining an effective and professional 

standard of operation (Abib 2015:sp).  Service provision depends on those responsible for 

the planning or the service provision itself.  The librarian and librarian assistants13 serve as 

the essential link between public library users and the resources that the library offers14 

(Abib 2015:sp). The librarian is regarded as being responsible for coordinating the branch 

library services in municipal districts and as the individual in charge of the specific library he 

or she is situated in. Tasks of the librarian and the librarian assistant include: the 

management and control of all activities in the library; services at the lending desk; keeping 

the filing system in place and up to date; control over the maintenance of all registers within 

the library system including fines, receipt books, special requests and membership statistics, 

and promoting the use of the library, to name only a few15 (Free State Province: n.d.: section 

																																																													
12	 Extension	 activities	 include	 those	 activities	 held	 in	 the	 library	 that	 are	 not	 directly	 related	 to	 the	 normal	
functions	of	the	library	(Free	State	Province:	n.d.).	

13	An	assistant	librarian	is	responsible	for	activities	pertaining	to	the	individual	library	or	branch	library,	where	
there	 is	 no	 librarian	 (this	 is	 not	 the	 case	 of	 the	 SPL).	 The	 assistant	 librarian	 has	 the	 same	 duties	 and	
responsibilities	as	the	librarian,	and	in	some	cases	fulfils	the	post	of	a	librarian.	

14	Due	to	the	focus	placed	on	the	role	the	librarians	fulfil	within	the	library	operations,	the	librarian	as	research	
participant	 and	 co-designer	 is	 yet	 again	 confirmed,	 serving	 as	 a	 starting	 point	 of	 all	 evaluations	 and	
adaptations	to	the	public	library	design,	operating	systems	or	policies.	

15	To	view	 the	 full	 list	of	 librarian	and	 librarian	assistant	duties	and	 responsibilities,	please	 refer	 to	 the	Free	
State	Provincial	Policy:	The	Library	workers’	handbook,	as	indicated	in	the	bibliography.	
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b). The focus of the librarian in the context of all services is ultimately aimed at (or centred 

on) the public library user. The library user must be understood in order to determine their 

wants, needs and characteristics (Free State Province: n.d.: section e), in order to improve 

service delivery.  

This analysis of the users is called a target market analysis16 and is used within a marketing 

approach17 as part of their service delivery (Free State Province: n.d.: section b see also 

Abib 2015:sp. and Gill et al. 2001:sp.)18 The very essence of service delivery within the 

public library is most likely entirely human-centred, requiring librarians to constantly reflect 

upon the target markets analysing, reconsidering their needs, and adjusting the libraries’ 

operation and services themselves to better cater to the needs of the public library user. 

Although the public library user is focused on extensively here, the extenuation within this 

research is on the ‘suggested adjustments’ that the library should undergo regularly and 

continuously within all aspects of its service delivery, operations and the physical structure to 

meet the end-user’s need. Keeping in mind that the SPL has made some attempts to offer 

better service delivery to the SPL public library users (made evident by sectional shifts and 

handmade signage), no attempts towards updating the space have been made. Given the 

complex and intricate changes made since the opening of the SPL, with the librarians as key 

‘witnesses’, it again seems fitting that librarians should be the functionaries where research 

commences, then shifting focus to their perceptions of public library users, within an ideal 

situation, only once definite suggestions (solutions) have been made. 

 

 

 

 

																																																													
16	Discussed	in	greater	detail	under	branding,	chapter	3.	
17	Management	of	the	SPL	is	done	both	internally	by	the	Senior	Managing	Librarian	externally	in	the	reporting	
to	the	municipal	and	provincial	branches	and	policies,	and	thus	the	management	is	a	combined	effort.	While	
the	 daily	 management	 of	 the	 library	 itself	 falls	 upon	 the	 Senior	 Managing	 Librarian,	 all	 marketing,	 and	
branding	rest	with	the	municipal	and	provincial	structures.	As	will	become	evident,	this	becomes	a	potential	
stumbling	block	for	large-scale	HCD	interventions.	

18Noted	here	 is	 that	 all	 three	 fundamental	 documents,	 referred	 to	within	 the	 content	of	 this	 chapter,	 build	
upon	 (even	 referencing	 from	one	 another)	 similar	 concepts.	 Such	 concepts	 include	 the	 description	 of	 the	
target	market,	the	services	the	public	library	should	provide,	and	guidelines	in	terms	of	its	general	operation	
to	name	a	few.	
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2.3.1.2 Knowledge transferral 

The UNESCO Public Library Manifesto (ABIB 2015:sp.), in accordance with the Free State 

Public Library Policy document (Free State Province n.d.: n.p.) states that the public library 

functions as the local centre of knowledge and information that can be transferred via a 

multitude of mediums, reflecting current trends and the evolution of society whilst functioning 

as the memory of society (Abib 2015). Transfer of knowledge, regardless of the medium, the 

literature or media it is presented in19, is continuously emphasised as one of the objectives of 

a public library, promoting the oral transfer20 of information (Phillip 1994:23; Abib 2015:sp.).    

The way in which the knowledge is transferred must be continually adjusted to the user’s 

needs within the library focusing on attributes of the user, where these might be determined 

by culture, heritage, social and economic environment or technological ability21. The 

researcher/designer can thus anticipate that there is a direct correlation between the method 

and medium in which knowledge is transferred and the user that the knowledge is being 

transferred to, thus pre-determining the resources needed. 

Resources (as part of knowledge transfer) provided by the library must answer to the wants 

and needs of the public library user (Gill et al. 2001:2). Once a need has been identified and 

the appropriate resource is located, the public library is seen as responsible for knowledge 

provision and transferral, and therefore for providing support during the formal and informal 

learning processes (Gill et al. 2001:3).  Regardless of the shape of the resource, its 

relevance is pertinent to the needs of the user. As discussed previously, all public library 

aspects of operation, including resources and knowledge transferral, depend heavily on the 

specific library context and its identified needs, calling for libraries to continually adjust to 

these needs. This is confirmed by Gemma (2016: 43) who refers to the recently constructed 

public library in Halifax as case study. He states that “libraries should be designed so that 

they are physically adaptable over decades”, adding that features of flexible libraries include 

“adaptable structures, adaptable furniture layout, neutral décor and amenable staff”. What 

must be considered is that need identification, within specific resources, often coincides with 

training the individual (in most cases the librarian) in charge of knowledge transfer. 

																																																													
19	 The	 representation	of	 knowledge	 in	whichever	 form	available	 to	 the	public	assists	 in	 the	 lifelong	 learning	
process	discussed	earlier.	This	confirms	the	importance	of	the	public	library	as	an	entity	regardless	of	its	age,	
stature	or	technological	capabilities,	as	the	public	library	should	ideally	reflect	the	needs	of	its	public	users,	
whether	these	are	books	and	basic	learning	skills	or	internet	access	and	the	availability	of	eBooks.	

20	Oral	transferal	referred	to	here	in	the	mind	of	the	researcher/designer	includes	the	transferal	of	knowledge	
orally	to	those	who	cannot	necessarily	read	or	write,	specifically	children.	Given	that	recent	statistics	indicate	
that	58%	of	Grade	4	learners	in	South	Africa	cannot	read	for	meaning,	with	29%	completely	illiterate	(Anon	C	
2016)	that	transferal	becomes	an	essential	part	of	education	within	the	South	African	context.	

21	These	factors	are	seen	as	responsible	for	creating	a	unique	description	of	the	library	user.	
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2.3.1.3 Equity 

All documentation and policies on public libraries considered (UNESCO Public library 

Manifeso [Abib 2015]; The Free State Province Internal Guidance for Development [Gill, et. 

al. 2001]) stress the importance of equity and access to all: “Collections and services should 

not be subject to any form of ideological, political or religious censorship, nor commercial 

pressure” (Gill et. al. 2001:9; Abib 2015; see also Free State Province n.d.). Gemma 

(2016:35) provides the public library Almere Stad, located in the Netherlands, as an example 

and case study, accentuating the accessibly of public libraries, and noting that accessible 

public libraries must be “located near a transport hub within the city, located near a shopping 

mall for convenience, co-located with other services and offer some kind of outreach 

service”.  Public libraries and all their content should therefore be readily available to the 

users where services are provided on the basis of equality and access for all, appropriated 

to include all formats specific to client groups, regardless of age, race, gender, sex, religion, 

nationality language and social status (Abib 2015:sp; Free State Province n.d.: sp.; Gill et al. 

2001:9). This notion is supported by the Freedom of Information Act, section 32(2), assisting 

in the provision of information, offering information and its availability as a basic human right 

to be upheld by librarians and governing bodies. While equality can be practised within the 

public library domain, accessibility sometimes becomes problematic and is often viewed 

through two separate lenses. One such lens is where the physical space is accessible or 

inaccessible due to attributes within the architectural layout (Gill et al. 2001:45), and another 

that is determined by the unique attributes of the library user that could potentially prevent or 

disrupt access to the public library, its resources, services and information. Such attributes 

include users with special needs, individuals with disabilities (including the blind and partially 

sighted), housebound people, institutionally confined people and the illiterate (Abib 2015:sp.; 

see also Free State Province n.d.:sp.).  

In addition to these issues, the equality of access to public libraries as well as the creation of 

equality in terms of experience remains the responsibility of the public library staff ‒ creating 

a public library place and space that offer a safe haven or meeting place for communities 

that often lack safe spaces, in this manner offering the public user a positive social 

experience (Gill et al. 2001:7). Equality in terms of accessibility and service provision, 

knowledge transferral and information provision remains a difficult task within the South 

African context. Mojapelo (2017:1) supports this notion by stating that, “Even in a post 

apartheid South Africa, inadequate community libraries are faced with an avalanche of 

daunting challenges”. He continues to describe some of these challenges motivating that 

public libraries in South Africa are understaffed and underfunded and are “not getting 
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sufficient support from local governments [municipalities]” Mojapelo (2017:1) lastly 

summarises his argument by stating that “public libraries in South Africa are faced with 

daunting challenges affecting library facilities not only frustrating the users, but also the 

librarians themselves” (Mojapelo 2017:11). The IFLA (2015:27) concurs, stating that “an 

anomalous constitutional provision has resulted in the decline of services and infrastructure 

in certain areas over the past ten years, instead of keeping pace with the increasing 

demands of a modern developmental democracy”. This difficulty in attempting to offer a 

equal service across all cultures and languages is confirmed by a research participant in this 

study who states that, “people prefer, especially white Afrikaners, they prefer to have 

everything in Afrikaans, whereas most books in our library are published in English. Then 

some of them don’t even want to compromise” (HCD team meeting 1:33). 

According to the National Library of South Africa (2016:12), catering to 2,745,590 public 

library users (in the Free State alone), with eleven official languages, from multicultural 

families and unique histories, the effects of these on library staff needs to be considered in 

order to achieve equality in all aspects involving the public library. This can only be achieved 

if the public library user (within the SPL context, for example) as well as the staff working 

with these equality differences and accessibility issues are analysed and identified, solutions 

conceptualised and changes are set in place ‒ all of these are indeed, elements found in 

HCD thinking. 

2.3.1.4 Meeting the needs of the people 

Policies clearly state that it is the public library’s responsibility to meet the needs of the 

people (individuals and groups), including their needs for education, information, personal 

development, recreation and leisure (Gill et al. 2001: 2). In order for these needs to be met, 

they must be understood (Free State Province: n.d.: section e). Meeting the needs of the 

end users inherently requires a collective that, for the sake of this research, as reflected in 

policies and documents, speaks to two groups of people with needs ‒ the needs of the 

library staff (those needs necessary to offer adequate service to the public) and the needs of 

the public library users. Some needs can be seen as shared needs between the two groups. 

Space needs of library staff, as an example, include orientated spaces such as work 

space/office space, rest space, washroom space and meeting rooms. Public users require 

“technological space” (Gill et al. 2001:4) offering printing facilities, internet access and audio 

visual equipment ‒ these are quickly becoming necessary spaces within the public libraries 

today. Gill, Clubb, Glashoff, Hassner, Hayrapetian and Prestell (2001:4) add to this, stating 

that “rapid growth in the volume of available information and the continuing technological 
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changes, radically effect the way information is accessed”. There is, however, a need for 

those spaces that identify the specialised or “more traditional” equipment such as atlas 

cases, newspapers, filing-cabinets and map cases, not excluding shared spaces within the 

library which public library users and librarians alike move within (shared spaces generally 

involve all spaces the public library viewer have access to).  These spatial needs and 

occupation of spaces are important factors that influence fundamental needs such as the 

mechanical services of the library space, affecting ventilation, heating, and overall storage 

(Gill et al. 2001:44).  

Another need is the access to the library building and spaces within the library building. 

Guidelines elaborate on library structures and their access, explaining that they should be 

designed to reflect the function of the library service, promote accessibility and offer flexible 

and continuous accommodation for new and changing services, regularly adapting the 

library space to meet the public library users’ and staff’s needs (Gill et al. 2001:11). This 

flexibility and the constant adaptation to change are determined by the operational needs of 

the librarians to better cater for the library users, which is, in turn, a focus on the 

identification and exploration of the public library’s main client ‒ the public user, and an 

example of the library’s human-centeredness. In this, it needs to identify, analyse and depict 

requirements in the user groups, and adapt the library’s services accordingly (Gill et al. 

2001:30). Because the public library is regarded as the heart of a community, it centres on 

its public users, providing a variety of spaces for the people within the community to 

congregate; something that can only be achieved if the library as a space and place is both 

convenient and inviting to its users (Gill et al. 2001:30-36).  

Additional needs identified by and for library users, according to Abib (2015:sp.), include 

continuous stimulation of the users’ imagination and creativity; supporting individuals or 

formal education entities whilst providing opportunities for personal development; the 

promotion of cultural heritage; appreciation of the arts, scientific achievements, oral 

traditions and innovations; the provision of information regarding all community activities as 

well as the provision of services to local enterprises, associations and interest groups.  

Furthermore, the IFLA (2015:29) add to this argument in their capture of “the state of 

libraries in South Africa”, stating that libraries (in the Free State specifically) have “shifted 

their focus to include books in indigenous languages, African literature, in order to promote a 

culture of reading, healthy living and literacy”.  These needs can only be met if problem 

identification as to the reason why needs are not currently met is done and understood, a 

task resting with the direct service provider – in most cases the librarian.  
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Not only does this establish the librarian as a specialist in terms of needs identification, but it 

also indicates the library’s dependence for adjustment on the librarian as individual, a focus 

found within HCD. 

2.3.1.5 The library’s higher functionality  

If a public library, and all involved in the governing thereof, is to function and operate as a 

successful entity, it is responsible for the following: The identification of a target market or 

target group, and the development and continuous stimulation of children and their reading 

habits as future potential users (Free State Province: n.d.: section e). It is also held 

responsible for defining clear objectives; organising, presenting and accommodating library 

materials for optimal use; and promoting the library materials and services effectively to the 

total community (Free State Province: n.d.: section b). In addition to this, the library must aim 

towards becoming a facility for lifelong learning, decision-making and cultural development 

(Free State Province: n.d.: section b), while taking part in strategic planning to promote a 

national library network based on agreed standards of service (something only made 

possible if the public network is designed in relation to national and regional research and 

specific libraries including schools, colleges and universities22) (Abib 2015:sp.). As part of 

effective functionality, the library should offer services to all members of the public equally 

and free of charge, with the financial responsibility for this resting upon the local 

governments and national authorities (Abib 2015:sp.).  Those responsible for the governing 

of the library should also aim to understand the unique context of the library and its 

developmental stage (Gill et al. 2001:2 also see UNESCO Manifesto 1949: Appendix 3A). 

Finally, the library is responsible for the formulation of a vision, mission and goals stipulated 

by both the provincial legislation and the relevant library as a separate entity (UNESCO 

Manifesto 1949: Appendix 3A), with the ultimate aim of representing the public library as a 

force of education, culture and information, adjusting and tailoring an experience to the 

specific need of the library user (Abib 2015:sp.; Gill et al. 2001:2). Without essential 

elements such as the above-mentioned in place, the most successful services and staff 

would not be able to accomplish much as they would be if they were limited to an 

environment with no future provision of growth.  

																																																													
22	The	SPL	is	currently	deemed	as	the	supporting	public	library	for	the	larger	part	of	the	Free	State	Provincial	
libraries	 network.	 Although	 its	 responsibilities	 in	 recent	 years	 have	 included	 the	 training,	 opening	 and	
continued	support	of	smaller	libraries	in	its	proximity	and	rural	settlements	(all	constructed	following	these	
regional	 and	 national	 standards),	 the	 SPL	 itself	 is	 still	 functioning	 with	 the	 design	 applications	 and	
navigational	system	introduced	during	its	opening	with	changes	only	implemented	with	short-term	problem-
solving	in	mind.	
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The public library thus must maintain, continuously re-evaluate and expand in order to 

remain relevant to its public users, a concept often found with both HCD and PAR. 

2.3.1.6 The experience of the public library user 

In studying the three identified documents, distinct aspects of experience can be noted. The 

first aspect of experience can be defined as the physical experience; this includes the 

experience of the space, operations within the library and the design applied within the 

space such as a wayfinding system. The second aspect of experience described can be 

identified as the lived experience, better described by the emotional connotation of the visit 

to the library, be it excitement, comfort or intimidation. The last aspect of experience can be 

seen as an on-going experience, influenced by both the physical and lived experience. This 

notion links with design aspects, indicating the experience that was and will remain in 

thought when reflecting on the experience of the library as well as the identification with the 

space and place through the design of the libraries identity23. 

Experience in terms of emotions and physical accessibility is often mentioned in researched 

while little has been published on the on-going experience of design applications. Gill et al. 

(2001:43) acknowledge the importance of the physical space (and all matters included in 

the space) and its influence on the user’s experience. The authors further motivate that 

libraries often fail to provide positive experiences24 and this often influences the 

accessibility to knowledge, regardless of the format. Because of this, focus must be placed 

on elements of the library such as its size, designated spaces, design features, shelving, 

sign-posting, the general ambience and all experience-linked emotions that the physical 

structure might evoke, such as safety, joy and excitement (Gill et al. 2001:43). These 

experience-linked emotions are responsible for turning space into place.  

The public library as place and space of meeting should cater to the emotional needs of its 

users by offering a feeling of safety, creating safe havens while providing comfort and 

reassurance to the public user, generating a positive social experience (Gill et al. 2001:7) ‒ 
																																																													
23	The	identity	design	of	space	and	place,	also	referred	to	as	the	brand	design,	is	seen	as	an	essential	part	of	
generating	 a	 positive	 and	 memorable	 experience,	 with	 one	 key	 insight	 being	 the	 ongoing	 and	 adjusted	
communication	and	marketing	(through	the	brand	design	and	applications	within	the	space	and	place)	of	the	
space	 and	place	using	 a	personalised	 and	humanised	 tone	of	 voice,	 analysing	 and	understanding	 the	user	
specific	 to	 the	 context.	 This	 creates	 a	 lasting	 impression	 of	 the	 brand	 and	 generates	 positive	memorable	
experience	(Rogers	2016:sp.,	Design	Council	2015:sp.,	Porter	2015:	97).	

24	 While	 Gill	 et.	 al.	 do	 not	 expand	 on	 their	 reasoning	 behind	 the	 perceived	 negative	 experience	 of	 public	
libraries,	the	researcher/designer	can	assume	that	this	experience,	or	lack	thereof	could	be	as	a	result	of	the	
physical	space	and	place	the	 library	offers	 to	 its	public	user,	supported	by	the	 longstanding	perceptions	of	
public	 libraries,	 the	 services	 they	 offer,	 and	 to	 whom	 they	 offer	 their	 services.	 This,	 in	 the	
researcher/designer’s	mind,	 suggests	 longstanding	 power	 struggles,	 with	 the	 library	 seen	 as	 enforcer	 and	
controller	of	knowledge.	
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a “mission” directly dependent on the physical space and place of the library, including all 

design applications and operational systems within it. Gemma (2016:19) seconds this by 

stating that “the library has reinvented itself”, becoming a “third space”. He motivates that 

“people have home, they have work, but they need something in the middle” – a place to 

meet, a place to learn, a place to read” (Gemma 2016:19-27). Unfortunately, the physical 

experience is often influenced by financial constraints brought about by day-to-day 

operations, including maintenance, the upkeep and the redesign of the library as a space. 

The redesign of a space, or the lack thereof, determines the public user’s experience as 

well as the constant development and integration of technology into the current and ever-

changing technological context (Abib 2015:sp.) More physical space factors such as 

temperature, humidity control and ambient factors need to be considered, assisting in the 

generation of a comfortable user experience. This could potentially include the addition of 

coffee shops, comfortable seating areas and even small shops (Gill et al. 2001:64). 

Ambience is only one factor in the transition process from a space into a place, engaging 

and encouraging local entities and new businesses to partake in the transition process 

within the current context of development by adding to an engaging and exciting experience 

(Phillip 1994:23). Physical experience, which is strongly influenced by design applications 

within and outside the library, determine or at least influence the emotional stance of the 

library user, and thus the lived experience. While technicalities regarding the design 

application and the user’s physical experience of designs are discussed in the design 

section below, these very technicalities influence both physical and emotional experience, 

and, in turn, affect the on-going experience of users. 

In this research, it could be speculated that one of the outcomes would be the generation of 

a positive on-going experience as a result of the evaluation, identification and 

implementation of problem-solving prototypes, identified, conceptualised and co-designed 

by the librarians themselves through HCD toolkits. If the librarians could become change 

agents, making considerable shifts in both the lived and physical experience, the public 

users of the library would ultimately be left with a positive on-going experience of the public 

library. 
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2.3.1.7 The design of a public library 

Design within a library can be explained under two categories. The first category is the 

design of space and place, which focuses on the physical space and place, the accessibility 

to the space and, lastly, the navigation within the space; that is to say, assisting the user in 

finding his or her way within a space. These can all be linked to design that has a bearing on 

the physical and lived experience. The Central Library in Calgary (Gemma 2016:39) serves 

as case study and example. Completed in 2018, the library is designed with an experience 

of openness in mind, making for a relaxed navigable journey. Gemma further summarises 

elements that make for a pleasant experience of the library as a space that promotes 

visibility through “(a) an atrium, providing a full view of the space, (b) a generous reception 

area, (c) simple furniture layout, and lastly (d) few visual obstructions” (Gemma 2016:39).  

The second category of design can be described as the marketing and branding of the 

public library itself, correlating with the continuous and on-going experience of the library25. It 

is important to note that, often, physical design applications in the space of the library add to 

the branding and identity of the library, determining the on-going experience of the library 

user. 

(a)  Physical space design26 and the design applications within the space 

The public library must provide a variety of spaces for the people within the community to 

congregate in, which can only be achieved if the library as a space and place is both 

convenient and inviting to its users (Gill et al. 2001:30-36). For this to be possible, easy and 

convenient access to the library building is necessary, as determined by the physical 

structural design/architectural design of the library.27  

The literature suggests that library structures should be designed to reflect the function of 

the library service, promoting accessibility and a flexible and continuous accommodation to 

new and changing services (Gill et al. 2001:11). The structural design of the library space is 

thus influenced by the services offered, while the services offered are determined by the 

needs of the library user ‒ this rendering the library a human-centred space.  

																																																													
25	Please	see	chapter	3	for	a	full	description	of	marketing	and	branding	and	design	within	these	concepts.	
26	This	includes	the	architectural	design,	structural	design	in	the	space	as	well	as	interior	design	elements	such	
as	the	organization	of	shelving,	chairs,	and	lighting	within	the	space.	

27	Currently,	as	indicated	later	in	this	research,	needs	were	identified	by	the	research	participants	in	terms	of	
accessibility	 to	 the	 SPL	 building	 itself,	 in	 particular	 specific	 sections	 within	 the	 SPL	 such	 as	 the	 reference	
section	‒	inaccessible	to	the	disabled	community	and	young	mothers	with	prams	or	small	children.	
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In South Africa, many library users come from underprivileged communities, often 

functioning with inadequate living spaces with no electricity or space to study. According to 

Mojapelo (2017:5, in Grant 2015), recent studies indicate that “a decent standard of living in 

South Africa is a myth to millions of people with more than half of it’s residence living below 

the national poverty line”, with a “estimated unemployment level” under the youth reaching 

as much as 60% (South African Vision 2014:1). Because of this, the South African public 

library gives a high priority to providing basic facilities such as lights, tables and chairs ‒ 

creating suitable spaces for the learning experience ‒ all elements of physical design28 (Gill 

et al. 2001:3). In addition to offering a suitable learning space, the library structure should 

provide adequate space for the storage and display of books, while creating a comfortable 

and attractive space, offering convenient use of the library services, enabling library staff to 

carry out all duties in a sufficient and comfortable setting with adequate moving space and a 

flexibility toward the furniture (including shelves containing books and other materials) within 

the specific space (Gill et al. 2001:64). If the needs of groups of public library users must be 

met, library materials need to be readily available, accessible, and, most important for this 

project, traceable. Making these materials available involves the organisation of all library 

material into categories. These subdivisions and divisions of material are crucial in 

determining sections (consisting of specific groups of material), which, in turn, affect design 

applications such as signage differentiating one section from the other and adding to the 

overall way-finding design (Free State Province: n.d.:sp.). Mojapelo (2017:9) accurately 

contextualises the application of signage within South African libraries by stating that, 

“findings indicate that libraries lack general signage”; he emphasises that this general lack of 

signage causes the dependence of library users on all staff of the library for their direction 

needs, more specifically the librarians. 

This division of space in the public library, as suggested by the guidelines, mimics the 

identified public users and their needs. The guidelines state the three main user groups as 

adults, young adults and children, with all facilities and spaces accessible and family 

friendly. The divisions of space into sections are determined firstly by these groups of 

users; the library collection (including computers, audio-visual rooms, books and internet 

access points); reading and seating for adults; leisure reading spaces for the youth; serious 

study sections for tutoring; and finally quiet rooms for learners.  The division of space also 

needs to be considered for the library’s outreach services, assisting in the process of 

																																																													
28	Throughout	the	research	process,	sources	often	question	the	future	of	the	library	within	our	ever-changing,	
technological	and	social	context,	even	going	so	far	as	to	state	its	irrelevance.	Although	this	might	ring	true	to	
the	context	in	some	countries	boasting	first-world	privileges,	the	same	does	not	apply	to	South	Africa.	Within	
our	complex	developing	context	and	still	udjusting	democracy,	the	library	plays	a	vital	and	essential	role	 in	
the	transfer	of	knowledge,	catering	to	all	members	of	the	public	equally.	
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community engagement and the space the librarians and other staff may need to complete 

their expected functions (Gill et al. 2001:43). Regardless of the identifications of spaces or 

sections within the library structure, a positive experience of space can only be achieved 

through appropriate design features integrated within these spaces.  

 

2.4 Common denominators within identified elements and their support towards 

HCD thinking and the human-centredness within public libraries 

Following the arguments presented in section 2.3 of this chapter (and its various 

subsections), the researcher/designer could identify three common denominators. These 

include experience, design and development. Each of these elements is depends on each 

other and would need to co-exist within a human-centred public library.   

Experience forms part of almost every aspect of a library, whether it be service delivery, the 

needs of the library user, or the higher functionality of the library. It exists in all identified 

elements and influences the way in which the library is experienced from both a user and 

human-centred perspective. Experience is a key element in HCD if integrated and 

successfully considered with toolkits such as Design Thinking for Libraries (IDEO 2015:1-

121) especially when developed and guided for the implementation of Design Thinking29, 

and HCD to alter or improve the experience of libraries. It focuses not only on the experience 

of the designer who co-ordinates the process, but on the experience of the problem-solving 

process and ultimately the experience of the presented solution or prototype. All elements 

surrounding experience, whether these are positive, negative, a learnt experience or a 

memory of a particular experience, exist within what it means to be human. If the designer 

can accurately pinpoint the current experience, identify problems within it, and make 

adaptations in order to promote a positive experience, the process and the final product 

would speak of human-centredness and HCD principles. It can be argued that such 

experience is highly dependent on the designer’s function as mediator of a democratic HCD 

process.  

																																																													
29	 IDEO	 (2015:6)	 defined	Design	 Thinking	 as	 “a	 creative	 approach,	 or	 a	 series	 of	 steps	 assisting	 in	 designing	
meaningful	 solutions”.	 It	 is	 described	 as	 being	 “deeply	 empathic	 and	 intuitive”,	 with	 a	 focus	 on	 viability,	
desirability	 and	 feasibility	 of	 possible	 presented	 solutions.	 The	 link	 between	 HCD	 and	 design	 thinking	 is	
inseparable,	with	IDEO	motivating	that	”the	design	thinking	process	starts	by	assessing	people’s	needs,	which	
is	why	it	goes	hand	in	hand	with	a	methodological	approach	defined	as	human-centered	design”.	For	more	
information	regarding	Design	Thinking	please	refer	to	chapter	4.	
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When determining whether an experience is positive or negative, the user is often 

confronted with design aspects. While a lack of effective design or, alternatively, a 

problematic design application, can lead to a negative experience, the successful integration 

of design within a space gives the user confidence and reassurance, leading to a positive 

experience. While experience depends on design, design depends on experience within the 

HCD process. Design applications in this research are based on data collected from 

specialists, identifying the negative experiences in a design process, prototyping suitable 

solutions that translate into design and design applications. Designs that are applied should 

consider the human experience within the HCD problem-solving process that would 

ultimately lead to a positive experience, be it by the participants or the public library user. 

Lastly, experience and design can only coexist if development takes place. Any toolkit within 

HCD centres on a problem-solving process aimed at the identification of a problem and the 

development of sustainable solutions. While the ultimate focus in this research is the 

development of a positive and memorable user experience within the public library space 

and place, this process depends on the development of possible applicable design systems 

as a solution. The HCD research undertaken without the development of suitable design 

solutions means little within the public library context30. Thus, it can be speculated that if the 

public library undertakes to identify, analyse and develop suitable design solutions, 

promoting the user experience within the public library, it could identify itself as an entity that 

is truly human-centred with HCD principles at its core. 

The shift toward human-centred libraries thus begins the identification of space and place, a 

description of current experience within the space and place (as seen in chapter 1), the 

developmental problem-solving process (as seen in chapter 5) and ultimately the application 

of designs that addresses the identified needed experience (as seen in Addendum C). 

 

 

 

																																																													
30	Here	the	designer/researcher	can	tentatively	argue	that	one	of	the	weaknesses	of	the	HCD	process	(within	a	
graphic	 design	 context)	 is	 often	 its	 lack	 of	 a	 single	 identifiable	 outcome	within	 a	 restricted	 timeframe,	 a	
reality	 all	 too	 familiar	within	 the	design	 community.	While	HCD	and	 toolkits	 focus	on	 the	problem-solving	
process,	 it	 seems	 somewhat	 less	 concerned	 with	 the	 constraints	 the	 co-design	 process	 holds	 within	 a	
restricted	 time	 zone,	 as	 the	 reseach	 is	 absolutely	 dependant	 on	 the	 availbalility	 of	 reseach	 participants.	
Although	the	research	process	and	knowledge	gained	as	part	of	problem-solving	are	invaluable,	the	ultimate	
integration	of	physical	design	applications	within	this	specific	research	is	critical	should	the	library	want	to	be	
considered	as	a	human-centred	space	and	place.	
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2.5 The correlation between the common denominators for public library operation 

and HCD thinking 

Having identified important concepts within HCD (experience, HCD problem-solving, the 

transformation from space into place), a clear correlation can be made with elements 

identified as common denominators (experience, design and development) within public 

libraries described in its universal context. 

While both HCD thinking and public library common denominators speak of experience (the 

importance of identifying, analysing and adjusting experience), other concepts identified 

within HCD and public library contexts seem to rely on each other. HCD stresses the use of 

HCD problem-solving processes and the transformation from space into place, and common 

denominators highlight design and developments as crucial within the public library setting. 

If, however, HCD problem-solving processes are implemented in the public library context, 

development of applicable design and prototypes would answer to the needs of the user and 

as a result transform space into place, and thus ‘altering’ the users’ experience of the library. 

If a public library, within any setting, is truly to resemble a space and place that is human-

centred at heart, it would have to critically interpret the experience of and within the library; 

tools and techniques used to solve problems and design and continuous development as a 

product of problem-solving, ultimately responsible for place making. Given this 

understanding of a human-centred public library, the researcher/designer has constructed a 

framework (figure 2.2) that public libraries can be measured against, indicating not only what 

it should look like and function as, but inherently identifying possible shortfalls within the 

given context. 
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Figure 2.2: The public library framework, comprised of common denominators identified within generic 

public library operations and elements identified towards HCD thinking. 
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2.6 Conclusion 

The identification of a HCD public library framework has up until this point considered the 

generic application within a universal public library context (both nationally and 

internationally) as well the subjective lived experience of the SPL.  While a brief introduction 

to human-centred design as part of the researcher/designers ‘end-user’ experience has 

been provided, more consideration is needed of the theory and thinking regarding branding, 

wayfinding, PAR, the iterative nature of the research, and the fundamental thinking behind 

the implementation of HCD team meetings, focus groups in general, before the 

researcher/designer could ultimately ‘evaluate’ the SPL (or any other public library) against 

the given framework. 

For this reason, the researcher/designer, in the following chapter (chapter 3), provides an in-

depth discussion of branding and wayfinding, before moving towards relevant theory that 

discusses focus groups, PAR and PAR’s iterative processes in chapter 4, then moving 

towards HCD, and the IDEO toolkit as integrative tool captured in chapter 5.  
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CHAPTER 3 

BRANDING AND WAYFINDING 

3.1 Introduction 

The purpose of the previous chapter was to contextualise HCD and its fundamental thinking 

through processes within a public library setting. This was achieved by presenting and 

analysing those public library policies and guidelines deemed most applicable to the present 

study, identifying common denominators for public library operation within HCD. Considering 

the identified common denominators, and the SPL context description (chapter 1) allowed 

the researcher/designer to intuit a possible public library framework that could in future be 

applied to the context specific SPL, setting the stage for the research methodology and 

method chapters (chapter 4 and 5). This allowed for a reflection on the Sasolburg Public 

Library as an entity (including the SPL history, current state, in-context immersion and lived 

experience of the researcher/designer, and common denominators for public library 

operation within HCD, prompting the researcher/designer to further explore wayfinding and 

branding (and all aspects of implementation) as identified shortfalls within the SPL, not only 

within a generic theoretical context, but within a public library context. 

The purpose of the present chapter is to ground identified shortfalls of the subjective lived 

experience within SPL within the theoretical context of branding and wayfinding. This is 

achieved by providing theoretical explorations of branding and wayfinding as generic design 

fields, further specifying their application within a public library context. In so doing the 

researcher/designer, equipped with sufficient theoretical terminology and knowledge of the 

dynamics at play in the field, and a first-hand account of ‘the experience of finding’, can 

approach chapters 4 with a deeper understanding of relevant methodology and methods, 

before approaching the SPL and research participants1 in chapter 5, in an attempt to move 

(using HCD principles and practices) towards a public library with a wayfinding system and 

brand that is human-centred at heart. 

																																																													
1		The	researcher/designer	acknowledges	that	the	topic	of	wayfinding	and	branding	as	 identified	as	potential	
shortfall	and	explored	within	this	chapter	 is	entirely	based	on	her	subject	 lived	experience	of	the	SPL.	 It	 is,	
however,	necessary	that	the	researcher/designer,	as	the	team	leader	 in	the	HCD	focus	group	team,	should	
have	an	extensive	knowledge	of	all	design	applications	and	theoretical	fields	of	study	that	potentially	are	at	
play	 in	a	public	 library	context,	wayfinding	and	branding	being	two	of	 those.	The	researcher/designer	thus	
investigates	wayfinding	and	branding	from	the	position	that	they	might	cause	possible	experiential	pitfalls,	
but	 regards	 this	 chapter	 as	 a	 preamble	 to	 the	 actual	 integration	 of	 HCD	 presented	 in	 chapter	 5.	 If	 such	
shortfalls	 are	 identified	 by	 research	 participants	 as	 valid	 and	 true,	 the	 chapter	 provides	 for	 invaluable	
information,	creating	a	theoretical	foundation	for	possible	future	applications.	
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This chapter consists of three main sections. In the first section (3.2) the researcher/designer 

defines wayfinding and branding; then proceeds to the theoretical contextualisation of both 

terms within the public library setting. This is by followed by section two (3.3) which sets out 

to describe the specific potential applications of these concepts to the SPL context, finally 

concluding in section three (3.4). 

 

3.2 Defining wayfinding and branding 

3.2.1  Generic wayfinding literature 

Wayfinding can be defined as a combination of signage, maps, guides, apps2 and intuitive 

and pre-acquired knowledge, and refers to the ability of users of a built environment to 

navigate through that environment and find specific destinations or complete a set task 

(Hughes 2015:sp; see also Smitshuijzen 2007:147). It is within this navigational process in 

completing a pre-determined task that the user that navigates the space has to be 

considered, taking into account the user’s experience within the navigational process, by 

adjusting implemented wayfinding (including all instructions, directions and other forms of 

informational design) to answer to an identified need (Lipton 2007:4). 

Wayne Hunt (Lipton 2007:217), a scholar of basic principles of wayfinding, states that good 

wayfinding design must be so logical and intuitive that the user finds their own way to their 

goal or destination easily and without frustration.	 In order to avoid frustration on the part of 

the navigator, Hunt advises that appropriate design must consider the following: the number 

of first-time visitors; how urgently they need the services they seek; how many destination 

choices they have; what the visitor’s emotional and mental conditions are; how complex the 

route is; and what level of distraction the environment contains (Lipton 2007:217). “Design 

applied in the wayfinding systems needs to be exhausted in such a manner that it edits the 

experience of the viewer” (according to Grimwide, cited in Lipton 2007:218).  If the 

experience is unsuccessfully altered and cannot be navigated logically, that experience is in 

all likelihood negative and will affect navigation within the space. It is in the context of this 

navigational experience that Eaton (1991:522) identifies the term “lostness”, which is defined 

as the negative emotional reaction of the user during the navigational process within a 

specific space. She goes on to identify the element that most often adds to lostness as 

																																																													

2		‘App’	serves	as	an	abbreviation	for	 ‘applications’,	more	specifically	a	digital	application.	 It	 is	defined	as	any	
application	software	that	can	be	used	by	a	computer,	mobile	device,	or	tablet	to	perform	useful	tasks	(OLD	
2017).	
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“route uncertainty” and the unsuccessful or inaccurate application of design within the 

physical space. 

3.2.1.1 Route uncertainty  

The notion of route uncertainty is calculated based on the number and complexity of choices 

that a wayfinder makes along a route navigation process. The uncertainty associated with a 

route can be expressed as the sum of the information processes (or potential deviating bits 

of information) at each point on the route, which are, in turn, influenced by the effectiveness 

(or not) of the implemented wayfinding system (Eaton 1991:522). If uncertainty during 

navigation must be ‘edited’, the wayfinding system must thus be considered the way in which 

the user processes information at each of these identified points in navigating a route. 

a) The processing of information within wayfinding 

Designers as evaluators of display information are primarily concerned with the 

communication of messages, and the connotative and denotative aspects of information 

interpretation, by identifying the nature, content and form of the task at hand (Easterby & 

Zwaga 1984:19). Because of this, a distinction between task and the processing of 

information regarding those set tasks is necessary. A task is operationally defined, whilst a 

process is a theoretical construct used to explain or model some aspects of human 

behaviours. Thus, while a task is what a person executes, a process involves elements of 

human behaviours including analysing, interpreting and decision-making before any action is 

undertaken (Easterby & Zwaga 1984: 20; Arthur & Pasinni 1992:sp).  Human behaviour is 

broken down into a series of psychological processes, which include the tasks of 

discriminating, identifying, recognising and categorising any given action. Understanding the 

basic concepts behind human behaviour assists the designer in understanding information 

processing, reception, interpretation, and, consequently, information presentation. In 

performing tasks, users of information employ a variety of mechanisms of human sensory 

activity in order to deal with the presented information. Cognitive processes such as 

detection, discrimination, identification and recognition apply here, and each is categorised 

at an increasingly higher order of external events, often happening seemingly 

simultaneously. The more complex the task, the greater the variety of processes that are 

simultaneously involved – thus influencing considerations/decisions taken during the design 

process (Easterby & Zwaga 1984:22).  
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Figure 3.1: The relation between message attributes and user attributes in message comprehension 

(Easterby & Zwaga 1984:22). 

 

Design considerations that affect the successful processing of information include display 

attributes such as legibility3, conspicuity4, readability5 and meaningfulness of display6 

(Easterby & Zwaga 1984:23), all attributes of display that can be manipulated by the designer. 

As illustrated in figure 3.1 the psychological processes, the extraction of meaning and 

comprehension of information can only be done once the display attributes have been 

successfully executed. Apart from identified controllable attributes, the designer also has to 

																																																													
3		Legibility	refers	to	the	ease	with	which	the	elements,	for	example	letters,	numerals,	symbols,	and	so	forth,	
can	be	detected	and	each	element	discriminated	from	another	(Easterby	&	Zwaga	1984:23).	

4		Conspicuity,	while	 involving	 legibility,	 also	 implies	display	 characteristics	and	can	be	 summed	up	using	 the	
notion	of	signal	or	noise	 ratio,	and	therefore	 refers	 to	 the	ease	with	which	a	given	piece	of	 information	 is	
detectable	 in	 the	 presence	 of	 other,	 competing,	 information	 (identified	 as	 the	 noise	 factor).	 Thus,	
information	that	might	be	 legible	may	 lack	conspicuity	when	set	 in	a	 real	context	with	other	operationally	
necessary	information	(Easterby	&	Zwaga	1984:23).	

5		Readability,	in	turn,	is	determined	by	the	choice	of	words	and	sentence	structure.	It	can	be	defined	as	those	
attributes	 of	 a	message	 that	 can	 be	 derived	 from	 a	 sample	 of	 a	 given	message	 based	 on	 its	 content	 and	
structure	alone,	more	specifically	its	semantic	content	and	its	lexical	structure	(Easterby	&	Zwaga	1984:23).			

6		The	meaningfulness	of	a	message	is	defined	as	the	degree	to	which	individual	users	can	construe	the	original	
intentions	 of	 the	 display	 designed.	When	measuring	 the	meaningfulness	 of	 a	 display	 the	 denotative	 and	
connotative	 values,	which	 directly	 determine	 interpretation	 of	 “meaning”,	 become	 important	 (Easterby	&	
Zwaga	1984:23).	It	might	also	be	seen	as	its	impact	factor.	
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take into consideration uncontrollable factors within human behaviour that form part of 

processing information within a wayfinding system (Easterby & Zwaga 1984:22). The users, 

who are equipped with their own unique perceptions, ideas and also indigenous knowledge 

become the interpreters, who are pre-empting knowledge systems that the designer has no 

control over.7 To ensure that the message is clearly understood and interpreted by as many 

viewers as possible, the designer has to define the normative values of the users towards 

whom the message is directed, keeping in mind his or her attributes (Easterby & Zwaga 

1984:22; see also Lipton 2007:2)8. The figure below represents the decision-making process 

of a user when confronted with a set message, task or wayfinding application. 

 

 

 

 

 

 

      

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

Figure 3.2: Visual representation of a typical decision-making process of the library user when 

confronted with a task that then leads to an action (Arthur & Passini 1992:47). 

																																																													
7		It	was	this	potential	insight	that	contributed	to	the	decision	to	use	the	HCD	approach,	gaining	access	to	far	
more	 of	 these	 ‘unknowable’	 elements	 because	 of	 the	 individualised	 experiences	 of	 the	 participant	
community.	

8		Acknowledging	uncontrollable	factors	and	their	influences	on	ultimate	design	applications	(both	theoretical	
and	physical),	as	described	here	within	the	field	of	wayfinding,	is	also	relevant	within	other	aspects	of	design.	



	
	

97 

Keeping in mind the table above, the researcher/designer of the present study most closely 

associated with “higher order decision scenario one and two” (from the top), as it directly 

affected behavioural decisions made as she navigated the SPL space. If this was to be 

identified as an experience the SPL public library users share in, it would result in the library 

user being unable to make those behavioural decisions listed above.  Lipton (2007:2) argues 

that meaningful, nonverbal clues that enhance the understanding of space and all 

information available inside the space need to be included within wayfinding applications 

considered during the designer’s decision-making design process. If a wayfinding system 

must be designed to promote an accessible space that could easily be navigable and 

understood, thus limiting route uncertainty, the principles of cognitive psychology would 

apply.  

 

While cognitive psychology acknowledges that no two individuals interpret a given scene in 

the same way, adequately designed wayfinding systems can create and arrange the 

fundamental elements in line with “inherent” human behaviour (Lipton 2007:16). These 

inherent human behaviours include pattern recognition, pattern analysing, attaching 

meaning to signs and symbols and the organisation of information into a hierarchy 

determined by the colour, size, boldness and positioning of the objects or information (Lipton 

2007:16).  Lipton (2007:16) suggests guidelines for designing easily perceivable content by 

means of the implementation of Gestalt principles9. The successful implementation of the 

Gestalt principles aids both perception and retention, laying the groundwork for human 

perception of colour, signs and symbols – all identifiable within applied wayfinding design 

applications (Katz 2012: 10). 

 

b) Applied design within space 

Applied design such as signs, symbols and signage are critical aspects concerning the 

navigation of space (Eaton 1991:522). Keeping in mind the “overload of information” that 

users are usually confronted with during the navigational process, calls for the careful 

consideration of wayfinding applications and the use of all design applied strategically to limit 

the amount of information which the user must process, because over-application (or over-

elaboration) often adds to the lostness of a user in a space (Eaton 1991:522).  
																																																													

9		Gestalt	 is	 a	 term	 developed	 in	 a	 psychological	 context,	 which	 means,	 ‘unified	 whole’	 and	 refers	 to	 a	
psychology	 movement	 where	 gestalt	 practitioners	 such	 as	 Max	 Wertheimer,	 Rodulph	 Arheim,	 Wolfgang	
Kohler	and	Kurt	Koffa	began	applying	ideas	to	human	visual	perception	in	the	early	part	of	the	last	century.	
Principles	include	similarity,	the	principle	of	proximity,	the	principle	of	figure,	the	principle	of	pragnanz,	the	
principle	of	common	fate	and	the	principle	of	closure	and	good	continuation	(Katz	2012:10).	
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• Signage  

For signage to be useful, directional and locational, its application should be salient, simple, 

and strategically placed. Eaton (1991:256) suggests that the salience of signs can be 

increased in a number of ways. Background clutter should be systematically reduced (the 

fewer unnecessary additions and notices, the better); directional signs themselves should 

have clear and legible colour contrasts (whilst unconstructive signs may be ‘pretty’, they are 

harder to see); signs should be coordinated (and not haphazard), and signs communicating 

a given level of information should be similar in colour and size, immediately visible in the 

section and be recognised as belonging to a particular section throughout that particular 

section. Finally, signs should be strategically placed, visible to users without a difficult 

search, nor obstructed by columns, shelves, furniture or any other elements. In short, signs 

should be visible, legible, readable, conspicuous and meaningful at the exact moment that 

the user needs them (Eaton 1991:256; see also Easterby & Zwaga 1984:22).  

While the design of, and application of, signage is clearly critical, symbols depicted on 

implemented signage are as important. 

• Symbols  

Easterby and Zwaga’s (1984:37) suggest that symbols and pictograms10 have considerable 

potential as a medium of communication. Universal symbols can speak to multicultural 

audiences; they are compact and work on limiting applications, are recognisable over great 

distances, and are highly legible in short periods of time (Lipton 2007:34). Symbols, often 

used in wayfinding systems, communicate nonverbally, avoiding language and reading 

barriers. The difficulty ultimately lies in the perception of a universal symbol, and although 

many scholars including Dreyfuss and Neurath set out to encapsulate universal symbols, the 

task provess challenging (Lipton 2007:33). According to Easterby and Zwaga (1984:37), the 

meanings of symbols are based on “either a verbal language or pictorial content with the 

commonality [of] the pre-existing knowledge of the public user”. Certain kinds of information 

can be conveyed with a degree of visual impact not implicit in the use of words (Easterby & 

Zwaga 1984:37). If the symbol, however, is unknown, or unclear depending on the 

interpretation of the user, the symbolic meaning becomes unclear. Familiarity and simplicity 

																																																													
10		 Semiotics	recognises	the	use	of	symbols	and	icons	as	part	of	wayfinding	design.	North	(1995:	116)	defines	

symbols	 as	 “signs	 used	 in	 human	 communication’’	 that	 provide	 words,	 images,	 gestures,	 drawings	 and	
pictograms	as	examples.	Posner	and	Wiegand	 (2004:	3505)	motivate	 that	pictograms	are	 identified	 (and	
categorised)	as	 symbols	as	 they	normally	do	not	 resemble	what	 they	 stand	 for,	using	an	example	of	 the	
pictogram	 that	 resembled	 a	 woman:	 although	 it	 is	 recognised	 as	 a	 woman,	 it	 stands	 in	 place	 of	 the	
recognition	of	a	place,	namely	a	restroom	meant	specifically	for	women.			



	
	

99 

are key to the design of a successful symbol, identifying and incorporating pre-existing 

knowledge of users as identified by the designer (Lipton 2007:34).  

 

Taking into consideration this ‘implied knowledge’ concerning signs and symbols, well-

structured and implemented wayfinding systems are critical as it is completely plausible that 

the more opportunities there are to become lost, the more users navigating within a space 

will become lost. By eliminating opportunities through the successful implementation of 

signs, symbols, and other wayfinding applications, lostness can be eliminated (Eaton 

1991:522). The design and ultimately the successful implementation of wayfinding systems 

rest upon the information designer. An information designer’s responsibility is to clarify, 

simplify and to make information accessible to the specific user who needs the information 

as part of his/her decision-making process. For this reason, Katz (2012:10) argues that 

wayfinding information needs to be made easily understandable, meaningful and truthful. 

 

 

 
 

 

 

 
 

 

 

 

 

 

 

 

 

 

Figure 3.3: Self-referential versus functional design diagram in information design (Katz 2012:16).  
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In the above figure, different kinds of design are identified under the category ‘visual form’ 

within information design. While self-referential design focuses on the understanding of the 

designer, pragmatic designs focus on the understanding on the side of the user. Within 

pragmatic design, regardless of the medium in which information is designed, the design 

must convey information to the user. If information is not understood, the design, and by 

implication the designer, have failed (Katz 2012:17). Katz (2012:17) motivates that while this 

visual communication of information is aimed at communicating to a very specific group, the 

designer responsible for the construction of this visual message may be completely different 

from the user. Katz further states that designers often design for appearance, using the data 

and context not as the core of the communication process, but as the foundations for 

explorations of visual excess and irrelevance. “Intellectual non-user centred design, and 

personal explanations of self-referential design, lead back to the designer, not forward to the 

user”, according to Katz (2012:18). Information design represents the functional balance of 

the meaning of information, the skills and inclinations of the designer, and the perceptions, 

education, experience and needs of the audience (Katz 2012:18).  

While implemented wayfinding systems within a specific space considers the identified need 

and the emotions concerning the navigational process of the user, branding (on the other 

hand) considers the entirety of the user visual reference and experience. Branding, thus, has 

to take into consideration aspects discussed in the above section, as designs formulated 

towards potential integration should develop from the general guidelines and/or experience 

that branding provides. Examples of such guidelines capture both the vision and mission of 

the library by the librarians themselves, as well as the design aspect such as the colours, 

symbols, typography and the desired ‘feel’ or visual identity. 

 

3.2.2  Generic branding literature: a brief aspect overview 

Branding, as described by Healey (2008:6), is a promise of satisfaction; an unwritten 

contract between an environment and those who inhabit it even more so those who 

experience it. He argues that the user, consumer or audience of any branding can be 

regarded as the ‘experiencer’ responsible for generating their own emotional response and 

feeling towards the branding, largely influenced by the environment (and all applications 

within) and branding application within an environment (Healey 2008:6). Thus Healey 

(2008:152) motivates that every place is a brand, competing with similar spaces in attracting 

users.  
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The branding environment or place has to be recognised by its name or design and be 

identified with a particular service in the user’s or consumer’s mind (What is branding: 2015). 

Recognition as identified here considers all concepts identified within applied design and 

information processing within the above wayfinding section. Paugam, André, Phillippe and 

Harfouche (2016:np.) futher note that brand recognition transends the consumer’s/user’s 

ability to recognise design elements within the brand, thus promoting the idea of brand 

awareness. Brand awareness is defined and measured by how present the brand is in the 

mind of the consumer/user, and their ability to connect the service or product. Potter 

(2012:37) argues that branding (and brand awareness) recognition needs to be considered 

in terms of the strength of its recognition value, and the way it can be differentiated from its 

competitors. Differentiation, as described by Burmann, Riley, Halaszovich and Schade 

(2017:177), involves the recognition of specific features and behaviours of the brand itself 

(including its employees’ services and the way in which they offer services), in comparison 

with competing brands, in this sense speaking towards, and influencing, the lived experience 

of the brand. This differentiation factor speaks of the brand personality. Potter (2012:38) 

further identifies that one negative experience of an institution or the service they provide 

can dominate someone’s entire identification with/perception of the brand. Thus the public’s 

experience, more specifically repeated experiences, is a key factor. The identified 

experience within a case specific context calls for the description of both wayfinding and 

branding within a public library context. 

 

3.3 Applying wayfinding and branding in a public library 

3.3.1  Wayfinding within a public library setting 

According to Mandel (2010:116), current wayfinding of public libraries is often designed 

without public library users in mind, with library wayfinding systems and signage containing 

call numbers and other library jargon confusing users who do not understand this specialised 

language. In other words, wayfinding is often designed only from an informed insider and 

specialist point of view, and often does not take the uninformed, outsider and novice point of 

view, into consideration. This results in the public library user (who, arguably, belongs to the 

latter category) struggling to find and locate materials and basic information offered within 

the library space. Because of this, the main purpose of a library, namely to provide for and to 

assist public library users in their library tasks, is rendered problematic at best and useless 

at worst (Mandel 2010:116). 
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If the public library does not take in to consideration an HCD approach in the context of the 

user’s experience of the library as space (that is, combining the needs of the specialist and 

the novice), it may cause its users frustration and stress, undermining the building’s 

functional efficiency, accessibility and safety (Mandel 2010:117).  These factors are critical 

for all public libraries, which may become built environments in which the people who enter 

may already be frustrated by the lack of information or knowledge (or direction), and are 

concentrating on finding the cues that they need to solve their informational problems rather 

than wayfinding problems (Mandel 2013:265; also see Eaton 1991:519).   

This frustration contributes towards an even greater feeling of lostness, made worse by the 

fact that the SPL library architecture does not take into consideration the identified 

experience upon engaging with a wayfinding system. Eaton (1991:519) states that library 

space should communicate, functioning as a physical setting for multiple types of 

communications among users, librarians and librarian material, keeping in mind that users 

are affected –- both consciously and unconsciously – by encoded messages contained by 

the building and the space themselves, its architecture, décor, lighting, furnishings and 

signage. The ideal library building, according to Eaton (1991:519), should convey both 

intellectual and emotional support to its users. In Eaton’s (1991) analysis of the library 

building, emphasis is placed on the effective levels of communication posing the following 

(selected) questions: How do libraries make their users feel?; do broad flights of steps and 

monumental entrances welcome today’s user to share in a noble cultural heritage, or do they 

project an intimidating elitism? 

Considering these questions (and their focus toward the emotions they evoke within the 

library user), attention towards the library’s architectural structure has traditionally been 

placed first in terms of necessary physical requirements (such as space, light and climate), 

and then on the emotional messages the architectural structure conveys to the users (Eaton 

1991:256). With a focus on the library’s physical attributes Eaton (1991:520) explains that 

new and old architectural structures (with locational and directional signs) can be 

problematic, causing a great deal of confusion and frustration to the user of the library as the 

architect often succeeds in creating large, open spaces which meant that there would in turn 

be few distinctive walls or barriers that could be used as landmarks, creating for a 

challenging navigational experience. With environmental clarity less frequently addressed, 

location and directional questions are a constant tax on the professional energies of the 

reference staff, continuously reporting on the negative emotions library users feel including 

helplessness, confusion, and disorientation – in short, lostness. Environmental assistance to 

library users in the form of legible space, clear and predictable shelving arrangements, and 
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well-designed sign and symbol systems should both support efficient library use and 

encourage a more positive emotional response to libraries (Eaton 1991:256). 

The application of signage can be problematic within the navigational process within libraries 

for two specific reasons. In some cases there is a general lack of signage which adds to the 

confusion while in other cases the users simply fail to see the signage, as the more signs 

there are in a place the less likely they are to be read, made far more challenging because of 

the amount of signage usually visible in libraries (Eaton 1991:520). Eaton (1991:526) states 

that a limited and specialised selection of signs are necessary; she adds that an information 

and circulation desk should be clearly visible, motivating that traffic patterns should be 

natural and shelving should be arranged simply and logically with as few aisles as possible. 

The unfortunate fact is that even libraries that once were ideally and logically navigable 

when first opened often lose their openness and simplicity as growing collections demand 

taller or more shelves, coupled with crowded arrangements, causing the navigation process 

within the library to ‘blur’ at best, and fail at worst.  

This failure to successfully navigate and find a source within the library can, according to 

Randford (1983:329), be attributed to two main reasons. The first is that the user of the 

library is unable to find the item on the catalogue, and to find the section within the space, or, 

secondly the user has found the item in the place (section) and catalogue but is unable to 

locate it on the shelf. While some failures to navigate may fall on the user of the libraries, it is 

often the fault of the library itself that causes confusion, with users struggling to understand 

an intricate library system. Most studies indicate failure rates of between 40 to 50 percent, in 

other words, each time a patron enters a library, there is only a 50-60 percent chance that 

he/she will find the materials wanted (Radford 1983:329). These statistics escalate because 

of the constant and prolonged growth of collections that libraries encounter over years of 

operation, forcing the library to make unpredictable shelving decisions, relocating sections or 

redefining spaces without keeping the existing wayfinding system in mind (Eaton 1991:522), 

or redefining and reworking the wayfinding system.  

Designers must thus consider the human and emotional aspect of the public library user and 

the library staff, keeping in mind first and foremost, I argue, the need for a HCD approach in 

all aspects of navigation and wayfinding. If the wayfinding system is designed with its 

human-centred patron in mind, then an enhanced and positive experience may be created 

that could turn the SPL as a physical space into a welcoming and user-friendly place 

wherein the patron user can interdependently navigate, find and transfer knowledge (whilst 

enjoying the experience). 
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As mentioned, navigational issues and the implementation of wayfinding theory are case-

specific, continuously adjusting to the specific context and outlined regulations within policy, 

and specifically applicable to an identified public library context. Keeping in mind the 

discussed ‘lived experience’ presented in chapter 1, the following discussion focuses on 

theoretical suggestions made by the Free State Provincial Policy that are specifically 

applicable to wayfinding integration within the SPL. 

3.3.1.1 The application of wayfinding in the SPL context  

Taking into consideration wayfinding theory already identified, the researcher/designer can 

assume that a well-integrated wayfinding system is needed if the library user is to 

successfully navigate the SPL collection. In order to co-design and make suggestions 

towards its integration, an understanding is necessary of the SPL library context (as done 

within chapter 1), the library collection, its subdivision, and the location of books within the 

subdivisions. 

The Free State Provincial Policy11 (Free State Province: n.d.: n.p.) suggests that the 

subdivisions and divisions of material are crucial in determining sections (consisting of 

specific groups of material) and should be encountered in  these design applications such as 

signage, differentiating one section from the other and adding to the overall wayfinding 

design.  Wayfinding applications in a library require clear signs to indicate different 

collections and services and to explain methods of arrangements of library materials in order 

to allow for user and reading guidance programmes (Free State Province: n.d.: n.p.). 

Indicated in figure 3.4 is a visual representation of the material division as described in the 

handbook for library workers. 

 

 

 

 

																																																													
11		 Note	 that	 the	 SPL,	 governed	 within	 the	 Free	 State	 Province,	 has	 to	 adhere	 to	 specifications	 stipulated	

within	 the	 Free	 State	 Provincial	 Policy	 (Free	 State	 Province	 n.d.:n.p.).	 While	 the	 context	 description	 in	
chapter	1	indicates	that	not	all	these	specifications	are	necessarily	met,	the	policy	serves	as	an	indication	to	
the	 researcher/designer	of	expectations	 should	a	wayfinding	 system	or	 	brand	be	designed	 for	potential	
application	within	the	SPL.	
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Figure 3.4: Division of the general library collection into the three main sections and sub-divisions 

(Free State Province: n.d.: n.p.). 

While the Free State Provincial Policy (n.d.: n.p.) indicates in the figure above how sections 

should be determined (and books organised – see below), finding an appropriate section is 

only the first step in locating a desired source. This calls for the consideration of shelf guides 

in the different sections.  According to the Free State Province handbook for library workers 

(n.d.: n.p.), libraries use shelf guides to assist library users to find the books for which they 

are looking. This guidance system consists of numbers and/or names of the main subjects of 

books found on a specific shelf. The shelf guide12, if explained to the library user, would 

immediately provide an indication of the specific source’s context, clearly indicating the 

section in which it is located (Free State Province: n.d.: n.p.). If the researcher/designer is to 

assist in the re-evaluation of the current navigational system in place at the SPL, an 

understanding is necessary of shelf guides and other divisional systems currently 

																																																													
12		 A	 shelf	 guide	 is	 an	 indication	of	 the	 category	 of	 the	 books	 on	 the	 shelf,	 leading	 the	 user	 to	 the	 desired	

material	of	interest.	The	shelf	guide	must	be	clear	and	readable	(Free	State	Province	n.d.:n.p.).	



	
	

106 

implemented within the navigable space – this includes the Prolib 2 system (a 

comprehensive library management system) (Free State Province: n.d.: n.p.). 

The Prolib 2 is a digital catalogue of all the library materials that are available in the Free 

State Provincial Libraries and Information Services and is used for all enquiries including 

searches, such as by authors, titles, subjects, series, prices, barcodes, and so forth. The 

Prolib 2 system and internet access are provided to library users with the assistance of the 

librarian on hand (Free State Province: n.d.: n.p.). Thus, the required book title (and so forth) 

information can be obtained from the catalogue, but this may become problematic when the 

actual, physical source is pursued. This digital ‘navigation’ of the library collection affects 

physical wayfinding applications within space, thus requiring wayfinding applications 

displayed on each book and on every shelf. Below is an indication and example of the Prolib 

2 computerised system used to categorise books.13  

 

 

 

 

 

 

 

Figure 3.5: Visual representation of the Prolib 2 categorising system with indicated stickers assigned 

to all SPL material (Free State Province: n.d.: n.p.). 

The Free Sate Provincial Policy (Free State Province: n.d.: n.p.) also states that the 

classification system (used to guide the library user to the correct shelf) is not understood by 

most library users. Apart from integrated shelf guides, the arrangement of materials on 

shelves also needs to be considered. Row upon row of books, correctly stacked in the 

shelves, is a sight that might actually discourage the library user even before he or she starts 

a search. The policy states that alternative methods of arrangement should be considered, 

																																																													
13		 Reflecting	on	 the	 context	description	 in	 chapter	1,	no	 indication	 towards	understanding	 this	 system	was	

made	 for	 the	 public	 library	 user,	 identifying	 a	 weakness	 within	 the	 SPL	 navigation	 and	 creating	 an	
opportunity	for	possible	suggestions	towards	integrating	a	more	successful	wayfinding	system.	
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as users, confused within an identified space are heavily dependent on the librarian’s 

assistance, and this presents a bigger challenge that is not plausible to manage (Free State 

Province: n.d.: n.p.). 

Since no other indications are made within the Free State Policy towards the specific 

applications acquired within wayfinding integration into the SPL, the researcher/designer 

could (bearing in mind the theoretical descriptions, suggestions within policy and the actual 

implementation of wayfinding currently in place within the SPL) approach research 

participants, presenting subjective experiential shortfalls from the researcher’s/designer’s in-

context immersion within the current navigational system. This would allow the 

researcher/designer to hear and explore whether this (with specific reference to 

implemented wayfinding) is a common problem amongst public library users, negotiating 

towards the integration of HCD problem-solving processes, and the possible co-design and 

integration of wayfinding applications should it be required. Given this, the 

researcher/designer can move towards analysing branding in the public library setting. 

 

3.3.2 Branding in a public library setting 

If the public library wants to create a positive and memorable user experience through the 

application of branding and concomitant wayfinding applications, it needs to consider the 

placement of branding and specifications regarding its applications.  

Experience is regarded as the most memorable and the driving aspect concerning 

successful branding (Healey 2008:28). Thus, when branding is used as a term within the 

public library setting, it represents the experience as applied to both the public library user 

and the library employee, and the desire to repeat a memorable experience of the public 

library as place, space and branding. Potter (2012:37) motivates that the branding of the 

library can be seen as the sum total of the public’s perceptions about what the library does 

and its place within society in comparison to other institutions (bookshops, the internet and 

all other institutions where people could rather invest their time gathering information or 

enriching themselves). The branding should address the way that people feel (or should feel) 

about the library and in the way the library is described to others. These potentially positive 

or negative feelings can create an experienced perspective in the library user’s mind (Potter 

2012:37). “Indeed, the reputation of each library is only as good as its last customer 

interaction, and if done well causes a gradual net gain in the reputation of the institution” 

Potter (2012:39). “Reputation” implies the general esteem (or the opposite) in which 

something is held; reputation is largely influenced by particular significant events. The reality 

for a space such as a library is that its reputation should constantly be updated, evolving and 
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shifting the entity held in the collective and individual consciousness of both the library users 

and people yet to visit the premises – a task made difficult for an institution generally offering 

its services free of charge (Potter 2012:39).  It is Mandel’s opinion (2013:264), that such an 

environment offering a cost-free service is the physical expression of the library’s mission 

and purpose, namely to provide information and a service to its users.  

The researcher/designer can thus speculate that if users fail to recognise the library as a 

brand within the current environment it affects experience, in turn influencing access (and 

the desire for access) to the library’s resources and services. This makes the design, the 

branding and the ability for the public patron to find his/her way within this defined space and 

place an important area of concern for the public librarianship and the public library as an 

entity. While considering all of the above essential parts of branding, the responsibility for 

attracting possible public library users towards the recognisable library branding, is 

marketing. “Marketing within a public library context can be defined as outreach14” (Potter 

2012:2; see also Mclean 1998:40). Potter (2012:2) argues that the public library and its 

users live in an age of targeted advertising and hype-personalisation, leaving users less 

inclined to investigate a situation on the chance of it being useful, because consumers have 

become used to bespoke suggestions and information coming directly to them.  It is not 

sufficient to offer a service; libraries have to find a better way to accomplish their specific 

task. “The focus within the branding and marketing of public libraries has shifted from the 

product delivery to the service delivery” (Potter 2012:2). While consumers can find 

information sources from a multitude of digital interfaces, the service guiding the search 

process may not necessarily be provided. Marketing the services that the library provides, 

and the application of the branding within these applications, are essential instead of, for 

example, marketing a warehouse of books (Potter 2012:2). While individuals from the library 

(and the community) offer selected services and are responsible for marketing, it is the very 

communities that they serve that the marketing is ultimately aimed at.  Libraries should 

market their own people. People and personalities are what separate libraries from the other 

myriad ways to find and obtain information (Potter 2012:4). 

 

 

																																																													

14		 Within	 the	 SPL	 context	 the	 library	 considers	both	external	 and	 internal	 activities	offered,	 such	as	 school	
holiday	 programs,	 as	 part	 of	 the	 SPL	marketing.	 There	 is,	 however,	 no	 constant	 presence	 of	 a	 unifying	
brand	within	these	small	‘marketing	campaigns’	with	bare	essentials	such	as	logo	or	slogan	representation	
missing	from	the	media	used	as	part	of	these	activities.		
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The library branding, and marketing efforts towards the branding identification, must 

consider the visual identity, the building, books, e-resources and the library’s position within 

the community (Potter 2012:37). With the visual identity being identified as an integral part of 

any branding and the marketing campaign, such as visual identity needs to be considered if 

the library is to promote itself and the services it offers.15 

A visual identity16 can be seen as an integral part of the branding and marketing experience 

of the library. Branding and visual identity determination within the context of the public 

library setting mean offering a consistent and identifiable library service that recognisably 

belongs to the public user. The visual identity is thus part of the branding process, instead of 

the other way around (Potter 2012:38). According to Potter (2012:59) and Mclean (1998:43), 

a comprehensive “house style” is a key part of branding and visual identity. Such branding 

efforts should set the library apart from others, focussing on its unique attributes, and at the 

very least it needs to be functional, attractive and accessible. The design applications made 

toward the library visual identity are determined by, amongst other things, the demographics 

of the library, and the personality of the organisation.17 A visual identity reflects what the 

public feels is an acceptable standard of presentation in libraries and other private 

institutions alike (Potter 2012:59; see also Wallach 2004: 34).  This acceptable standard that 

the public library is held to transcends the visual identity and the branding representation. 

Potter (2012:38; see also McLean 1998:43) identifies that the branding of the library does 

not only consist of logos, posters or advertisements (generally accepted as tools used in 

marketing campaigns), but that the frontline staff and the interaction they have with the 

patron user are essential and critical parts of the branding. Thus, the experience and service 

the staff provide to the public library user as well as the experience of space and place 

determine the interpretation of the library as brand (Julien & Hoffman 2008: 23).  Esteveve-

Coll (1958 in Julien & Hoffman 2008: 23) states that a library is not an abstraction, it has an 

identity, created by the staff’s contact with the users together with aspects such as branding 

– this still remains true today. Potter (2012:39) motivates that ultimately, the aim of an 

organisation’s branding and visual identity is not only to present a good impression, but to 

help people position the organization within their lifestyles.  

																																																													
15		 It	 is	 the	 researchers/designers	 subjective	 opinion	 that	 the	 SPL,	 in	 its	 current	 state,	 has	 no	 recognizable	

visual	identity,	approaching	each	application	with	only	the	layout	of	what	needs	to	be	communicated	and	
the	municipality	logo.	There	is	thus	no	visual	clue	at	this	stage	representing	the	SPL	as	an	identity	by	itself	
or	the	librarian	staff	that	are	responsible	for	its	success.	

16		 The	visual	identity	is	the	sum	total	of	the	way	everything	appears	visually	and	the	message	that	is	put	out	–	
this	 includes	 the	 building,	 the	 layout,	 the	 books,	 the	 leaflets,	 the	 guides,	 the	 presentation	 materials;	
indeed,	 all	 of	 it.	 The	 visual	 identity	 includes	 the	 aesthetics,	 ergonomics	 and	 semiotics	within	 the	 library	
(Potter	2012:38).	

17		 Data	collected	from	the	second	focus	group	team	meeting	motivates	how	librarians	would	like	the	library	
to	be	perceived	and	can	ultimately	be	rephrased	into	the	SPL	personality.	
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Theory acknowledges that branding and marketing the library building and other facilities 

can be costly, but Potter (2012:65) motivates that the focus should be not on the cost but on 

the value libraries get from re-designing and rebranding their premises, creating new 

identities for themselves as a space and place. It has become an accepted part of the 

communication process to voice the fact that libraries are changing, with the public library 

users and potential public library users whose perceptions of the library may be some years, 

even decades behind the reality. In a case study on library design and visual merchandising 

by Hennah (cited in Potter 2012:66), it is stressed that public spaces such as shopping 

centres have adjusted to the ever-higher and ever-changing expectations of their users and 

potential users by commissioning in most cases a complete upgrade in both the space and 

the place of the shopping mall. This is achieved by integrating new technology, where 

possible, building stronger branding, and adjusting the immediate environment into one that 

aims at making the user’s experience as comfortable and positive as possible. In that case 

study, it is Hennah’s opinion that marketing strategies have become more sophisticated as 

he explains that image drives perceptions – perceptions from which public libraries are not 

excluded. Public libraries should, like commercial industries, remain abreast of these 

realities to date if they are to retain their current users and attract a younger audience. 

Hennah (cited in Potter 2012:67; see also Hernon & Altman 2010: np.) motivates that re-

evaluating the inside and outside of the library is an essential part of branding, mentioning 

common problems in public libraries with their ill-suited architectural structures, sellotape-

stuck notices and finally a distinct absence of external signage.   

Potter (2012:67) further argues that libraries need to take ownership of their space and 

ensure that all applications toward the library branding (including the wayfinding system) 

command the public’s attentions from all angles. Whilst public libraries must pay attention to 

modern comfortable seating plans when rebranding, the library needs to take into account its 

current possessions:  using covers of books and the design on them to promote the books 

and attract public library users to shelves. Here public libraries also need to consider the 

incorporation of elements such as front-facing shelves – a common practice in commercial 

bookshops. Hennah states (Potter 2012:68) that libraries as spaces should become flexible 

spaces with most, if not all, furniture and shelves on wheels, allowing the librarians to adjust 

their spaces to the expectations and needs of public patrons.  

Signage, a key element in branding and marketing, often serves as a problematic topic 

within public libraries. According to Potter (2012:70), libraries are in a slightly awkward 

position of having to communicate large amounts of information that are prohibitive in some 
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ways.18 Although unavoidable, their negative effects can be mitigated. For example, a sign 

indicating that a printer or computer is out of order can be seen in a positive light by assisting 

the user to the nearest available facility within the library premises. Libraries thus have to 

firstly evaluate the current signage in place during the branding process before approaching 

the content or developing what is already in place to make for a positive and self-explanatory 

environment (Potter 2012:71). Following Potters’ argument, the researcher/designer can 

suggest that branding and wayfinding can no longer be distanced from one another as they 

collaboratively create the perception of the space and place, affecting the overall lived 

experience. 

Studies undertaken by the Museums, Libraries and Archives Council (MLA, 2010, in Potter 

2012:71) motivated for incorporating regular practices from retail such as the availability of 

coffee shops within a library space. Their study proved that public users feel equally 

negative and positive about these and other additions to the public library as a space. This, 

according to Potter (2012:71) neatly encapsulates the tension between what libraries used to 

do, and how their offerings are valued in certain sections in society; and what they are 

increasingly doing now, and how this is valued by other sections in society. It was deduced 

from these studies that if public libraries are to become desirable spaces and places to visit, 

they need to be marketed in a way that offers family-orientated activities, selling an 

experience instead of being architectural structures full of books and other scholarly 

resources (Potter 2012:71). Marketing the library as a space means producing promotional 

materials such as leaflets, posters and online campaigns which focus on the unique assets 

of the library building and the space rather than the collection, and disseminating them in 

new areas. Potter states that many rebranding exercises on libraries are based around 

marketing the library as a space to those who want to use it as a place, offering creature 

comforts such as free Wi-Fi, and a warm couch on a cold and rainy day (2012:73; see also 

Hernon & Altman 2010: np).19 

When branding the library as a space and a place, one would ultimately need to reflect not 

only on the specific public library, its unique context and the expected experience but, would 

have to measure the branding and wayfinding system against what is accepted and currently 

implemented within a national and international context. Thus, particular attention needs to 

be paid towards guidelines in policies, for identifying criteria to be met in terms of branding 

applications specific within the SPL.  
																																																													
18		 Examples	of	prohibitive	signage	include	a	sign	stating,	‘please	don’t	return	books	here’	or	‘mobile	phones	

not	allowed’	or	‘no	eating’-	all	examples	of	signage	currently	implemented	within	the	SPL.	
19		 For	more	on	space	and	place,	place-making	 through	 the	adaption	of	 space,	and	 the	experience	of	place,	

please	refer	to	chapter	one	and	the	section	entitled	 ‘Turning	Space	 into	Place’,	 for	a	discussion	on	space	
and	place-making.	
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3.3.2.1 The application of branding in the SPL context 

According to the Free State Provincial Policy (Free State Province: n.d.: n.p.) the 

implementation of successful branding depends to a large extent on the vision and mission 

that the public library has set for itself. In order to determine its specific purpose with regards 

to the public library user, the following must be kept in mind: the library needs to determine 

specific goals, determined after the completion of a needs analysis of both internal staff 

members and external public library users.20 To be successful in fulfilling its goals, the public 

library service must be fully accessible to all its potential users, thus emphasising the need 

for a properly branded architectural structure and a functioning wayfinding system within the 

library itself. If users do not find what they need and want from the library, they will look 

elsewhere and stop using the library. Because of this, library workers must not concentrate 

exclusively on library materials, but the emphasis must be on the user’s needs (Free State 

Province: n.d.: n.p.). 

In analysing the user’s needs, the public library must follow a marketing approach; a 

thorough analysis of the community’s needs must be conducted, keeping in mind that every 

member of the community is a potential member or user of the library (Free State Province: 

n.d.: section b). Before any marketing can commence, however, the library needs to clearly 

define itself as a brand with a unique vision and mission. Within the provincial structure, the 

library as a separate entity still needs to be driven by an independent vision and mission.21 

Such a vision and mission describe the philosophy and purpose, including an identified 

opportunity and statement of commitment combining philosophy with marketing research, 

enabling the development of objectives, which would underpin the marketing strategy 

(Bundy 2008:4).  

The current vision of the SPL library service (as provided by the Free State Provincial policy) 

reads as follows: “Libraries for a literate, reading and informed community” (Free State 

Province: n.d.).  

 

 

																																																													
20		 It	 must	 be	 noted	 that	 no	 evidence	 of	 a	 previous	 needs	 identification	 (of	 either	 the	 library	 user	 or	 the	

librarians)	within	the	SPL	was	found	by	the	researcher/designer	before	the	commencement	of	HCD	team	
meetings,	 suggesting	 that,	 potentially,	 through	 this	 applied	 research	 project,	 a	 foundation	 for	 identified	
needs	to	be	reconsidered	and	adjusted	by	the	SPL	in	future	has	been	created.	

21		 Welch	 (2006:3	 in Bundy	2008:4)	 summarises	 the	 characteristics	of	a	good	mission	and	vision	 statement.	
She	describes	it	to	be	“brief,	distinctive,	enthusing	and	realistic,	considering	mutual	organizations,	speaking	
specifically	to	the	audience	for	which	it	is	intended.”	
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The mission of the library service is to serve in support of the Free State 
Development plan, contributing to the people’s development and the enhancement of 
the quality of life of all inhabitants of the Free State through the provision and 
promotion of library and information services which are free, equitable and readily 
accessible and to provide in the learning, information, cultural and recreational needs 
of the community (Free State Province: n.d.: section a).  

 

Any attempt to understand a public library’s goals, vision or mission or the introduction of 

new ones should take into account how those goals are perceived by the library staff 

(Vincent 1984:397). As Vincent (1984) suggests, the vision and mission of the library have to 

be evaluated by the librarians themselves in order to establish if all are in agreement with the 

current statements, and to better understand whether the current descriptions are adequate 

or need amendments or additions.22 Once the vision and mission have been successfully 

developed, the library must consider to whom it would be communicating these, thus 

prompting the identification of the SPL target market (Free State Province: n.d.: section a).  

The public library (in South Africa) has the following identified target groups as identified in 

the library policies: the user group and users with special needs. Other groups identified by 

the policy include: children23, young adults24, students, adults25 and the elderly (Free State 

Province: n.d.: section e). Communicating to these different groups is salient. The following 

communication elements are listed in the Public Library Policy (Free State Province: n.d.: 

section e): the library is to develop a communication strategy that will inform, convey 

concern, promote and publicise services and provide channels for feedback, adding to the 

visual identity and brand perception of the public library as space and place26. Furthermore, 

the library must develop public speaking and presentation skills, using visual and printed 

media to advertise services and special events that will ultimately serve as part of a branding 

																																																													
22			For	this	reason	the	researcher/designer	presumed	that	the	current	vision	and	mission	should	form	part	of	a	

discussion	during	HCD	team	meetings	(discussed	further	in	chapter	4	and	5)	if	identified	as	problematic	by	
the	research	participants.	If	deemed	necessary	it	would	not	only	determine	if	all	staff	were	in	agreement,	
but	would	also	allow	the	HCD	team	to	formulate	a	single	minded	message	better	fitting	to	the	current	SPL	
context.	

23	 Children	are	recognised	as	library	users	from	the	age	of	one	to	eleven	(Free	State	Province:	n.d.:	section	e).	
24		 Young	adults	are	 identified	as	users	between	the	ages	of	12	to	18,	although	this	 is	difficult	 to	determine	

precisely.	The	young	adult	can	be	seen	as	a	person	not	attracted	to	adult	books	yet	but	someone	who	has	
outgrown	children’s	books	(Free	State	Province:	n.d.:	section	e).		

25		 Adults	can	be	identified	as	the	last	target	market	group.	Adults	have	different	requirements	for	information	
and	 library	services,	 related	 to	 the	variety	of	 situations	 they	will	encounter	 in	 their	 studies,	employment	
and	personal	life	(Free	State	Province:	n.d.:	section	b).	

26		 It	 is	seen	as	problematic	that	although	the	policy	clearly	states	what	 ‘must’	be	done	with	and	by	the	SPL	
itself,	 the	 deciding	 factor	 in	 such	 implementation	 is	 the	 Metsimaholo	 municipality;	 and	 Free	 State	
Provincial	management	prevents	the	 library	from	developing	 its	brand	and	visual	 identity	except	through	
the	services	it	provides.	
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and marketing campaign27 (Free State Province: n.d.: n.p.). Finally, examples of printed 

media provided by the Free State Provincial office include bookmarks, brochures, notices of 

overdue books, newsletters, posters and library apparel (Free State Province: n.d.: n.p.).28  

Events recommended within policy as part of library marketing, that may help to establish a 

firm identity of the SPL branding include art exhibitions annually held library weeks, and the 

integration of a public relation programme stipulated within policy. The public relations 

programme laid out in the library policy depicts what the library should communicate to the 

public. It contains a description of the libraries goals, objectives and priorities. The public 

library’s objectives are defined and identified in the public libraries’ goal statement and 

includes the following: “To promote the library as an institution providing lifelong learning to 

the whole community; to promote the library as an institution providing leisure activities for 

the whole community; to promote the library as an institution that provides support to literacy 

groups in the community” (Free State Province: n.d.: n.p.). Policy determines that 

communication with all members of the public is required on a constant basis. In order for 

this communication to take place, the library must identify its audience for communication 

into two categories: patron users and potential users29. Communication should be designed 

to encourage usage of the library, increase support of the library, and increase an 

understanding of the role and function of the library. This communication specifically aims at 

the identified target audience (Free State Province: n.d.: n.p.). 

The Free State Provincial Policy (Free State Province: n.d.: n.p.) states that communication 

and what is to be communicated varies depending upon the library. The communication 

process, however, continuously evolves and is highly dependent on every member of staff 

within the various levels and those users of the library it is communicating with. The benefit 

to the user is paramount during the communication process and in what should be 

communicated. Relationship marketing is a concept of particular relevance here, as it 

focuses on developing a close relationship with the customers with emphasis on the 

reputation or image of the library, the key messages of the library, the target audience of the 

library, and the techniques that are required to deliver the necessary messages. Librarians 

																																																													
27		 The	SPL	 is	 currently	 restricted	 in	 its	marketing	applications	due	 to	a	 lack	and	availability	of	 a	workable	

template,	 staff	 that	can	manage	 it	and	the	requirements	of	approval	on	all	 such	applications	produced	
through	the	management	chain.	

28		 For	 specifications	 given	 regarding	 informational	 content	on	each	 application	please	 reference	 the	 Free	
State	Provincial	Policy	(Free	State	Province	n.d.:n.p.)	

29		 ‘Patron	user’	refers	here	to	members	of	the	public	who	continuously	support,	use	and	engage	with	the	
public	library	as	space	and	place,	while	‘potential	users’	refer	to	those	members	of	the	public	that	have	
not	yet	used	or	entered	the	 library	space.	This	creates	and	 identifies	an	opportunity	 for	marketing	and	
branding.	
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can use these marketing techniques to enable them to understand the needs of their users 

and to plan effectively to meet those needs (Free State Province: n.d.: n.p.). 

While a library policy focuses on the description of what a marketing plan is and how to 

analyse the target market, and how to treat publicity, and so forth, it is important that the 

employees of each library are responsible for generating any publicity and the analysis 

behind it themselves. While the policy aims to serve as a structural document guiding the 

librarians to come up with a marketing plan, and establish the firm image and analysis of its 

target market, it remains a policy that only expects (if identified as problematic) the key 

figures, namely, the librarian and the employees of the SPL to define, analyse and construct 

a strong image perception and marketing plan regardless of their particular knowledge in 

these fields or their skill capacity in providing feasible and sustainable solutions. Should the 

implementation of the current branding and wayfinding within the SPL be identified as 

problematic by research participants within the initial approach to the research process 

(discussed in chapter 5, HCD team meeting 1) the researcher/designer’s (as focus 

group/HCD team leader) involvement would become apparent, advising, guiding and 

exposing the research participants (seen as the “other half” of the HCD research team) to 

the HCD process, applicable branding theory and its application specifically towards the SPL 

context. 

 

3.4  Conclusion 

The SPL has, for a long time, enhanced the lives of the public of Sasolburg (and the greater 

areas around it) as a space and place of rich material and knowledge for all who visit it. 

Although the services the library offer to public library users are relevant today, the library’s 

branding and wayfinding applications (based on the in-context immersion of the 

researcher/design) seem to be outdated, as the physical environment negatively influencing 

the user perspective of the SPL. Drawing on this subjective personal experience of the SPL, 

the researcher/designer can speculate that the library as a space, with no recognisable 

branding and a poorly structured wayfinding system, leaves the public library user (as made 

evident by her first hand account) in distress and entirely dependent on SPL staff for 

navigating and finding their way through the space.  

In this chapter, the researcher/designer identified and defined applicable theory pertaining to 

wayfinding and branding, firstly describing and presenting the relevant dynamics at play in 

both terms within a generically applicable context, before contextualising them within a 

public library specific context, and finally focussing on a discussion of both terms within the 

depicted policy applicable to the SPL context. Given these descriptions, and the subjective 
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identified shortfalls (described within the researcher/designer’s personal experience as 

outlined in chapter 1), the researcher/designer proceeds towards a description of HCD as a 

possible research methodology (found in chapter 4) that may help to address possible 

problems pertaining to branding and wayfinding specifically, thereby considering HCD 

problem-solving processes and tools, that could potentially come into play should a redesign 

of the current wayfinding and branding within the SPL be required. Once this has been 

achieved, the researcher designer will present PAR, and its iterative cycles, arguing that 

although some congruency can be found towards PAR and HCD, they are very much 

different. 
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CHAPTER 4 

RESEARCH METHODOLOGY 

4.1 Introduction 

The purpose of this chapter is to identify and describe the research approach that was used 

in the project (based on, in sequence, a lived experience, followed by an appropriate 

methodological approach namely human-centred design, or HCD, together with participatory 

action research [PAR]). The tools that were selected and how they were used are also 

explained. Following this, the decisions, definitions and procedures of focus groups as a 

method for collecting primary data are discussed, including a perusal of the population and 

the sampling procedure. This is followed in the next chapter by an explanation of how the 

focus groups unfolded and how these gave rise to possible re-imaginings of the present 

wayfinding system in the Sasolburg Public Library (in the chapter subsequent to the focus 

group discussions), as well as how the focus group participants responded to the 

suggestions offered. 

 

4.2 The lived experience and HCD 

For this study, primary and secondary data (Boslaugh 2010:1330) were used. Secondary 

data refers to existing literature. In this instance secondary data comprised a literature study 

of wayfinding, if deemed a contributing factor to the current lived experience of the users and 

operational staff within the SPL, with brief reference to how wayfinding relates to branding 

(since the emphasis of this study is on wayfinding, with brand development deemed a 

necessary starting point for the co-creation of any experiential design applications). 

Theoretically, wayfinding can be considered in light of HCD as a possible solution towards 

the current experience of the SPL. This is a qualitative approach.  

Primary data in this study comprises of a first-hand experience of the researcher/designer to 

intuit deficiencies within the experienced wayfinding system from the perspective of an end-

user to the SPL. Finally, focus group sessions based on semi-structured discussions based 

on the librarians’ perceptions of the lived experience of end-users were used in relation to 

this subjective experience (as a lived experience of the researcher/designer), to identify 

emergent themes and then to suggest practical and creative solutions to the present 

wayfinding system with specific reference to librarian’s vision for the SPL and brand 
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preferences1. The brand suggestions were tested in another focus group session, using the 

same librarians as research participants’, in order to glean how they felt about the possible 

brand solutions (developed as a result of identified needs and co-designed SPL logo 

suggestion), from which the wayfinding solution was developed. Focus groups as an 

approach allowed for a rich understanding of participants’ perceptions since this approach 

allows participants to elaborate in a semi-structured interview context, making for a human–

centred problem-solving process. 

While qualitative research speaks of the lived experience, the philosophy of phenomenology 

gives an account of space, time and the world as “lived” (Merleau-Ponty & Bannan 1956:59). 

According to Smith (2013:sp, The Stanford Encyclopaedia) phenomenology can be defined 

as “the study of structures of experience, or consciousness”. It can also be translated as the 

study of “phenomena”, meaning the appearance of things in our experience. The author 

expands on this definition by adding that it is also “the way we experience things thus 

determining the meanings ‘things’ have in our experience”. For the purpose of the present 

study, lived experience unfolded in two distinct processes: firstly, the researcher described 

her own experience of problems with wayfinding in the SPL in what may be called an 

exploratory approach, which gave rise to a ‘hunch’ that improvements may be necessary to 

this system. HCD, in the context of qualitative research, is predicated upon personal 

emergence in the context of the problem being studied. In this sense, the researcher herself 

forms part of the research instruments. Therefore, although HCD as an approach is 

inherently democratic and participatory in nature, an emergent problem can, in my view, 

significantly be identified by a researcher’s personal experience, while it is acknowledged 

that during the HDC-informed process, the researcher must step back and allow participants’ 

opinions to guide the process. This is further explored in later sections of this and the 

following chapter. 

In this sense, PAR informed and enriched the HCD approach. In this researcher’s/designer’s 

opinion, in addition to addressing the meaning that ‘things’ have in our experience, the 

relevance of objects, events that take place, tools used2 in the research process and lastly, 

the self and the other, all contribute to our lived experience of the world. The structure of 

above identified forms of experiences commonly involves what is called “intentionality” the 

directness of experience towards things in the world” (Smith 2013). 

																																																													
1		Here	 the	 researcher/designer	 again	 notes	 that	 the	 parameters	 of	 the	 research	 were	 restricted	 to	 the	
librarians	of	the	SPL.	No	contact	was	thus	allowed	with	end-users	of	the	library.	

2	 The	application	and	discussion	of	research	tools	accounts	for	a	great	deal	of	content	within	this	chapter,	and	
although	only	some	directly	apply	within	this	research	project,	the	importance	of	tools	in	general	and	their	
different	applications,	and	the	researcher’s	choice	in	tool	selection,	need	to	be	considered.	
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 “Our experience is directed toward things only through particular concepts, thoughts, ideas 

and images” (Smith 2013).  These factors thus fabricate the content of an experience and 

are recognisable from the things they represent and mean. It follows that an awareness of 

one’s own experience3, and everyday activity in our surrounding life, world and surroundings 

(Smith 2013) inform the identification of a design problem.  

It can be argued that the successfulness and continued use of a product4, space or service 

thus depends on our lived experience. According to Koskinen, Mattermaki and Batterbee 

(2003:150), people respond to products, services and environments on many different 

levels. By providing a connected thread of information and experience people gain the 

confidence to engage fully; this generates the want to engage again in future. Koskinene et 

al. (2003:150) note that “a connected information thread is essential for safe interactions with 

products and environments” adding that “good information can result in mastery and delight 

in the experience of use.” The three-tiered checklist (Koskinen et al. 2003:150) for user 

experience can be described as ensuring safety, efficiency and delight. 

 

4.3 The research paradigm: Interpretivist/ Constructivist Paradigm 

According to Denzin and Lincoln (2008:31) researchers are guided by a set of principles, 

which in their opinion combine beliefs about ontology, epistemology and methodology (Guba 

1990:18)5. “It is these beliefs that shape how a qualitative researcher sees the world and 

acts in it“ (Denzin & Lincoln 2008:31). A paradigm serves as an “interpretive framework or 

basic set of beliefs that guide action” (Guba 1990:17). In this qualitative research report the 

Interpretivist/Constructivist paradigm applies. 

																																																													
3		The	awareness	of	the	self	within	the	experience	is	of	particular	interest	to	this	study	as	an	exploration	and	
‘one	word	description’	of	the	feelings	one	experiences	within	the	SPL.	A	one-word	description	of	experience	
is	implemented	as	part	of	the	intervention	process	─	more	fully	described	in	chapter	5.	

4		Product	 as	 seen	 here,	 in	 the	mind	 of	 the	 researcher/designer,	 refers	 not	 only	 to	 a	 physical	 and	 tangible	
object	such	as	packaging	or	design	applications	(specifically	within	a	graphic	design	production	process),	but	
also	 includes	 the	 experience	 of	 a	 place	 and	 its	 spaces,	 the	 services	 that	 they	 offer	 and	 the	 brand	 that	
represents	them.	The	experience	and	the	combination	of	all	these	elements	thus	become	the	product	that	is	
presented	to	the	end-user.	

5	Ontology	 is	described	by	Kivunja	&	Kuyyini	 (2017:27)	as	the	assumptions	we	make	 in	order	to	believe	that	
something	 makes	 sense	 or	 is	 real.	 	 Kivunja	 &	 Kuyyini	 (2017:27)	 go	 on	 to	 describe	 ontology	 stating	 that	 it	
“provides	an	understanding	of	the	things	that	can	constitute	the	world	as	it	is	known”.	Epistemology	in	turn	is	
described	by	Kivunja	&	Kuyyini	 (2017:27)	as	 “how	we	know,	 something;	how	we	know	the	 truth	or	 reality”.		
Methodology	 in	 turn	 refers	 to	 the	 research	 design,	methods	 and	 approaches	 used	 in	 the	 research	 process	
(Keeves	1997:sp).	
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According to Guba and Lincoln (1989:79-90) the Interpretivist paradigm attempts to 

understand the “subjective world of the human experience”. It aims to understand the 

thinking of those participants involved, or the meaning they make for themselves within the 

context, best trying to understand their interpretation and unique viewpoint within the given 

situation (Bogdan & Biklen 1998:sp.). It is because of this, according to Kivunja and Kuyyini 

(2017:33), that the Interpretivist paradigm shares commonalities with the Constructivist 

paradigm. The Constructivist paradigm actively debates and questioning “things” that matter 

to us in a sociological and personal capacity, questioning what part they play within a greater 

structure. It is within this paradigm that Kivunja & Kuyyini (2017:33) motivate that “theory 

does not precede research but follows it so that it is grounded on the data generated in the 

research act”.  

 

Schwandt (2008: 221) adds to this by stating that interpretivism and constructivism share a 

common goal of “understanding the complex world and the lived experience from the point of 

view of those who live it.” He continues to state that constructivists and interpretivists believe 

that in order to understand the world they must interpret it.  It is this interpretation of the lived 

experience and the unique perspectives of the people ‘living it’ as specialists in the 

experience that HCD becomes applicable. 

 

Keeping in mind this described thinking the researcher/designer in this research report, 

follows a Interpretivist/Constructivist research paradigm, aiming to describe the SPL and its 

experience, depicting a personal and objective account of the experience of place and the 

incorporation of HCD problem-solving tools, questioning what it is that constructs our 

experience and perception of what a human-centred library requires. 
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4.4 Human-centred	design	

HCD entails that diverse experts such as designers and researchers work with potential 

users, who can be described as experts of their experiences. This is done in order to bring 

users’ “ideas and knowledge into the innovation process” with a view to articulate problems 

and to develop solutions in a democratic fashion (Steen 2011:72). HCD focuses on the 

unique creative abilities and experiences of individuals; aspects that are often overlooked in 

a problem-solving process that is “researcher directed only” (Steen 2011:45). Steen 

(2011:45) continues to argue that in HCD researchers and designers “attempt to cooperate 

with or learn from potential users of the product or service which they are developing”, with 

the ultimate goal of matching user’s practices, needs and preferences.  

Hanington (2003:10) expands on this notion by explaining that when researchers/designers 

collect information from people to inform the researcher/designer’s perception of the 

people’s needs, their desires and thought processes, they are “engaged in user research6.” 

Walters (2005, in Zhang & Dong 2008:2) supports this notion of HCD as a “needs analysis”, 

defining HCD as a “creative exploration of human needs, knowledge and experience”. HCD 

therefore refers to “a series of approaches that share multiple principles” which include “the 

active involvement of users for an appropriate allocation of functions between people and 

technology; the organisation of iterations within a project; conducting research and 

generating and evaluating solutions; and finally the organization of multi-disciplinary 

teamwork” that is applied within diverse teams (Steen 2011:45). Hanington (2003:11) 

concurs and expands on concepts of product generation and evaluation following human-

centred thinking processes, identifying the problem-solving process in a series of phases 

which include: “User research (early baseline collection of information); speculative 

scenarios (primary scenarios of use built from baseline information); pilot testing (in-house 

testing of content and research protocol); product reviews (experts and users review the 

document) and product testing (testing prototypes with users and experts).”  He motivates 

that user participation throughout the research process provides important information in 

piecing together an understanding of users, their needs and, finally, their desires (Hanington 

2003:12).  

The “diamond model” is an example of a model developed that considers HCD principles as 

an approach to the decision-making within the HCD design context.  This diamond model 

considers two types of approaches to thinking within HCD problem solving process, namely, 

divergent and convergent thinking. Divergent thinking is defined as a phase where 
																																																													
6		User	research	may	entail	 interviews,	conversations,	examination	of	documents	and	services	 in	current	use,	
work	observations	as	well	as	documenting	through	writing,	sketching	and	photography.	



	
	

122 

individuals within the HCD team “collect as much as possible information” for “filtering and 

selecting accumulated results” in the attempt of gaining new insights (Anon(d) 2018:2). 

Alternatively he defines convergent thinking as a phase in which the HCD team works 

towards decisions by reflecting on information gathered in the divergent phase, “prioritising, 

organising and eliminating information based on their objectives” (Anon(d) 2018:2). This is 

linked to the emergent thinking, identifying that “it occurs at the end of the divergent phase, 

and into the beginning of the convergent phase” (Anon(d) 2018:2). During emergent thinking 

the HCD team “organizes and examines” (Anon(d) 2018:2) the information the HCD team 

has gathered, analysing its content to identify new insights that may be added to divergent 

and convergent thinking. The described diamond model, paired with the principles of human-

centred design provides for “an effective structure for the human-centred design process” 

(Anon(d) 2018:2). 

HCD is understood as a process in which diverse people from different sociological, 

economic, political and/or cultural contexts participate within a team context and move 

between self and others within a stipulated space or situation, focusing not only on the 

patron user as the self but also on the interaction between individuals and other individuals 

within environments (Steen 2011:74). HCD is summarised by Steen (2011:74) as “a 

deconstruction by the researcher and designer, reading between the lines of the current 

situation, questioning implicit assumptions and dominant meanings, exploring alternative 

meanings and redesigning and rewriting a more suitable approach” (Steen 2011:74). Steen 

(2011:74) further states “the researcher must be open toward others, and jointly learn and 

create”. This openness is both towards users, their experiences and towards co-workers and 

their past or memorable experiences (Steen 2011:75). It is within this openness that multi-

disciplinary teamwork becomes important as the four principles of HCD are constantly 

integrated. These four principles, according to Steen (2011:72), include “(1) involving users 

to better understand their practices, needs, and preferences; (2) searching for an 

appropriate allocation of functions between people and technology; (3) organizing project 

iterations in conducting the research and generating and evaluating solutions and (4) lastly, 

organizing multi-disciplinary team work.” 

Multidisciplinary teamwork not only involves the knowledge and unique skills of the 

researcher/designer, but also the intrinsic knowledge, wants and needs of each research 

(HCD) participant. It is the balancing act between the involvement of the researcher/designer 

and the research participants that provides for unique challenges and solutions within the 

HCD research process. According to Steen (2011:47), researchers and designers 

implementing HCD need to “combine and balance their knowledge and ideas” with those of 
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the users, inherently coaxing all participants to decide “when and how, and to what extent to 

be human-centred”. 

 Within this decision lie two distinct tensions. The first tension is between 

designer/researcher and users. The tension here originates from the differences between 

the worlds of all parties participating in the research, keeping in mind the gap between the 

worlds. Each world is unique and can be differentiated by its knowledge, practices and 

defined boundaries. HCD can thus be seen as an attempt to ‘collaborate’ these two (or 

more) worlds together, assisting in ‘movement’ by assisting the researcher/designer to move 

towards the user or by encouraging users to move towards researcher/designer7. The 

second tension exists between the research and design orientations. This occurs because 

HCD “attempts to understand the present and from there to design for the future” (Kanstrup 

& Christiansen 2005:sp). While the tension focuses on the intrinsic differences between 

design and research, it can be summarised as the tension between what is currently in place 

(the research task) and what could potentially be (the design task). This becomes relevant 

within this research (as further depicted and reflected on in chapter 5 and 6) as it provides 

an accurate account of the integration of HCD, moving between several co-creational and 

research orientated phases, sometimes focusing on co-design, while other times focusing on 

data derived as a result of HCD’s integration and the planned outcome to the research 

process.  

To further illustrate these tensions, a discussion of the approaches of HCD is necessary. 

The six approaches can be summarised as the following: “participatory design, ethnography, 

the lead user approach, contextual design, co-design and empathic design” (Steen 

2011:48). It is in my opinion that although a researcher/designer could intentionally have a 

specific HCD approach towards research, the HCD research process cannot be limited to 

one specific approach due to the nature of HCD. As was discovered, this is particularly the 

case with research that is focus group based using HCD. Because of this, it is important to 

define each one of these approaches8. Figure 4.1 below represents a model in which these 

six approaches are depicted within horizontal and vertical axes, which represent the two 

tensions in HCD discussed earlier (drawn from Steen 2011:48). 

 

																																																													
7		It	is	feasible	to	argue	that	there	is	a	third	alternative	and	that	is	that	both	move	toward	each	other	and	that	
both	are	“changed”	by	that	move.		This	is	an	extremely	complex	occurrence	to	research	and	document.	Signs	
of	this	will	be	found	in	“empathetic	design,”	explained	below.	

8		Some	 approaches,	 or	 rather	 the	 combinations	 of	 some	 approaches	 are	more	 relevant	 than	 others	 to	 this	
particular	research	study,	as	becomes	clear.	
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Figure 4.1: A depiction of different HCD approaches, their different starting points and emphases 

(Steen 2011:48). 

Participatory design (PD) focuses on the central and active role that the end user of a 

product or design plays in the designing process.  PD attempts to give its future user an 

active part in its design, evaluation and implementation. Greenbaum (1993:sp.) states the 

three uses for PD as: “(1) Pragmatically: it helps to get the job done better, (2) theoretically it 

is needed in order to facilitate communication and cooperation between people with diverse 

backgrounds during the research and design process and (3) politically it is desirable that 

participants have the right to influence their own workplace.” PD treat their users as experts, 

while attempting to bring their own unique knowledge and contextual skills into the research 

and design process. The goal is to encourage and allow users, researcher/designer and 

other stakeholders to “cooperate and engage in ‘mutual learning’ so that they can co-create 

tools that enable participants/users to do what they desire or feel necessary” (Spinnuzzi 

2005:sp.). Steen (2011:50) adds that in “PD researchers/designers attempt to participate in 

users’ practice (moving towards users), inviting users to participate in research and design 

activities (moving towards researchers and designers)” as illustrated in figure 4.1. For this 

reason, PD covers the largest area of the model in figure 4.1, resonating (in methodology 

and underlined ideas) with other HCD approaches. 
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The next HCD approach is known as ethnography. Ethnography is a form of applied social 

science that draws from sociology and anthropology. Here the researcher/designer 

approaches the end-user, analysing the user experience (Abu-Lughod 2000:261) and then 

redesigning to improve the user experience. Researchers thus enter the field with the goal of 

understanding how people use products and services, attempting to identify (by using 

ethnographic methods, such as observation, immersion, interviewing and the like) the users’ 

implicit and nonverbal needs. The researcher attempts to look at naturally occurring 

situations holistically and from a participant’s9 point of view. Although this approach is very 

popular it has received much criticism and is situated in the lower-left corner of the model in 

figure 4.1. According to Steen (2011:50) in ethnography, “researcher and designers attempt 

to move towards users in order to understand users’ practices and experiences”. 

The third approach is the lead user approach. This approach is based on the observation 

that most ideas for the improvement or re-evaluation of new products or services originate in 

the minds of the users, and not in the researcher/designer’s. Because of their first-hand 

interaction with the product’s design or service, Steen (2011:51) motivates that “lead users 

experience a problem or need that they cannot fulfil within the current context and thus 

develop modifications, applications or services to bridge the gap.” While the lead user 

approach is orientated towards commercial and practice-based applications, PD is 

orientated towards “concern in democracy and emancipation”. The lead user approach is 

plotted on the right hand side of figure 4.1 because it focuses on the user moving towards 

the researcher/designers activities, and is placed in the middle because of its concern with 

the people within the problems and their current practice (where they experience “what is”), 

developing innovations to solve identified problems (where they are assisted to actualise 

“what could be”) (Steen 2011:51). 

The fourth HCD approach is contextual design. According to Beyer and Holtzblatt (1998:sp.), 

contextual design “draws from ethnography and participatory design and is intended to help 

researchers and designers to observe people in a natural context (often a work context), to 

																																																													
9		A	 participant’s	 point	 of	 view	 refers	 to	 a	 focus	 on	 how	 other	 people	 create	 meaning	 and	 on	 their	 own	
descriptive	 categories,	providing	a	personal	description	of	 a	product	or	 service	 in	 the	place	of	 a	 technical,	
more	 specific	 description.	 Research	 done	 from	 the	 participant’s	 viewpoint	 is	 criticised	 by	 authors	 such	 as	
Knibbe	 and	Versteeg	 (2008:60)	 and	DeMunch	 and	 Sobo	 (1998,	 in	 Kawulich	 2005)	 stating	 that	 conclusions	
derived	 from	such	a	perspective	undeniably	 include	 the	 third	perspective	of	 the	 researcher	him/herself	as	
they	observe,	report	and	conclude	from	their	findings.	They	motivate	that	this	 introduces	a	power	struggle	
between	the	anthropological	facts	and	the	personal	views	and	experiences	of	the	researcher.	They	conclude	
by	stating	that	this	could	be	avoided	if	the	experience	and	the	individual	responsible	for	the	said	experience	
are	 clearly	 and	 honestly	 indicated.	 This	 would	 allow	 an	 accurate	 reflection	 of	 both	 the	 participants’	 and	
researcher’s	 experience	 ‒	 a	 suggestion	 that	 the	 researcher/designer	 took	 note	 of	 and	 applied	within	 this	
research	report.	
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discuss their observations in a multi-disciplinary product development team setting and to 

translate these observations into specifications for improved or new product, service or 

design applications”. This includes observations of how people communicate and what they 

actually do within their working environment and how they interact within their physical 

environment (Steen 2011:51). It focuses on the researcher and designer moving towards 

users and their practices and is concerned with “developing an understanding of current 

practices (what is), using that understanding as input for the design process (what could be)” 

(Steen 2011:51). 

Co-design serves as the fifth HCD approach. Sanders (2006:sp) and Sleeswijk-Visser, 

Strappers, Van der Lugt and Sanders (2005:sp.) define co-design as “the attempt to facilitate 

users, researchers, designers and others (including diverse people from diverse 

backgrounds and skills) to cooperate creatively, enabling them to jointly explore and envision 

ideas, make and discuss sketches and tinker with mock-ups or prototypes.” In co-design, 

everyday people are participants and co-creators rather than customers and users, and they 

contribute as experts of their experiences to the research and design process (Sanders 

2006:sp.; Sleeswijk-Visser et al. 2005:sp.). Co-design differs from previous HCD approaches 

in that it focuses on what people make instead of what people say and from ethnography 

that observes what people do via observations. This is achieved by developing tools10 or a 

toolkit, which allows the participants to communicate visually in a design language during a 

creative process. Co-design is seen as an “adapted form of PD, with tools and techniques 

adjusted from other relevant/similar traditions. PD and co-design are both concerned with 

understanding current practices and with envisioning alternative practices” (Steen 2011:50). 

Co-design aims to determine what “could be” and then co-develops a product, service or 

design that would better reach a larger mass market; for this reason, co-design is placed in 

figure 4.1 towards what could be (Steen 2011:50). 

The last approach in HCD is empathic design. Here, designers and researchers attempt to 

empathise with the experiences of others. Koskinen, Mattermaki and Battarbee (2003:47) 

describe empathic design as “a range of empirical research techniques that provide 

designers with access to how users experience their material surroundings and the people in 

it, as a range of approaches through which designers can empathise with other people’s 

																																																													
10	An	example	of	a	toolkit	particular	to	this	research	project	is	the	logo	design	toolkit,	given	to	each	participant	
as	part	of	the	fourth	focus	group	session.	Here	research	participants	were	encouraged	to	think	about	a	logo	
fitting	 their	 physical	 environments,	 drawing	 on	 their	 ‘expert’	 knowledge	 and	 ultimately	 allowing	 them	 to	
create	or	make	 and	 visually	 communicate	 their	 solution	 to	 the	 given	problem	 through	 a	 creative	process.	
This	process	is	expanded	in	chapter	5	in	the	focus	group	discussion	(HCD	team	meetings)	and	documentation	
attached	(Addendum	C).	
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experiences in different physical, social and cultural contexts11”. According to Koskinen, 

Mattermaki and Batterbee (2003:119) user experience takes place in the physical, social and 

cultural contexts, although when designing a prototype, service or design data is processed 

through the designer’s personal experience and interpretation.  In empathic design, 

designers and users implement role-playing exercises in order to create or evaluate ideas for 

new products, making use of mock-ups of the potential end product, design or service.  

Empathic design focuses on potential solutions or what could be, and, along with co-design, 

focuses on bridging the gap between the researchers/designers and the world of the users. 

In empathic design, Steen (2011:51) argues that “researchers and designers attempt to 

move towards users and their experiences”, differentiating it from co-design where 

researchers and designers “invite users to move towards the project to contribute to it”. For 

this reason, empathic design is located in the top left-hand corner of figure 4.1. An example 

of such an empathic tool is to provide the user with the opportunity to report on their lives or 

work by answering questionnaires, taking photographs and creating visual material, all in the 

process of capturing their lived experiences or to express their ideas (Steen 2011:51). 

Leonard and Rayport (1997:sp) present an example of such research, observing customers 

in order to discover their most recent needs. As a result, they proposed the following: 

“observe; capture date; reflect and analyse; brainstorm for solutions; and develop prototypes 

and possible solutions”. HCD is based on empathy, and the idea that the people one is 

designing for serve as the designer’s ‘instructions’ to innovative solutions. All that the 

designer and researcher are required to do is to empathise in an attempt to understand the 

participants, and to include them/this in the design process. By immersing themselves in 

another’s world, the researcher/designer may find new creative possibilities, allowing 

themselves to leave behind preconceived ideas and outmoded ways of thinking. 

Empathising with participants is one of the central means of understanding the context and 

complexities of the participants’ lives (IDEO org. 2015:22).  

The researcher/designer constantly oscillated between these approaches, as she tried to 

understand, empathise and gain the participants’ trust to better ‘experience’ those 

challenges faced within the SPL, ultimately co-creating possible design suggestions. 

Participatory design is therefore also evident throughout this process (as depicted in chapter 

5), while principles of ethnography are applied within selected toolkits, tracing, describing 

and capturing the experience of the SPL. The lead user approach takes into consideration 

																																																													
11	Empathic	design	overlaps	and	 in	some	instances	coincides	with	ethnography,	with	the	difference	being	an	
emotional	element,	namely	empathy.	From	the	researcher’s/designer’s	perspective,	ethnography	focuses	on	
analysing	the	experience	(the	what	and	how,	and	how	could	it	be	improved),	while	empathic	design	focuses	
on	 that	same	experience	but	attempts	 to	connect	with	 the	participant	on	an	emotional	 level,	empathising	
with	their	unique	emotional	experience.		
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the expertise that each of the members of the HCD team brings to the problem-solving 

process (often exposing tensions within the problem-solving process); learning from each 

group’s skillsets and unique insights. Lastly, the researcher/designer attempts to have an 

empathic approach throughout the research process, first listening to identify original 

experience, and later offering suggestions to possible co-design solutions -– all the while 

considering and respecting the limitations to the space of the research and the agreed upon 

participation. 

Regardless of the HCD approach chosen, the researcher/designer cannot avoid the two 

identified tensions (of establishing a current situation, and then moving toward a solution). 

Steen (2011:56) states that “the researcher/designer can merely cope with the tensions by 

critically reflecting on their methods, their roles and their use of power in their projects.” 

Reflections such as suggested by Steen are especially relevant when decisions are made 

such as the problems focused on, and which potential solutions could be developed, while 

being aware of the benefits and limitations of each HCD approach. Throughout the practical 

research process of this research report and the several activities during focus group (HCD 

team meeting) activities, it became clear that no single approach was completely applicable. 

To fully comprehend what (the situation) is and what (a solution) could be, one would have 

to overlap and combine the approaches, continuously adapting to the identified expert (both 

participant as well as the researcher and designer) to gather the most successful data 

without compromising on the idea of who the expert is in HCD. Each application in the 

research process would therefore comprise of a combination of multiple approaches, 

followed by data gathering, a reflection on gathered data, identifying the next possible step 

and then reinterpreting what approach would work for the next application. This constant 

reflection is an iterative process that is part of the design and research process. This 

process concurs with the research cycles found in participatory action research (PAR) (as 

presented in 4.7, below). 

It is this constant reflection that involves the reconditioning of patterns within the lived 

experience. According to Acumen (2012:5), “HCD relies on one’s ability to be intuitive and to 

recognize patterns, to construct ideas that are emotionally meaningful as well as functional, 

and to express oneself through means beyond words and symbols”. HCD is empathetic, 

collaborative, optimistic12 and experimental (Acumen 2012:5). Physical environments, in this 

case the SPL, gives users of the space signals about how to behave, react, think about and 

use these signals to influence how they feel. By rethinking a public space like a public 
																																																													
12	Optimism	is	defined	by	the	IDEO	field	guide	(IDEO	org.	2015:14)	as	the	embracing	of	possibility,	that	even	if	
the	answer	 is	unknown	at	 the	current	stage,	 the	solution	 is	available	out	 there.	Optimism	makes	 for	more	
creative,	encouraging	and	communicative	cooperation	in	design.	
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library, a new experience can be created with new interactions and reactions. HCD 

emphasises that the emotional and physical experience of the space is as important as the 

functionality of the space (Acumen 2012:6). Given this, one of the primary tasks will be to 

change the space of the library into a lived experience of place. 

If one were to transform space into place, the researcher/designer would have to start with 

the current space of the SPL, identifying problem areas whilst applying HCD thinking: 

“Improvement in service starts by observing and asking for the needs and expectations of 

the people involved in the service” (Riquelme 2013:15). As a recent survey by the College 

and University Planning (SCUP) indicates, researchers felt that users should be the key 

drivers in a learning space design, adding that individuals responsible for managing the 

particular space would be most likely to determine the design and adaption of current design 

of or within the particular space (Grummon 2009:sp.). If a redesign and rebrand of the SPL is 

needed, one would need to consider using an HCD approach to gain a deep understanding 

of the individuals operating within the context of the SPL – not only by what they need and 

desire, but the limitations they face, what motivates them and what is important to them 

(Acumen 2012:6). HCD has three distinct strategic phases: discovery, ideation and 

prototyping, constantly moving between the tangible and the abstract (Acumen 2012:7). 

 

 

 

 

 

 

 

 

Figure 4.2: Strategic Phases of the HCD design process (Acumen 2012:7). 
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HCD can therefore not be regarded as a linear process as it adapts to each project’s 

character, needs and unique environment13. Regardless of the project, the HCD process 

proceeds through the three strategic phases. Within the integration of inspiration, ideation 

and implementation the researcher/designer would ultimately build deep empathy with the 

communities and individuals involved in the research, adjusting and learning how to translate 

data into feasible and applicable solutions and finally be given the opportunity to test 

solutions or prototypes before implementation – something that is rarely feasible in the 

design industry. During the inspiration phase (1) the designer/researcher learns how to 

understand the participants involved in the study, observing their lives, and hearing14 their 

hopes and desires and learning from the data collected. Ideation (2) is the phase in which 

the designer/researcher makes sense of data gathered during the first phase followed by the 

generations of ideas, identification of opportunities, ultimately testing and refining the 

solutions provided for identified desires or problem areas (IDEO org. 2015:11). Discovery (3) 

identifies a challenge or task set and asks questions as to how the task can be 

accomplished, while the ideate phase identifies knowledge learned (from completing 

identified tasks) and translates this knowledge into themes or patterns that can be applied. 

By the application of identified themes and patterns, ideas are transformed into tangible 

designs (prototypes) based upon feedback regarding lived experience.  

In a similar way the aim of this research is to discover, ideate, and create prototype design 

applications that would serve as potential solutions to the current identifiable shortcomings in 

the SPL experience (considering any and all design applications affecting this experience), 

with a focus on its human-centred use by the public library staff and users alike. These 

phases are illustrated by Tschepe (2017:n.p.) in the diagram below, as he extends the 

phases into a design thinking process. 

																																																													
13	 This	 overlap	 is	 clearly	 visible	 in	 the	 combinational	 HCD	 approaches	 as	 discussed	 by	 Steen	 (2011),	 and	 as	
reflected	 upon	 in	 the	 discussion	 of	 Steen’s	 diagram	 above.	 The	 reseacher/designer	 spesifically	 chose	 this	
diagram,	because,	on	reflecting	on	the	reseach	process,	it	provided	a	broad	structure	for	the	reseach.	

14	 Hear	 (as	 indicated)	 refers	 to	 the	 three	 basic	 principles	 Hear,	 Create	 and	Deliver	 as	 captured	 in	 the	 IDEO	
toolkit.	More	information	on	this	is	provided	in	the	IDEO	section	at	the	end	of	this	chapter.	
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Figure 4.3: The design thinking process gleaned from Tschepe (2017:n.p.) based upon the HPI 

School of Design Thinking. 

 Regardless of the specific phase or progress within HCD, action is necessary. Taking action 

by designing or building design applications grants the researcher/designer the opportunity 

to analyse the ‘built solution,’ revealing opportunities and complexities previously hidden. 

This action provides the researcher/designer with actionable feedback, allowing the initial 

solution to adapt and develop (IDEO org. 2015:20). 

In taking action, the researcher/designer has to reflect on the principles of HCD to guide the 

research process to also become design-centred. As part of the four principles of HCD, the 

following individuals can be identified of particular interest in the SPL:  the staff members 

and librarians of the SPL on the one hand, and the researcher/designer on the other, 

communicating, navigating and using a shared space15. Collaboratively, these two identified 

individuals would be responsible for identifying problems within the current navigation and 

brand experience, determining the expected experience, and finally, the design applications 

																																																													
15	It	can	be	argued	that	there	is	a	third	group	in	the	form	of	the	public	library	users	themselves.		However,	it	is	
argued	that	the	two	groups	selected	will	act	as	proxies	for	the	third	group	because	the	 librarian	group	has	
received	 the	 requisite	 design	 training,	 and	 because	 the	 researcher/designer	 ‘group’	 is	 a	 potential	 patron	
herself.	Furthermore,	the	end-user	is	not	considered	within	this	study,	as	it	falls	beyond	those	agreed	upon	
parameters	suggested	by	SPL	management.	
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that would need to be incorporated to achieve the expected experience. This approach 

places the public library staff member and the researcher/designer in the roles of both critics 

and problem-solvers. Akama (2014:174) states that HCD’s focus transcends the experience 

of a service but should also consider the individual’s capacity to become a change-agent, 

continuously offering and changing their own solutions to their specific problems, something 

that is hoped to be accomplished after the conclusion of this study16. 

HCD’s natural starting point is from a position of not knowing what the ultimate solution may 

be for any given challenge (IDEO org. 2015:21). Only by listening, thinking, building and 

refining the solution would the researcher/designer (together with the participants) provide a 

suitable solution uniquely catering for the participants involved. Saying this, it must be kept in 

mind that failure during the design process is inherent to HCD as it results from a reflection 

process consisting of multiple failures, adaptions and corrections that ultimately lead to 

suitable and feasible design suggestions (IDEO org. 2015:21). Failure, identified as an often-

repeated characteristic, gives rise to the identification of additional HCD characteristics. The 

human-centred design for interactive systems provides the six characteristics of HCD: “(1) 

the adoption of multidisciplinary skills and perspectives; (2) the explicit understanding of 

users, tasks and environments; (3) user centred evaluation, used to refine design; (4) 

consideration of the whole user experience; (5) involvement of users throughout the design 

and development process [and finally,] (6) iterative processes” (IDEO org. 2015:21). 

Researchers and designers adopt an iterative approach due to the fact that feedback from 

participants forms a critical part of how solutions evolve. By constant iteration, redefining and 

improving, the researcher/designer is driven to generate multiple ideas, applying a variety of 

approaches and unlocking their creativity, enabling them to arrive at a suitable solution 

quicker than before (IDEO org. 2015:25). (This approach is developed in the discussion on 

PAR, below.) According to Giacomin (2014:608), the difficulty in the HCD design approach 

pertaining to services such as those offered by a library is that the “participant does not 

always adopt the point of view of a user of a specific design tool”. He adds that “design for a 

user usually involves optimizing the characteristics of the product, system or service based 

on a set of fixed preconceived cognitive plans” (Giacomin 2014:608). 

Maguire (2001:sp.) suggests that designers/researchers practising HCD “need to carefully 

identify all stakeholders and the context of use whilst applying creative processes”. The 

development of contextual design techniques (Beyer & Holtzblatt 1998:sp.; Holtzblatt, Burns 

Wendell and Wood, 2004:sp.) in particular facilitates “the probing, classification and 
																																																													
16	 It	 should	be	noted	 that,	 in	 this	 study,	 there	was	an	added	dynamic	at	play,	namely	 that	of	 the	 ‘academic	
researcher’.		As	such,	this	‘academic	researcher’	was	also	observing	how	the	research	methods	unfolded,	and	
how	the	‘researcher/designer’	was	dealing	with	that	unfolding.	
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description of the interactions, which occur between people and their environments, and the 

increasing use of personas and scenarios provided for describing people and context” 

(Carroll 2000; Mulder & Yaar 2006:sp.). Krippendorff (2004:48) adds that “human-

centeredness takes seriously the premise that human understanding and behaviour go 

hand-in-glove; that artefacts are inseparably linked to how their users perceive them, can 

imagine interfacing with them, use them and talk about their stake in them with others”. 

Krippendorff’s view is that at the “heart” of any design activity is “identifying the meaning 

which the product, system or service should offer people”, meaning that design actively 

should question the “motivation, discourse and learning” before proceeding the manner in 

which it could be implemented (Giacomin 2014:609). “Indeed HCD today is based on the 

use of techniques which communicate, interact, empathize and stimulate the people 

involved, obtaining an understanding of their needs, desires and experiences, all of which 

often transcends what people themselves actually realized” (Giacomin 2014:610). HCD, 

according to Giacomin (2014:610) is thus distinct from many other traditional design 

practices because of the “natural focus of the questions, insights and activities that lie with 

the people for whom the product, system or service is intended, rather that the designer’s 

personal creative process”.  According to Oatley, Keltner and Jenkins (2006:sp.), HCD leads 

to products, systems and services that are “physically, perceptually, cognitively and 

emotionally intuitive”, also including higher cognitive emotions. Giacomin adds that “HCD is 

based on a hierarchy which has at is base the scientific facts about human physical, 

perceptual, cognitive and emotional characteristics, followed by progressively more complex, 

interactive and sociological considerations” (2014:612). 

HCD in all its complexity can be seen as relatively transparent, imposing no preferences, but 

instead stimulating, conveying and translating the will of the people involved. This is 

achieved through the use of HCD tools. The variety of tools in HCD techniques expands 

continuously, often borrowing from fields like psychology and sociology17 (Berg 2001:sp.). 

Berg 2001:sp.) continues to aver that selected HCD tools consist of “methodologies and 

techniques for interacting with people in such a manner as to facilitate the detection of 

meanings, desires and needs, either by verbal or non-verbal means” and/or “cognitively 

inspired, language-based techniques” such as ethnographic interviews (Spradley 1979). 

																																																													
17	To	choose	and	apply	the	correct	HCD	tool,	one	would	first	have	to	understand	the	nature	of	such	tools.	“HCD	
tools	 can	 be	 classified	 based	 on	 their	 intended	 use.	 The	most	 basic	 form	 of	 tools	 consists	 of	 facts	 about	
people	such	as	anthropometric,	cognitive,	emotional,	psychological	and	sociological	data	and	models.	Such	
items	of	information,	which	are	often	treated	as	human	factors,	provide	basic	factual	statements	regarding	
the	abilities	and	limitations	of	humans	defining	the	boundaries	within	which	to	operate,	and	usually	act	more	
to	inform	the	human-centred	design	process	than	to	drive	it”	(Giacomin	2014:614).	
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Therefore, questionnaires, role-playing and focus groups are mostly associated with HCD 

approaches. 

Hanington (2003:10) states that while we have come to understand the change in design 

(incorporating research tools as mentioned above) with the gradual move to HCD processes, 

much needs still to be said regarding the product of such design. Design is “recognised as 

an activity inherently tied to human needs and concerns” (Hanington 2003:10) and for this 

reason it can be argued that in order to humanise the term “design”, the term “human-

centred design” becomes applicable once again. This would imply that a product (artefact, 

prototype, document or service) has an informational set to be matched or tested against a 

human or user interpretation (Hanington 2003:10). It is, however, this shift towards a human-

centred thinking within design that remains difficult, with designers often moving backward 

into design-centred applications to products and services, because of its familiar thinking 

processes.  

Buchanan (2004:37) suggests that in order to facilitate true change in the thinking of 

designer products one would have to redefine product. He questions what the product is of 

design thinking and describes that in the past the word ‘product’ meant the outcome of what 

one could call industrial design processes, therefore a tangible artefact. Today, however, 

product points to the outcome of design work, regardless of the shape or movement in 

design. Buchanan (2004:37) explains what he calls his “iceberg theory”. This theory is based 

on the idea that a product expands beyond its appearance. While style and form are still the 

most evident features of product, “what goes on beneath the surface” – the design approach 

(in this case HCD) – “becomes more important and falls under the domain of design 

thinking”. Buchanan (2004:37) motivates that a product must be “desirable in form and style, 

but it must also be useful, properly usable, marketable and human-centred”. What makes a 

product usable is its consideration of the human user. Meeting the needs of these human 

users remains a difficult concept because a specific product or service and a specific human 

need description may only be “relevant” within an isolated group of users, while meeting the 

needs of the human user in an international context18 depends on broadening one’s 

assumptions and exploring diverse realities (Buchanan 2004:38). It is evident that the 

identification and description of the user within their specific context are essential.  

 

																																																													
18	 It	 is	 noted	 that	 this	 became	 apparent	 during	 the	 conducted	 interventions.	 While	 research	 participants	
identified	with	certain	designs	created	in	an	international	design	context	(as	provided	on	mood	boards	by	the	
researcher/designer),	 their	desires	and	expectations	spoke	of	a	 localised,	specifically	South	African	context	
unique	to	the	Sasolburg	area.	
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Figure 4.4: A nomenclature of research methods of HCD (Hanington 2003:13). 

“HCD is uniquely situated to arrive at solutions that are desirable, feasible and viable” (IDEO 

org. 2015:14). Once a range of solutions has been determined (that appeals to the specific 

community and problem) by both the research participants and the researcher/designer 

(through the application of a combination of tools as indicated in figure 4.4), the identification 

of what would be technically feasible if it were to be implemented takes place. Solutions are 

then evaluated and adapted, also rendering them financially viable. Although a difficult 

process the balancing act lies in designing solutions that are not only successful, viable and 

feasible, but also sustainable (IDEO org. 2015:14). Below is a depiction of the analysis that 

solutions generated through the HCD process undergo before final application and approval. 

 

 

 

 

 

 

 

 

Figure 4.5: Model adapted from the field guide to HCD (IDEO org. 2015:14) illustrating the analysis 

that solutions undergo before final application and approval. 
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HCD approaches identify problem areas and solution generation through three lenses. The 

HCD process starts by analysing the needs, dreams and behaviours of the very participants 

that would affect the ultimate solutions. This first lens of view is called the desirability lens. 

The designer and researcher are responsible for viewing the world and its problems through 

this ‘lens’ throughout the entire design process. Once an identification is made of what is 

desirable, the designer/researcher views the possible solutions through the lenses of 

“feasibility and viability” (IDEO 2012:sp.). The last two phases are usually only brought in 

later during the research process (IDEO 2012:sp.). While this model proves to be a visual 

representation of the process of analysing possible solutions, participatory action research 

will be integrated as a strategy of engagement within the research. 

 

4.5 Participatory Action Research (PAR) as Method 

4.5.1 Participatory action research  

HCD centres on experimentation and the concept of learning by using thinking strategies 

that correlate with the principles of participatory action research (PAR) ‒ the key method-

driven framework and strategic design for this study that was used to create a environment 

for the application of HCD principles. 

Simonson and Bushaw (1993:28) motivate that PAR evolves out of three streams that 

include intellectual development and action. These streams include social research 

methodology, participation in decision-making by community or organizational members, and 

sociotechnical systems thinking regarding organizational behaviour. PAR aims to contribute 

to “the concerns of people in an immediate problematic situation”, it is set on “collaborative 

research and action used to gather information” and stimulates “change in either social or 

environmental issues” (Simonson & Bushaw 1993:28). It is driven by research participants 

offering a “democratic model” that can produce, own and use knowledge. It is constantly 

collaborative, involves discussion, gathering unique skills, stimulating group work with the 

intent of “some action”, change or possible implementation on the problem researched (Pain, 

Whitman & Milledge 2010:2).  

PAR attempts to understand a problem and moves towards improving it by making a 

tangible change to the relevant context. PAR is a collective enterprise with the researchers 

participating in a constant state of self-reflective enquiry. This is done in attempting a better 

understanding as they move towards improving the practices they partake in within the given 
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situations (Baum, MacDougall & Smith 2006:854). ”Participation is seen as a means to 

overcome professional dominance, to improve strategies (whether they are practice or 

research based), and to show a commitment to democratic principles” (Baum, MacDougall, 

Smith 2006:585). Thus PAR, according to Kindon, Pain and Kesby (2007:11) aims to be 

democratic, as it moves away from the monopoly typically found in research, rethinking 

which individual should “hold knowledge” and for whom research should be done. Kindon et 

al (2007:11) argue that this is achieved through explicitly collaborating with marginalised or 

vulnerable others. PAR attempts to understand, adjust and improve the world by creating 

change. At its heart it is a collective and self-reflective problem-solving engagement strategy. 

“The reflective process is directly linked to action, influenced by understanding of history, 

culture, and local context and embedded in social relationships” (Baum et al. 2006: 854). 

According to Minkler, Wallerstein and Gribich (cited in Baum et al. 2006: 854) the process of 

PAR should be empowering, offering and guiding participants to increased control over the 

research and research processes and the aspects embedded within their lives.  

PAR informs action, even if that action is to be found in the day-to-day activities of the 

participants, transformed by their experience of the participatory research process. This 

rests upon the ontology which sees all human beings as “dynamic agents capable of 

reflexivity and self-change” and “an epistemology which draws on diverse forms of knowing” 

(Kindon et al. 2007:13). Many characteristics of participatory approaches draw on these 

assumptions about human beings, and about knowledge and its production. PAR shows 

these assumptions to be that: (1) intellectual labour is essential to being human; (2) local 

people are experts in their own lives and localities; (3) local knowledge is valuable in its own 

right; (3) knowledge is the result of collaborative work by people in relationships; (4) 

experiential knowledge is fundamental to all knowledge; (5) knowledge production is a 

cyclical process, moving from action/experience to reflection and back again; and (6) 

knowledge is for sharing with all people, in ways that they can understand (Cahill 2007; Fals-

Borda 2006; Freire 1972; Greenwood & Levin 1998; Kesby 2007; Pain  2004; Reason & 

Bradburg  2006; Wadsworth 1998 in Kindon et al. 2017:13-14). These assumptions point to 

the life-changing and empowering potential of PAR for individuals, groups and entire 

communities when they are treated as equals, their knowledge and experience valued, and 

their capacities for reflection and action respected and given space (Freire 1972, cited in 

Kindon et al. 2007:sp.). It is this experience or lived experience that can be seen as an 

abstraction from the lived experience of our world. “PAR draws from the work of 

phenomenologists who expand on the importance of experience when they argue that 

humans cannot describe an object in isolation from the conscious being that is experiencing 

that object; just as an experience cannot be described in isolation from its object” (Baum et 
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al. 2006:856). Experiences are not from the “sphere of subjective reality” or “separate world” 

but rather assist in enabling users to “engage with the world” and “unite subject and object” 

(Baum et al 2006:856).  

PAR focuses on studying a system while attempting to concurrently and actively collaborate 

with members of the system or within the problem, changing it to what is regarded as a 

desirable or preferred direction. “To accomplish these two goals requires active collaboration 

of researcher and client” (O’Brien 1998: sp).  The active collaboration referred to in this study 

implies a constant iteration of not only the possible solutions and result after integration, but 

the experience of the research participants ‘versus’ the experience of the 

researcher/designer.  

PAR consists of several research cycles where data is collected, conclusions emerge, 

followed by implementation and evaluation. According to Susman (1983:56), there are five 

distinct phases within a research cycle: (1) diagnosing the potential problem, (2) 

collaborative action planning an intervention, (3) taking action by implementing the 

intervention, (4) evaluating the results of the intervention, and (5) determining what has been 

learned from the intervention evaluation, both in terms of “what worked” and “what did not 

work.” This iterative process compels the researcher/designer to reflect upon completing 

each phase (as made evident in chapter 5 of this research report) and re-aligning the 

researcher/designer with the co-creational process. Because of this, the research process is 

often messy, as re-evaluating the actions to be taken in the next phase according to data 

derived in previous phases may be unexpected or not anticipated, an attribute also found in 

the HCD problem-solving process. 
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Figure 4.6: Detailed action research model (adapted from Susman 1983: sp)19. 

Upon completion of the research cycle, another cycle is entered into (normally arising from 

what has been learned during the previous iteration), and then applying the same phases to 

the changed and documented circumstances. These research cycles/iterations continue until 

the problem at hand is solved. Below is a visual representation of the research cycles. 

 

 

 

 

 

 

 

 

Figure 4.7: Representation of PAR research cycles (adapted from Damme, 1998). 

																																																													
19	 The	action	 research	model	 and	PAR	 research	 cycles	 (figure	4.7)	 conceptually	 link	with	 the	phases	of	HCD	
(figure	4.2)	and	the	IDEO’s	“hear	create	and	deliver”	(discussed	futher	in	heading	4.7	of	this	chapter).	
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PAR is based on reflection, data collection and action20, and proposes to improve 

experience through involving the individuals taking action to improve or better their current 

experience into their desired experience.  “PAR reflects questioning about the nature of 

knowledge. It affirms that experience can be a basis of knowing and that experiential 

learning can lead to a legitimate form of knowing that influences practice” (Baum et al. 

2006). Simonsson and Bashaw (1993:27) state that PAR “empowers individuals by 

recognizing that they have the ability to identify and analyse their own needs and to 

generate practical, long-lasting solutions”, a notion supported by MacDonald (2012:35-37). 

Identifying these individuals as experts in their field is also referred to as the professional 

expert model (Whyte 1989:368). By making participants active contributors in the design 

process, designs directly answer to the concerns of the specialist within the situation and 

allow for a clear and thorough evaluation, often not found in conventionally conducted 

research. 

According to Baum, MacDougall and Smith (2006:845) PAR “differs from conventional 

research in three ways”. Firstly, it focuses on research with a purpose to promote action. 

“Action is achieved through the reflection cycle, whereby participants collect and analyse 

data, then determine what action should follow” (Baum et al. 2006:854).  The implemented 

action is then further scrutinised and an iterative reflective cycle implemented in data 

collection, reflection, and action. Secondly, PAR focuses on power relationships, so that the 

power is “deliberately shared between the researcher and the researched: blurring the line 

between them until the researched become the researchers” (Baum et al. 2006:854)21. 

Because of this, the researched individuals are not considered as objects, rather they are 

co-researchers: including “selecting the research topic, the collection and analysis of data, 

and the deciding about what action should happen as a result of the research findings” 

(Baum et al.  2006:854).  Baum, MacDougall and Smith (2006:855) add to the discussion on 

power and the power relationships by stating that power is a critical element in the 

description of PAR22. PAR aims to achieve empowerment of all those parties involved. 

																																																													
20	 Implied	 “action”	 within	 the	 parameters	 of	 this	 research	 context	 refers	 to	 pre-planned	 tools	 or	 research	
phases	and	the	co-participatory	activities	that,	once	implemented,	produce	data	to	be	considered	in	future	
phases.	

21	HCD	tensions,	as	identified	above,	overlap	with	this	‘blurred	line’	as	described	by	Baum	in	PAR,	adding	even	
further	to	the	difficulty	of	conducting	academic	research	with	the	researcher/designer	maintaining	a	
‘neutral’	role.	

22	 Conceptualisations	 of	 power,	 and	 the	 attempt	 to	 define	 power	 as	 seen	 here	 are	 based	 on	 Foucault’s	
(2000:330)	understanding	of	power	 relations.	Foucault	 states	 that	 in	order	 to	understand	power	 relations,	
some	investigation	is	needed	regarding	the	forms	of	resistance	and	attempts	to	disassociate	these	relations.	
He	 identifies	positions	within	power,	drawing	particular	attention	 to	knowledge	 (associated	with	privilege)	
and	 its	direct	 impact	on	 the	position	of	power	 (Foucault	2000:331).	 This	 is	 specifically	 relevant	within	 this	
public	library	context,	as	the	library	inherently	represents	knowledge	through	education.	
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“Empowerment is deemed as a shifting of dynamic quality of power relations between two or 

more people, such that the relationship tends towards equity by reducing inequalities and 

power differences in access to resources” (Baum et al. 2006:854). 

Power is also seen as the result of the interaction “between people, from the practices of 

institutions, and from the exercise of different forms of knowledge” (Baum et al. 2006:854). 

PAR challenges the system user for surveillance and the control of knowledge, established 

through “mainstream” research and practice-based design processes. When communities 

seek control of research aims and objectives (and seek to be active in research), they are 

increasingly shifting towards more powerful roles found within the research process (Baum 

et al. 2006:854). 

4.5.2 The application of PAR  

PAR was used as the overarching methodology for this research report, with a focus on 

practice-based design. Practice-based design recognises the designer who gains new 

knowledge about the nature of practice and how it can be improved upon (Candy 2006:3). 

The paradigm of praxis can apply to PAR. “Praxis is the art of acting upon the conditions one 

faces in order to change them” (O’Brien 2001:sp). This paradigm motivates that “knowledge 

is derived from practice, and practice is informed by knowledge”, and thus it, too, is an 

iterative practice and on-going process – the cornerstone thereof being action research 

(O’Brien 2001:sp). 

As part of the first step in designing space Grummon (2009:sp.) emphasises the importance 

of collecting information on existing spaces. These basic descriptions form the basis of all 

engagements to come. Design expertise is then combined with the stakeholders or users to 

collaboratively create solutions to solve design problems. Participatory observation becomes 

a key factor in the research as the researcher/designer co-creates, drawing extensively on 

the interaction between the group of librarians and the researcher/designer ‘group’ 

(accessing training, knowledge, insight and skills based on her professional practice as both 

designer and researcher), in a narrative and descriptive account of the innermost working 

and lived experience of the SPL to develop sustainable solutions and to identify shortfalls of 

experience by the research participants. While PAR and its various attributes (as described 

in the above section) correlate with the phases of, and approaches to, the implementation of 

HCD problem-solving process, they are rather different. While PAR is concerned with 

“acting” and producing a specific (sometimes pre-conceived) solution or artefact, HCD enters 

the research process (as reflected in the discussion above) not knowing, only to determine 
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what possible artefacts (if at all applicable) could potentially be co-developed to solve 

identified problems within the relevant experience.  

I argue that PAR functions better in collaboration with the principles outlined in the IDEO 

toolkit, distributed within the conducting of a series of focus groups. To fully integrate PAR 

and HCD as research methodologies, a perusal of focus groups in theory is necessary with 

the application of focus groups and, in this case, the IDEO toolkit and its implementation 

within focus group sessions conducted.  

4.6 Focus groups: discussion of the focus group, choice of focus groups  

4.6.1 The focus group 

Morgan (1997:2) describes focus groups used in qualitative research as “interactive 

interviews focussing not on the reaction between the researcher and the participants”, but on 

the interactions between participants guided by the researcher, acting in the role of 

moderator. Longhurst (2003:120) suggests that focus groups are useful for researchers 

“wishing to orientate themselves in a new or unknown field, enhancing the role of the 

research participants in regulating the research findings”. In this research report, the 

researcher/designer used focus groups as a platform for the multi-method study conducted. 

The focus group setting was deemed essential by the designer/researcher as it allowed for 

multiple and diverse inputs from all research participants actively partaking in the HCD 

research phases. Focus groups were conducted, planned and set up to maximise the value 

of all data collected during the specific focus group session. It is the opinion of Morgan 

(1997:3) that multi-method applications should be used in focus group sessions, such as 

participatory observations and group interviews, both of which are qualitative methods23. The 

ultimate goal of using such a combinational approach is to allow each method or approach to 

bring unique and new aspects to “the research and data collection, facilitating access to 

tacit, uncodified and experiential knowledge”, as well as bringing to “light the opinions and 

meaning of the participants” (Hopkins 2007:528). 

According to Krueger and Casey (2015:10), the purpose of conducting focus groups is to 

better understand people’s feelings and thinking about an issue, idea or service. They 

should be encouraged to share perceptions and their unique points of view, as confirmed by 

the writings of Barker and Rich (1992:sp.) and Zimmer (1990:sp.). Gregory and Mackie 

(1991:sp.) and Watts and Ebbutt (1987:sp.) refer to the goal of focus groups not only as the 

																																																													
23	 Such	multi-method	 applications	 become	 apparent	 in	 interventions	 described	 in	 chapter	 5,	 as	 each	 focus	
group	session	made	use	of	different	tools,	problem	identification	and	problem-solving	processes	in	order	to	
collect	the	maximum	amount	of	data	and	experiential	reactions	within	the	limited	time	frame.	
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collection of data, but instead as the gathering of opinions and of feelings as part of action 

research or participatory research. They argue that the participants in the focus group are 

selected because they have a certain number of characteristics in common that coincide 

with (and align to) the topic of the focus group. A focus group is also defined by Krueger and 

Casey (2015:10) as “a carefully planned series of discussions designed to obtain 

perceptions of a defined area of interest in a permissive, nonthreatening environment”.  

Krueger and Casey (2015:10) suggest that each focus group session should be conducted 

with neither more nor less than five to ten participants (depending on the unique situation of 

the research activity) led by a researcher and/as moderator, promoting relaxed discussions 

with participants sharing their ideas and perceptions. According to Krueger and Casey 

(2015:15), such focus group sessions and interviews have five characteristics: “(1) a small 

group of people who (2) possess certain characteristics, (3) provide qualitative data (4) in a 

focused discussion (5) to help understand the topic of interest”. These focus group 

interviews could include human dimensions such as brainstorming and planning.  

4.6.2 The focus group population and sampling 

The focus groups conducted during this study were based on the structural recommendation 

by Krueger and Casey (2015:16) who suggest making groups small enough to allow all 

participants the opportunity to share insights, but large enough to provide a “diversity of 

unique perception”. The focus groups used during data collection in this research report 

consisted of eight participants from different social classes, backgrounds, race and genders 

as suggested by Hopkins (2007:533).  

Sekaran and Bougie (2013:5) argue that a population is an “entire group of people” within 

conducted research. The population within this study included all public library staff within 

the confines of South Africa. Given the selected population the researcher/designer had to 

identify a sample representative within the specific delineations of this study (public library 

staff at the SPL). Selecting the sample for this study involved choosing an appropriate 

sampling procedure. The sampling procedure deemed most relevant to this research context 

was judgement (purposive) sampling. According to Babin and Zikmund (2016:349) and 

Malhotra (2010:379), a judgement sample is selected by a researcher motivating that the 

selected sample serves as an accurate representation of the target market (the end-user, 

within this context), comprising of those characteristics and information (based on their own 

or perceived experience) needed in order to meet those objectives identified within chapter 5 

of this research report.  
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The sample drawn form the target population in this research comprised of the SPL staff 

members, more specifically the librarians, senior librarians and library assistants. Given the 

previously mentioned constraints of the research, the researcher/designer selected staff as a 

sample due to their direct contact with library users and their lived experience of the SPL 

space and place. The researcher/designer acknowledges that a first-hand account of end-

users would have been ideal, but since permission was not granted to engage with end-

users by SPL management, the physical and emotional experiences of end-users through 

the perception of librarians were explored. This perceived experience described via the 

perception of librarians can nonetheless be regarded as an reasonably accurate 

representation, reflecting upon Eaton’s (2016:256) motivation that librarians “report on the 

users’ feelings” including frustration, helplessness and confusion. Furthermore, when it 

comes to the selection of participants, Krueger and Casey (2015:16) state that the purpose 

of a study predetermines the homogeneity amongst the participants involved. In this 

particular study, the homogenous element identified in the focus group was lodged in the 

fact that all participants are librarians, specialists in their particular field and sections, 

regardless of the particular position or work description within the SPL. In addition to their 

positions within the provincial structure as service providers, participants who shared in 

regular and rotational responsibilities have similar experiences and are confronted with 

similar problems, and thus could, arguably, come up with suitable problem-solving 

applications or actions when encouraged to use their shared experience to better 

understand their work environment and the patron users functioning within the environment.  

By involving participants already belonging to a pre-existing group dynamic (all functioning 

as librarians in the SPL), the researcher was able to tap into smaller parts of interactions, 

which generated naturally occurring data (such as collected in participatory observation). 

The fact that the participants (being a working librarian team) already knew each other had 

the additional advantage as they could relate (as friends and colleagues) to each other’s 

comments and described incidents in their shared context. Because of this dynamic, 

according to Kitzinger (1994:105) they “challenged each other’s contradictions between what 

they profess to believe” and how they “actually behave like on a daily basis”. Kitzinger 

(1994:106) states that working with pre-existing groups proves to be useful because they 

provide one with the social context within which ideas are formulated and decisions (and 

possible applications) are made. While the focus group, specifically selected because they 

are deemed specialists in their field and operate in a shared environment might seem 

homogenous, nevertheless, as Kitzinger (1994:117) states “we are none of us self-

contained, isolated, static entities; we are part of complex and overlapping social, familial 
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and collegiate networks. Our personal behaviour is not cut off from the public discourses and 

our actions do not happen in a cultural vacuum”. 

 This indicates that the group experiences and their opinions are as valuable as the 

individual’s experience and opinions in the problem-solving process. Krueger and Casey 

(2015:16) best describe focus groups as the process of gaining an understanding of the 

participants’ experiences, allowing for the identification of the issue by the target audience or 

staff who would ultimately be responsible for implementing results or solutions after the 

conclusion of the research process. The researcher/designer aimed to learn how the 

participants see, understand and value a particular topic and to learn the language used to 

talk about the topic. If successful, the researcher/designer can find out how participants 

think, feel and rationalise problems, what their likes and dislikes are, and what their unique 

perceptions are. Kitzinger (1994:106) reflects on this by stating that “these everyday 

interactions and experiences should be used to encourage people to engage with one 

another, verbally formulating their ideas and draw (sic) out the cognitive structures which 

previously have been inarticulate”.  

The interaction between participants, whether in the form of group discussions or completing 

an activity such as mind mapping, has many advantages. According the Kitzinger 

(1994:115), these interactions “highlight the participants attitudes, priorities, language and 

understanding of work and the work environment, encourage communications from 

experience by tapping in to the participants’ unique understanding, and provide insight into 

the operation of group and social processes in the articulation of knowledge”. Kitzinger 

(1994:115) motivates that focus groups provide a level of evaluation of current perceptions, 

ideas, and possible solutions within the focus group context. Evaluation thus takes place 

throughout the research process, with specific evaluations made, and with the conclusion to 

the research depending on the context and nature of proposed solutions. While the HCD 

and PAR processes requires constant reflection, evaluation and correction during the 

research process (as integrated into this research), the researcher/designer does not 

present a final evaluation after the presentation of the suggested designs to the SPL. If such 

an evaluation had to be implemented, a third party (which would be the patron users of the 

library) would have to be included in the study (and research report), comparing their 

experience of space and place to those of the librarians/research participants. Including end-

users as participants to the research proses would violate the agreement to the research 

(between researcher/designer and SPL management), and for that reason they are not 

included. 
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Guidelines on selecting the focus group are clearly stated but are constantly changing 

depending on the sensitivity of the topic, the time allocation of the research and the 

availability of the participants (Hopkins 2007:533). The limitations of focus groups, 

considering the selection of participants specific to this research, allowed for the availability 

of research participants for seven sessions24, conducted at approximately two hours per 

session, with all eight participants. 

Ethical considerations to the research included HCD thinking and problem-solving processes 

and implementing various HCD research approaches. The researcher/designer received 

ethical clearance for the research undertaken and was awarded the ethical clearance from 

the ethical clearance committee. Considering this, and the fact that all data accumulated and 

produced by the research participants interaction had to be documented (even depicting the 

interaction itself), researched participants acknowledging and signing consent forms – 

promoting the feeling of control, individuality, autonomy, privacy and finally the option to 

refrain from participating at any stage should they feel uncomfortable with the study or focus 

group sessions (Hopkins 2007:534). In addition to this, some consideration also had to be 

taken towards the sensitivity of the research participants’ experiences (including physical 

experience and discussions documented and recorded) throughout the research process. It 

thus became important that the researcher/designer not only empathise with the experience 

of the research participant, but also document and consider this experience (and discussions 

as part of this experience) as sensitive data. It must be noted that the researcher/designer 

chose not to assign codes to the research participants’ feedback or quotations captured in 

chapter 5 of this research project. This decision was made taking into consideration the 

small size of the focus group (consisting of 8 participants), and the fact that all participants 

are responsible for training sessions, actively assisting and guiding libraries within the same 

province. Taking this into consideration the researcher/designer chose not to make use of 

coding when later quoting research participants, as it would potentially impede on their 

anonymity. 

The research, with the relevant phases, conducted during the six focus group sessions 

(henceforth referred to as ‘HCD team meetings’), and one member checking session25 

which were divided into three main categories based on principles of the IDEO toolkit: Hear, 

																																																													
24	Given	 the	HCD	process	 and	 the	 complexity	of	 executing	design	applications	within	 co-design,	 six	 sessions	
proved	 to	 be	 limiting	 in	 the	 actual	 production	 of	 design	 applications	 ─	 prompting	 the	 designer	 to	 design	
suggestions	 (independantly)	 based	 on	 captured	 data,	 only	 presenting	 suggested	 prototypes	 to	 research	
participants	in	a	member	checking	session	(see	section	4.9),	as	outlined	in	chapter	5.	

25	For	more	information	regarding	member	checking	please	refer	to	section	4.8	and	4.9	in	this	chapter.	
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Create and Deliver26. All the tools used during this data-collection process (whether it be 

self-documentation, mood boards, mind maps, one-word descriptions, card sorting and so 

forth) helped the designer/researcher to gain insights into the private and changing context 

of the participants’ experiences. Tools such as self-documentation, for example, revealed 

perceptions and behavioural patterns. The application of such tools used in the data-

gathering process assisted in mapping a network of related issues, creating a “holistic and 

empathic picture” of the user (Koskinen, Mattermaki & Batterbee 2003:129)27. 

Because of the visual nature of most, if not all, of the tools, the researcher/designer’s 

presence in HCD team meetings is minimised, making it a viable research method within 

HCD, ultimately creating an on-going and open dialog between researcher/designer and 

participant. While the participants were given the opportunity to document their lived 

experience, clarify their opinions and both verbally and visually express their attitudes and 

feelings, the researcher/designer captured valuable data. It is important to note that the 

result of using such tools in the data capturing process does not always lead towards design 

solutions but creates an empathic understanding of the participant in his or her current 

situation or physical environment. It is this understanding that provides the designer with the 

opportunity to select a direction toward design applications without moving away from the 

concept of co-design in HCD (Koskinen, Mattermaki & Batterbee 2003:129). 

 

4.7 IDEO Toolkit: Description of the IDEO toolkit and its implementation 

With the application of PAR in the research process, one may question why a toolkit such as 

the IDEO toolkit was necessary. The IDEO toolkit is an example of a uniquely structured set 

of tools that can be selected from and combined within the specific context and situation 

that, through implementation, would deliver the best results within an HCD approach. While 

no two HCD projects are the same, a set kit of tools should ideally be used during the 

problem-solving and idea generation process (IDEO org. 2015:12). The IDEO toolkit (2012: 

sp) consists of three basic phases: Hear, Create and Deliver28.  

HCD assists the participants in “hearing the needs of constituents in new ways, creating 

innovative solutions to meet their needs, and delivering solutions with financial sustainability 

																																																													
26	 For	 a	 detailed	 account	 and	 description	 of	 the	 actual	 research	 process,	 the	 tools	 used	 and	 the	 various	
interventions	and	research	phases	undertaken,	please	refer	to	chapter	5.	

27	 For	an	 in-depth	description	of	 tools	used,	 the	motivation	behind	 its	 selection,	data	accumulated,	and	 the	
result	of	applied	tools,	please	refer	to	chapter	5.	

28	There	is	much	overlap	here	with	the	Discover,	Ideate,	Prototype	model	(Acumen,	2012).	
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in mind” (IDEO 2012:sp.). “Hear”, within the IDEO toolkitallows for the collection of data 

consistent with HCD methodology and involves focus groups, open and closed-ended 

interviews, in-context immersion and self-documentation (Hearing can also be seen to 

resonate with [1] and [2] of the PAR approach).  The IDEO toolkit’s “Create” principle 

enables the researcher, in collaboration with the primary group29, to interpret data captured 

and create concrete solutions using participatory co-design, extracting key insights, 

brainstorming new solutions, co-designing solutions and gathering feedback. This can be 

seen to resonate with [3] in the PAR process. The final IDEO principle of “Deliver” moves 

from ideas to prototyping and the constant evaluation process through the phases of PAR 

(IDEO 2012:sp.). 

“Hear” therefore allows the designer and researcher to use the IDEO toolkit in combination 

with different research methods, allowing for engagement with participants in their own 

context to understand their issues at a deeper level. The Hear section of the toolkit assists 

the researcher in identifying who to talk to (who the experts are), how to gain empathy with 

the participants’ unique situation and, lastly, how to capture their unique stories and 

perspectives (IDEO 2012:sp.). By using qualitative methods, the designer and researcher 

can develop empathy with the people he/she is designing for, engaging with assumptions 

and inspiring towards more solutions. At the early stages of the process, research is 

“generative and is used to inspire imagination” and “inform intuition” about new opportunities 

and ideas (IDEO 2012: sp). In later phases, these methods can be evaluative; that is, used 

to learn about research participants’ responses to ideas, possible solutions and proposed 

solutions. Research methods suggested as part of the Hear process in the IDEO toolkit 

include individual interviews, group interviews, in-context immersion, self-documentation, 

community-driven discovery and expert interviews, four of which were included in this 

research project. Group-based open-ended interviews conducted in the first HCD team 

meeting (phase 1) served as a valuable way to learn not only about the participants, but also 

about the community with which they engage. Indeed, “Group interviews assist in learning 

about the community life, dynamics, understanding general community issues, and giving 

participants or community members a chance to voice their concerns or add to the 

conversation” (IDEO 2012: sp). 

The researcher/designer also immersed herself into the public library users’ and librarians’ 

contexts (also acting as a user), conducting all research within the SPL space, more 

specifically the SPL staff room. This allowed the researcher/designer not only to discover 

																																																													
29	The	primary	group	can	be	identified	as	the	focus	group	with	which	this	research	and	study	was	conducted.	It	
would	also	be	known,	for	this	study,	as	the	HCD	team.	
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new insights regarding the participants’ experiences, but this approach generated 

unexpected opportunities to collect data. This was done because HCD design applications 

are the most successful if the researcher/designer understands the participants, not only on 

an intellectual level, but on an experiential level as well (IDEO 2012:46). Self-documentation 

is a method that was incorporated into this research and granted the researcher/designer the 

opportunity to gain knowledge about the daily interactions and experiences of the 

participants in his or her absence. Records of experiences such as self-documentation 

photography allowed the researcher to understand how participants saw their lives, 

community, relationships and environment (IDEO 2012:50). By conducting expert group 

interviews (another method suggested in the toolkit), the researcher/designer could obtain a 

large amount of information regarding overall operations and interactions in the SPL, 

because of the expert knowledge of the selected participants, in this case the librarians of 

the SPL (IDEO 2012:55). 

Generally, the “Create” phase of the IDEO process is where the researcher/designer moves 

from research to real-world solutions. This is made possible by “narrowing and culling 

information and translating insights about the reality of today into set opportunities for the 

future” (IDEO 2012:79). According to the IDEO toolkit (2012:79), the Create phase is seen 

as the “most abstract part of the process”, when identified needs of the individuals are 

“transformed into high-level insights about the larger population” and the systems framework 

that the designer/researcher creates. Once opportunities have been defined, the researcher 

shifts to a generative mindset, brainstorming solutions and making them tangible through 

prototyping. During this phase, the solutions are created with the participants’ desirability 

filters in mind. Also, the researcher tries to make sense of data collected in the previous 

phase, identify patterns within captured information, defining opportunities and lastly creating 

possible solutions (IDEO 2012:79). At the end of this phase, the researcher would, in theory, 

be able to present possible opportunities, solutions and prototypes to the participants.  

Four activities are identified in the create phase: “synthesis, brainstorming, prototyping and 

feedback” (IDEO 2012:82) Participatory co-design and empathic design, as previously 

discussed, are suggested methods in the create process. Once the designer has created 

options within desirable solutions, he/she must consider how to make these feasible and 

viable. This leads to the last phase, namely the Deliver phase (IDEO 2012:125). The Deliver 

phase is dedicated to proceed to the favoured ideas generated by the group towards 

implementation. The co-design team consisting of the researcher/designer and the 

participants identify required capabilities, measure prototypes as well as the final impact of 
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the solutions made. “The delivering phase integrates the very principles of HCD through 

integrating design measurement methods in a continuous learning cycle” (IDEO 2012:125).  

By encouraging the on-going measurement, evaluation and iterations (also the cycles as 

identified in PAR), possible solutions or prototypes developed are based on real-world 

impacts and usually evolve continuously (IDEO 2012:125). 

 

4.8 Data Analysis 

Keeping in mind described implementation of the IDEO toolkit, one needs to consider the 

analysis of data and the validity of data collected. Concluding each HCD team meeting, as 

suggested by Carey & Asbury (2012:39), the focus group recording was transcribed, 

“identifying, analysing and reporting on patterns (or emergent themes) within the data” 

(Braun an Clarke 2006:11). In so doing the researcher/designer could reflect on the 

accumulated data in the HCD team meeting, analyse and identify emergent themes allowing 

for an adjustment of the next planned team meeting if and when suggested tools when 

implemented were deemed unsuccessful.  This was done by listening to the recordings, 

transcribing and summarising emergent themes (constructing a series of summarised tables 

of the HCD team meetings as seen in chapter 5, tables 5.1-5.19), and finally adjusting the 

tools and planned interaction for the next HCD team meeting according to those needs 

identified by the research participants.  

 

4.9     Validation of research conducted 

To enhance the credibility of data captured within this research project, triangulation was 

used. Creswell (2013) defines triangulation as “the use of multiple methods, investigators 

and theories as corroborating evidence”. While there was only one researcher/designer 

acting as investigator in this research project, multiple methods and theories were applied. 

The researcher/designer, throughout the HCD team meeting 1-7 the research process  

(including six HDC team meetings and one member checking session), implemented a 

series of tools (some of these based in theory and others based in design practice).  To 

ensure trustworthiness in this qualitative research project the researcher/designer considers 

Cresswell’s (2009:191) interpretation of qualitative validity. Cresswell defines qualitative 

validity as a process wherein the researcher “checks for the accuracy of the findings by 
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employing certain procedures” (Cresswell 2009:190-1). One strategy recommended by 

Cresswell to ensure validity includes member checking. Lincoln and Guba (1985:sp) defines 

member checking as an “…informal testing of information by soliciting reactions of 

respondents to the investigators reconstruction of what he or she has been told or otherwise 

found out and to the constructions offered by other respondents of sources, and a terminal 

final testing of the final case report with a representative sample stakeholder”. 

Drawing on Cresswell’s recommendation to ensure validity and trustworthiness the last 

interaction with the research participants  (following HCD team meeting 6) became a 

member checking session. This allowed the researcher to reflect upon all data collected 

throughout the research process, validating and ‘checking’ those emergent themes identified 

(whether it be problems, concerns, requests or shortcomings), and to present those design 

suggestions co-designed (by the HCD team), and derived prototype suggestions compiled 

by the researcher/designer from data collected during HCD team meeting 1-630. 

In addition to this the researcher/designer also continuously referenced the theory, moving 

back and forth between the HCD IDEO toolkit, suggested application of tools, theory of 

particular relevance to the SPL context (Provincial policy documentation) and the problem 

identified (branding and wayfinding theory). 

 

4.10 Conclusion 

In this chapter, the methodological approach that was followed was explained with specific 

reference to the first-hand experience of the researcher as set out on chapter 1, which gave 

rise to an exploration of an appropriate methodological approach that could help to address 

the possible problems (in this instance, wayfinding in the SPL). HCD was identified as a 

possible methodological solution, as it embraces participatory action research which, in turn, 

encourages a democratic process of further exploring the identified problem as well as 

possible solutions from the perspectives of participants. 

In the next chapter, the researcher/designer applies the described methodology, providing 

an accurate depiction of the implemented HCD problem-solving process, the events that 

unfolded, data captured and emergent themes identified as a result.  

 

																																																													
30	For	a	detailed	description	of	the	member	checking	session	please	refer	to	section	5.9,	chapter	5.	
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CHAPTER 5 

EVALUATING AND RE-IMAGINING BRANDING AND WAYFINDING AT THE SPL 

5.1 Introduction  

In chapters 1, 2, 3 and 4 the researcher/designer introduced and described the SPL within a 

situated lived experience, contextualising the research process and identifying common 

elements public libraries should strive towards (in order to foster human-centeredness as a 

public library). Once completed, the researcher/designer explored appropriate wayfinding 

and branding theory specific to a public library context, further identifying and explaining the 

research methods, suggested methodology and supporting theory used in this research 

report. This was done in preparation for the focus group sessions or HCD team meetings at 

the SPL, enabling the researcher/designer to identify, structure, execute and continuously 

adjust1 HCD team meetings2 guided by the IDEO toolkit, HCD problem-solving process and 

PAR repetitive cycles3. 

The purpose of this chapter is to provide a detailed account of the HCD research process, all 

planned HCD team meetings, member checking sessions, as well as data collected in the 

focus group setting (HCD team meeting). Here, the researcher/designer aims to describe 

each HCD team meeting (along with its phases) according to its intended purpose or 

objective, activities executed as part of the focus group team meeting phases (also 

described as tools), actions/events that took place as a result of the implementation of each 

phase, as well as the emergent themes identified pertaining to data collected from that 

specific HCD team meeting or member checking session. Lastly, the researcher/designer 

will conclude the project, summarising data collected throughout the interactive research 

process. In so doing the researcher/designer hopes to demonstrate the physical application 

of the HCD research problem-solving process guided by the IDEO toolkit with the 

implementation of PAR, applying knowledge gained throughout this process towards the 

conclusion, contained within chapter 6. 

																																																													
1		Pre-planned	and	 structured	HCD	 team	meetings	were	 continuously	 adjusted	 throughout	 research	process,	
taking	 into	 consideration	 the	 availability	 of	 the	 librarians,	 the	 data	 collected	 (with	 newly-identified	 needs	
veering	from	the	initial	expected	outcome)	and	reflections	as	an	element	of	all	research	cycles.	

2		The	 researcher/designer	 will	 refer	 to	 all	 focus	 groups	 conducted	 within	 the	 remainder	 of	 this	 chapter	 as	
“HCD	team	meetings”.	 It	 is	 important	 to	note	 that	all	HCD	team	meetings	 took	place	within	a	 focus	group	
setting	 (described	within	chapter	4),	 to	provide	 for	a	diverse	and	democratic	 thinking	and	problem-solving	
process.	

3		Please	 refer	 to	 chapter	 4	 for	 a	 description	 of	 HCD	 thinking	 and	 problem-solving	 processes	 with	 the	
application	of	PAR	and	the	IDEO	toolkit,	as	these	theoretical	descriptions	were	continuously	and	practically	
applied	in	HCD	team	meetings	and	their	respective	research	phases	throughout	this	chapter.		
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This research process consisted of six HCD team meetings and one member checking 

sessiion in total, comprising of seven focus group sessions, 15 research phases (contained 

within the relevant focus group sessions), the execution of 21 activities within identified 

phases (through the implementation of various tools), and finally a presentation to the SPL 

librarians and management on the research process and ultimate findings to this research 

project through the application of a member checking session. All HCD team meetings 

depicted within this chapter comprise three descriptive stages or categories. The first stage 

is aimed at the description of each HCD team meeting/member checking session, its 

purpose/objectives, planned activities and integrated phases (designed specifically toward 

optimal data collection). Stage 2 reflects upon data collected following HCD team meetings, 

giving an accurate depiction of relevant events and/or activities that took place, while stage 3 

concludes by identifying emergent themes, and critical data collected within the research 

process. Because the HCD problem-solving process is often messy, unpredictable and not 

linear, the researcher/designer at the conclusion of each HCD team meeting  and member 

checking analysis provides a summarised diagram containing the tools applied, applications 

made as a result, emergent themes identified as keywords, and lastly, how this data was 

processed, enabling the researcher/designer to prepare for the next HCD team meeting4. In 

doing so the researcher/designer set out to bring clarity to the research and problem-solving 

process. 

In Addendum B of this dissertation, a summarised table (table 1) of all planned and executed 

HCD team meetings and member checking session, as well as the phases each contained 

and emergent themes that arose (until data had reached a point of saturation) is presented, 

providing a collective view of concluding diagrams within each HCD team meeting.  The 

researcher/designer advises that this should be viewed and referred in order to gain a ‘big 

picture’ view of the integrated research process, described in full detail in this chapter. For a 

summerised depiction of the table presented  please refer figure 5.1 below. 

 

 

 

 
																																																													
4		A	 descriptive	 account	 of	 this	 chapter	 reflects	 that	 not	 all	 tools	 applied	 generated	 sufficient	 data	 towards	
solving	identified	problems	by	research	participants.	Because	of	this,	the	planning	of	each	HCD	team	meeting	
was	 continuously	 reconsidered	 following	 the	 researcher/designers’	 reflection	 on	 data	 derived,	 often	
adjusting	or	reconsidering	research	phase’s	altogether	–	a	characteristic	of	the	HCD	problem	solving	process.	
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Figure 5.1: A summarised depiction of the HCD research proses located within ‘Hear’, ‘Create’ and 

‘Deliver’, including all HCD team meetings, the member checking session and all its various phases 

and tools implemented. 
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Before commencing with the descriptive account of the research process, some reasoning 

behind the referencing towards ‘stakeholders’ within this chapter needs to be explained5. 

Firstly, the structure of the present chapter, with all data captured throughout its various 

implemented phases and tools, is described through the personal perspective of the 

researcher/designer. The term ‘researcher/designer’ serves as a loaded description, as it 

represents three interdependent identities, actively participating in the research and 

problem-solving process in this project. As indicated in HCD theory, the ‘researcher’ 

familiarises herself within the identified problem, only ‘hearing’ (IDEO) and collecting data 

and identifying emergent themes, thus taking a step back as designer and specialist within 

her identified field. Later on in the research and problem-solving process, however, 

prototyping commences, determining the active involvement of the ‘designer’ with her skills, 

forcing her ’researcher’ role to take a step back in the problem-solving process. Saying this, 

tensions between this ‘described identity’ as researcher and designer exist throughout the 

research process as the researcher/designer cannot disconnect herself completely from 

either ‘identity’. For this reason, keeping in mind the personal and interactive nature of the 

HCD research process, the researcher/designer is referred to as ‘I’ within this chapter, 

capturing the researcher (identity 1), designer (identity 2), and underlying tensions (the third 

‘I’ identity)  identified within the research process.6  

In addition to this, HCD theory suggests that the person within the specified problem can be 

identified as the key figure or participant in the problem-solving process. Within this research 

conducted (as motivated in earlier chapters), the specialists were identified as the SPL 

librarians. For this reason, keeping in mind the personal and integrated nature of the HCD 

problem-solving process, the reseach participants within this chapter are referred to as 

librarians, or active participants within the HCD research team (consisting of both the 

researcher/designer and research participants). Having explained the personal nature of 

references towards the stakeholders7 within this research process, the description of 

integrated HCD team meetings can commence. 

 

																																																													
5		This	 simplified	description	of	 stakeholders	 in	 the	 research	process	 is	 done	 for	 two	 reasons:	 to	 allow	 for	 a	
more	 informal	 tone	 of	 voice,	 improving	 the	 readability	 of	 this	 chapter,	 and	 secondly,	 to	 personalise	 the	
descriptive	 research	 process,	 accurately	 capturing	 relationships	 between	 the	 researcher/designer	 and	 the	
research	participant	(together	forming	the	HCD	team)	within	the	data	collection,	problem-solving	process.					

6	 This	may	 be	 seen	 to	 be	 further	 complicated,	 as	 the	 reporting	 on	 this	 project	 is	 part	 of	 a	 formal	 research	
process	towards	a	degree,	and	thus	adding	the	layer	of	‘research	student’	to	the	consideration.		This	has	not	
been	accentuated	in	this	study.		

7		Noted	here	is	the	additional	use	of	terms	such	as	‘‘the	design	team’’,	‘‘us’’	and	‘‘we’’	referred	to	during	the	
research	process.	All	of	the	above	references	speak	to	both	the	researcher/designer	and	librarians	within	the	
co-design	and	problem-solving	process.	
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5.2 HCD team meetings within the SPL 

Prior to the commencement of the planned HCD team meetings I approached the SPL 

management, summarising the research process to be conducted, accompanied by a 

submission of the research proposal as supporting theory to the various phases of the 

problem-solving process8.  

After permission had been granted by SPL management (agreeing to conduct a session in 

the recruitment of librarians), an information session was scheduled, granting me the 

opportunity to introduce myself as both researcher in and designer of this research process, 

and I gave a brief description of the suggested research process and the reasoning behind 

it. Following this meeting, those librarians agreeing to participate in the study – a total of 

eight librarians – accepted and signed both information leaflets and consent forms (towards 

overall participation and use of photographic documentation9), granting me permission to 

use data captured during the research process. Once ethical considerations had been 

addressed, the SPL was photographically documented, capturing my personal navigational 

and lived experience within the SPL as space and place10.  Having gained an understanding 

of the experience in navigating, finding and recognising the SPL as space and place (by 

means of in-context immersion), whilst considering theoretical expectations (as determined 

by literature review and methodology in chapter 2, 3 and 4), I could approach the librarians 

(now committed to the research process) while attempting to understand, capture and 

describe their lived experience and unique perspective of the end-users experience as 

expert observers within the SPL. 

Each HCD team meeting within the focus group setting followed the subsequent protocol: 

Firstly, the librarians in attendance were identified, determining if the HCD team meeting 

could go ahead as planned11. Establishing the continuation of the HCD team meeting, 

documentation pertaining to the specific team meeting was circulated12 whilst reminding the 

																																																													
8		Before	the	initial	approach	of	the	SPL	library	management,	the	researcher/designer,	as	part	of	the	proposal	
approval	process	to	the	research,	gained	ethical	clearance	form	VUT	and	was	granted	an	ethics	number.	

9		Please	 refer	 to	 Addendum	 A	 in	 this	 research	 report	 for	 documentation	 templates	 set	 up	 to	 voluntary	
participation,	voice	recording	and	photographic	capturing.	

10	Images	would	later	appear	within	chapter	1	in	this	research	document	and	also	within	the	card	sorting	tool.	
Please	refer	to	HCD	team	meeting	1,	phase	2	for	more	information.	

11	It	should	be	noted	here	that	throughout	the	research	process	scheduled	HCD	team	meetings	were	cancelled	
and	rescheduled	multiple	times	due	to	the	unavailability	of	librarians	due	to	multiple	reasons	(both	personal	
and	 work-related).	 This	 greatly	 affected	 the	 timeline	 in	 which	 the	 collection	 of	 data	 was	 made	 possible	
ultimately	affecting	the	number	of	deliverables	that	could	be	designed	fully	incorporating	the	HCD	co-design	
process.	

12	 Focus	group	documentation	contained	 the	 following:	 report	on	 the	previous	HCD	 team	meeting	and	data	
gathered	 as	 a	 result,	 and	 the	 planning	 and	 description	 for	 that	 specific	 HCD	 team	meeting	 along	with	 its	
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librarians that all conversations would be recorded from such a time that the HCD team 

meeting commenced up until its conclusion. With all participants receiving said 

documentation, I would welcome those in attendance, thanking them for their continuous 

participation. Once welcomed, the librarians, guided by myself, would work through each 

page of the relevant documentation describing its content briefly, giving opportunity to the 

librarians to familiarise themselves with all documentation, questions (relevant so selective 

HCD team meetings) and planned activities within the particular HCD team meeting.  

Once established what was to be done that day I would start the first phase of the HCD team 

meeting. After all phases had been completed13 I would thank the librarians for their time, 

scheduling the next possible meeting date14, concluding15 the focus group. All HCD team 

meetings were guided by the HCD IDEO toolkit, structured towards ‘Hear’, ‘Create’ and 

‘Deliver’16, continuously incorporating multiple tools and research methods (suggested by 

theory) to optimize data collection. Following the description of standard HCD team meeting 

protocol, I will now discuss each HCD team meeting, (conducted within the focus group 

context) and its multiple research phases’, stipulating its intended purpose/objectives17, 

actions/events that took place, finally summarising the findings and identifying emergent 

themes towards the completion of the particular HCD team meeting. 
																																																																																																																																																																																													
phases	and	 task(s)	 to	be	completed.	This	documentation	 served	as	a	guide	 to	 the	 librarians	 for	what	 they	
could	expect,	while	explaining	the	context	of	each	HCD	team	meeting	or	member	checking	session	within	the	
research	process.	

13	The	completion	of	all	phases	within	the	limiting	and	often	impossible	time	constraints	proved	difficult.	For	
this	reason,	the	last	phase	in	some	HCD	team	meetings	as	well	as	some	tasks	was	(upon	the	request	of	the	
librarians)	 left	 to	 process	 and	 complete	 at	 their	 own	 leisure.	 This	 affected	 the	 outcome	 of	 data	 collected	
from	some	of	these	phases,	some	positively	while	others	negatively.	

14	Scheduling	possible	HCD	team	meetings	proved	to	be	a	difficult	 task.	Keeping	 in	mind	that	 the	HCD	team	
meeting	could	only	be	conducted	in	two	hours	on	the	one	working	day	in	which	the	librarians	normally	used	
to	 prepare	 for	 the	week	 ahead,	 time	 and	 its	 availability	were	 precious,	 limiting	 the	 amount	 of	 HCD	 team	
meetings	possible	and	often	determining	the	flow	of	the	research	process.	

15	Concluding	the	HCD	team	meetings	often	meant	that	some	participants	had	to	excuse	themselves	to	deal	
with	a	work-related	query	from	management,	making	it	impossible	to	go	ahead	with	the	phases	as	originally	
planned.	

16	Please	reference	section	4.7,	chapter	4	 for	a	 full	description	of	 the	 IDEO	toolkit.	Due	to	 the	nature	of	 the	
HCD	research	process	 (and	the	 implementation	of	PAR),	 I	often	 integrated	 ‘Hear’,	 ‘Create’,	and	 ‘Deliver’	 in	
one	 HCD	 team	 meeting,	 continuously	 reverting	 to	 ‘Hear’	 and	 ‘Create’	 as	 part	 of	 the	 repetitive	 research	
cycles,	 thus	confirming	data	collected,	giving	opportunity	 for	participants	 to	voice	 their	opinions,	 taking	all	
aspects	 in	 consideration,	 often	 leading	 to	 the	 re-editing	 of	 the	 ‘Deliver’	 phase.	 This	 repetitive	 process	
highlights	the	messy	nature	of	the	HCD	problem-solving	process. 

17	 Here	 it	 must	 be	 indicated	 that	 the	 co-design	 process	 (and	 identified	 tensions)	 between	 myself	 and	 the	
librarians	proved	difficult	given	the	set	design	processes	 found	 in	 industry	used	towards	 the	production	of	
designs.	 In	order	to	ensure	that	any	outcomes	would	be	produced	within	this	co-design	HCD	process	using	
tools	 often	 applied	 in	 design	 thinking	 and	 problem-solving,	 	 I	 would	 have	 to	 expose	 the	 librarians	 to	 the	
‘world	 of	 design’.	 For	 this	 reason	 any	 and	 all	 HCD	 team	meetings	were	 purposely	 planned,	 first	 exposing	
librarians	 to	 tools	 and	 methods	 implemented	 by	 designers,	 whilst	 granting	 secondary	 opportunities	 for	
librarian’s	 individual	 expression,	 listening,	 adjusting	 and	 re-evaluating	 phases	 according	 to	 their	 unique	
perception	and	contribution.	 	 In	this	way	 I	hoped	to	guide	the	co-design	process,	without	enforcing	design	
practice	on	the	librarians	involved	within	the	research	process.		
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5.3 HCD team meeting 1  

5.3.1 The purpose 

The first HCD team meeting held comprised three phases, focussing on the implementation 

of ‘Hear’ as identified within the HCD IDEO toolkit. The execution of these three phases had 

two goals in mind: firstly, to establish an understanding of the SPL context (as operational 

space and place), and secondly, to identify potential challenges within the experience of the 

SPL space and place. This was done to pre-emptively identify relevant themes to be 

considered toward future problem solving within the SPL.18 

 

 

 

 

 

Fig. 5.2               Fig. 5.3 

Figure 5.2: Preparation towards focus group team meeting 1 located within the tearoom on the SPL. 

Figure 5.3: A presentation of some of the visual ‘flash’ cards used within focus group team meeting 1, 

phase 2. 

Phase 1 consisted of informal group interviews compiled from ten open-ended questions19. 

All questions were structured to generate, firstly, a better understanding of the daily 

operations of the SPL (this included both services the SPL offers, method of service delivery, 

																																																													
18	Here	 it	 is	 evident	 that	 even	 though	 I	 originally	 approached	 the	 SPL	 from	my	 ‘user’s	 experience’	with	 the	
identification	 of	 problems	 within	 the	 SPL	 branding	 and	 wayfinding,	 themes	 identifies	 (wayfinding	 and	
branding)	 remainded	 subjective.	 The	 reseacher/designer,	 not	wanting	 to	 aid	 in	 her	 perception	 of	 possible	
percieved	 shortfalls	 within	 the	 SPL	 experience,	 listened,	 hoping	 to	 understand	 the	 participant	 experience	
(and	discription	of	the	end-user’s	experience).	Please	look	towards	the	concluding	chapter	for	an	elaboration	
of	this	issue.	

19	The	selection	of	open-ended	questions	as	a	tool	was	intentionally	done.	The	researcher/designer	aimed	to	
‘Hear’	and	try	to	understand	the	SPL	operations,	possibly	identifying	shortcoming	within	the	lived	experience	
of	 the	 space	 and	 place	 from	 a	 collective	 audience.	 A	 tool	 was	 needed	 that	 could	 guide	 a	 conversation	
towards	experience	of	the	SPL,	without	the	rigidness	of	a	formal	interview,	granting	the	research	participants	
the	 opportunity	 to	 steer	 the	 conversation	 where	 it	 needed	 to	 go,	 creating	 further	 distance	 between	 the	
described	experience	of	the	research	participants,	and	the	subjective	experience	of	the	researcher/designer.	
In	doing	so,	open-ended	questions	as	tool	was	deemed	most	applicable.	
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the staff structure and their responsibilities and duties), and secondly, to determine the 

experience of the SPL as space and place from both the librarians’ and their (the librarians’) 

perspective of library users’ experience of the SPL, identifying the underlined need within 

that experience.  Examples of open-ended questions that provided for rich insights included: 

Question 1 

I understand that there are different groups or post levels within the library structure. In 

addition to this, I also understand that certain portfolios are given to each of you, for example 

the librarian within a particular section. Who are these different groups and what are the 

sections are they responsible for? 

Question 2 

Referring to question 1, what tasks and responsibilities do you have on a daily basis firstly 

within the overall term “librarian” and secondly within your specific section? 

Question 6 

How does it make you feel when you come into the library and look around (this includes the 

first things you see as well as how you feel about what you see)? 

Question 7 

Your first experience of the library, although having privileges, can be compared to the first 

experience of a visitor to the library. What was your fist impression and experience of this 

library the first time you entered here? 

Question 8 

What do you think the public patron or visitor to the library sees, s and feels like when they 

enter this library building for the first time and how from your experience how does that make 

them react? 

Question 10 

Give one word of what you would want this library experience to be for yourself and all 

visitors to the library. 

Phase 2, taking into account identified needs within phase 1, consisted of a card–sort, 

generated from the photographic documentation (as captured by the researcher/designer), 

allowing the librarians to arrange these visual ‘flash cards’ (consisting of photographically 

captured architecture, applied systems, and the general SPL space and place including 

applied branding and wayfinding) from most to least important (as seen in figure 5.3).  This 
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allowed me to better understand the specific and most urgent needs that librarians felt 

needed attention within the particular context of the end-user experience of the SPL space 

(including the inside and outside).  

Expanding on this needs identification from the librarians’ viewpoint, phase 3 offered them 

the opportunity to document the SPL using disposable cameras, guided by a documentation 

booklet as seen in the figures below.  

 

 

 

 

 

 

Fig. 5.4               Fig. 5.5 

 

 

 

 

 

Fig. 5.6           Fig. 5.7 

Figure 5.4-5.7: The self-documentary toolkit issued to librarians towards the completion of HCD team 

meeting 1, phase 3. The toolkit comprised 1 disposable camera, self-documentary booklet and 

instructions for use thereof. 

With each photograph linked to a unique question, aimed at assisting in re-evaluating the 

current experience the SPL space and place (considering all applied design applications 

within and outside of the library space), the librarians could provide a visual context for 

problems that they potentially could not communicate verbally (bearing in mind the booklet 

provided for note-taking, and an explanation of images captured). This tool was specifically 

selected as I hoped to distance myself from my subjective lived experience of the SPL 

(described in chapter 1) and the authentic experience of the librarians (and perceived 

experience of end-users), creating as true and unbiased an identification of shortfalls as 
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possible, within the SPL experience. The self-documentation toolkit would thus (in my mind) 

enable librarians to identify those factors contributing to the negative experiences both 

visually (through photos) and verbally (through notes), speaking towards identified shortfalls 

and contributing factors within the SPL experience. The self-documentation booklets 

comprised of 27 questions or photos. The first five questions were of a personal nature, 

allowing librarians to familiarise themselves with the documentation process and to further 

explore their unique experience of the library. The next seven questions were structured 

around the current wayfinding system in place at the SPL, assisting the librarians in 

connecting a visual image with a concern, irritation or shortcoming identified within the SPL 

experience. The next eight questions were structured towards applied design components, 

or potential applications to designs that could be made, both aspirational and actual within 

the SPL. The last six photographs aimed at capturing elements (including colours, signs or 

inspirational images) inside or outside the SPL that librarians felt could be used as part of 

the re-design process should the SPL experience be found lacking.  The disposable 

cameras and booklets with notes were then collected for processing.  

5.3.2 Actions / events that took place 

5.3.2.1  Phase 1, HCD team meeting 1 

Upon analysing the librarians’ responses to open-ended questions provided within 

documentation to the HCD team meeting in phase 1, I was not only given a clear view of the 

day-to-day operational nature of the SPL, and the expectations librarians had of the 

research process, but also a detailed description of the SPL experience as space and place, 

proving essential to this specific research context.  Below is a discussion of data gathered 

concerning day-to-day operations, the division of space, the librarians’ descriptions of their 

desired experience within the SPL (space and place) and their general expectations of the 

research process.  

Firstly, considering theoretical information regarding service delivery and suggested public 

library operation (as suggested by chapter 2), phase 1 offered the librarians’ unique 

perspectives within the operational description of the SPL. Data collected from open-ended 

questions suggests that although the SPL offers all internal and external services20 and 

activities as determined by national policy21, as an institution it is uniquely recognised (by 

both regional library and public library users) for its supporting structure concerning the 

implementation, training and problem-solving guidance to branch libraries and their staff.  In 
																																																													
20	This	includes	the	borrowing	of	books,	art	exhibitions,	and	spelling	bee	competitions,	to	name	a	few.		
21	See	chapter	2,	section	2.3.1.1	–	service	provision.	
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providing this unique service, the SPL, in its approach to all service delivery tasks and daily 

operations, would set an example for those under its guidance, suggesting the importance of 

not only the services offered, but also the SPL as space and place (including all design 

applications within the space applications).  

Data collected indicates that the SPL is currently divided into three main departments: The 

children’s section, the reference section22 (including general ‘adult’ specific materials), and 

administration.  The children’s section is again categorised into easy books, self-reading, 9-

12 years, and teenage section ─ all marked with corresponding shelves. This division is not 

made entirely clear when interacting with this physical section and/or space. The reference 

section consists of non-fiction and fiction as well as other materials such as newspaper 

clippings, telephone books, maps, and CDs and so forth.23  The administration section refers 

to the management of the library and all spaces within the architectural structure used for 

administrative purposes. The stipulation of these main sections and the division of material 

within them proved helpful to me, but unfortunately (reflecting on the context provided in 

chapter 1) in most cases could not be identified while interacting with the physical space of 

the SPL. Within this first interaction with the librarians, through the process of explaining 

their environment, they identified potential shortcomings and emergent themes within SPL 

experience. 

This identification, guided by open-ended questions, steered towards clear descriptions of 

both group and individual expectations offered by the research process, further identifying 

aspects contributing to a problematic experience (thus underlying needs) within the 

discussion. Needs and identified expectations24 can be summarised (providing theoretical 

descriptions for those experiences described by librarians) under the following categories or 

themes: wayfinding, branding and general expectations of the research process. 

Considering that the same themes emerged as problematic contributors to the SPL 

experience as identified by my in content immersion (found in chapter 1), I could pre-

emptively identify that the experience of the SPL was indeed problematic, specifically due to, 

																																																													
22	 Refer	 to	 3.3.1.1,	 chapter	 3,	 figure	 3.4	 for	 suggested	 library	 content	 structure	 to	 be	 clearly	 understood	
through	a	successful	wayfinding	system,	and	its	comparison	to	the	content	division	described	within	the	SPL.	

23	What	the	reference	section	consisted	of	was	entirely	unclear	when	reflecting	upon	my	subjective	experience	
of	 the	 wayfinding	 and	 navigational	 process	 as	 library	 user.	 Only	 upon	 engagements	 with	 the	 librarians	
regarding	 the	 placement	 of	 fiction,	 non-fiction	 etc.	 within	 the	 environment	 did	 its	 context	 become	 clear.	
From	a	user’s	experience,	this	demonstrates	its	dependence	on	the	librarians	in	navigating	a	space	because	
of	a	lack	of	signage	and	wayfinding	systems.	

24	As	noted	within	this	HCD	team	meeting,	and	also	seen	repeatedly	throughout	the	research	undertaken,	the	
librarians	often	viewed	a	need	and	a	desired	expectation	through	similar	lenses.	For	that	reason	I	view	each	
expectation	as	an	indication	of	a	need	within	that	category.	
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and influenced by, those design applications assisting in the perception of, and navigation 

within, the SPL– more specifically wayfinding and branding.  

a. Wayfinding  

Considering the theoretical description of wayfinding and all-inclusive applications thereof in 

chapter 3, the following expectations relevant to this category were identified by the 

librarians: a recognition of the need concerning the visibility of signage (and other forms of 

wayfinding applications) within the SPL, and proposed solutions towards the enhancement 

of visibility including the application of ‘bright colours’. Interesting suggestions in terms of 

colour application were further elaborated on by one librarian suggesting that “the big 

problem is not the amount or the colour you use but the size of the thing (the building)… 

because the building is so big an exhibition or any sign tends to disappear unless you make 

it WOW” (HCD team meeting 1 2016:17). 

This serves as an indication by the identified experts that colour (and its suggested 

application within all applications) without size meant little within the SPL space, thus 

identifying a need for large format colourful design applications. In addition to this, librarians 

indicated a need for the application of “bright colours”, specifically “indicating direction”  

(HCD team meeting 1 2016:17) throughout the library space. Other needs identified were:  

• an information point or desk located on the ground floor entrance to the library (to 

better assist in general information and direction)25;  

• an ‘update’ of current implemented signage due to sectional reshuffling over the 

years;  

• and clear signage indicating directions towards restrooms from multiple points within 

the library space as well as the reconsideration of all safety signage as applied 

throughout the library (those signages indicating the ‘do’s’ and ‘don’ts’ within the SPL 

space). 

An expectation of the possible integration of user-friendly navigational design was identified, 

specifically pinpointing the differentiation of sections from one another as well as directions 

that are easily visible within the SPL space. A map indicating the library’s space division, its 

sections and possible navigational routes (starting from all identified entrances to the library) 

was suggested, with the implementation of operational hours “given everywhere” (HCD team 

																																																													
25	The	SPL	regards	its	reference	section,	and	services	it	provided	specifically,	as	one	of	the	most	active	
departments	within	the	library.	For	this	reason	it	was	continuously	stressed	that	navigation	to	and	within	this	
section	was	a	particular	problem.	



	
	

164 

meeting 1 2016:41) where direction is given or implied. Librarians also identified the need for 

permanent signage, replacing temporary signs currently in place, along with the 

reconsideration of all temporary signage (including stocktaking indications, computer venue 

signage, signage applicable to basic safety) within the SPL space. Other suggestions 

towards the application of signage included:  

• The adjustment of signage to meet the needs of each particular section within the 

library;  

• the application of signage to indicate multiple entrances and exits within the library 

space;  

• the need for application signage in all spaces and sections that at this stage had 

none applied (for example, the auditorium);  

• the permanent installation of signage specifically pertaining to branch libraries’ 

material used within daily operation; 

•  and, finally, the modification of shelf signage (identified throughout all sections).  

I considered that although signage is recognised as a main concern in terms of suggested 

design expectations within wayfinding, librarians also identified ‘alternative’ applications to 

assist in the navigational route such as “footprints indicating direction” (HCD team meeting 1 

2016:49) within the children’s section, and a need for navigation outside of the SPL space, 

suggesting that signage should be placed at strategic points within Sasolburg, guiding the 

potential library user to the library itself, thus identifying their concern for the navigational 

experience of all potential users within the SPL space.  

Because such designs would be applied outside of the library, although categorised under 

wayfinding, they would have to be applied to represent the brand of the library. Other 

expectations in terms of branding were identified and are presented in the following sub-

section. 

b. Branding 

Resonating with the theory indicated in chapter 3, namely the SPL interior and architecture 

as part of the current brand application, the librarians noted that the library “seemed naked”, 

with no colour, representing a “dull” environment and/or place, again identifying the 

importance of colour (HCD team meeting 1 2016:17). The librarians voiced the need for 
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“something colourful”26 (HCD team meeting 1 2016:17), within all design applications 

specifically identifiable with the SPL as entity. They further identified that the promotion of 

books and information inside the SPL space remained their core focus, and for that reason 

would have to be applied as part of their brand application. Apart from suggestions such as 

the inclusion of drawings and designs into the ambient design within the children’s section, 

adding to the description of the SPL brand and space experience, it became apparent that 

although the navigational experience and problems within it seemed easily identifiable by the 

librarians, the brand and visual identity (containing all applications, including an integrated 

wayfinding design) and problems within current applied brand design did not resonate with 

them. This indicated the adjustment of future HCD team meetings, creating more 

opportunities for the description of branding within the public library context27. A summary of 

the open-ended discussions helped identify the librarians’ general expectations, from the 

research process, including its HCD team meetings and potential design outcomes as 

suggested solutions within identified themes. 

c. Expectations of the research process in its entirety 

Apart from identified needs and expectations captured specifically towards branding and 

wayfinding design, librarians identified the following general expectations from the concluded 

research:  

• Librarians expected the research to result in a clear design structure within all 

applications, with the possibility of templates that could be passed on to others as 

part of a knowledge system28;  

• to integrate multiple languages in all design applications (as current applications 

focused only on Afrikaans and English, as identified within chapter 1);  

																																																													
26	 Here	 it	 must	 be	 noted	 that	 the	 application	 of	 colours,	 their	 possible	 meanings,	 and	 general	 application	
towards	 branding	 and	 navigation	within	 the	 SPL	 space,	 often	 formed	 part	 of	 discussions	 in	 all	 HCD	 team	
meetings.	I	thus	acknowledge	that	any	suggested	design	application	and	the	co-design	process	would	have	to	
pay	particular	attention	to	colour,	and	all	aspects	surrounding	its	application.	

27	At	this	stage	the	implementation	of	phase	one	showcased	that	although	some	tools	in	theory	should	provide	
adequate	 data,	 at	 times	 they	 fail	 due	 to	 several	 reasons,	with	 the	 reason	 specific	 to	 this	 phase	 being	 the	
librarians	lack	of	knowledge	pertaining	to	what	is	considered	branding.	Although	they	identified	aspects	such	
as	 colour	 that	 is	 considered	 as	 part	 of	 a	 brand,	 they	 lack	 the	 visual	 vocabulary	 of	 identifying	 other	
shortcomings	within	 this	 theme.	 This	 illustrates	 the	 constant	 adaption	 the	problem-solving	process	 has	 to	
undergo	following	HCD	thinking	processes.	Please	refer	to	HCD	team	meeting	4	for	an	extended	description	
of	branding	completed	within	the	HCD	team	meeting	context.		

28	This	template	refers	to	the	discussion	earlier	on	the	SPL	serving	as	‘model’	for	the	training	and	opening	of	
branch	libraries	within	the	structure,	again	determining	the	importance	of	this	study.	
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• a need for the integration of symbols as part of the library design (both branding and 

wayfinding) with specific relevance to children’s navigation and interaction within the 

SPL, and finally; 

• the identified need for a visual identity and interpretation of the SPL to reflect a 

modern image, consisting of all technological advancements within the public library 

context, with its main representation and focus on the importance of books29.  

Along with the identification of expectations and desired needs of the librarians, some 

problems external to this research focus were identified. These problems would, however, 

affect the possible implementation of design suggestions made by librarians and thus need 

to be kept in consideration. They were identified as: 

• Layout and structural changes due to a shift in the desires of public over the years 

that specifically affected the application of signage;  

• accessibility to specific sections within the library is problematic due to its 

architectural layout (noted within chapter 1), including stairs leading to the reference 

section, currently disempowering disabled members of the community as well as 

mothers with perambulators from accessing the space; 

• the reinterpretation of old structures used as storage space (like out-dated study 

cubicles) and finally: 

•  an indication of the reconsideration of the space layout in selected sections, with 

some spaces under-utilised and others over cluttered, preventing optimal 

functionality30. 

d. The identification of experience 

In phase 1, experience and the description of SPL experience as space and place 

dominated discussions. Analysing these discussions, three categories of experience were 

identified. Firstly, the experience of the ‘library among staff’ that they desired to be 

transferred onto any public library users, secondly the ‘librarian’s first experience of the 

library’ and finally, the ‘experience of first-time library users’ through the perspective of the 

																																																													
29	The	focus	of	the	library	as	described	by	librarians	is	 later	illustrated	with	the	applied	design	of	the	logo	by	
librarians.	Here	books	represented	in	one	way	or	another	and	the	interaction	with	the	library	user	seemed	
pertinent	in	almost	every	design	suggestion.	

30	 Space	 layout,	 although	 deemed	 a	 critical	 aspect	 in	 determining	 the	 functionality	 of	 applied	 navigational	
systems	(including	signage)	is	not	my	speciality.	Thus	any	suggestions	made	towards	this	specifically	remain	
suggestions	and	do	not	fall	within	the	parameters	of	this	research.	
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librarians31. The librarians described their desired translated experience of the internal library 

space to be one that demonstrates a happy, productive and dynamic team, creating an 

overall ‘fun’ learning and working environment32. Although this description reflects my 

perception in the personal interactions with the group, it seemed to be the identified themes 

that let librarians down in terms of transcending this collegial experience into the SPL, as this 

“happy, productive, fun learning and working environment” (HCD team meeting 1 2016: 22) 

was the same experience that the library staff wishes to grant the public library user who visit 

the SPL. Librarians described their first experience of the SPL space and place, articulating 

their experiences by referencing their emotions33. Such descriptions included: “scared” and 

“intimidating” (HCD team meeting 1 2016:3-27). This was largely due to the application of 

multiple and unknown languages (applied prior to the desegregation of the SPL) affecting 

efficiency, creating doubt and uncertainty34. Also experienced were “anticipation” and a 

“wonder at the structure and the space” (HCD team meeting 1 2016: 27) whilst being 

intimidated by the height and size of the structure, with particular attention drawn to the 

multiple levels and the mezzanine. This description of the librarian’s first-time experience 

resonated with the described account of the public library user’s experience of the SPL35. 

Emotional references used to describe the user’s experience often point to the SPL as a 

space and place, adding to the navigational challenge in finding one’s way through the 

library. Librarians’ choice of descriptive words such as “frustration and confusion” (HCD 

team meeting 1 2016: 31) in space and place, in “a hurry to get information”; “astonishment” 

at the size of the space; ”tired” due to navigational journey within space; “irritability”; 

“anxiousness”, “unsure”, “unwilling” and “doubtful” (HCD team meeting 1 2016: 29-33) 

capture the end-users experience (from the librarians perspective) – all point towards a 

negatively described experience neatly encapsulated by the description of being “lost” 

(identified by librarians). The identification of “lost” (HCD team meeting 1 2016:33) and the 

description of other emotional connotations within the described experience correlate with 

																																																													
31	Here	the	researcher/designer	wishes	to	point	out	 that	although	 interviewing	actual	 first	 time	users	 to	the	
SPL	would	have	been	 ideal,	 it	was	not	possible	as	part	of	 the	agreement	made	between	SPL	management	
preceding	 the	 research	 process.	 The	 researcher/designer	 thus	maps	 out	 the	 end-user	 (or	 first	 time	 user)	
experience	through	the	descriptions,	observations	and	lived	experience	of	the	research	participants.	

32	Referencing	the	theory	in	chapter	3,	the	expected	experience	forms	part	of	the	brand	perception	of	the	SPL,	
thus	becoming	crucial	to	the	re-evaluation	of	experience.	

33	Keeping	in	mind	the	multicultural	group	context	the	librarians	find	themselves	in	today,	one	has	to	take	into	
consideration	that	this	was	not	always	the	case,	with	some	employees	very	much	affected	by	their	original	
approach	to	the	SPL	as	space.	

34	Here,	specific	reference	was	made	to	the	use	of	Afrikaans	within	all	aspects	of	operation	at	the	SPL,	a	great	
hurdle	considering	the	multicultural	workforce	identified	today.	

35	This	emotional	description	of	the	public	library’s	user	experience	of	the	SPL	through	the	perspective	of	the	
librarians	was	done	through	a	word	suggestion	exercise,	prompting	librarians	to	provide	1	word	descriptions	
on	sticky	notes	best	capturing	emotions	visitors	to	the	library	experienced.	
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the description of lostness identified within theory, confirming the application and 

consideration of discussed theory within chapter 1, 2 and 3, to the SPL context. I recognise 

here that experience, be it from the librarians’ or the perception of the public library users’ 

points of view, is deemed problematic as it is continuously influenced by current 

implemented wayfinding and branding applications within the SPL.  

The following table offers a summarised depiction of phase 1, HCD team meeting 1. 

HCD TEAM MEETING 1: PHASE 1 
1) Tools applied Open-ended questions. 
2) Generated result Knowledge regarding SPL operation; Librarians’ identify problematic experience of 

SPL. 
3) Emergent themes Problematic current application identified within Wayfinding and Branding applications. 
4) Considerations 

towards future HCD 
team meeting 

Requires extension – enabling identification of shortcomings within identified themes, 
and expectations within themes towards problem-solving. 

Table 5.2: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 1, phase 1. 

5.3.2.2  Phase 2, HCD team meeting 1 

Phase 2 of the first HCD team meeting, entailing the card-sort, aimed at determining the 

hierarchy of needs with relation to applied design within the SPL space and place (now 

identified within emergent themes: Branding and Wayfinding). The card-sort tool comprised 

of those visuals that originally was captured by the researcher/designer in her self-

documentation discussed in chapter 1. As visuals captured during this self-documentation 

moved outside of just the navigational journey, depicting the SPL space and place a whole, 

they were deemed relevant and applicable. The card-sort tool was specifically selected by 

the researcher/designer as it would, bearing in mind the limited time available within a single 

given HCD team meeting, allow the librarians to consider the whole SPL as space and 

place, without having to walk through and move around the building – a task that would 

prove difficult to track and/or record. The results originally anticipated (whilst still in the 

planning phase), were found to be inconclusive due to the fact that the participants deemed 

all visuals36 depicted in the visual flash cards all-important37. Fifty-five (55) out of the 80 

																																																													
36	Visuals	depicted	were	captured	during	the	SPL	documentation	and	included	integrated	signage	(permanent	
and	handmade),	general	ambience,	branded	items	(within	and	outside	of	the	SPL	context),	sectional	divisions	
or	spaces	within	the	SPL	and	objects	of	interest	in	and	around	the	SPL	–	in	short	a	visual	depiction	of	the	SPL	
as	a	whole.	

37	 Librarians,	 already	 functioning	 as	 a	 group	with	 an	 effective	work	 dynamic	 and	 a	 lively	 debating	 spirit,	 at	
times	 strayed	 from	 the	 intended	 purpose	 of	 the	 planned	 focus	 group	 team	 meetings	 and	 phases.	
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presented visuals were, however, identified as ‘serious problems’ by librarians and were 

categorised into sections in need of attention. For the relevance of this research (and within 

identified branding and wayfinding themes) the most important sections identified comprised 

the application of signage (in a general context) at 46% (including all current and expected 

signage), followed by the determination of sections and venues within the SPL space at 31% 

and lastly, visuals of ambient factors (such as furniture and art) integrated into the library 

space at 23%. Below is a visual depiction of three of the 55 visual flashcards (within each 

identified theme supported by statistics in the paragraph above) used as part of the card 

sort. 

 

 

 

 

 

 

 

Fig 5.8       Fig 5.9         Fig 5.10 

Figure 5.8-5.10: Selected “visual flashcards” by research participants from the card-sort tool 

considered of importance towards possible improvement or in need of problem-solving. Figures 

formed part of the self-documentation done by the researcher/designer in chapter 1.  

 Data collected in phase 2 thus confirmed identified needs and expected experiences 

discussed within phase 1 of this HCD team meeting, pointing toward the need for, and visual 

confirmation of, the re-evaluating or integration of signage applications within emergent 

themes: wayfinding and branding. The researcher/designer at this point realised that further 

expansion and the visual identification of aspects within identified themes would be needed, 

confirming the application of the self-documentation toolkit for librarians in phase three of 

this HCD team meeting. The following table offers a summarised depiction of phase 2, HCD 

team meeting 1. 
																																																																																																																																																																																													
Nonetheless,	 in	 exploring	 the	 discussions,	 valuable	 data	 was	 recovered,	 often	 confirming	 what	 theory	
indicates.	
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HCD TEAM MEETING 1: PHASE 2 
1) Tools applied Card-sort compiled of 80 visual flash-cards 
2) Generated result An unexpected identification (instead of arrangement) of visual flashcards within 

depicted themes. 
3) Emergent themes Application of signage (in a general context) – 46% This includes all current and 

expected signage; The determination of sections and venues within the SPL 
space– 31%; Visuals of ambient factors (such as furniture and art) integrated into 
the library space-–23%. 

4) Considerations towards 
future HCD team meeting 

An extension and further visual depiction of those areas (or specific applications) 
that have to be considered within given themes from the first-hand view of the 
librarians themselves.  

Table 5.3: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 1, phase 2. 

5.3.2.3  Phase 3, HCD team meeting 1 

Phase 3 offered a unique insight into the way in which the SPL is viewed through the 

librarian’s self-documentation toolkit. This toolkit comprised out of a disposable camera and 

a booklet with stipulated questions presented, guiding the librarians through the SPL space 

and place38. The developing of images captured with disposable cameras allowed for a 

visual comparison between the given question, a specific visual and any addition notes 

supplied within the documentation booklet. In analysing the documented work, additional 

notes within booklets proved most valuable to me39, with visuals often reflecting similar 

concerns with regards to sectional, signage and general views of the SPL space40. Some of 

the similarities in depicted visuals include:  

• signage applied in and outside the SPL;  

• the reference section and information desk; 

•  entrances to the library; 

•  library operational hours and; 

• shelving with sectional colours. 

																																																													
38	 The	 researcher/designer	 acknowledges	 that	 this	 toolkit	 was	 prepared	 pre-emptively	 during	 the	 planning	
towards	the	executed	HCD	team	meeting.	The	toolkit’s	ultimate	aim	was	to	understand	the	SPL	space	and	
place	 through	 the	 unique	 visual	 perception	 of	 the	 librarians.	 Nevertheless,	 the	 subjectivity	 of	 the	
researcher/designer	 (pre-emptively	 planning	 the	 toolkits	 structure	 and	 possible	 application)	 although	
relevant,	was	deemed	acceptable.	

39	Given	the	newfound	perspective	upon	completion	of	the	data	collection	process	after	the	fact,	as	researcher	
and	designer	I	would	have	liked	to	have	approached	phase	3	(the	self-documentation)	differently.	Given	the	
technological	 limitations,	 and	 the	 focus	 groups’	 understanding	 of	 photography,	 the	 disposable	 camera	
proved	 to	 be	 the	 best	 application	 at	 the	 time.	 Unfortunately,	 some	 visuals	 were	 lost	 due	 to	 the	
developmental	process	and	the	sensitivity	of	the	film,	but	as	most	librarians	felt	intimidated	by	operating	a	
digital	 camera	 and	 did	 not	 have	 access	 to	 cameras	 on	 their	 phones	 this	 seemed	 at	 the	 time	 the	 best	
approach.	
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Data accumulated from the booklet was deemed of particular interest with regards to 

branding and wayfinding design. Within the booklet librarians identified the overall integration 

of signage, information desks, reference sections (including steps leading to the sections), 

and displays within the SPL, when asked to capture those aspect within the SPL space that 

most needed improvement. In addition to this, they highlighted the information counters, 

main reception and signage towards route directions as critical aspects when first entering 

the SPL space. This aligned with views captured as a result of my lived experience of the 

SPL (depicted in chapter 1), namely that more attention needed to be given to the current 

design application towards these specific areas within the library space. Librarians identified 

those implemented or absent navigational elements they felt most problematic: the lack of 

signage within the library (specifically indicating the library entrance); restrooms; and 

operational hours, again confirming that some signage needed to be updated due to 

sectional shifting. While phase 3 allowed for the specific identification of problem areas 

(within the librarians’ perceptions), it also offered me the opportunity to identify and display 

elements used towards possible problem-solving. Librarians did note, however, that the 

municipal logo displayed on staff apparel, the symbol of the reader (emblem on library card); 

typography of the library name outside the building, symbols displaying books, the 

technological integrations (computers, tablets etc.), and the “information” icon should be 

used for “inspiration” (HCD team meeting 1 2016:50), where attempts are made at a 

depiction of the SPL brand.  
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Figure 5.11: A simplified depiction of the reader as displayed on the current SPL library card. 

 

 

 

 

Figure 5.12: Typographic application currently found on the exterior architectural structure of the SPL. 

 

 

 

 

 

Figure 5.13: Informational symbols displayed on signs outside the SPL to be used as inspiration for 

future design application. 

Librarians added to this inspirational description of possible design applications within 

branding and wayfinding by indicating the possible incorporation of orange, blue, yellow, 

gold and red, all associated with the current municipal design applications41.  

																																																													
41	As	an	active	participant	in	design	practice,	I	am	of	the	opinion	that	the	selected	colour	combinations	and	the	
Metsimaholo	logo	as	inspirational	image	may	not	have	been	ideal	in	terms	of	design	aesthetics	with	specific	
reference	 to	design	produced	at	 industry	 level.	This,	however,	 is	 the	nature	of	 the	HCD	co-design	process,	
with	 design	 suggestions	 created	 by	 the	 identified	 specialist	 delivering	 outcomes	 that	 solves	 a	 specifically	
implied	need	but	not	necessarily	focussing	on	what	is	considered	“trending”	in	terms	of	design	aesthetics.	
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The most valuable information identified within this booklet seemed to be the current space 

and sectional division though the incorporation of specific colours, not made clear through 

the in-context immersion described within chapter 1. Colours identified with each section 

currently applied within the SPL spaces included: children’s section – yellow; counters and 

information – white; fiction and nonfiction – red and reference – green. I recognised that this 

colour division currently integrated within the SPL does not represent or identify with the 

current brand or wayfinding applications in place. This could, however, be taken into 

consideration during the HCD co-design process. The following table offers a summarised 

depiction of phase 3, HCD team meeting 1. 

HCD TEAM MEETING 1: PHASE 3 
1) Tools applied Self-documentation toolkit for librarians comprising of a disposable camera and 

booklet. 
2) Generated result A visual (less successful) and transcribed depiction from the unique perspective of the 

SPL librarians capturing aspects in need of attention, or that required applications in 
place, affecting the lived experience of the SPL.  

3) Emergent themes Specifying applications in need of attention within identified Wayfinding and Branding: 

(1) Wayfinding 
• signage applied in and outside the SPL;  
• signage to the reference section and information desk; 
• signage to entrances to the library; 
• signage indicating library operational hours; 
• Signage leading to restrooms; 
• Signage updated from previous sectional shifts; 
• Signage at main reception; 
• signage towards route directions; 
• the lack of signage within the library within and to restrooms. 

(2) Branding 
Elements to be taken into consideration or to consider as inspiration towards 
possible brand development provided as: 

• Metsimaholo municipal logo; 
• the reader symbol (emblem on library card);  
• typography of the library name outside the building, 
• symbols displaying books; 
• the technological integrations (computers, tablets etc.); 
•  the “information” icon dipicted infromt of the SPL secondary entrance; 
• incorporation of orange, blue, yellow, gold and red; 
• and lastly, sectional colours already in place on some applications.  

 
 

4) Considerations 

towards future HCD 
team meeting 

An extension and further exploration is needed of possible problems within 
expectations within wayfinding and branding, creating for a clearer picture of what the 
librarians want the SPL experience to incapsulate. 

Table 5.4: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 1, phase 3. 
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5.3.3 HCD team meeting 1 findings 

Multiple findings can be made regarding this HCD team meeting and its three distinct 

phases. Firstly the SPL context and its unique service delivery are recognised, functioning 

as the ‘model’ in charge of training staff, assisting with the structuring and opening of new 

and existing libraries within its Free State district. The SPL and its management structure 

would therefore need to not only function optimally as a library space (this included the 

wayfinding and branding of the SPL), but would also need to consider tools involved in the 

current lived experience ‘measurement’, reflecting upon what can be improved or adjusted 

within this lived experience by incorporating problem-solving processes. Secondly, I 

recognise the importance of colour and its incorporation into possible design applications, 

while acknowledging possible identified symbolism towards a developed logo representing 

the SPL brand. I can also assume the following from gathered data: that the experience for 

the SPL as brand is problematic and in need of change or adaptations, and that the 

navigation of the SPL space proves difficult, consisting of dated or absent navigational 

applications throughout with little to no recognizable visual identity. 

Given this identification of problems identified within the SPL through HCD team meeting 1, 

collected data and the HCD problem-solving process could be used to further research, co-

design possibilities, and suggest a SPL brand and incorporated wayfinding system, adapting 

the experience of the library as space and place, and thus equating its perceived image as 

being the ‘model’ of public libraries within the Free State District. Given the very specific 

description of what the librarians wanted incorporated and, to thus far, a clear depiction of 

what shortcomings they think exist within the applied design, the use of HCD towards 

problem-solving seemed ideal. Its incorporation would enable librarians to solve problems 

they understand, with solutions they actually want and think could influence the SPL 

experience. 
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5.4 HCD team meeting 2  

5.4.1  Purpose 

HCD team meeting 2, comprising four research phases, implemented ‘Hear’, as identified 

within the HCD IDEO toolkit. Considering collected data in HCD team meeting 1, the four 

research phases identified within this  team meeting had three goals in mind: to establish the 

current navigable space of the SPL (deemed as problematic through the librarians’ 

perspective), to expose librarians to external navigable library spaces (trying to better 

understand their expectations of applied design), inspiring the potential adaptation of the 

SPL to meet identified needs (seen in HCD  team meeting 1) and lastly to identify, question 

and move towards possible problem-solving processes within applied wayfinding and 

branding applications to the SPL. 

Phase 1 consisted of a feedback session reporting on data collected during HCD group team 

meeting 1 with the ultimate goal of:  

• Tentatively capturing the lived experience of the SPL as described by the librarians, 

both from their librarian and public library user points of view, and;  

• secondly to identify that this ‘problematic current experience’ (and all applications 

that influence experience) within the SPL space and place, is due to the current 

implemented navigational and brand design.  

Phase 2 consisted of three sections, aimed at capturing the current navigable space within 

the SPL, determining what changes have been made over the years, and how the current 

space is navigated whilst identifying desired navigation42 within the SPL. This was deemed 

necessary, as one emergent theme identified within HCD team meeting 1 depicted out-dated 

or absent signage as a specific cause to sectional shifts since the library’s opening. Section 

1 involved the display of the original floor plans, to be used as a referencing of the original 

architectural structure of the SPL43. These floor plans contain descriptions of sections and 

divisions within the SPL when opened, including the suggested arrangement of bookshelves 

																																																													
42	Noted	here	is	the	reference	to	the	current	implemented	navigational	or	wayfinding	system	within	the	SPL.	
Unfortunately,	 no	 documentation	 could	 be	 found	 depicting	 the	 entity	 responsible	 for,	 or	 describing	 the	
reasoning	behind	the	original	and	current	wayfinding	applications	within	the	SPL	space.	Because	there	is	no	
reference	 in	 this	 regard,	 the	 researcher/designer	 deemed	 it	 fitting	 to	 re-evaluate	 the	 entire	 SPL	 space,	
according	 to	 those	needs	 currently	 experienced	on	a	day-to-day	basis	with	 the	 current	 library	 staff	 of	 the	
SPL.	

43	Note	 that	although	research	suggests	 that	changes	have	been	made	 from	these	originally	presented	 floor	
plans,	 the	 SPL	 only	 had	 this	 original	 set	 and	 could	 not	 produce	 new	 plans	 indicating	 adaptations	 to	 the	
physical	structure	over	the	years.	
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within the defined spaces. Section 2 presented the same floor plans edited by the 

research/designer to only show the architectural structure itself (including walls, windows, 

and stairs). The purpose of this was to allow the librarians to identify the placement of 

sections within the library today considering continuous adjustments described throughout 

the years, whilst identifying any problems within the architectural layout (influencing 

navigation) or problematic placement of any particular section within the SPL space. Once 

the current placement of the SPL space had been determined, section 3 allowed for 

librarians, through the indication of colour, to identify possible navigational routes to the 

different sections within the SPL, indicating important access points such as information 

desks, bathrooms and exits. The purpose of this section was to identify desired routes to be 

taken during the navigational process, offering librarians the opportunity to evaluate the 

current navigational/wayfinding experience once again and identify problems within the 

navigational process. After the completion of all three sections I was able to determine the 

changes made within the SPL space since its opening, whilst identifying desired navigational 

routes – indicating towards possible wayfinding applications (as librarians hinted towards in 

HCD team meeting 1) and needs in terms of individual spaces.  

Phase 3 consisted of 2 sections, moving towards ‘Create’ as identified within the HCD IDEO 

toolkit. Section 1 comprised visual reference boards displayed in the library staff room 

offering visual examples of branding and wayfinding designs applications as executed in 

other libraries national and internationally.  

This tool was specifically selected and applied by the researcher/designer as it would 

minimise the possible influence the researcher as designer could have on the finalised look 

or design aesthetics of future design suggestion presented. The researcher/designer could 

thus not control which designs librarians drew inspiration from and could have even less 

control over how they would apply those design suggestions. The purpose of this was 

twofold: firstly to expose librarians to actual design applications within library spaces, 

illustrating the effect that successfully integrated wayfinding and branding has within a public 

library experience;  and secondly, to create a referenceable visual representation that both 

co-design parties could use when moving towards the ‘Deliver’ HCD IDEO phase, 

implementing and co-designing suggestions for potential applications within the SPL. 

Librarians were asked to view this collection of visuals over a period of two weeks indicating 

(through the use of symbols) which designs they felt were visually pleasing and could 

potentially be used as inspiration in the co-design of the SPL, or alternatively, identifying 

visuals they felt were irrelevant to the specific SPL context. This visual reference board 
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would include typography, individual signage applications, logo displays, and wayfinding 

design and other aspects of brand design. 

 Section 2 required the gradual creation of a secondary mood board by librarians displayed 

alongside the visual board encouraging librarians to place images that served as 

inspirational reference towards all things within SPL operations. The mood board creation 

was not limited in any sense and could include ideas, inspiration, visuals, drawings and even 

abstract suggestions like colour or shapes of interest. This was done to further capture the 

desired ‘spirit’ of the SPL in the librarians’ minds (this time removing the researcher/designer 

from the equation completely), intentionally displaying the library’s and librarians’ interests, 

sources of inspiration and desires concerning possible design application. 

Phase 4, normally seen as a crucial step in the practice-based problem-solving process, 

consisted out of 1 section, focusing on ‘Hear’ as identified within the HCD IDEO toolkit.  

Librarians were given three individual mind maps to complete, with each mind map 

focussing respectively on wayfinding, branding and external (uncontrollable) problems44 

currently implemented within the SPL. Each mind map was guided by the following question 

openers: How? Why? Where? When? Who? What? –- allowing for librarians to critically 

analyse each theme accordingly. Mind maps as a tool was specifically selected as it would 

provide for and expand on the librarians’ unique perceptions of the problem areas within 

identified themes, granting them (as a collective group) the opportunity to question why they 

are currently problematic and how they could possibly be solved. I discussed identified 

problems within the first focus group team meeting against these questions as an example of 

the mind map as tool. The example used was the identified problematic implementation of 

signage. Possible questions posed included and were read along the line of: When was the 

signage created? Who is the signage currently aimed at? Why is it in need of change? How 

should it be adjusted? Now further guidance was given as to the structure of questioning. 

This was done to gathering information for potential applications, instead of listening to the 

desired need and co-designing possible solutions. This phase was seen as an iteration of 

yet another tool, further exploring emergent themes (wayfinding and branding) identified in 

previous phases and HCD team meetings. 

 

																																																													
44	Although	external	problems	 identified	are	not	the	focus	within	this	research,	they	should	be	addressed	to	
ensure	the	successful	 implementation	of	wayfinding	design	applications.	External	 factors	 include	structural	
and	social	and	political	problems	that	the	designer/researcher	and	librarians	cannot	alter.	
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The purpose of this section was to allow the librarians to further critically analyse both the 

brand and wayfinding in place, questioning its current stance, while negotiating what could 

be done to better meet their identified needs, identifying possible approaches and needed 

outcomes45.  

The completion of all phases and sections within this HCD team meeting took place 

intermittently over a period of four weeks, allowing for the maximum time allocation and thus 

providing for the best possible data-generation within the particular HCD team meeting.   

5.4.2 Actions/events that took place  

5.4.2.1  Phase 1, HCD team meeting 2 

The reflection on data collected from the previous HCD team meeting was deemed critical 

by the researcher/designer as it identified the need for the ‘adjusting of experience’ with a 

particular focus on the SPL brand and implemented wayfinding system, confirming the 

validity of this study within identified theory. 

The librarians were in agreement with the data presented and felt comfortable that problems 

within the SPL had been correctly identified and that a re-evaluation of the SPL brand and 

wayfinding system would be the best approach towards problem-solving, using the brand 

design as possible ‘guide’ towards the design and implementation of a functional updated 

wayfinding system. This prompted me to continue with phase 2 of HCD team meeting 2. The 

following table offers a summarised depiction of phase 1, HCD team meeting 2. 

HCD TEAM MEETING 2: PHASE 1 
1) Tools applied Summarised reflection on data from HCD team meeting 1 
2) Generated result Identified that the SPL brand and wayfinding system needed reconsidered, using the 

brand design as possible ‘guide’ towards the design of a functional updated wayfinding 
system. 

3) Emergent themes Confirmation of data from HCD team meeting 1, identifying problematic experience 
within applied wayfinfing and branding. 

4) Considerations 

towards future HCD 
team meeting 

Further exploration of the librarians’ problem solving approach to, and suggestions 
towards possible implemented wayfinding and branding. 

Table 5.5: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 2, phase 1. 

																																																													
45	 By	 integrating	 a	 real-life	 problem	 and	 expecting	 actual	 solutions	 for	 possible	 implementation	 the	
researcher/designer	 aimed	 to	 empower	 the	 participants	 within	 the	 problem-solving	 process	 providing	 a	
problem-solving	‘template’	or	skill	that	they	can	use	in	future. 
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5.4.2.2  Phase 2, HCD team meeting 2 

With capturing the navigable space and determining possible navigable roots within the SPL 

as focus within phase 2, I offered a copy of the original floor plans (figure 5.10, 5.12, 5.14) of 

the SPL as reference. Navigating the floor plans (that consisted of three levels)46 enabled 

both the librarians and myself to move toward section 2, namely to identify current spaces 

and sectional placing within SPL space. 

The following was found given the critical analysis of the SPL floor plans: 

Several changes have occurred to the SPL space since its opening in 1979. Such changes 

included (from the first to the fourth floor): on the first floor the conversion of the space 

allocated towards the traveling public library bus (not in use anymore) into storage place; 

storage facilities within the administration section replaced with an identified ‘workroom area’ 

used today for the repairing of books and storage of donated books and provincial books, 

continuously being transferred between libraries within the Free State Province. The last 

change to floor 1 of the SPL was identified as the conversion of the library “garage”(HCD 

team meeting 2 2016:9). With the addition of a gate, this space, now divided into two, offered 

both parking facilities for staff and another storage space mainly dedicated to the housing of 

extra copies of books held within the library, written-off books and finally books that were not 

allowed to be discarded but were not in use any more47. Relocations of sections within 

spaces have also taken place, with the main information counter, located on the second 

floor, and the catalogue section swopped around to better serve the public. Lastly, the 

“information office” (offering information regarding local points of interest, businesses etc.) 

originally indicated on the floor plan, is now being used as the “newspaper/magazine reading 

section” (this can be seen as an additional section added to the SPL) (HCD team meetin 2 

2016:11). Librarians also identified that the placement of shelves, tables and chairs has 

changed a great deal, altering the navigability of space within a particular section. The 

children’s section was identified as the area where most changes were brought about. The 

children’s reference section as originally indicated on the floor plans was also replaced by a 

study area, with the SPL adapting to the identified needs of its ever-changing public user. 

This brings about additions made to the physical space. The additions of restroom facilities 
																																																													
46	Navigating	the	original	floor	plans	of	the	SPL	within	the	current	architectural	structure	would	have	been	an	
impossible	task	from	my	perspective	as	 I	have	no	knowledge	of	additions	or	changes	made	over	the	years.	
Luckily	a	number	librarians	participating	in	the	research	have	been	employees	of	the	SPL	over	a	long	period	
of	time,	being	present	for	most	adaptations	and	sectional	relocation	within	the	library	space.	

47	During	discussions	it	became	clear	that	the	sheer	collection	of	the	library	and	the	space	needed	to	house	the	
collection	(currently	in	or	out	of	circulation)	called	for	large	amounts	of	space	dedicated	to	storage.	Because	
of	this	the	usable	space,	and	thus	the	arrangement	of	sections	within	space,	calls	for	careful	consideration,	
further	adding	to	the	problematic	context	the	library	finds	itself	in	at	the	present	time.	
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for the disabled were made, located alongside the restrooms on the ground floor of the 

library. The non fiction section had two additions made, firstly adding a desk for the main 

librarian to the SPL (used for operational purposes and management of staff) and secondly 

the addition of a storeroom located in the corner of the space, used today for storage for the 

computer section. 

 Finally, the space dedicated towards the adult reference section was dramatically 

expanded, extending on the architectural structure to what was previously a terrace, creating 

sufficient space for the addition of the newly installed computer venue available to all public 

library users.  Lastly, “glass walls” (HCD team meeting 2 2016:12) were added, with doors 

that are permanently locked to the study area, excluding that particular space from the rest 

of the library. To fully comprehend changes the SPL underwent since its original opening 

(both structural and sectional) I would like to offer ‘before’ (indicating to the original digitized 

floor plans) and ‘after’ (indicating revised floor plans with changes, shifts and editions 

included) depictions of the SPL floor plans. Herewith follows a ‘before’ and ‘after’ depiction of 

the SPL floor plans level 1, level 2 and level 348.  

																																																													
48	 The	 researcher/designer	 acknowledges	 at	 this	 stage	 that	 the	 implementation	 of	 HCD	 as	 problem-solving	
process	is	usually	done	by	a	team	of	experts	from	various	contributing	fields.	Given	one	of	the	limitations	to	
this	 research	 being	 that	 I	 was	 the	 only	 researcher	 as	 part	 of	 the	 HCD	 team,	 it	 influenced	 the	 adequate	
capturing	of	 some	of	 the	 interactive	 research	process	 through	photography.	Although	 it	would	have	been	
ideal	 to	 have	 photographic	 evidence	 of	 this	 interaction,	 the	 researcher/designer	 chose	 to	 rather	 assist	 in	
capturing	 changes	made,	 than	 physically	 capturing	 the	 interactions	 photographically.	 In	 an	 ideal	world	 an	
additional	research	member	within	the	HCD	team	would	have	improved	the	visual	depiction	of	the	research	
process	and	is	seen	limitation	to	the	research.			
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5.4.2.2.1  SPL floor plan level 1, ‘before and after’. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.14: ‘Before’: Re-created original floor plan of the SPL, indicating level 1 layout and 

sectional/space division. 
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Figure 5.15: ‘After’: Re-created floor plan of the SPL as it is today (section 2, phase 2), indicating level 

1 layout and sectional/space division with changes made. 
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5.4.2.2.2  SPL floor plan level 2, ‘before and after’. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.16: ‘Before’: Re-created original floor plan of the SPL, indicating level 2-layout and 

sectional/space division. 
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Figure 5.17: ‘After’: Re-created original floor plan of the SPL, indicating level 2 layout and 

sectional/space division. 
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5.4.2.2.3  SPL floor plan level 3, ‘before and after’. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.18: ‘Before’: Re-created original floor plan of the SPL, indicating level 3 layout and 

sectional/space division. 
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Figure 5.19: ‘After’: Re-created floor plan of the SPL as it is today (section 2, phase 2), indicating level 

3-layout and sectional/space division with changes made. 

Considering the updates made to the new floor plans of the SPL (as shown), the HCD team 

moved towards the final section within phase 2, namely determining the desired navigational 

routes to sections and locations (restrooms and information counters) within the SPL. This 

was done by providing librarians with several colour pens and a draft copy of the newly 

adjusted SPL floor plans. Librarians then continued by first assigning a colour to each 

section or location of importance, followed by the plotting out of desirable routes throughout 

the SPL space, all the time participating in group discussions. 
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5.4.2.2.4  Navigational routes throughout level 1,2 and 3 of the SPL. 

 Librarians identified the following routes as indicated below49 in figure 13-15. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.20: Floor plan of the SPL as seen today (section 3, phase 2), indicating level 1 layout and 

sectional/space division with captured navigational routes as determined by librarians. 

 

																																																													
49	This	 task	and	the	capturing	of	navigable	 routes	were	 found	essential	as	no	previous	 record	existed	of	 the	
consideration	of	navigability	or	route	determination	within	the	SPL	space.	Although	the	architect	must	have	
perceived	potential	spaces	and	navigation	throughout,	nowhere	in	the	past	or	present	is	any	depiction	given	
of	sections,	and/or	possible	navigation	routes	toward	them	or	within	the	general	space.	
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Figure 5.21: Floor plan of the SPL as seen today (section 3, phase 2), indicating level 2 layout and 

sectional/space division with captured navigational routes as determined by librarians. 
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Figure 5.22: Floor plan of the SPL as seen today (section 3, phase 2), indicating level 3 layout and 

sectional/space division with captured navigational routes as determined by librarians. 

During the determination of possible navigational routes, the librarians made it clear that all 

the sections could be accessed using either located stairs or the mezzanine with adjusted 

ramps, with the only exception being the children’s research section, which is only 

accessible by stairs, and the study section, which is only accessible from a secondary door 

outside of the SPL. Secondly, the librarians identified that although the main information 

desk (located on the second floor) was easily accessible from the second floor entrance, an 

additional solution was necessary at the ground floor entrance that offers guidance to library 

users as they enter the SPL space. Suggestions were made that an indication of possible 



	
	

190 

direction within the library space had to be made just after entering the library space50, with 

another librarian commenting on the Orangeville library layout stating “they have an 

information desk at the entrance with someone to assist” (HCD team meeting 2016:11). The 

library user, upon entering the space, is thus given the opportunity to enquire about direction 

or possible navigable routes of the desired aria he/she wishes to move towards as well as 

providing general information. In addition to this, librarians also added that signage 

applications had to be implemented outside the administrative section (directly visible as the 

library space is entered) indicating that the same space is to be used for book deliveries and 

donations. The following table offers a summarised depiction of phase 2, HCD team meeting 

2. 

HCD TEAM MEETING 2: PHASE 2 
1) Tools applied Floor plan “mapping tool” comprising of three sets of individual floor plans of the SPL 

architectural structure (level one two and three). 
2) Generated result (1) Identified shifted sections and changes made to the architectural structure; 

(2) Plotting or mapping out of the navigational routes end users (from the librarians 
perspective) should take in order to reach all sections within the SPL space. 

3) Emergent themes (1) Re-evaluation and or updating of signage indicating sections had to be made 
(wayfinfing); 
(2) Applications (on confirmed at this stage within wayfinding) would be required to 
indicate navigable routes as identified by librarians. 

4) Considerations 

towards future HCD 

team meeting 

The adjustment and prototyping of possible wayfinding applications that would address 
the gradual shifting of section within the SPL space and would identify navigable 
routes to various sections within the SPL space (later seen in HCD team meeting 
seven) 

Table 5.6: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 2, phase 2. 

With this, section 3 of this phase was completed allowing for the HCD team to proceed to 

phase 3. 

5.4.2.3  Phase 3, HCD team meeting 2 

Upon completion of section 1 (the visual reference board) the librarians, having viewed a 

wide variety of existing examples of implemented wayfinding, typography, logo and brand 

applications (within the national and international public library context), identified visuals of 

‘high interest’ generating a referable ‘inspirational’ visual representation that was to be used 

later within the co-design process of this study51. The following images were identified as 

																																																													
50	Here	the	suggested	floor	plan	map	of	the	library	as	suggested	in	previous	HCD	team	meetings	by	librarians	
could	potentially	serve	as	an	information	display	indicating	sections	and	possible	navigable	routes.	

51	The	researcher/designer	acknowledges	that	phases	and	HCD	team	meetings	often	jump	between	wayfinding	
and	 branding	 and	 the	 explorations	 and	 possible	 problem	 solving.	 This	 is	 due	 to	 the	 messy	 process	 HCD	
problem	solving	 is	usually	 associated	with,	 as	 it	 requires	 constant	 iteration,	while	 leaving	 for	enough	 time	
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being of particular interest out of a possible 95 visuals (depicted on provided visual boards) 

and can be divided into the following sections: logo design (branding), wayfinding 

applications and ambient design. 

a. Logo design towards possible brand applications 

 

    

 

 

Fig. 5.23                    Fig. 5.24       Fig. 5.25 

Figure 5.23: Bookkeeping2 logo reference (Anon A: 2017).   

Figure 5.24: Book-building logo reference (Anon B: 2016). 

Figure 5.25: Book logo, logo reference (Anon C: 2017). 

 

 

 

 

 

 

Fig. 5.26                                  Fig. 5.27 

Figure 5.26: Anchorage Public Library logo reference (Anon D: s.a.).  

Figure 5.27: Salt Lake City Library logo reference (Anon (E): s.a.). 

																																																																																																																																																																																													
and	freedom	to	explore	different	themes	through	the	application	of	a	wide	variety	of	tools.	Because	of	this	
the	researcher/designer	moves	between	emergent	themes	within	this	chapter	in	an	attempt	to	best	align	the	
research	process	with	HCD	thinking	and	problem	solving	processes.		
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The identified logos confirmed the librarians’ interest in the incorporation of colour with the 

predominant display of ‘the promotion of books’ (as reflected in data captured during HCD 

team meeting 1), offering a simplistic logo often displaying multiple colours.  

b. Wayfinding design inspirational towards possible application 

 

 

 

 

 

 
 
   Fig. 5.28     Fig. 5.29           Fig. 5.30 
 
Figure 5.28: Staircase design, interior design reference (Anon (F): 2017). 

Figure 5.29: Signage design for government building, Norway (Ralston & Bau: 2017). 

Figure 5.30: The Library Initiative design application reference (Lauer, Levy, Meyerberg, Saltzman & 

Tanner: 2010). 

 

 

 

 

 

Fig. 5.31   Fig. 5.32      Fig. 5.33 

Figure 5.31: Hardy Design restroom signage reference (Anon (G): 2017).  

Figure 5.32: Wayfinding design applications within the library and communication hub Burwood, 
Australia (Anon (H): 2015). 

Figure 5.33: The Barbican Centre wayfinding application reference (Mark: 2017). 
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 Fig. 5.34            Fig. 5.35  

Figure 5.34: Ace Hotel, London Shoreditch wayfinding application (Anon (I), s.a.). 

Figure 5.35: Ask Here signage, Sequoya Branch, Madison Public Library (Patau, 2010). 

 

 

 

 

 

      Fig. 5.36           Fig. 5.37 

Figure 5.36: Bath Library shelf sign reference (Anon (J), 2017). 

Figure 5.37: Wayfinding in Cultural Passages reference (Krupa, 2017). 

Wayfinding applications identified by librarians predominantly involve the incorporation of 

primary and secondary colour and layout applications, demonstrating the use of modern 

typography structured around the architectural space that the library52 offers, while depicting 

clear association of routes and/or sections with specific colours.  

 

																																																													
52	 Examples	 of	 wayfinding	 applications	 selected	 by	 research	 participant	 often	 adjusted	 to	 what	 the	
architectural	structure	of	the	library	has	to	offer,	designed	specifically	to	highlight	the	architectural	space.	
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The selection of applied wayfinding points towards sectional division, the provision of logical 

navigable routes which the library user can follow (seen in figure 6.28) which links to 

previous suggestions made by librarians (seen in HCD team meeting1) implying signage that 

‘leads’ the user through the library space. 

c. Ambient (interior) application as inspirational reference 

        

  

 

 

 

 

Fig.6.38         Fig. 6.39   Fig. 6.40                   Fig. 6.41 

Figure 5.38: School furniture, interior design reference (Anon, 2017). 

Figure 5.39: Queen’s Collage interior application, Oxford (Anon., s.a.).   

Figure 5.40: Wandgestaltung Hofmann and Voges’ interior application (Struch, 2017).   

Figure 5.41: City Place, Toronto interior application reference (Anon, 2017). 
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Fig. 5.42                 Fig. 5.43      Fig. 5.44 

Figure 5.42: American Libraries, Kids interior space application (Landgaf, 2012).   

Figure 5.43: Odegaard Undergraduate Library and learning commons, interior design reference 
(Anon. (N), 2017). 

Figure 5.44: Estanterias Library interior shelf application reference (Anon., s.a).  

 

 

 

Fig. 5.45               Fig. 5.46           Fig.5.47 

Figure 5.45: Chester Hill Library interior design, Australia (Anon., 2014). 

Figure 5.46: Interior application reference (Anon., s.n.). 

Figure 5.47: Kansas City Public Library exterior reference (Anon., 2017).   

The identification of interior applications which would predominantly add to the ambience of 

the library (although not the focus of this study) was deemed necessary as it influences the 

style in which wayfinding applications are incorporated into the library space. Ambience 

influencing the experience of space would thus play a role in the ‘adjusting’ process, shaping 

the decided experience of space and place. Although such applications are not co-designed 

within this research, the data collected can be presented as a possible way forward should 

the SPL wish to pursue such applications within time. 

With data collected, the librarians, now having reference to applied design and having 

identified key interests, compiled a secondary mood board (figure 5.47, seen below) 

capturing inspirational references, best voicing what they want library users to feel towards 

the SPL 
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Figure 5.48: Mood board constructed by librarians, capturing inspirational images they want to portray 

as part of the experience of the SPL as space and place. 

The following aspects were identified through a personal interpretation of the mood board 

created by librarians:  

Visuals compiled in the mood board depicts a colourful, multicultural ‘rainbow’ nation. 

Visuals clearly portrayed educational themes focused on the promotion and development of 

children at an early age (correlating with the vision and mission statement of the SPL) while 

capturing the essence of ‘community’ illustrating people from all walks of life, working, 

creating and growing within our Southern African context, but not neglecting international 

influences and happenings. In general, the created mood board is portrayed as positive, with 

a keen interest on issues and topics both within a national and international context and 

focussing on all things concerning development and empowerment through education.  
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Upon analysing the results of the implemented mood board tool, I came to the conclusion 

that although the original intention was that librarians compile a visual boards of their own, 

creating a point of reference they could later refer to during the co-design process, the mood 

board in reality captured those interest they felt should be portrayed through the 

embodiment of the SPL and all future design editions made. Although the result of applied 

tool moved beyond my original expectation (as mood board are usually used toward 

generating a design feel towards future design development), it was still deemed valuable 

providing for an insightful perception of how librarians wanted the library to be seen.  

The following table offers a summarised depiction of phase 3, HCD team meeting 2. 

HCD TEAM MEETING 2: PHASE 3 
1) Tools applied Visual reference boards (compiled by researcher/designer) and a mood boards 

(independently compiled by librarians) 
2) Generated result (1) Identified visuals within wayfinding, branding and ambience that librarians felt 

should be considered as inspiration towards co-designed suggested applications; 
(2) Construction of mood board by librarians capturing interest they felt should be 
portrayed through the embodiment of the SPL and all future design editions. 

3) Emergent themes Wayfinding, Branding and Ambience design 

4) Considerations 

towards future HCD 
team meeting 

Developing  a tool that would allow librarians to develop their own branding application 
(logo) which would embody and be derived from identified inspiration in HCD team 
meeting 3, phase three. 

Table 5.7: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 2, phase 3. 

5.4.2.4  Phase 4, HCD team meeting 2 

While mind maps and the expansion and development thereof are normally seen as quite a 

useful tool within the design industry, the tool implemented within this context was deemed 

largely unsuccessful. Firstly, final submitted drafts provided little interaction, with information 

captured offering vague descriptions of data already captured through the application of 

previous phases. During correspondence with librarians upon the collection of the mind 

maps, librarians identified the unsuccessfulness of the mind map as being due to 3 aspects: 

(1) Time constraints – while the application of suitable images was quick and easy, librarians 

felt they had no time to question, debate and capture possible answers to the questions 

posed, although they acknowledged that possible solutions could have come from this tool; 

(2) Librarians felt that they had already provided sufficient information and were in essence 

‘repeating themselves’; and finally (3) the librarians noted that they did not understand how 

to use the tool without guidance in the HCD team meeting setting.  
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Because the completion or the recreation of this mind map was not possible given time 

constraints and the availability of the librarians I decided not to consider data captured within 

phase 4 as it added little to the overall research and would ultimately not have an effect on 

the outcomes produced in concluding the research53.  

The following table offers a summarised depiction of phase 4, HCD team meeting 2. 

HCD TEAM MEETING 2: PHASE 4 
1) Tools applied Two individual mind maps addressing wayfinding and branding.  
2) Generated result Limited interaction to either mind maps, with the researcher/designer omitting to the 

tool and its application al together. 
3) Emergent themes None identified 

4) Considerations 

towards future HCD 
team meeting 

None identified 

Table 5.8: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 2, phase 4. 

5.4.3 Findings 

The findings of HCD team meeting 2 offered great insights. Phase 1 offered one of the 

biggest insights (serving as a reflection on the previous HCD team meeting) confirming the 

validity of the researcher/designer personal experience, and the need for a re-evaluated 

brand and wayfinding system within the SPL space. Phase 2 offered two main insights: 

firstly, it confirmed the presence of problematic navigation and the lack of applied route 

determination within space, and secondly made clear that the space itself (with adjustments 

made over a period of time) was in need of reconsideration. Of particular interest were 

comments made and words used during the capturing of possible routes. With “confusion” 

as one example, a glimpse into the current navigational experience was made, with one 

librarian in particular commenting “I’m lost now” (HCD team meeting 2 2016:12).  This 

comment highlights the fact that librarians, specialists within the SPL space, still at times 

became confused with the navigation process, thus further identifying the need for a properly 

implemented wayfinding system with integrated additions to better serve the public library 

user. 

 

																																																													
53	 In	 hindsight	 I	would	have	 generated	 specific	 questions	 answering	 the	 identified	who,	what,	where,	when	
how	and	why.	In	providing	a	stronger	sense	of	structure	and	the	familiarity	of	‘a	list	of	questions’	I	feel	more	
could	have	been	achieved.	
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While phase 3 provided rich data that could be referred back to during the ‘creation’ and co-

design phase, visuals selected from the visuals boards and visuals compiled on the 

inspirational mood boards had offered few aesthetic similarities. It is within this stage of the 

data-collection process that I confirmed my suspicion: that design deliverables as a result of 

a HCD co-design process would not provide for a clear depiction of desired aesthetic (if left 

only up to librarians), as HCD and research participants are more concerned with the 

operation of the library itself, thus perhaps neglecting its aesthetic representation54 in order 

to adapt to the desired visual tone or need of the specific user. 

Findings made in phase 4 proved of particular interest considering the context of research/ 

problem-solving tools and the integration of HCD and the co-design process within a limited 

timeframe. Due to phase 4 being so unsuccessful in terms of data generation, an insight was 

gained into the application of tools, coming to the assumption that what is applicable, 

understandable and critical towards problem-solving in practice, might not be useful (in its 

current state) in terms of a HCD research context. Secondly the timeous integration of such 

research tools (applied within a HCD research context), given the real-life time constraints 

and the availability of librarians for HCD team meetings, brings into question: firstly how 

applicable co-design and HCD thinking processes are within an outcomes-driven study 

aimed at producing design deliverables; and secondly, the timeframe necessary (keeping in 

mind the risk of lost participation, change within social55, economic and environmental 

factors) if the HCD process had to be applied throughout all phases identified within the HCD 

IDEO toolkit56. 

  

																																																													
54	 I	 acknowledge	 that	 this	 compromise	 in	 terms	of	 the	aesthetic	 appeal	 in	possible	design	 is	 influenced	and	
dependent	 on	 my	 experience	 of	 design	 in	 practice	 and	 the	 role	 of	 aesthetics	 within	 this	 context.	 I	 also	
acknowledge	 that	while	 any	 design	 as	 outcome	may	 present	 as	 aesthetically	 pleasing	 to	 the	 librarians,	 it	
might	not	be	to	me,	but	ultimately	reflects	 the	end	goal	of	an	HCD	research	process,	and	thus	 follows	the	
practical	 integration	of	a	theoretical	process.	Given	this	acknowledgement	one	would	need	to	consider	the	
implications	 of	 such	 a	 shortcoming	 in	 terms	 of	 aesthetical	 application,	 not	 from	 my	 viewpoint	 as	 the	
researcher/designer,	nor	from	the	 librarians,	but	from	the	potential	user	that	still	needs	to	be	attracted	to	
the	SPL	as	space	and	place.	

55	This	proves	 to	be	especially	problematic	within	 the	managerial	 structure	of	 the	SPL.	Given	 the	 time	 lapse	
since	 the	 commencement	 of	 the	 research	 and	 the	 completion	 of	 the	 dissertation	 and	 research	 proses,	
several	 social	 and	 political	 changes	 have	 occurred	 with	 the	 SPL	 now	 being	 categorised	 within	 a	 different	
provincial	 and	management	 structure	 (evident	 in	 the	2017	provincial	 elections).	While	 core	data	 collected	
and	assumptions	made	should	remain	the	same,	one	would	have	to	consider	the	time	the	research	process	
would	need	to	be	completed	(theoretically)	and	how	applicable	or	possible	it	would	be	given	the	time-lapse	
and	social	and	political	changes.	

56	 Findings	here	 identified	 suspicions	or	 critique	against	 the	 research	process	 that	would	be	 revisited	within	
later	HCD	team	meetings	within	this	study,	ultimately	leading	to	certain	conclusions	to	be	made	in	chapter	6.	
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5.5 HCD team meeting 3  

5.5.1 Purpose  

HCD team meeting 3 involved three research phases, namely ‘Hear’,  ‘Create’ and 

‘Deliver’57, identified within the HCD IDEO toolkit with the following purposes in mind: the 

analysing, adaptation and creation of the vision and mission and single-minded message 

(stipulated within Free State Provincial Policy) to better voice the unique identity of the SPL; 

to determine the librarians’ perception of branding and identify possible applications as 

desired from librarians; and finally an introduction to the co-design of a SPL logo58. 

The first research phase proceeded towards ‘Hear’ within the HCD IDEO toolkit and involved 

the re-evaluation of the current vision and mission as stipulated within the Free State 

Provincial Policy. This was deemed necessary, because applied SPL branding was identified 

as a theme in need of development by the librarians, causing the researcher/designer to 

further reflect on the theory relevant to branding, and brand construction. As determined in 

theory, each library functioning within its own specialised environment, offers some sense of 

‘uniqueness’. That being said, the goal of this research phase was to identify the current 

vision and mission, scrutinise it through actual practice in place at the SPL, adapting or 

adding where the librarians saw fit –─ all in order to reflect the uniquely operational SPL. To 

accomplish this, I first indicated the original quoted vision and mission, guiding the librarians 

through the analysis by presenting a set of questions. All questions first analysed the current 

vision and mission, questioning whether these fitted the unique SPL context, then giving 

opportunity for it to be edited by either subtracting or adding to its initial description.  Once a 

newly constructed vision and mission had been confirmed it allowed us to move towards the 

second section of phase 1, namely the construction of a single-minded message. Giving a 

brief description of market research as part of design practice (informed by theory), I 

explained that the single-minded message often correlates with the identified vision and 

mission, thus offering a single sentence description of what makes the SPL unique (the 

‘selling’ point) while considering its vision and mission statement.  

																																																													
57	Note	that	‘Deliver’	as	referred	to	here	is	seen	as	the	first	phase	of	prototyping	(creating	a	first	possible	draft	
of	a	logo	application)	for	future	potential	use.	Due	to	the	nature	and	iteration	of	HCD	and	the	PAR	research	
cycles	 several	 rounds	 of	 ‘prototyping’	 the	 logo	 within	 ‘Deliver’	 exist	 within	 this	 research	 before	 the	 final	
design	suggestion	is	made.	

58	A	successful	brand	 is	built	upon	a	 theoretical	 foundation,	 representing	a	unique	vision	and	mission,	often	
encapsulated	 by	 a	 single-minded	 message.	 If	 the	 researcher/designer	 and	 librarians	 were	 to	 co-design	 a	
brand	 that	 successfully	 represent	 the	 SPL,	 it	 would	 have	 to	 first	 consider	 current	 visions	 and	missions	 in	
place,	constructing	a	single-minded	message	best	voicing	unique	operational	aspects	of	the	SPL.	
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Following this description I (referencing accumulated data within the research process thus 

far), assisted and guided in the construction of a single minded message statement best 

representing the SPL as an operational entity, reflecting the opinions and desired experience 

as identified by the librarians. 

After the construction of the vision, mission and single-minded message of the SPL we 

continued to phase 2. Phase 2 within this HCD team meeting was specifically structured in 

order to confirm the librarians’ understanding of branding (offering any needed explanation), 

while determining the expectations of the librarians, and identifying what brand applications 

would be most suitable, given the identified needs59. This was done through an open-ended 

discussion of branding, its theoretical meaning and its physical implementation and 

application, followed by 2 questions, firstly confirming identified vision, mission and single-

minded message. Secondly, moving towards suggestions of the applications the librarians 

felt most suitable60.  

With the potential applications determined, phase 3 and ‘Create’ within the IDEO toolkit was 

implemented, co-designing the foundation of all brands, namely, the logo61. In this section 

librarians were guided by me in co-designing a potential logo for the SPL, by my providing 

them with a logo design booklet as a design tool assisting in the co-design and HCD 

problem-solving process. Based on this new vision and mission, I motivated librarians to 

decide on key aspects they would want to highlight in the design of the library, representing 

mentioned aspects through the application of symbols or images and carefully selected 

colours62.  

																																																													
59	 This	 research	 phase	 was	 not	 the	 research	 participant’s	 first	 interaction	 with	 branding	 theory	 or	 content	
offering	visuals	as	examples.	This	research	phase	merely	serves	as	a	itterative	reflection	on	discussions	held	
within	 branding,	 needs	 identified	 up	 until	 that	 stipulated	 time,	while	 granting	 the	 opportunity	 for	 further	
expansion.	 Given	 the	 ’unsuccessfulness’	 of	 phase	 4	 within	 the	 previous	 intervention	 (dealing	 with	 similar	
topics)	 the	 researcher/designer	 considered	 this	 approach	 and	 reconfirmation	 necessary	 in	 support	 of	 the	
data-collection	process.	

60	 Before	 new	 suggestions	 were	made	 towards	 application	 of	 branding,	 the	 researcher/designer	 listed	 and	
summarised	 these	 applications	 that	 had	 been	 previously	 identified	 as	 needed	 during	 previous	 research	
phases	and	discussions.	

61	As	the	logo	represents	the	vision	and	mission	of	the	brand,	 it	gives	a	description	of	the	service	or	product	
and	 it	 is	 seen	 as	 the	 foundation	 that	 all	 other	 applications	 are	 based	 on.	 The	 logo,	 a	 key	 element	 in	 any	
branding	campaign	combines	all-important	components	(colour	pallets,	look	and	feel,	typography,	style	and	
symbolism)	of	a	brand.	The	researcher/	designer	thus	saw	it	fit	to	co-design	the	logo	(following	HCD	problem	
solving	and	thinking	processes)	as	first	suggested	brand	application.	

62	 The	 color	 selection	 depicted	 in	 the	 toolkit	 included	 the	 primary	 colours	 as	 suggested	 by	 the	 librarian	 in	
previous	HCD	team	meetings.	The	primary	colour	range	was	even	further	extended	including	colors	such	as	
orange	and	green	 to	 further	 take	 into	 consideration	applied	 colors	 currently	 found	within	 the	 SPL,	 and	 to	
provide	librarians	with	a	full	spectrum	in	their	design	decisions,	not	limiting	them	at	any	stage.	
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(At this point those logos librarians most associated with in the visual reference boards were 

identified, as I gave a brief explanation of colour in logo design, symbolism of colour, 

typography in logos, images and symbols in logos and what makes a good logo, confirming 

the application of all such attributes within the identified logos.)  

The logo design booklet included (figure 5.49 [a-c]) a set of instructions on using the design 

booklet, examples of different typographic applications of the SPL, a colour swatch offering 

multiple colours and tones within each, (to be cut out and pasted to the librarians’ desired 

design), and finally blank pages for the construction of the logo. This logo construction 

booklet was specifically designed keeping in mind the limited exposure librarians have to 

design practice and the development of potential design applications. By designing a booklet 

that was easily understandable and could independently be used in order to make a visual 

representation of a suggested logo applications, the researcher/designer fully embraced 

unique perceptions and creative interpretations that the librarians could bring to the table (a 

characteristic of the co-design process). This phase and booklet as design tool encapsulated 

the co-design process between myself and librarians within the HCD research process, 

offering my specialist knowledge on issues concerning those aspects required to develop 

logo suggestions (including typography63 and colour choices) within potential brand 

applications and the digital editing of the considered design applications, while allowing the 

librarians, as specialists within their fields, to design suggested logo’s that they felt best 

represented the SPL. The construction and finalisation of all suggested logos by librarians 

were concluded within two weeks thereafter64. No other visual representations, icons or 

symbols were included in the document; assuring that any design suggestions presented by 

librarians would not be influenced by the researcher/designer. 

 

 

 

																																																													
63	The	range	of	typographic	depictions	was	carefully	selected	depicting	only	typography	that	has	successfully	
been	incorporated	into	application	of	wayfinding	systems.	Keeping	in	consideration	the	limited	knowledge	of	
the	research	participant	to	typography	(specifically	within	wayfinding	design)	the	researcher/designer	acted	
as	specialist,	contributing	to	the	co-design	process	in	this	manner.	

64	At	this	point	it	must	be	stated	that	the	researcher/designer	made	herself	available	to	librarians	and	could	be	
contacted	 either	 via	 email	 or	 telephonically	 at	 any	 stage	 during	 the	 completion	 of	 the	 logo	 design	 kit	 as	
design	tool.	Research	participants	only	contacted	the	researcher	on	two	occasions:	one	to	rescedule	a	focus	
group	 date	 due	 to	 unplanned	 meetings,	 and	 once	 to	 extend	 the	 time	 needed	 to	 provide	 the	
reseacher/designer	with	a	 focus	group	workshop	depicting	 the	 reseach	participants	 suggestion	of	possible	
logo	designs.	
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(a)       (b)        (c) 

Figure 5.49 (a, b and c): Logo construction toolkit. 

5.5.2 Actions/events that took place  

5.5.2.1  Phase 1, HCD team meeting 3 

As mentioned previously, phase 1 was used towards the confirmation and adaptation of the 

current vision and mission within the SPL. This adaptation process was done by displaying 

printed versions of both the vision and mission within the focus group setting, first allowing 

the librarians adequate time to read through, discuss and query the given statements. During 

this process I read through each part of the vision and mission out load stopping 

continuously to reflect on its current standing, asking the librarians if they understood and 

agreed with the given statement. Once satisfied, I proceeded to explain the function of a 

vision and mission (normally used within design practice), further elaborating that the vision 

subsequently determines the missions or goals the library stand for. Keeping in mind that 

these suggested visions and missions are generated and applied towards provincial 

applications, I confirmed that collected data thus far indicated the SPL as a unique entity, 

offering specific services and guidance that other libraries (within this provincial district) 

might not offer to such an extent or within that specific context. Following this reasoning I 

explained that the SPL needed to formulate a single-focussed message (based on the vision 

and mission), best identifying the ‘uniqueness’ of the library and what it offered65. Once 

formulated the single-minded message usually stimulates the development of a brand 

campaign, as found in practice.  

																																																													
65	 Here	 the	 researcher/designer	 wishes	 to	 acknowledge	 that	 there	 was	 no	 indication	 towards	 an	 existing	
single-minded	 message	 structures	 in	 any	 provincial	 policy	 documentation	 or	 SPL	 working	 document.	
Therefore,	regardless	of	whether	the	vision	and	mission	was	adjusted,	a	single	minder	message	still	needed	
to	be	constructed.	
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I then continued to provide a practical example, and referenced back to the printed vision 

and mission66 on display and directed the following questions towards, first the vision, and 

then the mission, giving ample opportunity for discussion to take place among the librarians 

themselves. Questions presented entailed the following:  

• After reading through the vision of the library, can we agree on this statement as a 

vision for the Sasolburg City Library specifically? 

• Is there anything we want to add to this vision? 

• Is there anything we want to remove from this vision? 

• After reading though the mission of the library, can we agree on these points as 

stated as the mission of this specific library? 

• Is there anything we want to add to this mission? 

• Is there anything we want to remove from this mission? 

After reading though each of the above questions, repeatedly reflecting on the vision on 

display, I allowed for a discussion (between librarians) on alterations or suggestions to be 

made. Reflecting on these discussions between librarians the following additional 

expansions were indicated: 

a. The Vision Statement 

Keeping in mind the vision as stipulated, the librarians reiterated the fact that they 

considered the SPL as a “unique service provided”(HCD team meeting 3 2016:5), especially 

expanding on the meaning behind the word “literate” (Free State Province, n.a.:sp.)	

contained within the vision. Librarians described their interpretation of literate to include: 

literacy development over a various ages of the community, not specifically focussing on any 

particular group; skills development as an integral part of literacy, finally describing literacy 

not only within the traditional interpretation predetermined by systems of knowledge, reading 

and writing, but also as an integration of recreational activities, offering activities to the public 
																																																													
66	The	vision	the	SPL	functions	within	reads	as	‘Libraries	for	a	literate,	reading	and	informed	community’	while	
the	missions	depicted	in	the	policy	include:	‘The	provision	and	promotion	of	library	and	library	information	
services;	 Services	 that	 are	 free,	 equitable	 and	 readily	 accessible;	 Provide	 in	 the	 learning,	 informational,	
cultural	and	recreational	needs	of	the	community;	Create	and	strengthening	of	reading	habits	in	children	at	
an	 early	 age;	 Supporting	 the	 individual	 or	 formal	 education;	 Providing	 opportunities	 for	 personal	
development;	 Stimulating	 the	 imagination	 and	 creativity	 of	 children	 and	 young	 people;	 Promoting	 the	
cultural	 heritage,	 appreciation	 of	 the	 arts,	 scientific	 achievements	 and	 innovations;	 Supporting	 the	 oral	
tradition;	 Providing	 access	 for	 all	 users	 to	 all	 sorts	 of	 community	 information,	 Providing	 adequate	
information	services	 to	 local	enterprises,	associations	and	 internet	groups;	Facilitating	 the	development	of	
information	and	computer	literacy	skills;	Supporting	and	participating	in	literacy	activities	and	programmes’	
(Free	State	Province,	n.a.:sp.).	
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library user that they are able to enjoy at some level. Finally, librarians added to the original 

vision statement stating that the vision of the public library should also include social 

interaction, offering public users a unique space or “place of gathering” (HCD team meeting 

3 2016:5), for a multitude of cultural activities and outreach programmes within the 

Sasolburg area. Specific focus was placed on the fact that the SPL is the only library 

currently offering outreach programmes within the Sasolburg area.  

b. The Mission Statement 

With all librarians agreeing that all editions and changes has been applied, following the 

same analytical approach (and guiding questions) as the vision statement, I together with the 

librarians moved towards the mission statement of the public library. Given the additions 

made within the vision and the already broad mission description listed within the policy 

documentation, the librarians felt satisfied with the described mission statement, agreeing 

that all aspects were relevant within the SPL context and that no amendments were 

required. The only change suggested to the current mission in place concerned the active 

usage and information provision to computer groups67.  

c. The Single-Minded Message 

Keeping the adjusted vision and mission in mind, the HCD team proceeded towards the 

construction of the single-minded message of the SPL. This was done by highlighting those 

words in the vision and mission statement librarians felt was of particular relevance to the 

SPL, adding to these identified key words to build a vocabulary best resembling the SPL 

services and operation. From the identified keyword, the HCD team continued to develop a 

single sentence they felt best described the SPL, revising it several times until all librarians 

were satisfied with the given statement. The following single-minded message was 

constructed by the librarians: “The only library that offers a wide variety of services, delivered 

free of charge, aimed specifically at meeting the needs of the Sasolburg community and 

surrounding libraries.”  

 

																																																													
67	Noted	here	is	the	creation	of	a	Facebook	group	by	public	users	on	behalf	the	SPL	(without	its	knowledge).	As	
the	 library	 itself	 and	 all	 internet	 access	within	 the	 library	 space	 limits	 accessibility	 to	 social	media	 sites	 it	
makes	 information	 provision	 through	 social	 media	 highly	 improbable.	 Even	 greater	 than	 that	 there	 is	 a	
concern	that	social	media	sites	can	be	created,	controlled	and	 input	given	pertaining	to	the	SPL	brand	and	
operation	without	the	library	or	its	management	having	any	form	of	control	or	voice	in	the	matter.	Keeping	
this	predicament	in	mind	librarians	decided	that	they	would	rather	do	away	with	current	internet	groups	in	
place	 unless	 it	 could	 be	 strictly	 controlled	 and	 managed	 by	 the	 SPL	 management	 and/or	 librarians	
themselves.	
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The following table offers a summarised depiction of phase 1, HCD team meeting 3. 

HCD TEAM MEETING 3: PHASE 1 
1) Tools applied Printed depiction of the current SPL vision and mission (informed by provintial policy 

documentation), and a set of questions, guiding the analytical process.   
2) Generated result (1) Minor additions to the vision statement of the SPL; 

(2) No additions or adjustments to the SPL mission; 
(3) The identification of key words from revised mission and statement followed by the 
construction of a single-minded message. 

3) Emergent themes Emergent themes identified are made apparent through newly constructed single-
minded message stating that the SPL (and all librarians) “aimed at meeting the needs 
of the Sasolburg community and surrounding libraries”. This in the mind of the 
researcher/designer means that the SPL is willing to adjust those factors (branding and 
wayfinding) that prohibit it from meeting the needs of its users. 

4) Considerations 
towards future HCD 

team meeting 

The co-creation, and possible expansion on those relevant design suggestion s within 
Branding and Wayfinding answering to the newly constructed single-minded message. 

Table 5.9: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 3, phase 1. 

Concluding the vision, mission and single-minded message we proceeded towards phase 2 

within the HCD team meeting.  

5.5.2.2   Phase 2, HCD team meeting 3 

Phase 2 reverted to ‘Hear’ described within the HCD IDEO toolkit, as I took a step back after 

offering a reflection of accumulated data, granting librarians the opportunity to articulate 

(based on their newly-found knowledge of branding and brand applications) potential design 

applications they felt would best meet the needs of the SPL, its staff and users. This 

identification process took on the form of a casual and open-ended discussion, allowing all 

librarians to contribute towards possible suggestions and concerns, In so doing no 

suggestion was overturned by me, allowing librarians to best identify those applications 

deemed most applicable.  This was done through the following open-ended questions as 

points of discussion within a focus group setting: 

• What do you understand under the term branding? 

• What are you uncertain about when we speak about the term branding? 

• Now given that all participants understand the term branding do you think the vision 

and the mission as we have finalised it is a suitable reference to think of when 

branding this library? 

• What applications would you feel are necessary as part of the brand design? 
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At this stage of the discussion, I continued to remind the librarians that they had already 

identified desirables for a potential brand of the SPL to include: (1) Colourful brand; (2) High 

quality service to be recognised; (3) Integrated wayfinding system within the brand; (4) 

Modern branding honouring the history of the library; (5) and lastly, external signage guiding 

and leading participants towards the library. These identified applications (as reflected 

above) was identified in previous HCD team meeting by librarians due to their first hand 

experience of the shortfall with in the SPL experience, with particular reference to applied 

branding. 

Given the discussions in question, the librarians felt that they had a clear understanding of 

what the term branding implied within the public library context. The only concern/uncertainty 

(which was voiced multiple times during the discussion at this stage) was the approval that 

needed to be granted by management within the Metsimaholo Municipality (which is within 

the SPL functions) towards possible future application. 68 

Following the discussions and possible solutions to this concern or uncertainty, I 

(implementing question 3) reverted to the vision and mission as discussed, questioning 

librarians about possible branding/design applications that could be generated, answering to 

the vision and missions as stipulated. Suggested design applications towards branding by 

librarians can be divided into the following categories69: Apparel; low-cost advertising 

(exclusively available within the municipality service-provider context); general branding 

applications; add-on applications toward a potential branding campaign for later 

consideration, and interior applications that confirm the SPL brand. 

 

 

 

																																																													
68	Noted	within	 this	 discussion	was	 the	 concern	of	 the	 SPL	 functioning	 as	 a	 brand	within	 the	 larger	 applied	
design	 context/or	 brand	 of	 the	 current	Metsimaholo	 library	 structure.	 	 Further	 discussions	 explained	 that	
although	 the	 SPL	 should	 be	more	 clearly	 defined	 concluding	 the	 research	 (functioning	 as	 a	 newly	 applied	
brand	structure,	with	its	own	unique	characteristics),	it	would	still	serve	under	the	Metsimaholo	municipality	
structure	in	terms	of	management,	considering	the	Metshimaholo	logo	and	brand	applications	as	an	add-on	
to	 any	 implemented	 design.	 For	 visual	 examples	 of	 such	 potential	 applications	 please	 view	 the	 design	
application	Addendum	C	to	this	reseach	project	document.	

69	As	part	of	this	discussion,	current	brand	implementations	in	place	were	again	referred	to	as:	a	bookmark,	t-
shirt	 that	 librarians	could	wear	 (if	desired),	a	 library	card	and	an	 internal	newsletter.	What	must	be	noted	
however	is	that	no	two	of	these	applications	consisted	of	any	similar	elements,	with	only	some	displaying	the	
Metsimaholo	logo.	Thus	I	came	to	the	conclusion	that	no	clear	depiction	of	any	recognisable	brand	is	applied	
throughout	the	multiple	applications	currently	in	place,	regardless	of	issues	discussed.	
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a. Apparel 

Suggestions such as newly-applied branded t-shirts, branded jackets serving as winter 

apparel, bags (either reusable or cost-effective) especially made for the patron user 

selecting, carrying and taking out multiple books at one time70. 

b. Low cost advertisement opportunities 

On-going marketing within local newspapers (currently in place), such as the Vaalster, 

provide opportunities for reflecting on services, projects and exciting new developments 

within the SPL (currently free of charge but dependent on the availability of space). 

Alternative suggestions include local business directories and advertising brochures, 

community notice boards often visible at shopping outlets (usually free of charge or have a 

small fee attached) and branded applications or minimised marketing at the bottom of water 

and electricity bills distributed to most community members within the Metsimaholo 

Municipality. 

c. General branding applications  

Such applications would include exterior branded signage applications to the library, 

directing the potential library user from all entrances of the city or points of interest to the 

library; flyers directly targeting schools and preschools which make use of the SPL on a daily 

basis or as an extended integration into existing curriculums; business cards and corporate 

identity including email signatures designed specifically for the senior librarian and 

management team of the library. 

Other suggestions include logo and contact applications on magnetic vinyl sheets that could 

be applied to private vehicles when used for SPL service delivery71; clear indications of 

operational hours on any and all hand-out applications consisting of brand information; a 

variety of removable/retractable banners to be used outside the library to better attract the 

attention of the public user into the library space and lastly; informational display maps at the 

entrance of Sasolburg indicating the SPL (with its newly-branded application) directions 
																																																													
70	 The	 suggestion	 of	 possible	 apparel	 design	 was	 identified	 as	 a	 solution	 within	 held	 discussions	 between	
librarians.	 The	 librarians	 commented	 that	 they	 needed	 to	 stand	 out	 in	 order	 to	 be	 clearly	 visible	 to	 the	
patron	 user	 (if	 assistance	was	 needed)	 and	 that	 they	 had	 to	 look	 like	 a	 ‘team’.	 	With	 regards	 to	 the	 bag	
application,	 the	 participants	 enquired	 to	 other	 platforms	 that	 they	 could	 apply	 branding	 to	 that	 could	 be	
used	within	the	library,	also	allowing	moving	from	out	the	SPL	space.	Given	the	functional	requirements	of	
given	application	the	researcher/designer	suggested	the	possible	application	of	a	bag.	

71	 The	 SPL	 used	 to	 have	 dedicated	 vehicles	 for	 recreational	 and	 service	 delivery	 use.	 Due	 to	 budgetary	
constraints,	 librarians	 now	 make	 use	 of	 their	 private	 vehicles,	 generating	 the	 possibility	 for	 potential	
branding	exposure.	
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toward its facility, and a description (including a photo) of the librarians themselves, giving a 

brief description of their assigned duties and responsibilities within the SPL. 

d. Add-on applications (exterior) 

These would include personal invitations to the library to be distributed via post or SMS; 

Interactive applications ‘actually getting feedback of what the public wants’ (a possible 

suggestion of a Facebook page was made72): Doctors’ rooms, TV advertisements, displaying 

advertisement on LCD screens within doctors’ offices, and lastly buttons or brochures 

promoting the vision/mission of the SPL and the library itself. 

e. Add-on applications (interior) 

Some of the suggestions include interior applications confirming the SPL brand; a wayfinding 

system (fully integrated within branding specifications) including an integrated floor plan; 

staff profile and section denomination or specific services and managerial roles within the 

SPL73; a description the SPL history, their vision and mission, and lastly logo elements 

incorporated into the display design (purely for display purposes).  

 

 

 

 

 

 

 
																																																													
72	 Previous	 attempts	 at	 feedback	or	 suggestions	were	made	by	means	of	 a	 suggestion	box.	 This	 application	
within	the	 library	context,	according	to	 librarians,	proved	 ineffective	 in	generating	feedback	or	suggestions	
that	 could	 be	 integrated	 or	 changed.	 Here	 again,	 social	media	was	 suggested	 as	 a	 possible	 ‘voice’	 of	 the	
public	 library	 users	 to	 the	 SPL,	 and	 although	 valuable	 suggestions	 have	 multiple	 problems	 within	 their	
execution	and	maintenance	(as	discussed	earlier).	

73	As	motivated	 in	previous	chapters,	 the	 librarians	and	the	services	 they	offer	make	up	 just	as	much	of	 the	
brand	as	the	design	applications	themselves.	The	SPL	offering	such	a	particular	and	extended	service	to	the	
public	 all	 the	more	motivates	 for	 applications	 that	 promote	 the	 librarians	 themselves.	 In	 addition	 to	 this,	
applied	at	 the	entrance	of	 the	 library	 together	with	 the	 floorplan,	would	 create	a	 familiarity	 in	 the	 library	
user’s	mind,	firstly	of	the	space	but	also	of	the	services	and	the	librarians	who	provide	it,	essentially	cutting	
down	on	the	emotional	response	of	‘lostness’.	
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The following table offers a summarised depiction of phase 2, HCD team meeting 3. 

HCD TEAM MEETING 3: PHASE 2 
1) Tools applied Open-ended questions guiding discussions on the librarians understanding of 

branding, and possible suggestion of applications they would want of need within the 
given theme.  

2) Generated result Identified applications within Apparel, Low cost advertising opportunities, and general 
branding applications, exterior and interior branding applications. 

3) Emergent themes The need for various branding applications that could be used to identify and possibly 
draw new users towards the SPL space and place. 

4) Considerations 
towards future HCD 

team meeting 

The development of suggested applications identified by librarians as a prototype to 
suggested design applications.  

Table 5.10: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 3, phase 2. 

Given possible branding applications suggested by the librarians, the researcher/designer, 

now having gained an understanding of desired potential branded applications, moved 

towards Phase 3 within this focus group team meeting, which was specifically designed for 

the construction of a potential logo, fundamentally important within any brand integration, 

marketing campaign or general design application. 

5.5.2.3  Phase 3, HCD team meeting 3 

This phase moved toward ‘Create’ within the HCD IDEO toolkit and was dedicated towards 

the generation and co-design of a possible logo application for the SPL, making use of a 

logo design toolkit. The logo design toolkit comprised of four sections: an instructional 

section; a selection of potential typographic application; a selection of potential colour 

swatches, and a creation section offering blank pages for conceptualisation and design 

implementation of the logo. 

Below are visual representations of the sections within the booklet and reasoning behind its 

construction. 

 

 

 

 



	
	

211 

FO
N

T 
C

H
O

IC
E

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG�PUBLIC�LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY

SASOLBURG PUBLIC LIBRARY SASOLBURG PUBLIC LIBRARY

a. Logo design toolkit (Figure 5.46) 

• Instructional section 

This section offered a basic breakdown of the document/toolkit explaining the construction of 

each section, its content and what action is implied, given the described content. Librarians 

found all instructions understandable and could easily implement them. 

• Typographic application section 

This section offered a selection of typographic choices, offering the diverse application of the 

Sasolburg Public Library name for potential selection, to be included as an element within 

the logo design. Typefaces indicated include those that would offer easy legibility, and could 

be applied successfully in branding campaigns, wayfinding systems and general design 

applications. These font choices include: Abadi MT Condensed (font family), Myriad Pro, 

Bangla Sangam MN, Sathu, News Gothic MT, Optima, Trebuchet MS, Futura, Aka Kumu, 

Besas (with variations within the font family); Chapaza, Helvetica, Galderglynn Esquire, 

Meloche, Neoteric,  Neoton, Roboto, and Timeless. 

 

 

 

 

 

 

 

 

 

Figure 5.50: Logo construction toolkit, Typographic selection section. 
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• Colour Swatch section (Figure 5.51) 

Selected colour swatches provided within this section considered those elements discussed 

in the summary to this HCD team meeting and particular phase. Each colour was offered in 

a variety of tones (considering saturation, brightness and variety of tones within an identified 

tone), allowing the librarians more freedom with the design and colour selection process. 

The full colour swatch depiction includes: yellow (with variations), red (with variations); 

orange; purple; pink; brown; green; blue; black and a variation of grey tones74.  

 

 

 

 

 

 

 

 

 

 

 

Figure 5.51: Logo construction toolkit, Colour selection section (four representative pages). 

Ø Creation section  

This section purely consisted of blank pages. It was explained during the presentation of the 

toolkit that designs of a logo (developed, conceptualised and formalised within practice) or 

any other design element, traditionally start with rough drafts/sketches of potential 

applications, assisting within the creation process. Ultimately out of this creation process, 
																																																													
74	Noted	here	was	the	addition	of	colours	also	 indicated	within	the	mood	board	application,	offering	a	wide	
variety	of	options	not	limiting	librarians	with	a	specific	design	application.	
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one specific visual application (depending on the relevance to the overlapping design 

concept) could be selected as the desirable draft. I recommended this experimental process 

to all librarians, explaining that the additional blank pages provided could be used to execute 

the desired draft (this would include pre-sketches and the cutting and pasting of provided 

elements to create collage-like applications of a potential logo). 

Further explained within the demonstration of this toolkit was the fact that librarians only had 

to submit the final draft of the logo design, and could thus fully explore the provided toolkit in 

order to get their desired result. Although it was planned that time be allocated for the 

librarians to start conceptualising and compiling the logo design (within the scheduled HCD 

team meeting), librarians had to attend to an urgent meeting forcing the HCD team meeting, 

and particular phase, to come to an end. As an alternative, as co-designers within the 

research process we agreed to a two-week creative period allowing librarians sufficient time 

to design and construct a logo they felt satisfied with. I, in turn, offered my advice or 

consultation and availability at any time, and could be contacted with any additional 

concerns or questions. 

With the collection of suggested logo design applications (after what ended up to be a 3 

week period) by librarians, I learnt that while some discussed and drafted logo suggestions 

within smaller groups, others had an independent design approach, often including 

additional sources where they felt their skills lacked adequate representation. A total of eight 

logo designs were submitted as suggestions, with one librarian producing three potential 

logo suggestions.75 Design suggestions submitted were as follows.  

																																																													
75	The	choice	of	a	 librarian	not	to	take	part	 in	an	application	or	phase	of	 the	research	process	 (as	stipulated	
within	the	consent	to	participate	document)	is	within	the	librarian’s	right.	Taking	in	the	deliverable	data	from	
the	 logo	 creation,	 the	 researcher/designer	 felt	 confident	 that	 the	 applications	 submitted	 did	 provide	
therefore	a	diversified	application	reflecting	views,	desires	and	needs	identified	by	the	research	participants.	
Thus,	taking	into	consideration	the	eight	submitted	design	applications,	the	researcher/designer	was	able	to	
move	towards	logo	selection	and	refinement	(the	next	phase	within	the	research	process).	
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Fig. 5.52             Fig. 5.53                     Fig. 5.54 

 

 

 

 

 

 

Fig. 5.55    Fig. 5.56         Fig. 5.57 

Figure 5.52-5.57: Logo design suggestion constructed by librarians using logo design toolkit. 

 

 

 

 

 

Fig. 5.58          Fig. 5.59 

Figure 5.58-5.59: Logo design suggestion constructed by librarians using logo design toolkit. 
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Given the completion of this phase with the submission of suggested logo 

design/applications the researcher/designer was able to correlate, analyse, digitise and 

depict variation applications of the selected logos, to be further developed and reflected 

upon in focus group team meeting 4. Given below is a summarised table-depicting phase 3 

of HCD team meeting 3. 

HCD TEAM MEETING 3: PHASE 3 
1) Tools applied Logo design toolkit.  
2) Generated result Draft options of possible logo designs independently created by the librarians using the 

logo design toolkit. 
3) Emergent themes Emergent themes within visual representations of logos to be analysed once received 

and discussed in the following HCD team meeting. 
4) Considerations 

towards future HCD 
team meeting 

The consideration of emergent themes within submitted logo suggestions (designed by 
librarians) as well as a consolation of a singular logo suggestion best encapsulating 
identified themes out of librarians’ logo suggestions. 

Table 5.11: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 3, phase 3. 

5.5.3 Findings 

After implementing HCD team meeting 1, and its various phases and subsections, a number 

of findings were made. Firstly, the SPL and librarians (within the parameters of what policy 

depicts its vision and mission to be) could identify and voice a single-minded message 

displaying what they want the SPL to be identified with, thus influencing potential design 

elements used toward design applications or design suggestions. Secondly, given all 

previous discussions (themed around branding, potential marketing and possible design 

applications), the librarians indicated that they not only understood discussed themes 

embedded in design theory (gaining knowledge about application and thinking processes in 

practice), but that they could analyse their needs and provide applicable examples of 

possible design deliverables or applications specifically speaking towards their identified 

needs and data accumulated.  Thirdly, previous HCD team meetings and data subsequently 

collected (including the provision of a structured logo design toolkit), made for a logical and 

applicable thinking process, transmitting not only data as measurable outcomes, but 

generating much knowledge in terms of problem-solving or potential, creative-generating 

processes (which could be used or transferred in future). 

In terms of toolkits and thinking processes applied within HCD team meeting 3, the data 

collection process (and data collected as a result of implemented processes) proved 

valuable considering the limited skills and knowledge of the librarians to the specifics within 
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design theory and practice. The only problematic aspect that became apparent throughout 

the thinking and application process were the time constraints in terms of availability of 

‘contact time’ between myself and librarians within the case study, and the time taken in 

order to produce one rough draft op possible logo compositions (only the first step towards 

logo generation), not even mentioning the design of multiple branding applications and a 

functional wayfinding system. 

In an effort to accelerate this design process, I76 (applying practice-based principles) the 

designer/researcher selected three logo variations out of the submitted prototypes that best 

answered to the needs described, answered to the attributes of good logo design 

(suggested by theory), and finally covered common denominators captured within submitted 

logo prototypes. 

 

5.6 HCD team meeting 4  

5.6.1 Purpose 

This HCD team meeting consisted of three phases and moved toward ‘Create’ and ‘Deliver’ 

as identified within the HCD IDEO toolkit. The purposes of these three phases were: to 

contextualise the potential logo suggestions within data captured up until that stage, present 

design suggestions from librarians, reflect upon the three selected logos deemed most 

applicable within described SPL context, design theory and the presentation of digitised 

suggested logo’s (created by the myself based on the librarians designed logos). 

5.6.2  Actions/events that took place 

5.6.2.1  Phase 1, HCD team meeting 4 

Phase 1 within this focus group team meeting reflected on data collected throughout the 

research process specifically applicable to the SPL logo generation. This reflection 

considered data gathered within the self-documentation booklet and/or process as well as 

the open-ended discussion/questions held within HCD team meeting 1 specifically. This 

reflection process  also allowed for the identification of the following elements of importance 

(please review HCD team meeting 1 for more descriptive information):  the Metsimaholo logo 

(seen in figure 5.56), suggested colour applications as identified (orange, blue, yellow) and a 
																																																													
76	Noted	here	is	the	change	in	reference	from	“researcher/designer”	to	“designer/researcher”	as	referred	to	
within	the	introductory	section	of	this	chapter.	
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quoted description of the librarians’ expectations specifically applicable to designed 

applications as “a modern brand with a focus on the importance of books” and “remembering 

the rich history of the library, a shift in focus to something that is new and modern” (HCD 

team meeting 3 2016:18).  

 

 

 

 

 

Figure 5.60: Current logo design of the Metsimaholo Municipality. 

This phase within the document purely served as a reflection and was read through within 

the focus group team meeting.  This was done as a collective HCD team, by reading through 

the distributed focus group document, frequently stopping to allow for any contributions or 

questions from the librarians side. Librarians could at any stage intervene or add alternative 

suggestions, but were satisfied with the captured data and potential representation 

presented. The table below is a summarised depiction of phase 1, HCD team meeting 4. 

HCD TEAM MEETING 4: PHASE 1 
1) Tools applied Reflective summary of relevant data gathered and captured within focus group 

document.  
2) Generated result Agreement with presented data, with librarians making no additions, and posing no 

questions. 
3) Emergent themes Previous identified themes by librarians pertaining to logo design preferences to 

include: the Metsimaholo Municipality logo, a specified colour selections, and a 
quotation summarising librarians expectations of possible designs developed 

4) Considerations 
towards future HCD 

team meeting 

Taking identified themes (captured within above presented data) into consideration 
with logo suggestions produces by librarians (in the previous HCD team meeting) in 
order to suggest a singular logo application for the SPL. 

Table 5.12: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 4, phase 1. 

This allowed the continuation of phase 2 within HCD team meeting 4. 
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5.6.2.2  Phase 2, HCD team meeting 4 

Phase 2 involved the confirmation of visual links, in the shape of the inspirational mood-

boards (created and compiled by librarians themselves) discussed within focus group team 

meeting 2 (figure 5.48), identifying images that inspired librarians while identifying the top 

five logo designs (figure 5.23-5.27) from the visual reference boards (provided by the 

researcher/designer) librarians felt most suited towards public library design. This was done 

in order to establish not only what the SPL desired or were inspired by, but also to confirm 

nationally and internationally designed logos as ‘benchmarks’ towards logo selection in 

phase 3. This phase again served as a reflection on accumulated data, presenting a logical 

path in data collection within the design process up to logo creation as seen in the 

summarised table below. 

HCD TEAM MEETING 4: PHASE 2 
1) Tools applied Reference to inspirational mood board and top selected visuals from visual reference 

boards as a reflective account of accumulated data in previous HCD team meetings. 
2) Generated result No interaction was established with the researcher/designer purely presenting those 

images that librarians most selected (using the symbols ýor þ) on indicated visual 
boards. 

3) Emergent themes None, only referring to identified visuals in previous HCD team meeting. 
4) Considerations 

towards future HCD 

team meeting 

Only considering identified visuals as considered data towards the development of a 
singular logo suggestion. 

Table 5.13: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 4, phase 2. 

Given this final reflection we moved towards phase 3 within the research process. 

5.6.2.3  Phase 3, HCD team meeting 4 

Phase 3 aimed at presenting the three logos selected from submitted design suggestions by 

librarians. The three logo applications considered included77: figure 5.53; figure 5.55 and 

figure 5.59. Common denominators identified within the selected depictions were found as 

the representation of: (1) books, (2) a person or identity (often interacting with the given 

material) and (3) colour bars or levels of colours resembling a variety of books (potentially 

from different sections). All depictions were simplified, abstract or realistic. Aesthetic 

elements shared in designs include: simplified vector like shapes, colour blocking (bright 

																																																													
77	Noted	at	this	stage	is	the	generalisation	of	the	created	logos	as	suggestable	applications,	no	longer	being	
linked	to	any	particular	research	participant.	This	was	done	in	order	to	represent	a	depiction	of	the	group’s	
desires	and	the	ultimate	applications	derived	as	a	result	of	that,	instead	of	the	individual	production	process.	
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colours specifically blue, yellow, orange and red), and finally sharp geometric lines and 

corners separated by tones or shades of colour, offering an illusion of depth or three-

dimensionality within the two-dimensional depictions. These common denominators 

identified (by the designer/researcher) were presented to the librarians, asking if all were in 

agreement with identified element. No questions or additions were made by the librarians 

with all in agreement and satisfied with the common denominators identified and top three 

logo selection made. 

This enabled me to presented digital renderings of the submitted selected logos (from 

generated applications by librarians), offering two variation options within each selected logo 

element. These variations were made e considering and combining selected logo, common 

denominators identified and derived data as reflected upon in phase I and 2. Given the 

motivation behind the selection of the above logo draughts, I again gave the librarians the 

opportunity to voice concerns they might have with this selection process. They again felt 

satisfied with both the motivation, and three selected applications, and the offered variations 

derived from the selected logo elements. Below is a depiction of the three identified logos 

and their two digitised variations. 

 

 

 

 

 

 

 

 

 

Fig. 5.61 (a)    Fig. 5.61(b)   Fig. 5.61(c) 

Figure 5.61 (a-c): Presentation of digitised variations derived from selected designs by librarians. 
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Following the presentation of possible logo variations, I gave the librarians the opportunity to 

identify possible logos they felt could potentially be applied or further developed. Librarians 

identified option 1 (of figure 5.61[a]) as problematic, adding that they felt the ‘open book’, as 

design element should be kept, but that the depiction of the acorn tree leaf78 was 

problematic. Librarians identified that the second and third logo applications within the first 

logo development held some promise. Discussing logo variation number 2, participants 

strongly identified with variation 2. They were, however, concerned that this depiction would 

be “too modernistic” (HCD team meeting 4 2016:6), and because of that not be as 

memorable or identifiable with the SPL as space and place, adding that it would be better 

suited if the library functioned within a corporate or privatised environment. Lastly, librarians 

identified with the third logo design, noting that it seemed simplified and contemporary. They 

added that the geometric construction of the third logo variation lends itself to a potential 

application for a wayfinding system and/or signage they would potentially want to see as it 

simulated a sense of movement. Considering the conclusion of this phase, and the HCD 

team meeting the table depicted below offers a summarised depiction of phase 3, HCD team 

meeting 4. 

HCD TEAM MEETING 4: PHASE 3 
1) Tools applied A presentation of common denominators identified and the developed logo 

suggestions depicted in the focus group documentation (distributed to each librarians). 
2) Generated result The selection of three logos of interest out of presented logo variations. 

3) Emergent themes Books (captured in logo selection 1 0, and geometric “modern” construction simulating 
movement. 

4) Considerations 
towards future HCD 

team meeting 

Further refinement and exploration of selected logos towards the depiction of a 
singular logo suggestion for the SPL. 

Table 5.14: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 4, phase 3. 

5.6.3 Findings 

Keeping in mind the above discussion of the preferred logo and design, suggestions were 

noted, selecting two logo variations (from figure 5.51[a]), and logo variation 3 (from Fig. 

5.51[c]). Given this logo selection or identification, I was able to compile and expand logo 

variations depicted allowing for its presentation in HCD team meeting 5. 

																																																													
78	The	depiction	of	the	acorn	leaf	had	to	with	a	previous	connotation	between	trees	and	the	town	Sasolburg.	
Multiple	 years	 ago	 Sasolburg	 was	 known	 for	 having	 the	most	 acorn	 trees	 in	 the	 Free-State,	 a	 point	 that	
appealed	to	visitors	and	residence	of	the	town.	This	has	 in	time	passed	become	redundant	and	because	of	
this	librarians	felt	it	should	not	be	depicted	in	the	logo	design.	
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5.7 HCD team meeting 5 

5.7.1 Purpose 

HCD team meeting 5 and all correlating documents were structured moving within the ‘Hear’, 

‘Create’ and ‘Deliver’ identified within the HCD IDEO toolkit. 

Phase 1’s purpose was to reveal digitised interpretations of the SPL logo application, 

offering an open-floor discussion on which of the presented logos best represented the SPL. 

This phase can be considered as a prototyping phase allowing for the librarians and HCD 

team to consider logo applications developed, making suggestions or alterations towards a 

finalised logo. This was done by providing each librarian with a document constructed to 

specifically depict digitised variations of potential logo applications derived from design 

elements ─ identifying common denominators found within the selected logos. Keeping the 

above mentioned in mind a variety of 11 possible logo applications were presented, made 

visible in figures 5.62 and 5.63. 
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Figure 5.62: Presentation of digitised variations derived from selected designs of librarians (page 1 of 

2). 

 

 

 

 

 

 

 

Figure. 5.63: Presentation of digitised variations derived from selected designs of librarians (p.2/2). 

Each logo within the document was explained to librarians, indicating the design suggestions 

it was derived from, the data that supported the application of it, and the visual elements 

depicted within each logo prototype. Logo 1-6 (identifiable within figure 5.62) focused on 

variations of logo 1 as selected within Phase 1 of HCD team meeting 4, aimed at displaying 

the importance of books, the community the library serves and the interaction between the 

library as a service provider and a multicultural diverse community. The look of this (keeping 

in mind prescribed colour selection) closely followed the suggested colour applications made 

within the selected logo prototype.  
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Logo suggestions 7 and 10 collectively aimed at providing to a more ‘modern’ typographic 

design application (derived from logo 3, variation 3 in HCD team meeting 4), offering a clean, 

geometric design (while considering the layer application and book-like representation). 

Logos 8 and 10 aimed at finding an intermediate between the ‘municipal’ (please refer to the 

Metsimaholo municipality logo depicted earlier within this chapter) and ‘modernistic’ 

application (logo 3, focus group team meeting 4). Logo 9, in turn, moved away from the 

symbolic representation normally found within the municipal applications, delivering 

recognisable and identifiable ‘community members’ as identified within the needs 

description. This logo aimed at providing a visual scope of the diverse community the library 

serves within the depiction of different ages, categories and interest. 

5.7.2 Actions/events that took place 

Participants, guided by the researcher/designer, were asked to select those logos they felt 

(keeping in consideration all derived data as well as the co-creational process) would be 

best applicable for the identity and brand development of the SPL. Following this request a 

discussion occurred with each research participant identifying, motivating and discussing 

various presented variations of the applied logos. Participants finally identified two logo 

variations: logos 5 and logo 7 depicted with the applications below. As no final decision 

could be made (using a democratic using process) the librarians requested the possible 

alterations to be made on both selected logos, causing the researcher/designer to conclude 

the HCD team meeting. Alteration that were suggested were minor, only requesting that 

different colour options be provided with specific reverence to the name and typographic 

application in the logo. The following table offers a summarised depiction of phase 1, HCD 

team meeting 5. 

HCD TEAM MEETING 5: PHASE 1 
1) Tools applied Various depicted logo applications captured in a logo selection document. 
2) Generated result The selection of two logo variations out of presented applications with inconclusive 

decision towards a final logo rendering. 
3) Emergent themes Books, librarians, and the users of the library and geometric shapes simulating 

movement. 
4) Considerations 
towards future HCD 

team meeting 

The alterations of colour depiction as suggested by librarians towards final logo 
development. 

Table 5.15: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 5, phase 1. 
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Given the data captured in HCD team meeting 5, the designer/researcher adapted the focus 

of group team meeting 6, creating ample opportunity for the continuous alteration and 

selection of a potential logo application. 

 

 

 

 

Fig. 5.64       Fig. 5.65 

Figure 5.64 and 5.65: Logo 5 (6.62) and logo 7 (5.63) selected as part of applied prototype 

suggestions toward refinement within focus group team meeting 5. 

5.7.3 Findings 

Phase 1, within HCD team meeting 5 served as a reflection and selection phase derived 

from discussions and suggested alterations made within HCD team meeting 4. Considering 

the continued design or editing process HCD team, meeting 5 was scheduled a week from 

the conclusion of HCD team meeting 4. This enabled the designer/researcher to spend little 

time on reflecting discussions held and alterations that had to be made allowing the 

presentation of the final logo suggestions towards possible applications in HCD group team 

meeting 6.  

 

 

 

 

 

 

 



	
	

225 

5.8 HCD team meeting 6 

5.8.1 Purpose 

HCD team meeting 6 consisted of one research phase and moved towards ‘Create and 

Deliver’ as identified within the HCD IDEO toolkit. The purpose of this team meeting was to 

identify and finalise the suggested logo, which would represent the SPL. This was done by 

presenting selected logos identified within HCD team meeting 4, reminding librarians of 

suggested alterations that had to be made, finally presenting a finalised logo for approval by 

librarians.  

5.8.2 Actions/events that took place 

A final selection was made by the librarians as a group, identifying figure 5.66 (indicated 

below) as the final logo depiction. This was accomplished through an open-ended discussion 

with all participating librarians, democratically selecting the relevant logo. Although minor 

alterations were made reflecting on suggestions in HCD team meeting 5, participants 

reverted to (after some reflection) the logo outline document produced within  HCD team 

meeting 5, selecting logo number 5 as main applications. 

 

 

 

 

 

Figure 5.66: Final approved logo to be representing the SPL and form as reference base for all future 

design. 

Librarians also felt that logo 7 (depicted within figure 5.62) or elements within the suggested 

logo construction related to ‘a call to action’ resembling an “arrow” indicating “the way to 

come” (HCD team meeting 6 2016:5). Suggestions were made towards its possible 

application, incorporated as part of the wayfinding design, while identifying that figures 

depicted as elements within logo number 9 (seen in figure 5.63), be used within potential 

interior applications to the library, especially the teenage and young adult sections. The 

librarians felt that those elements or visuals are better associated with collective groups of 
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individuals. Lastly, the librarians noted that the use of bright colours (regardless of the 

application and where it would be applied) would pique the interest of a “younger crowd” 

(HCD team meeting 6 2016:6) and potentially generate a bigger interest in the library. 

Having selected the final application and potential elements for other applications, librarians 

acknowledged their limited knowledge of logo alteration and application on different 

outcomes as deliverables within a brand, stipulating (and granting permission) that some 

compositional variations could be made on the final selected logo design (depending on its 

relevance within said application). Given this discussion, all stakeholders in the design 

process felt satisfied with the logo, but then a discussion ensued analysing and reflecting on 

the selected logo. At this stage, although the derived logo could be seen as a the result of a 

structured design process leading from co-created design, identified desires, needs and 

collected data, librarians analysed the logo as a visual depiction. During these discussions, 

the elements depicted in the logo and their potential symbolic meaning (as interpreted by the 

librarians) were noted as follows: 

The librarians felt that the prominent depiction of the colour blue symbolised the sky and 

would thus retain a meaning of “reaching for the sky”(HCD team meeting 6 2016:12), while 

identifying figures illustrated arising from the books with the shape of a flame. Symbolically, 

as a group it was decided that this flame connotation would symbolise “the intellectual fire” of 

the library (HCD team meeting 6 2016:12), its staff and the public users that makes use of 

the SPL facilities. At this stage I (grounded within design process and practices), questioned 

this symbolic interpretation, as the logo construction clearly followed a logical construction, 

implementing several steps and constantly reflecting on collected data. The librarians 

responded to this by simply stating that the logo would need to be explained externally 

outside the context of this research process to the illiterate and literate alike, and thus could 

be motivated if questions arose regarding its generation and the reasoning behind the logo 

design. A particular example of its integration in story-hour was made (held within the 

children’s section), explaining that children would have to be given an analytical, symbolic 

interpretation of the final logo application. 

In the closing discussion to the HCD team meeting, the librarians stated that they “learnt not 

only a little, but a lot” during the research process (HCD team meeting 6 2016:15), 

answering to the “transferral of knowledge” or “tool” or “template” towards possible problem-

solving (HCD team meeting 1 2016:19), identified as an expectation or desire within HCD 

team meeting 1.  
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The following table presents a summarised depiction of phase 1, HCD team meeting 6. 

HCD TEAM MEETING 6: PHASE 1 
1) Tools applied Two individual logos presented in focus group documentation.  
2) Generated result The selection of a final rendering to serve as the logo for the SPL followed by a 

symbolic interpretation analysing the various elements the logo is constructed out. 
3) Emergent themes Symbolic interpretations better relating to public library users, learnt experience and 

problem solving tool or template as a result research process to be used towards 
future problem solving 

4) Considerations 
towards future HCD 

team meeting 

Given the final logo selected to represent the SPL, development of various identified 
branding applications identified as a need by librarians could take place. 

Table 5.16: A summarised table depicting selected tools, general results, emergent themes identified 

and considerations towards future HCD team meetings of HCD Team meeting 6, phase 1. 

5.8.3 Findings 

Keeping all data generated within HCD team meeting 6, and the reflective findings from HCD 

team meetings 3-6 in mind, the designer/researcher came to the ultimate conclusion that: 

a. Regardless of the structural, logical, and or research-led, co-design process, the 

librarians still considered the finally presented logo based on its symbolic application 

alone .This (as mentioned within HCD team meeting 6’s discussion), may have called 

into question the aesthetical end result of the finally approved logo. 

b. Secondly, the designer/researcher (evaluating the findings of focus group team meetings 

3 to 5) identified time constraints embedded within the co-design process (recognised as 

part of the HCD research process), questioning whether the process (captured within 

various problem-solving tools and processes) outweighs the librarians’ desire to just 

have something aesthetically pleasing and colourful. This suspision is confirmed by the 

librarians upon requesting possible dates towards futher developent of both branding 

and wayfinding applications (motivated by the availibility of their time) insinuating that I 

should move outside of the co-design process, presenting developed designs as 

prototypes only to be altered or adjusted as a final step towards protentail applied 

designs to the SPL brand. This brings in to question the co-creational process.  

c. The co-creation process critically questions the ‘democracy’ associated within the design 

process and the effect it has on the production within a given time-frame. At some stage 

(as mentioned within previous discussions), in order to provide feasible outcomes and 

possible design applications (as deliverables out of the research process), and keeping 

in mind the time that reseach participants were able or willing to put aside in order to 

develop design suggestions the co-creational – ‘all have an equal say in design’ would 
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have to come to an end at some point, moving in and out of the co-creations phase in 

order to complete expexted design deliverables. 

In light of the above-mentioned concerns, the research process and the originally identified 

expected experience and/or needs (to ultimately produce design applications that could 

make a tangible difference to librarians’ operations and interaction with the SPL as space 

and place), I indicated the need for a member checking session79, editing the co-creational 

HCD research process, and only presented the suggested design applications as 

prototypes, incorporating those suggestions made by librarians within past HCD team 

meetings. This would, in theory, deliver applications that are based upon the finalised SPL 

logo (co-design using HCD thinking and problem solving processes), considering the data 

and applications identified as needs within the themes wayfinding and branding, granting 

librarians to make final recommendations towards presented prototypes. This would offer 

design applications that librarians would have a certain level of involvement with, while 

granting the opportunity for researcher/designer to design independently (guided by data 

collected) providing for and acceleration in design productions within identified needs. 

Because these suggestions (based on the conclusions of HCD team meeting 6) would fall 

beyond the parameters of co-design and the HCD research and problem-solving process, I 

would have to revert to a design process established in practice, producing design 

suggestions purely based on data collected as part of a research process. 

Because of this, it was determined that there would be a need for one additional contact 

session (a member checking session) with the librarians towards testing derived prototypes 

within both branding and wayfinding applications based on identified needs and a reflective 

account of HCD team meeting 1-6. This would validate not only all data collected but also 

provide the HCD team with an opportunity to ‘check’ that the design suggestions are a true  

and accurate depiction of the desired applications. The librarians, agreeing to this 

suggestion (and alteration of the co-creational process), offered me one last member 

																																																													

79	Upon originally completing HCD team meeting 6, the researcher/designer proposed (based on collected data 
in HCD team meeting 1-6) design applications that could potentially be integrated towards problem-solving at 
the SPL. At this point she concluded her research process, and submitted the research project, but failed to 
complete the HCD research process, not adequately ‘testing’ the applied design suggestions against the HCD 
team and management. Because of this the researcher/designer had to go back to the SPL and request 
another contact session, which would, in this chapter, be referred to as the member checking session.  This 
would allow for the prototyping of presented design solutions, testing and refining them according to the 
wishes of both the HCD team and management. The researcher/designer acknowledges here that 9 months 
had passed between HCD team meeting 6 and the member checking session, although she feels that this 
made for a refreshed analysis of design suggestions by the participating librarians and management of the SPL. 
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checking session allowing for the presentation of suggested design applications towards 

final recommendation, before concluding the research process and presenting research and 

subsequent derived design applications to the SPL management. This ultimately led to the 

last focus group session referred to as a member checking session. 

 

5.9 The member checking session 

5.9.1 Purpose 

This member checking session consisted out of 6 phases. The purpose of phase one was to 

provide a reflective account of the HCD research process from the first HCD team meeting 

up until the preceding team meeting (HCD team meeting 6), highlighting data that ultimately 

contributed to, and guided towards the suggested design applications as prototypes to this 

HCD team meeting. This was deemed necessary, as some time had passed from the 

conclusion of the 6th HCD team meeting, providing the librarians with a condensed review of 

the co-designed process, data subsequently derived and the suggested designs that would 

be tested in this team meeting. Keeping in mind the limited time available for the six planned 

phases (more specifically two hours each), phase one offered a broad overview of the 

research process providing each librarian with a detailed summary of al HCD team meetings  

(1-6) in phase one of the member checking sessions documentation. This would allow the 

research participants80 to follow the summary provided (granting them the opportunity to 

intervene at any time, while having a detailed description at hand should they feel further 

investigation is required). 

The completion of phase 1 would allow the HCD research team to proceed towards phase 2. 

The purpose of phase two was to provide research participants with a visual presentation of 

possible applied branding suggestions. These applications were developed by the 

researcher/designer, considering all of the data collected summarised in phase 1 of this 

member checking session. This branding prototype was presented within the member 

																																																													
80	The	research	participants	to	this	study	had	one	addition	in	the	member	checking	session.	Upon	confirming	
the	team	meeting	date	and	time	two	days	before	with	the	senior	librarian	and	managing	authority	to	the	SPL	
library,	 I	was	 informed	 that	 the	manager	of	 the	SPL	would	be	 joining	 in	 the	 team	meeting	 concluding	 the	
research	 process.	 As	 research	 participants	 had	 continuously	 kept	 library	 management	 up	 to	 date,	
management	was	not	only	aware	of	the	research	process	and	various	tools	applied	but	wanted	to	participate	
in	 the	 final	 presentation	 of	 the	 designed	prototype,	 arguing	 that	 a	managerial	 perspective	 and	 view	 from	
outside	 the	 research	 process	 could	 provide	 some	 valuable	 insight.	 Considering	 this	 argument	 and	 the	
predetermined	 conditions	 to	 the	 research,	 I	 welcomed	 the	 SPL	 managers’	 participation	 in	 the	 member	
checking	 session.	 I	 accepted	 that,	 because	 the	 research	participants	 agreed	 to	 the	 arrangement	 (and	only	
because	they	agreed),	the	manager	would	be	covered	by	the	informed	consent	from	the	librarians.	
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checking session documentation depicting proposed design application, followed by a 

question and answer session, allowing for the research participants to make any comments, 

alterations or suggestions to presented applications verbally, creating the opportunity for 

what I hoped to be an active debate and detailed feedback. The prototype presented 10 

design applications as suggestions, providing for a SPL brand prototype. 

Phase three of the member checking session aimed at gathering even more feedback from 

research participants (should the reaction of the research participants not have gone as 

originally anticipated), providing for yet another opportunity to change, suggest alterations, or 

comment on presented suggested design applications. This was done by means of a set of 

open-ended questions, guiding the conversation and reflecting on presented applications. 

Questions were furthermore structured to reference those theoretical attributes identified 

within ‘successful brand design’ as found in theory (chapter 3). Presented here are 

subsequent questions posed as well as the theoretical references (discussed in at length in 

chapters 3) referred to in its initial construction81: 

Question 1 

Do you think the design presented represents the SPL as a brand that is strongly identifiable 

and recognisable (Healy [2008] and Potter [2012])? 

 

Question 2 

Do you think the suggested design applications represent the SPL as a unique entity? 

 

Question 3 

Given the design suggestions made, what are (a) your overall experiences of suggestions 

made, and (b) how do you think these suggestions will influence library users’ experience?  

 

Question 4 

Do you think the suggested design represents the revised vision and mission of the SPL and 

its unique “personality” (Potter [2012] and McLean [1998])? 

 

Question 5 

Do you think the suggested design fits with your library users’ demographic (Potter [2012])? 

 

 
																																																													
81	 The	 researcher/designer	 felt	 that	 basing	 these	 guiding	 questions	 within	 theory	 is	 necessary,	 as	 it	 would	
provide	 for	 an	 accurate	 account	 of	 the	 suggested	 design	 applications	 and	 its	 applicability	 within	 design	
practice.	



	
	

231 

 

Question 6 

Would you feel that the presented designs should be considered for physical 

implementation? Please provide a reason for your answer. 

 

Question 7 

Are there any alterations you think should be made, and if so, please specify which 

suggested design application and alterations you would require? 

 

Phase four of the member checking session presented a paper prototype simulation 

capturing the suggested implemented wayfinding design, specifically providing for a 

simulated experience of three identified navigable routes within the SPL. The aim of this 

section was to test the simulated wayfinding prototype within a real life context, critically 

analysing and experiencing suggested applied designs within the physically experienced 

routes in the SPL space.  The simulated wayfinding prototype was presented in three 

individual prototype booklets, with each booklet having an assigned route, provided to 

research participants groups in random sequence. These research participant groups were 

formed based on a decision made by the researcher/designer for two reasons. The first 

reason was that the simulated experience proved unusual. By allowing the navigation 

process to be undertaken in a group format, the researcher/designer hoped that participants 

would (together) assist in in supporting those insecurities that arose because of the 

simulated experience. The second reason for this group division was to allow for discussions 

between research participants before, during and after the simulation was completed, 

providing valuable insights towards the applied design and possible adaptations. These 

groups were not influenced by the researcher/designer at any stage of the prototype test, 

with research participants selecting and navigating82 within a group of their own choice. 

Routes selected were based on those routes plotted at previous HCD team meetings 

simulating the navigation experience of three identified routes83. These routes included: 

																																																													
82	This	navigation	process	meant	that	the	research	participants	physically	moved	through	the	SPL	space	with	
the	booklet	 in	hand.	 This	 allowed	 them	 to	 reflect	 on	 the	 simulated	design	 suggestion	 as	presented	 in	 the	
prototype	booklet,	while	offering	them	the	opportunity	to	 ‘find	themselves’	within	the	physical	space.	The	
researcher/designer	planned	the	prototype	test	in	this	manner	to	further	allow	the	research	participants	for	
the	 opportunity	 to	 pick	 up	 on	 any	 design	 applications	 that	 might	 have	 been	 missed	 in	 the	 simulated	
prototype.	

83	 The	 researcher/designer	 chose	 to	 only	 simulate	 three	 routes	 captured	 during	 the	 preceding	 HCD	 team	
meeting.	 This	 was	 done	 due	 to	 the	 limited	 time	 available	 for	 this	 member	 checking session.	 If	 the	
prototypes	 were,	 however,	 simulated	 correctly,	 they	 would	 (in	 theory),	 capture	 not	 only	 the	 designated	
routes,	 but	 additional	wayfinding	 applications	 simulated	 as	 part	 of	 the	 simulated	 navigational	 experience.	
Given	 that	 the	 SPL	 would	 presumably	 decide	 to	 integrate	 the	 suggested	 wayfinding	 system,	 each	 route	
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Route 1: The secondary entrance of the SPL to the Children’s Reference section (level 3); 

Route 2: The primary entrance of the library to the bathroom facilities within the SPL (level 

1); 

Route 3: The secondary entrance of the library to the Fiction section (level 3). 

Each simulated paper prototype booklet included a description of the term ‘prototype’ and an 

explanation as to how it would be applied in this specific simulated context, providing an 

instruction determining that the research participants should move towards ‘point a’ and start 

the navigational journey until they have reached their assigned designation ‘point b’. The 

booklet lastly explained the specific route assigned to the group, closely followed by the 

simulated applied wayfinding suggestions, each time providing a designated space in the 

booklet for the research participants to make notes with regards to suggestions, and 

possible alterations. In addition to the ‘suggestion section’, the researcher/designer also 

encouraged participants to draw or physically alter those simulated designs presented within 

the booklet if they deemed it necessary. 

Phase 5 of the member checking session moved towards receiving feedback of the 

simulated wayfinding application (and applied prototype) once all research participant groups 

had completed their navigational journey. This feedback took the form of a discussion within 

the design team and was again guided by a set of open-ended questions derived from 

theory presented in previously discussed chapters. Structured questions captured in the 

member checking session document read as follows: 

Question 1 

Did the suggested signage in the prototype feel logical and did it make for a logical and 

natural navigational experience? If not, why not? 

Question 2 

Could you find an easy link between those applications made without any frustration? If not, 

what did you find frustrating? 

Question 3 

How would you compare the current experience of navigating this route with the simulated 

experience represented in the prototype? 

																																																																																																																																																																																													
would	 have	 to	 be	 simulated	 separately	 following	 the	 same	 prototype	 format,	 allowing	 for	 a	 thorough	
representation	of	applied	design	towards	implementation.	
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Question 4 

Could you identify, recognise and categorise each of the suggested applications easily 

during the navigational experience to get to the determined point of interest, and if not what 

suggestions would you make towards improvement? 

Question 5 

Were all design suggestions legible, meaningful, contrasting and simple enough to 

understand, and if not, what suggestions would you make towards their improvement? 

Question 6 

Were all design suggestions made strategically placed, and if not what suggestions would 

you make towards their improvement? 

Question 7 

Are there any aesthetical or form changes/additions you would like to suggest regarding any 

of the suggestions made?  

Concluding the open-ended questions all of the simulated paper prototype booklets 

(provided to participant groups at the beginning of this phase) were also collected from 

participant groups to further inform data captured once the member checking sessions’ 

conclusion.  

Phase 6, the final phase within this member checking session was aimed at reflecting on 

those additions, changes and comments made completing phase 5. This was accomplished 

through an informal, yet reflective discussion, posing only one question to the research 

participants. The question posed read: 

As we conclude this focus group and member checking session with a holistic view of the 

research process and all seven focus groups held, can we please take a few minutes to 

discuss your experiences of this process, what you found valuable and how you feel this 

process assisted you as a staff member, the SPL and the library users (if suggestions were 

to be implemented)? 

This allowed the researcher/designer to listen to any last contributions the participants may 

have had to this member checking session and/or the entirety of the HCD research process, 

enabling the researcher/designer to conclude the member checking session. 
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Given this introduction to the member checking session, and a basic description of tools 

used, I could now continue to describe actions and detains that took place within each 

phase, providing for a summarised depiction of findings at the end of each phase. 

5.9.2 Actions/events that took place 

5.9.2.1  Phase1, the member checking session  

Phase one, supported by the member checking session documentation (distributed to each 

research participant) provided for a brief summary of data collected during the research 

process. The overview included work done before my initial approach of the SPL, and 

reflective account of HCD team meetings 1-6, highlighting those tools84 that were found most 

useful in term of data generation. 

Some of the tools reflected upon briefly included the self-documentation toolkit for librarians, 

the mood boards and visual reference boards, the logo construction toolkit and processes 

that led to the final selection and adaption of the approved SPL logo. Each tool was depicted 

in the member checking documentation, providing both a visual of the physical implemented 

tool, and subsequent designs derived from its integration. After this brief depiction of tools 

that were integrated, and events that took place, I allowed for any questions and or additions 

from the research participants. All participants nodded when asked whether they have any 

questions and suggested that I could continue to the next phase of the member checking 

session. The following table offers a summarised depiction of phase 1 of the member 

checking session. 

MEMBER CHECKING SESSION: PHASE 1 
1) Tools applied A reflective process of all-previous HCD team meetings, tools used and data derived 

as a result- al presented in the focus group documentation.  
2) Generated result All research participants were in agreement with this summarised depiction of events, 

posing no counter arguments or questions to the researcher designer. 
3) Emergent themes Research participants deemed the reflection an accurate depiction of events and HCD 

team meetings that took place. 
4) Considerations 
towards future 

implementation 

A motivation of how the derived data was considered by the researcher/designer in 
suggested design applications and simulated applications. 

Table 5.17: A summarised table depicting selected tools, general results and emergent themes 

identified in the member checking session, phase 1. 

 

																																																													
84	 For	 a	 detailed	 reflection	 of	 all	 tools	 used,	 please	 refer	 to	 the	 in	 detail	 description	 in	 previous	HCD	 team	
meetings.	
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5.9.2.2  Phase 2, member checking session 

In moving towards phase 2 of the member checking session, research participants were 

instructed to page towards page 11 (in the member checking document), providing for a 

depiction of simulated branding applications in the branding prototype section of the 

document. These documents (as explained in the introduction to this chapter) offered the 

simulated design applications (developed based on the identification of the research 

participants in the previous HCD team meeting), while encouraging the participants to 

question, add and make suggestions towards the applied design. Below is a depiction85 of 

each branding simulation in the branding prototype as well as the comments and 

discussions that followed. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 5.67: Suggested branding applications: Applied branding (revised logo) to the exterior structure 

of the SPL, entrance 1. Design suggestion by researcher/designer. 

  

The first suggested design application included a depiction of SPL logo design to the outside 

of the SPL architectural structure, presenting the research participants with a possibility of its 

integration. The participants’ response as a group was positive, with one participant adding 

that it was “very nice”. Another research participant reflecting on the SPL logo developed, 

stated, “I like this guy, I like this logo with the people jumping out of the book it's very nice” 

																																																													
85	To	make	for	an	improved	reading	experience	all	depicted	design	applications	are	displayed	in	small	formats.	
For	 a	 larger	 format	 depiction	 of	 all	 figures	 in	 the	 remainder	 of	 this	 chapter	 (including	 finalised	 design	
suggestions	after	renditions	have	been	made),	please	refer	to	Addendum	C.	
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(Member checking session 1 2018:13).  At this stage, the researcher/designer motivated that 

the logo as well as the colour application within and outside the SPL architecture (such as 

the pillars), was done specifically keeping in mind the integration of colour as an request 

identified by research participants in previous HCD team meetings. I then continued to 

motivate that the colour application also kept in mind research participants request to make 

the SPL building more visible, potentially drawing new users in from outside the greater 

surrounding areas. Lastly, I motivated that all other applied design currently in place has 

been removed in the simulated depiction, creating for an accurate representation of what the 

SPL could look like if suggested branding applications were physically integrated within the 

SPL. The participants as a group excitedly reflected on the applied design, and with no 

further suggestions concerning possible additions or changes, and then proceeded paged 

towards the next brand design simulation. 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Figure 5.68: Suggested branding applications: Applied branding to SPL apparel-shirt design front and 

back. Design suggestion by researcher/designe 
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Figure 5.69: Suggested branding applications: Applied branding to SPL apparel-blazer design front 

and back. Design suggestion by researcher/designer. 

 

The next design simulated brand application depicted was apparel specially designed based 

on the request of the participants. The design suggestions included a t-shirt design with two 

of the colours (orange and blue) that formed part of the newly designed SPL visual identity. 

This included a set of jackets (for the winter months) speaking to the same effect. This 

variation is colour depiction was done intentionally. In so doing I wanted to provide the 

research participants with an option of selecting the depiction they felt was most applicable 

and desirable. Each application depicted the SPL logo, as well as the Metsimaholo logo the 

SPL is governed by. 

 

Although the participants responded well to the presented designs, SPL management 

informed me that since the last HCD team meeting the SPL had been “reshuffled” within its 

governance structure, and since then reports directly to the Free-State Provincial 

management. Considering this newly found information the depiction of the municipality logo 

would have to be replaced with the Free-State Provincial logo (which library management at 

that stage volunteered to provide). I acknowledged this and the research participants were 

satisfied with suggested adaptation. After a brief enquiry as to how and where such 

suggested apparel could be produced, I continued to state that I had also simulated applied 

design on tailored application for both males and females (as is made evident by the visual 

depictions), providing more options within the applied design. This would leave its intended 



	
	

238 

application and use within the discretion of the research participants and SPL management.  

At this time, I motivated that the design had also been created keeping in mind how 

librarians would look moving within the space, considering this design structure within 

applied wayfinding visible in the prototype still to come.  At this stage, one participant noted 

that although she was pleased with the presented application of the jacket, she thought that 

the white base of the shirt would provide for some challenges. She explained that in working 

with books, especially the repair of books, there is often a great deal of dust, and because of 

this white would not be deemed the most applicable colour. Other participants then 

suggested combining the colour in the t-shirt, offering a two-toned design, while another 

participant referred to the jackets, suggesting that the shirts might only take on one solid 

colour. Lastly, the participants suggested that the design could be applied to a black shirt, as 

this was deemed a fitting solution to the problem at hand. Taking all the suggestions into 

consideration, I pointed out that various possibilities would be presented (based upon the 

request within this member checking session), granting the SPL management to make a 

final decision towards its application86.  

The participant again felt satisfied with this and did not suggest any additional alterations or 

changes. This allowed the HCD team to proceed to the next brand simulation for the SPL, 

namely a reusable bag application that could be used within and outside of the library. 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 5.70: Suggested branding applications: Applied branding to SPL book bag. Design suggestion 

by researcher/designer.  

																																																													
86	The	consideration	of	all	applications	would	have	to	take	into	account	the	budgetary	constraints	of	the	SPL.	
Because	of	this,	and	reflective	in	discussions	later	within	this	member	checking	session,	all	design	simulations	
only	 offered	 a	 suggested	 application,	 and	 would,	 in	 order	 to	 become	 a	 viable	 option,	 adjust	 as	 needed	
according	to	the	budget	provided	should	its	implementation	be	accepted.	
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The design application on the bag was based on the suggestions of the research 

participants, stating that they needed a platform that could assist the end-users within the 

library space, whilst serving as a mechanism that could potentially be used towards 

marketing the SPL outside of the SPL space. Two options were again presented as 

displayed in the figure above, depicting the application of both the Metsimaholo Municipality 

and the newly constructed SPL logo, as well as two colours captured within the newly 

structured visual identity of the SPL.  The participants suggested that the Metsimaholo logo 

would have to be replaced by the Free-State Provincial logo. In addition to this, as 

participants noted, “don’t you think the bags might also be a bit light...” (Member checking 

session 2018:15), and she continued to suggest that a colour combination might be required 

or alternatively a solid colour depiction throughout the bag. I thanked the participant for this 

contribution and asked if there were any other suggestions or comments. The participants 

indicated that they would like to proceed towards the next simulated suggestion in the image 

seen below. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.71: Suggested branding applications: Vehicle “wrap” and removable vehicle branding 

magnet strip (librarian’s private vehicles). Design suggestion by researcher/designer. 
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The decision to depict a vehicle wrap and magnetic strip application took into consideration 

previous discussions where librarians made use of their own private vehicles when 

conducting any type of outreach service as part of standard SPL service delivery. One 

application thus provided the librarians with the option of applying a magnetic strip when 

they are on duty, while granting them the opportunity to remove the design application 

should they use the vehicle in a personal capacity. The additional design depiction 

suggested a vinyl application that could serve as an optional application. This was 

suggested towards a more permanent application, should the SPL in future have a 

dedicated vehicle for the SPL outreach services (this would replace the library bus that was 

used in previous years at the SPL).   

The participants indicated that the magnetic application would serve as a valuable 

application and did not indicate the need for any changes. With the participants satisfied, the 

HCD team proceeded towards the simulated application of indoor collapsible banners.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Figure 5.72: Suggested branding applications: Applied branding to indoor collapsible banners. Design 

suggestion by researcher/designer. 
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This application took into consideration the need for librarians to display their operational 

hours, whilst offering an advertising mechanism that could be applied at the entrance to the 

library. At this stage, a participant informed me that alterations had been made to the 

operational hours of the SPL with the library now closed on a Saturday (due to the new 

managerial structure), with its new operational hours running until six o’clock in the afternoon 

from Monday to Friday. Participants indicated that they agreed to the changes and that the 

repetition of the service hours was a welcome suggestion. No additional changes or 

comments were made.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 5.73: Suggested branding applications: Applied branding to outdoor permanent banners. 

Design suggestion by researcher/designer.  
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The next simulated depiction provided for a variation of banners that could be used on 

lampposts around the library and within the generalised Sasolburg surroundings. The 

application was generated reflecting on the need identified by participants that they required 

an application that could act like ‘breadcrumbs’, guiding possible end-users from the 

outskirts of Sasolburg to the SPL. Given that these applications could be selectively applied, 

the banners would present a ‘visual trail’ depending on the identified routes to the SPL. The 

participants were very excited about these suggested applications and indicated no 

changes. The next design suggestion offered the SPL the opportunity of having a non-

permanent mechanism they could use during outreach projects (as indicated in previous 

discussions).  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 5.74: Suggested branding applications: Applied branding to outdoor collapsible banners. 

Design suggestion by researcher/designer.  
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This simulated presentation included a series of collapsible banners that could be used at 

the discretion of librarians. The represented application does not contain any additional 

information apart form the SPL logo and was designed specifically aimed at creating brand 

awareness. The application was again depicted in two colour variations.  Feedback from 

participants was positive with one participant stating, 'it's a good idea this this one, if we've 

got an outreach event so that the audience must realise that within Sasol the public library is 

there” (Member checking session 1 2018:17) . No additional changes were suggested and 

the participant indicated that they would want to use banners interchangeably. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 5.75: Suggested branding applications: Management and Librarian business card design (front 

and back). Design suggestion by researcher/designer. 

 

 

 

 



	
	

244 

The next simulated application applied directly to management staff within the SPL, also 

considering the librarians who played an active role interacting with the community with 

regards to fundraising events and community engagement projects. I motivated that a 

business card, although not needed by all librarians, was a necessary tool for leaving behind 

contact details of those individuals that promote and drive the SPL interest, while reaffirming 

the newly constructed SPL visual identity and brand. The participants again indicated that 

the addition of the provincial logo would be necessary and expanded on this by commenting 

that it could be placed on the back of the card with the relevant librarians details. No other 

suggestions were made. This led to the presentation of the newly considered membership 

card as last simulated brand application to the SPL in the figure seen below. 

 

 

 

 

 

 

 

 

Figure 5.76: Suggested branding applications: Applied branding to SPL membership card front and 

back. Design suggestion by researcher/designer. 

The membership card depicted the SPL logo and membership name on the front, while 

displaying the card conditions on the back. At this stage, there were several requirements 

with regards to the financial implications of introducing both the business card and the 

membership card. Here I provided the HCD team with an approximate indication of the cost 

of producing business cards (within specific reference to a batch of 500 cards). SPL 

management responded to the queries and indicated that the transferral of the logo to the 

membership card would be inexpensive and could gradually be incorporated as new cards 

were produced. The following table offers a summarised depiction of phase 2, of the 

member checking session. 
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MEMBER CHECKING SESSION: PHASE2 
1) Tools applied A simulated depiction of suggested branding application in member checking session 

document 7.  
2) Generated result Generalised positive feedback reflecting on presented design, with minor changes to 

be made. 
3) Emergent themes The need for the incorporation of suggested brand application with specific reference 

to the incorporation of the newly applicable Provincial logo, colour applications, and the 
change in the SPL operational hours. 
A concern with regards to the financial applications was also identified as a emergent 
theme 

4) Considerations 
towards future 

implementation 

The application of those suggestions made within simulated design, refining final 
applications towards possible integration within the SPL. 
An outline presenting possible phases branding applications could be incorporated 
within the SPL depending on the availability of funds. 

Table 5.18: A summarised table depicting selected tools, general results and emergent themes 

identified in the member checking session, phase 2. 

With no other additions or suggestions to the presented design, the HCD team could further 

reflect upon presented applications in Phase 3. 

5.9.2.3  Phase 3, member checking session 

Phase three was aimed at a reflection on the suggested design applications in phase 2, and 

continued to guide the participants through each of the suggested applications trough a 

series of questions. At this stage, and instruction was provided granting the participants the 

opportunity to relook all presented design applications before viewing the presented 

questions. Below is a depiction of each presented question and the response of the 

participants: 

Question 1 

 Do you think the design presented represents the SPL as a brand that is strongly 

identifiable and recognisable? 

 

The participants responded by nodding in agreement and upon further enquiry agreed that 

applications presented would be recognisable not only to them (being familiar within the SPL 

space), but would also be a design that their end-users would be able to associate with. 

Within this context, library management enquired whether this application (with specific 

application to the logo suggestion) could be extended to other libraries within the province. 

Here I explained that the research process and thus the design presented in this HCD team 

meeting specifically focused on the SPL, its users and its specific context. It was suggested 

that, although the research process could possibly be used as a template towards the 

application of additional libraries, the design itself was very much centred around the context 



	
	

246 

specific SPL87. This reflection saddened the staff and I greatly appreciated their dedication to 

promote and improve all libraries within the province. This, to me, confirmed the need for 

such applications to all public libraries. A participant concluded the discussions to this 

question by stating “I'm just thinking about that and possible solutions, because the moment 

we have one the others will ask why are you excluding us…now because we are still all 

together it's like for me, it feels like doing something for some children and then letting the 

others excluded” (Member checking session 1 2018:19).  Responding to this statement, I 

motivated that the SPL and its staff presented a very unique situation. Other public libraries 

within the same province would, however, presumably share in similar issues, and thus this 

research could potentially offer guidance, or a template that they could follow perhaps 

developing branding for their own unique situation. 

 

Question 2 

Do you think the suggested design applications represents the SPL as a unique entity? 

 

Considering discussions in the previous question, participants felt that this question had 

already been answered, quickly agreeing that the represented design did embody and 

represent the context-specific SPL. 

 

Question 3 

Given the design suggestions made, what are (a) your overall experience of suggestions 

made, and (b) how do you think these suggestions will influence library users’ experience? 

 

The participants agreed that, if applied, the design would alter the current experience with an 

almost tangible excitement in the air. One participant stated that “I think it would help 

because I think we could also encourage them (end-users) to wear our colours like on library 

week, they can come like that” (Member checking session 1 2018:20). Another participant 

added to these statements by saying “yes…I want to implement it, for the people that are 

new, so that they can see. And I would like photos so that we can show them what the 

library looks like, and what it looks like now” (Member checking session 1 2018:20). With 

participants concluding this question, the HCD team moved towards questions 4. 

 

 

 

 
																																																													
87	 At	 this	 stage	 of	 the	 research	 process,	 one	 of	 the	 contributions	 to	 the	 study	 was	 identified,	 for	 further	
discussion	in	chapter	6.	
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Question 4 

Do you think the suggested design represent the revised vision and mission of the SPL and 

its unique “personality”? 

 

The participants concurred that if suggestions were applied, these would correlate 

adequately with those designs presented. 

 

Question 5 

Do you think the suggested design is fitting with your library users’ demographics? 

 

The participants responded to this questions by concurring noting that they felt represented 

design would be identifiable by all SPL users, not excluding race, age or gender. 

 

Question 6 

Would you feel that the presented designs should be considered towards physical 

implementation, and why? 

 

A participants responded stating: “Yes we would. I think also the people that are used to 

coming here, they are used to this place and suddenly there's a change. It will also give the 

impression that there is a forward moving or revival of the library, and it will attract new 

people that have spotted it. I am in support of a change” (Member checking session 1 

2018:20).  I responded to this statement by adding that one of the original expectations to 

the research process was that the librarians wanted to ‘do something new’, adding that they 

wanted change. The participants concurred, and indicated that we could move towards 

question seven.  

 

Question 7 

 Are there any alterations you think should be made, and if so, please specify which 

suggested design application and what alterations you would require? 

 

I added to this question by noting that I would consider those suggestions (such as the new 

SPL operational hours and the newly relevant Free-State Provincial logo application) already 

discussed. The participants felt satisfied and indicated that no other additions and or 

suggestions were required. The following table offers a summarised depiction of phase 3 of 

the member checking session. 

 



	
	

248 

MEMBER CHECKING SESSION: PHASE3 

1) Tools applied Open ended questions within the member checking documentation.  

2) Generated result A reflective account of designs with strong motivations towards its applications. 

3) Emergent themes The consideration of the incorporation of suggested applications into the SPL and a 
possible extension, or application of a research process template to other public 
libraries within the province. 

4) Considerations 

towards future 

implementation 

The application of summarised HCD team meetings and tools towards the 
implementation in other public libraries to serve as a framework of the HCD thinking 
and problem solving process. 

Table 5.19: A summarised table depicting selected tools, general results and emergent themes 

identified in the member checking session, phase 3. 

Concluding this question and phase the HCD team proceeded towards phase 4. 

  

5.9.2.4  Phase 4, member checking session 

Phase 4 was aimed at testing the simulated paper prototype indicating those wayfinding 

applications towards possible implementation within the SPL space. Before this could be 

done, I referred the participant to the updated floor plans of the library, now accurately 

capturing those sectional shifts and editions made. By so doing, I indicated that the 

simulated routes depicted in the coming prototypes considered those navigational routes 

identified by research participants in previous HCD team meetings, allowing me to proceed 

towards the simulated prototype test. I briefly explained the prototype and the navigational 

process to come, instructing participants to move into three (more or less) equally sized 

groups. Following the distribution of these booklets in group format, the HCD team started 

paging through the applications together, as seen in the figure below. 
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Figure 5.77: Photographic evidence of the research participants interacting with the simulated paper 

prototype depicting suggested wayfinding applications within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 5.78: Photographic evidence of the research participants interacting with the simulated paper 

prototype depicting suggested wayfinding applications within the SPL. 

Depicted below are the simulated applications within each of the three identifiable routes, 

depicting the simulated application of one route per booklet. 
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Route 1: The secondary entrance of the SPL to the Children’s Reference section (level 3). 

 

 

 

 

 

 

 

 

Figure 5.79: Simulated route application “step 1” within identified route (secondary entrance of the 

SPL to the Children’s Reference section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

Figure 5.80: Simulated route application “step 2” within identified route (secondary entrance of the 

SPL to the Children’s Reference section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 5.81: Simulated route application “step 3” within identified route (secondary entrance of the 

SPL to the Children’s Reference section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 5.82: Simulated route application “step 4” within identified route (secondary entrance of the 

SPL to the Children’s Reference section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 5.83: Simulated route application “step 5” within identified route (secondary entrance of the 

SPL to the Children’s Reference section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

Figure 5.84: Simulated route application “step 6” within identified route (secondary entrance of the 

SPL to the Children’s Reference section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 5.85: Simulated route application “step 7” within identified route (secondary entrance of the 

SPL to the Children’s Reference section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 5.86: Simulated route application “step 8” within identified route (secondary entrance of the 

SPL to the Children’s Reference section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 5.87: Simulated route application “step 9” within identified route (secondary entrance of the 

SPL to the children’s reference section), located within simulated paper prototype depicting suggested 

wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 5.88: Simulated route application “step 10” within identified route (secondary entrance of the 

SPL to the children’s reference section), located within simulated paper prototype depicting suggested 

wayfinding integration within the SPL. 
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Figure 5.89: Simulated route application “step 11” within identified route (secondary entrance of the 

SPL to the children’s reference section), located within simulated paper prototype depicting suggested 

wayfinding integration within the SPL. 

Route 2: The primary entrance of the library to the bathroom facilities within the SPL (level 

1). 

 

 

 

 

 

 

 

 

Figure 5.90: Simulated route application “step 1 and 2” within identified route (primary entrance of the 

library to the bathroom facilities within the SPL), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 5.91: Simulated route application “step 3” within identified route (primary entrance of the library 

to the bathroom facilities within the SPL), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

Figure 5.92: Simulated route application “step 4” within identified route (primary entrance of the library 

to the bathroom facilities within the SPL), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 5.93: Simulated route application “step 5” within identified route (primary entrance of the library 

to the bathroom facilities within the SPL), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 5.94: Simulated route application “step 6 ” within identified route (primary entrance of the 

library to the bathroom facilities within the SPL), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

Figure 5.95: Simulated route application “steps 7 and 8” within identified route (primary entrance of 

the library to the bathroom facilities within the SPL), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 
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Figure 5.96: Simulated route application “step 9” within identified route (primary entrance of the library 

to the bathroom facilities within the SPL), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 5.97: Simulated route application “step 10” within identified route (primary entrance of the 

library to the bathroom facilities within the SPL), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Route 3: The secondary entrance of the library to the fiction section. 

 

 

 

 

 

 

 

 

 

 

Figure 5.98: Simulated route application “step 1” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 5.99: Simulated route application “step 2” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 
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Figure 5.100: Simulated route application “step 3” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

Figure 5.101: Simulated route application “step 4” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 
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Figure 5.102: Simulated route application “step 5” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.103: Simulated route application “step 6” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 
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Figure 5.104: Simulated route application “step 7” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.105: Simulated route application “step 8” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 
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Figure 5.106: Simulated route application “step 9” within identified route secondary entrance of the 

library to the fiction section), located within simulated paper prototype depicting suggested wayfinding 

integration within the SPL. 

Once participants reached the indicated route, I gave the instructions that they were to 

proceed towards each of the designated starting points and start navigating. I again 

encouraged them to debate, write notes and draw upon simulated design suggestions. 

Before the participants started the navigational design process, I confirmed that they could 

move back towards the tearoom once they had completed their navigational journey. The 

images below depict the participants interacting with the booklet whilst navigating though the 

space. 

 

 

 

 

 

 

Figure 5.107 (a) and (b): Photographic evidence of the participants interacting with the simulated 

paper prototype depicting suggested wayfinding applications within the SPL. 
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Figure 5.108: Photographic evidence of the participants interacting with the simulated paper prototype 

depicting suggested wayfinding applications within the SPL. 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.109: Photographic evidence of the participants interacting with the simulated paper prototype 

depicting suggested wayfinding applications within the SPL. 
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Overall, it appeared that the individual groups moved quickly throughout the space, taking 

careful consideration to how designs were specifically applied on the different surfaces 

within the space. In all it took the research participants 15 minutes to return to the tearoom. 

Once all participants returned, having completed their navigational journey, I asked if all 

participant groups found their designated destination and completed their navigational 

journey with ease. This was confidently confirmed by all groups. They were asked to page 

through the simulated prototype one last time, allowing for last revisions to be made. Below 

are some figures depicting this reflective interaction. 

 

 

 

 

 

 

 

 

 

 

Figure 5.110: Photographic evidence of the participants reflecting upon simulated paper prototype 

depicting suggested wayfinding applications within the SPL. 

With participants satisfied with their reflection it allowed the HCD team to proceed towards 

the phase 5 of the member checking session . 

5.9.2.5  Phase 5, member checking session  

Phase 5 aimed at capturing a reflection of the simulated experience as a whole, providing 

participants the opportunity to reflect on all different routes and the suggested 

implementation as a whole. 

I told the participants that they were welcome to continue paging through the prototype 

booklets as we considered reflective questions to better capture their experience, and the 

editions that had to be made to the simulated design suggestions.  
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The participants continued their own discussions for several minutes before moving on to the 

team discussion. Before commencing with the questions, one participant noted that: 

“everything is beautiful, we would like to see the rest as well but everything is beautiful” 

(Member checking session 1 2018:25). Another participant added that: “we have to go with 

this, we have to push this. Just have a look at these pillars how beautiful they are, they are 

beautiful. These colours and these pillars painted like that, they are beautiful” (Member 

checking session 1 2018:25). Again after several minutes of discussion, the now energised 

participants settled down allowing the HCD team to proceed towards the presented 

questions. 

Below is a depiction of the questions and the participants’ response to each. 

Question 1 

Did the suggested signage in the prototype feel logical and did it make for a logical and 

natural navigational experience? If not, why not? 

Participants responded by stating: “its beautiful, its really beautiful” (Member checking 

session 1 2018:26. With no addition comments fitting the research participant indicated that 

the navigational journey, once having adapted to the paper based simulation was logical, 

and that they could easily move throughout the space following the indicated designs. 

Question 2 

Could you find an easy link between those applications made without any frustration? If not 

what did you find frustrating? 

The participants expressed that they felt no frustration and this added that they did not get 

lost at any stage during the navigational journey. They noted that it was an exciting and 

pleasant experience with no frustrations. With this, the HCD team proceeded towards the 

next question. 

Question 3 

How would you compare the current experience of navigating this route with the simulated 

experience represented in the prototype? 

One participant responded by stating that: “if someone comes in and they don't know the 

building it's confusing for them because there's no demarcation, perhaps maybe the shelves, 

but I think if the colour came in it would make a huge difference” (Member checking session 

1 2018:26). Given this statement, almost all participants agreed, again agreeing on the 

importance of colour and the difference it made applied within the space. I again requested 
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what they thought the experienced would be once applied within the space and one 

participant simply responded, “wow, wow, it would be great” (Member checking session 1 

2018:26). Given this response, I again enquired as to the navigational process, asking if they 

thought end-users would easily find sections should it be integrated, and one participant 

responded stating “yes, I think they would easily be able to go to where they need to go” 

(Member checking session 1 2018:27). This participant continued to add that there had only 

been two additions that were required. One addition was signage indicating the newly found 

toy library (at this stage it had only been implemented for a month), and signage pointing 

towards the photocopier facilities. As the photocopier was an essential service and was 

locate on the second floor within the children’s reference section, all librarians were in 

agreement that users were “continuously looking and asking for it” (Member checking 

session 1 2018:26). Participants felt that this addition would be extremely valuable to the 

navigational journey, allowing the end-users to “help themselves”. Participants added that 

they would like the signage application, indicating towards the photocopier facilities to be 

depicted in either grey, or bright orange. With this being the last contribution to the question, 

the HCD team proceeded towards question 4. 

Question 4 

Could you identify, recognise and categorise each of the suggested applications easily 

during the navigational experience to get to the determined point of interest, and if not what 

suggestions would you make towards improvement? 

Participants agreed that the applied signage was easily identifiable, recognisable and felt 

each section was well categorised. One participant made particular reference to the 

bathroom application, stating: “it made me think of those design at the mall, I liked that” 

(Member checking session 1 2018:27). 

Question 5 

Were all design suggestions made legible, meaningful, contrasting and simple enough to 

understand, and if not what suggestions would you make towards improvement? 

Participants felt satisfied with current application, with no suggestions or alterations to be 

made. 

Question 6 

Were all design suggestions made strategically placed, and if not, what suggestions would 

you make towards improvement? 
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Participant felt that no additions were required and deemed the current application, including 

its placement within the space, applicable. 

Question 7 

Are there any aesthetical or form changes/additions you would like to suggest regarding any 

of the suggestions made?  

No direct changes were indicated by research participants. One research participant did, 

however, enquire about the application of colour as depicted on the floor and stairs and what 

possible applications methods could be. As researcher I explained that as it formed past of 

the general ambiance, it need not be applied as it did not affect the wayfinding or 

navigational system. I continued to motivate that my original suggestion considered colour 

carpets (replacing the current grey and brown carpets), to bring further warmth to the 

building. Here it was again motivated that the application of any and all suggestions would 

be determined by the funding available, and that one could start implementing applications 

in phases, first applying those applications deemed most necessary and urgent.  

Reflecting upon collected booklets, the following alterations and suggestions and concerns 

were captured within the booklets that were not suggested in the discussions above: 

Participants noted that they were concerned about the application of colour onto the existing 

cement walls, and suggested that either paint (as a cheaper alternative to final applications) 

be used). Another participant noted that the application of a pigmented based plaster could 

perhaps be considered, noting that these changes would have to be approved by relevant 

management positions within the Free-State Province.  

The research participants also noted that the colour-coded applications, provided for 

‘specific directions to different sections’ adding that its application ware ‘very practical’. One 

addition was suggested on each floor of the library and its winding ramp. Here participants 

requested that signage be added specifically indicating that the winding ramps are to be 

used by end-users that are dependant on wheel chairs. Lastly, participants added that  

signage should be provided for the outside entrance leading to the study area.  
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The following table offers a summarised depiction of phase 4 and 5 of the member checking 

session. 

MEMBER CHECKING SESSION: PHASE 4 & 5 
1) Tools applied Simulated paper prototype depicting wayfinfing applications within the SPL;  

Reflective questions guiding the navigational experience within member checking 
document.  

2) Generated result An enthusiastic response to simulated applied designs, suggesting towards possible 
application in the SPL (with three additions to be made, as identified in phase 5). 

3) Emergent themes The positive experience of finding a way to navigate within the SPL space through 
simulated wayfinding applications. 

4) Considerations 

towards future 
implementation. 

The refinement and possible integration of suggested wayfinding applications, taking 
into consideration budgetary restraints. 

Table 5.20: A summarised table depicting selected tools, general results and emergent themes 

identified in the member checking session, phase 4 & 5. 

When those additions request and recommendations were captured, the HCD team could 

proceed towards phase 6 of this member checking session. 

5.9.2.6  Phase 6, member checking session  

The aim of phase 6 was to gain a reflective account of the research participants’ 

perspectives of not only this HCD team meeting but also the research proses as a whole. 

The last question in the HCD team document read: 

With a holistic view of the research process and all seven focus groups held please reflect 

on your experience of this process. What did you find valuable and do you feel this process 

assisted you as a staff member? Do you think it would assist the SPL and the library end 

users (if suggestion would be implemented)? 

Responses from participants included statement s such as: “I think it was nice being part of 

the creative process, I mean you were guiding us and putting everything together, but to see 

the end result is awesome you feel that you could participate” (Member checking session 1 

2018:29). Another participant reflected upon the research experience stating that “we started 

with signs and symbols and the colour coding, but you have refreshed our minds so that we 

still remember what we did the previous years, and it is very very important that even now as 

librarian my eyes are open when I go through any place I can read the sign I can stand and 

read”. She continued to add the simulated applications created a “new library all together” 

(Member checking session 1 2018:29), motivating that she would want to work in the 

simulated environment for years to come. Participants added that applications and the 

research process had made a considerable change, not only to how they see the space, but 
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if implemented, would greatly affect the way end-users of the library to move within the 

space.  

With this, research participants thanked me for the research process and the suggested 

contributions that we as HCD team had co-designed, urging for the implementation of all 

applications as far as budgetary constrains and the managerial structure would allow. 

Thanking the participants for their involvement, and stressing that I had learnt just as much 

from them as they had from me, the member checking session was concluded. 

5.9.3 Findings 

Considering the simulated applications and the response received from all research 

participant throughout and as a summarised account of the HCD research proses, it seems 

a logical decision that applications (within identified constraints) should be implemented if at 

all possible. Considering this, the researcher designer, reflecting upon the member checking 

session, incorporated those changes and/or alterations suggested by the HCD research 

team with the final presented design suggestions made available in Addendum C. These 

suggestions, as made evident by concluding feedback to this member checking session, 

would truly alter the experience of the SPL space and place and in my mind make for a 

human-centred SPL. Reflecting upon the objective of this research, offering suggested 

applied designs that would potentially influence the experience of the SPL transforming it 

from space to place, the researcher/designer concluded the HCD research proses. 

 

5.10 Conclusion  

In concluding the data collection process and reflecting upon the findings and emergent 

theses identified throughout the HCD team meetings (1-6) and the member checking 

session the researcher/designer has attempted to ‘Hear’, ‘Create’ and ‘Deliver’.  

By ‘Hearing’ the researcher/designer was given the opportunity to immerse herself in the 

world of the librarians, allowed to observe the innermost workings of the library while 

empathising with some of the hurdles the library and all of its staff face on a daily basis. It 

has allowed the researcher/designer to not only reflect on her own experience as a user of 

the SPL, but capture the current experience of the SPL through the eyes of the librarians, 

listening and observing while providing problem solving skills towards a possible improved 

experience. 
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‘Create’ has not only allowed for the co-creation of possible design suggestions, but has 

offered both researcher/designer and reach participants with an invaluable experience with 

specific reference to the integration of HCD problem solving processes in order to produce 

graphic design applications as proposed solutions to identified problems. In this process rich 

data has been captured unique to the context specific SPL and the field of HCD research, 

providing stepping-stones for what may lead to possible problem solving within a public 

library setting. 

Lastly, ‘Deliver’ has allowed for a mutually beneficial relationship between research 

participants and the researcher/designer, making, testing, refining and ultimately presenting 

tangible solutions in the form of design suggestions that could be implemented towards 

creating a human centred SPL. 

Having considered the description and profiling of the SPL and the lived experience (in 

chapter 1), public library’s operation, and common denominators identified between HCD 

thinking and public library operation (in chapter 2), the experience of branding and 

wayfinding within the public library setting (in chapter three), and the description and 

incorporation of HCD, PAR and the IDEO toolkit (in chapter 4 and 5), the researcher now 

moves towards chapter 6.  

The purpose of chapter 6 is to conclude this research project and to serve as a critical 

reflection on HCD thinking processes, allowing for the critical analysis of HCD within the 

context of the SPL, while briefly describing the libraries response to the completed research 

process. 
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CHAPTER 6 

CONCLUSION TO THE RESEARCH 

6.1        Introduction  

The purpose of this chapter is to present the conclusions emanating from this HCD research 

project. In so doing, the researcher/designer has the following goals in mind: firstly to 

provide a summary of all research activities undertaken during the re-evaluation of the SPL 

from a human-centred point of view; secondly, to discuss the feasibility and validity of the 

HCD research process (its strengths, potential shortfalls and ultimate findings); thirdly, to 

make recommendations that speak specifically to potential HCD research processes in 

future and the SPL’s way forward (considering the conclusions and deliverables of this 

study); and finally, to discuss briefly the contribution this research project has made within 

Graphic Design’s theoretical framework. In short, the researcher/designer aims to present 

the findings from the proposed research expectations, the research process, and its 

theoretical content, along with the ultimate findings. 

 

6.2      Summary of the research project 

The study drew on the integration and implementation of HCD research processes, the HCD 

IDEO toolkit phases (in particular ‘Hear’, ‘Create’, ‘Deliver’) and the PAR research cycles (all 

applied within this research report). These guided the researcher/designer to (1) establish 

what the librarians of the SPL think and what the needs of the users (form the perspective of 

the librarians) and operational staff of the library are; (2) determine how they feel and 

rationalise problems (determining if there were perceived problems); (3) identify their likes, 

dislikes and their unique perceptions of the identified needs or “problems” within the SPL 

setting, specifically relating to branding and wayfinding within the public library space; while 

(4) theorising and creating possible solutions or suggestions as HCD team that answer 

directly to identified needs.  

The integration of HCD research processes, the IDEO toolkit and PAR research cycles were 

undertaken with one ultimate goal, namely to assist in the examination of the current lived 

experience of the SPL, offering potential suggestions towards cooperative transformation 

(from space to place) through the incorporation of HCD thinking and problem-solving 

processes. By means of the implementation of HCD the researcher/designer attempted to 
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assist in the transformation of the SPL into a human-centred library that could potentially 

offer a considered and memorable experience for both the SPL librarians and its end-users 

alike.  Reflecting upon this ‘ultimate goal’ and the central theoretical statement (found in 

chapter 1) allows for a summary of this integrative research process guided by the 

combination of multiple HCD research approaches, including:  

• the HCD research phases ─ identified as ‘Discover’, ‘Ideate’ and ‘Prototype’ (Acumen 

2012, 7); and  

• the HCD analysis model (IDEO org. 2015, 14);  

• the IDEO toolkit and its identified phases: ‘Hear’, ‘Create’ and ‘Deliver’;  

• a PAR research cycle (including the Action Research model);  

• which comprised of an iterative process of Diagnose, Action Planning, Taking Action, 

Evaluation and Identifying Findings before; 

• reconsidering the suggested Diagnosis (Susman 1983,sp); and finally 

• following PAR research cycles, constantly re-examining existing assumptions and 

structures, newly found knowledge and the effect on possible problem-solving 

suggestions (Damme, 1998). 

For the researcher/designer to comprehend the expected experience of the public library as 

space (identifying shortfalls within the current experience through the implementation of 

HCD problem-solving processes indicated above), the multiple contexts of the public library 

as entity had to be considered. Therefore, the researcher/designer firstly reflected upon 

material such as public library policy and guidelines (in both international and a national 

contexts), identifying common denominators (such as the role of experience, design and 

development) and possible shortcomings, whilst determining a correlation between the 

common denominators of a public library operation and (or resonating with) HCD thinking. 

The researcher/designer then considered and identified those elements needed if the SPL 

were to become more human-centred through re-structuring a/the public library framework. 

Keeping the context set out uppermost in mind, the researcher/designer analysed the SPL 

through this framework, re-discovering identified shortfalls within experience (specifically 

within branding and wayfinding in theory [chapter 3], and questioned its current integration 

with the HCD team at the SPL) in chapter 5. This analysis of experience started with the 

subjective lived experience of the researcher/designer (in chapter 1) before proceeding to 

the actual described experience of the librarians, and the perceived experience of the end-

users (in chapter 5). This indicated possible problem-solving steps needed. These steps 
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would, in turn, suggest possible HCD team meetings,1 which are summarised in the 

paragraphs that follow.  

This research process consisted of a total of six focus group sessions or HCD team 

meetings and a member checking session with the research participant specialists, namely 

the librarian cohort, conducted at approximately two hours per session, each dedicated to a 

specific HCD team meeting. The HCD team meetings (with phases) conducted during the 

focus group sessions, were divided into three main categories based on the principles of the 

IDEO toolkit, namely ‘Hear’, ‘Create’ and ‘Deliver’, using the tools2 specifically designed to 

gain access to the private or lived experience context of the participants’ experiences in the 

SPL. 

HCD team meeting 1 comprised three individual phases, consisting of qualitative interviews 

with open-ended questions geared toward understanding the lived experience of the SPL, its 

operations and a description of both the librarians’ and, through their expert perceptions, the 

library patrons’ experience of the library space. A photographic documentation (by all 

participants) of the SPL (identifying shortcomings and offering potential inspiration towards 

possible solutions) and a card-sort aimed at establishing the hierarchy of importance in 

elements (in all applied design within the SPL space) of the library that were deemed to be 

in need of attention were used as tools. HCD team meeting 1, therefore set out to capture 

the current experience within SPL, identifying those elements (both visually and verbally) 

responsible for potential shortfalls within the experience, whilst considering those potential 

applications (identified by the HCD team as branding and wayfinding), and tools needed to 

co-create such applications, that could solve the identified problem at hand. 

HCD team meeting 2 consisted of four research phases (incorporating those tools deemed 

most applicable) that included a reflection on accumulated data, referenceable visual 

inspiration boards, created mood boards and the generation of mind maps by research 

participants. These aimed to identify, discuss and propose possible solutions within current 

and possible branding and wayfinding applications. Lastly, HCD team meeting 2 focused on 

determining the research participants’ perceptions of the library brand as a foundation to the 

development of a suggestive wayfinding system, given a clear understanding of the SPL 

operation, its shortfalls and possible expectations towards the conclusion of this research. 
                                                

1		For	a	detailed	presentation	of	each	intervention,	 its	various	phases	and	implemented	tools,	please	refer	to	
chapter	5	and	the	summarised	intervention	document	in	Addendum	B	of	this	document.	

2		Tools	that	were	implemented	looked	for	perceptions	and	behavioural	patterns,	thereby	mapping	a	network	
of	 related	 issues,	whilst	 creating	 a	 holistic	 and	 empathic	 picture	 of	 the	 librarian	 (Koskinen,	Mattermaki	&	
Batterbee	2003:129).		
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This last phase of the HCD team meeting 2 also determined preferred navigable routes 

within the SPL space (towards later development of the SPL), mapping those alterations 

throughout SPL’s history. Thus, HCD team meeting 2 set out to establish many of the tools 

that could be used to engage with the problem at hand. 

HCD team meeting 3 entailed four research phases, analysing and adjusting the generic 

SPL vision and mission, generating a single-minded message that best represented the SPL 

as a unique entity, a reconfirmation of branding (in general and specifically within the SPL 

context), and the first generation or drafted co-designed logo for the SPL. As such, HCD 

team meeting 3’s task was to align a potentially direct intervention in re-considering and re-

designing the SPL within acceptable and agreed upon parameters. 

HCD team meeting 4 consisted of three phases and comprised a reflection on gathered 

data, a ‘first-draft’ logo presentation, the desired branding needs from data accumulated and 

a logo generated by the researcher/designer, the creation of digital representations of the 

logos generated by participants, and the co-development of selected logo applications. 

Consequently, HCD team meeting 4 can be seen as the co-design process of the logo, 

emanating from the brand positioning. 

HCD team meeting 5 consisted of one research phase and comprised a presentation of final 

logo variations, a discussion on the generated logos, a reflection on data that had been 

collected, successful branding and what that implied for the SPL, and finally the selection of 

a final logo with additions to be made. HCD team meeting 5 was, therefore, in essence a 

reflective and analytical approach leading to the refinement of a potential final logo. 

This led to HCD team meeting 6, consisting of one research phase comprising participants’ 

acceptance of the suggested logo application as a final rendering, and a base for branding 

and wayfinding to be developed for the SPL, allowing for the development of a complete re-

branding of the SPL, and beyond that, to the detailed wayfinding approach. Due to the 

research participants’ availability and limited amount of time available (considering their 

request for further development based on the logo suggestion and identified needs), design 

suggestions were developed reflecting upon accumulated data for HCD team meetings 1-6, 

with the researcher designer presenting suggested designs towards consideration of the 

HCD team. 

This led to the member checking session (and last focus group session), consisting of 6 

phases. With this being the last HCD team meeting scheduled, phase one offered a 

reflective account to the entire research process, concluding with the co-designed logo 
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suggestion for the SPL in the previous team meeting. This allowed the researcher/designer 

to, in phases 2 and 3, present a branding prototype (containing suggested design 

applications as identified by the HCD team), getting real-time feedback to present 

applications that were truly derived following HCD problem-solving processes. Phases 4 and 

5 allowed for an expansion of the SPL newly found experience, presenting and testing a 

simulated wayfinding paper prototype (phase 4), again providing for immediate feedback 

regarding the navigational experience, and alteration of presented design suggestions. 

With the completion of the member checking session and considering that research 

participants and management both suggested presented designs (with reflected adjustments 

in Addendum C) be implemented, the researcher/designer thought the research process had 

come to an end as it successfully answered to the central theoretical statement proposed in 

chapter 1. The researcher/designer had (through the implementation of HCD thinking and 

problem-solving processes) guided participants, empowering them to identify problems they 

felt affected the lived experience of the SPL. She had assisted the research participants to 

co-design a new logo suggestion for the re-considered experience of the SPL, and had (as 

per the request of the librarians) suggested potential design applications within both 

branding and wayfinding based on the identified needs of the research participants. In this 

way the process had offered a possible recognisable and identifiable SPL brand with a user-

friendly wayfinding system that would promote a positive and memorable navigational 

experience within the SPL. 

Keeping this in mind, the researcher/designer concluded the HCD team meetings and the 

data-collection process, reflecting on the integration of HCD thinking in this research and the 

ultimate productions of suggestible design outcomes within the SPL. 

 

6.3       Findings and conclusions to the research process 

As part of the reflection on this research, the following process findings (guided by research 

methodology) could be made from conclusions embedded within each HCD team meeting. 

The most important of all findings and conclusions made within all HCD team meetings were 

those presented in the member checking session. Here, research participants and 

management alike indicated the possible integration of the presented design suggestions as 

being visually exciting, and verbally confirmed their experience of the HCD research 

process, acknowledging those attributes that the HCD research process offers. Participants 

made statements such as “we have to run with this” (Member checking session 1 
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2018:25), “we have learned a lot” and “it was nice to be part of the process” (Member 

checking session 1 2018:29). Such statements indicated that participants not only valued the 

HCD research process, learnt from the problem-solving steps and implemented tools, but 

because of their close association with the designs represented (having identified, 

developed and tested applications), they considered it an accurate reflection of the SPL, 

what they as staff do and represent, and what they want users of the library to experience. 

In light of this, the following findings were made reflecting upon the research process as a 

whole.  

6.3.1 Findings arising from the research process 

Findings (equally important to the findings above) derived from the researcher/designer’s 

reflective experience of the various HCD team meetings include: 

i. That experience is a key factor in the librarians’ perceptions (positive or negative) of 

space and place (with perceived experience of end-users being defined by the 

research participants). The described experience, reflected in accumulated data in 

this research project, suggested negative perceptions of the SPL, calling for a re-

consideration or adaptation of the physical SPL space and place;  

ii. This ‘problematic experience’ can be ascribed to existing ‘navigational design’ and 

brand design applications. A reflection on HCD team meetings executed within the 

SPL research identified the current, inconsistent, implemented wayfinding and 

branding elements as ‘the problem’ in the lived experience – a sense of experiencing 

“lostness” prevailed – thus offering a guideline for possible problem-solving 

platforms. 

iii. I, as novice researcher, underestimated the co-learning experience embedded within 

HCD. During and upon completing the research process as researcher and designer, 

I had learnt as much, if not more, from the research process and research 

participants than they had from me –- with all of us equally enriched by the research 

process. I had not provided a solution to all of their problems, but had the privilege of 

guiding them through and towards problem-solving tools delivering possible 

solutions, and in that way contributed to their daily lives and embedded experience, 

gaining empathy with librarians and public libraries alike; 

iv. That tools that may be perceived as applicable, understandable and critical towards 

problem-solving in graphic design practice (within an industry specific context), were 



 
 279 

not always found to be equally valuable within a HCD research context (with specific 

reference to research and problem-solving tools); 

v. That HCD (as research and problem-solving process) is highly dependent on aspects 

of time: considering researchers, designers, and the time limitation in which the 

identified problem has to be solved (2 hour sessions with an agreed upon interaction 

period between the SPL and the researcher/designer). Upon reflection on the 

research process, even considering that the HCD allows for constant iteration and 

adaption to better answer to identified needs, time, and the availability of it remained 

a concern.3 The researcher acknowledges that this had an effect on the time it took 

to conclude the research process, and recognises that when completed the SPL had 

already gone through two rounds of re-structuring, thereby changing the conditions 

under which it is governed, with each time affecting the way in which the library is 

managed, and where its financial support would come from. Time, thus, directly 

affected the research process and the feasibility of design suggestions being 

implemented4. 

vi. That the nature and the incorporation of the HCD co-design process, unintentionally 

but yet unavoidably alters design deliverables (as an answer to identified solutions) 

to give way in terms of its aesthetic representation in order to adapt to the desired 

visual tone or need of the research participants (in this case the librarians as 

specialists). The researcher/designer, though the implementation of HCD and the co-

design process in an attempt not to intervene or move from the democratic process, 

had to compromise her contribution towards general aesthetic appeals5, co-creating 

                                                

3	It	should	be	clearly	noted	here	that,	although	the	‘contact	time’	with	the	HCD	team	seems	small	(7	contact	
meetings,	each	of	2	hours	 in	 length)	there	is	a	considerable	amount	of	time	taken	up	in	preparing	for,	and	
developing	the	discussion	guidelines	for	each	session	(which	would	not,	 in	design	practice,	take	place),	the	
reworking	and	digitising	of	the	various	contributions	through	their	various	iterations,	the	preparation	of	the	
recorded	conversations	(another	function	not	normally	found	in	design	practice)	and	other	domains	of	time	
usage.	,		

4		Upon	 concluding	 the	 research	 process,	 the	 management	 of	 the	 SPL	 (attending	 the	 member	 checking	
sessions)	thanked	the	researcher	for	the	research	process	and	ultimate	design	suggestions.	During	this	time,	
management	 also	 confided	 in	 the	 researcher/designer	 that	 although	 they	 would	 want	 to	 implement	 the	
suggested	 applications,	 the	 recent	 changes	 in	 their	managerial	 structure	 (now	 reporting	 to	 the	 Provincial	
offices	directly)	led	to	a	decrease	in	the	availability	of	funds	and	general	financial	support.	This	would	mean	
that	 if	the	suggested	designs	were	to	be	implemented,	the	SPL	would	have	to	find	alternative	funding	that	
management	would	approve	of,	or	would	have	to	adjust	the	implementations,	executing	it	in	various	phases	
while	making	adjustments	to	be	more	viable	financially.	This	could	have	potentially	been	different	had	the	
research	process	been	concluded	at	an	earlier	stage.	

5		This	 finding	 is	 supported	 by	 tensions	 identified	 within	 pervious	 chapters.	 Here	 the	 researcher/designer	
acknowledges	that	although	she	could	have	edited	or	 intervened	 in	the	aesthetic	appeal	of	 the	 logo	(from	
which	 all	 other	 design	 suggestions	 stemmed)	 in	 her	mind,	 it	 would	 have	moved	 away	 from	 the	 HCD	 co-
design	process	and	would	have	moved	closer	to	those	design	practices	normally	found	within	industry.	For	



 
 280 

design applications that rather focused on and spoke directly to the needs of the 

practical and operationally-driven research participants; 

Even considering the above findings, the researcher/designer concludes that the 

integration of HCD offered problem-solving processes and solutions that were valuable to 

the HCD team as a whole, and would, if implemented, not only alter the current 

experience of the SPL, but could serve as an example of a public library that turned 

towards its own in the attempt of becoming human-centred.   

6.3.2 Conclusions arising from the research methodology followed 

This research engaged with two fundamental concerns, namely the intervention in the SPL 

(discussed above) and the application of HCD. As part of a reflection on the integration of 

HCD thinking (through methodology, process and strategy), the researcher/designer arrived 

at the following conclusions: 

Firstly, the researcher/designer determined that the HCD process is extremely valuable in 

terms of “hearing” the research participants within the problem, identifying their specific 

needs, exposing research participants to, and implementing problem-solving techniques, 

shifting the power roles traditionally identified within the design process. Considering this, 

the following limitations can potentially be identified within the research process:   

a. The time needed for the implementation of co-design processes, PAR repetitive 

cycles, and singular research team (instead of multiple researchers/designer) as a 

result of the implemented thinking processes; 

b. Identified tensions within the co-design process, essentially removing power from the 

designer who is, by definition, identified as the expert in the field of design and 

design applications. Within the HCD problem-solving process, the shift in the design 

‘power’ and the identified tension, the designer is limited to his/her design 

contribution to the SPL and must adhere to the research process, potentially creating 

tensions between the co-designer team and the researcher and designer. 

c. The aesthetic compromise6 was a result of the co-design process as explained in the 

findings section above. Frascara (1988:23) states that the “quality in graphic design 

                                                                                                                                                  

this	 reason,	 the	 researcher/designer	 limited	 her	 ‘say’	 or	 interaction	 when	 digitising	 design	 suggestions,	
offering	as	true	an	account	as	possible	of	research	participant	design	solutions.	

6	 Here	 the	 researcher	 designer	 wishes	 to	 also	 refer	 to	 the	 symbolic	 “breakdown”	 of	 the	 finalised	 logo	
application	 found	 in	 chapter	 5.	 The	 logo,	 derived	 from	 clearly	 desired	 descriptions	 and	 elements,	 offers	
recognizable	visual	elements-yet	the	research	participants	chose	to	analyse	its	potential	symbolic	meaning.	
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is measured by the changes it produces” and thus motivates that the aesthetic and 

stylistic properties, usually the focus within design practice, within the HCD approach 

appears to become ‘less important’. Regardless, a tension arose within the 

perceptions of the researcher/designer, trained both in theory and practice, inherently 

recognising aesthetic shortfalls within the final logo suggestion. The aesthetic 

compromise thus refers to a tension between design practice and HCD research and 

the outcomes each unique process produces. 

Based on these findings and ultimate conclusions, shortfalls within the application of HCD’s 

theoretical framework specific to the context of this study could be identified. 

 

6.4     Potential shortfalls of HCD as research theory and/or process 

Before discussing the identified shortfalls of HCD’s integration and its problem-solving 

processes relevant to this research, the researcher/designer needs to state the following: 

Although there are various examples of the integration of HCD and co-creation both in 

theory and practice internationally, there are few examples of its integration into a public 

library setting within a South African context, making the research field, within this specific 

context, relatively new. In addition to this there is also little research to be found in the 

application of HCD thinking and problem solving proses with the field of graphic design 

(toward application in the pubic library setting). Because of this, the integration and 

application of HCD (as theory) and its problem-solving processes (including the co-design 

processes) specifically applied within the parameters of this research can be deemed 

experimental at best. Therefore, many of the shortfalls identified within these sections speak 

to the integration and documentation of HCD in this ‘unfamiliar’ context and should thus be 

seen as a learning curve not only for this researcher/designer but also for the theoretical 

application of HCD within a South African context. 

                                                                                                                                                  

This	 left	 the	designer/researcher	 to	question	 the	validity	of	 the	co-creational	process	 (within	HCD	thinking	
and	problem-solving	processes)	as	librarians	broke	away	from	a	construction	process	and	the	application	of	
problem-solving	 tools,	 purely	 analysing	 the	 logo	 on	 the	 grounds	 of	 its	 aesthetic	 appeal	 and/or	 ‘symbolic’	
meaning.	 Because	 of	 this	 unexpected	 approach	 the	 designer/researcher	 had	 to	 reconsider	 whether	 the	
needs	 of	 the	 library	 asked	 for	 a	 HCD	 thinking	 and	 problem-solving	 process	 (backed	 by	 co-design	 and	
knowledge	transferal),	or	 if	the	SPL	would	rather	want	design	applications	generated	within	practice-based	
processes	 (where	 the	 designer	 designs	 by	 herself,	 offering	 a	 broad	 spectrum	 of	 aesthetically	 pleasing	
applications	adhering	to	design	elements	and	principles,	but	based	on	her	understanding	of	the	context).	
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Given this statement, the researcher/designer can reflect on the possible limitations of HCD 

as applied within this research context.  

6.4.1 Aspects of time as a shortcoming 

The first proposed shortfall comments specifically on the co-design process imbedded within 

HCD problem-solving process and its implications for the “time” needed to ‘Hear’, ‘Create’ 

and ‘Deliver’ (phases within the HCD IDEO toolkit), with specific focus on the ‘Deliver’ 

phase. Because the Hear phase requires the researcher/designer to integrate herself fully 

into a new ‘problematic environment’, this required a considerable amount of time for the 

researcher/designer within this environment to (a) understand the operational context the 

library operates in; and (b) to gain the reach participants trust enough to openly identify and 

communicate problematic experiences within their immediate environment. Because of this, 

much time needs to be spent in an effort to obtain data applicable to the research problem 

and potential solution.  

Secondly, ‘Create’ (specifically the co-creational process within ‘Create’) takes up significant 

amounts of time which may be due to the following reasons: (a) the availability of the 

research participants and the agreed upon time set out between researcher/designer and 

SPL management; (b) the fact that the creation pace of the research participant is inevitably 

and understandably slower than the design specialist because of their limited exposure to 

the “world of design”, often requiring long periods of time before becoming comfortable 

enough to Create; and lastly,  (c) the cyclical and iterative nature required by both PAR and 

the HCD research process, trying to accurately capture data and digitise design elements, 

presenting these to research participants, reflecting and again adjusting design applications, 

the ‘Creating’ and approval of design applications becomes problematic, affecting the 

Deliver phase within the HCD research process. This was, however, avoided upon the 

completion of HCD team meeting 6. At this stage, research participants allowed for (and 

thus transferred power) to the researcher/designer to create and present design suggestions 

based upon the data derived in the research process thus far. The research participants thus 

temporarily transferred this ‘power’ in the co-design process, only to analyse, evaluate and 

test in the member checking session. Because Create (given the availability of the research 

participants) is so time-consuming, the amount of time needed to produce identified 

deliverables was influenced to a large degree. This was deemed problematic from the 

researcher/designer’s perspective, because this method of production and design had a 

bearing on the usability and feasibility of graphic design applications suggested within a 

governmental institution. Due to the nature of public libraries’ governance, any rules, 
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regulations, funding or operation could be influenced by managerial shifts (as made evident 

within the SPL) and could, at any stage, alter the unique context of the library itself. As these 

issues were beyond the control of the SPL management and the librarians themselves, the 

time needed to produce and possibly implement design that specifically speaks to the 

unique context of the library was an issue that affected the changes that the research could 

potentially bring about.  

6.4.2 Tensions as potential shortcomings within the HCD co-design process 

While identified ‘tensions’ had little effect during the Hear phase, during Create and Deliver 

phases these became more challenging. Because of the identified ‘power shift’ from 

designer (specialist within design field) to research participants (specialists within the 

problem) the researcher/designer was left with the task of balancing her contribution, skills 

set and knowledge over the wants, needs and tacit knowledge of the research participant 

without putting an end to the democratic nature of HCD, ultimately influencing the nature of 

the outcome or deliverables of the particular study7. This is further reflected by the 

implementation of the co-design process that (inevitably) puts participants’ interests and 

inputs at heart, ultimately limiting the potential input of the designer as specialist within the 

field of design. This notion of “surrendering power” and the internal struggle designers and 

researchers are faced with is supported by Taffe (2015:15) as she describes designers 

within a co-design process as “artists, designing with creative intuition”. She adds that they 

regard any input into the creative process, by co-designing participants or end-users, as 

possibly “ruining design outcomes”. Although this statement does not ring true to the lived 

experience of the researcher/designer implementing HCD in this research process, it should 

be acknowledged that these tensions do exist, and have been experienced by fellow 

designers and researchers. 

If traditional research outcomes had to comply with and meet all needs identified within data-

collection processes, it would, at some point, have to give up the democracy identified within 

the HCD co-design process (as made evident at the end of HCD team meeting 6), moving 

towards a practice-based design approach, effectively only making the research participant 

the specialist within the research process up until such a point where sufficient data and 

fundamental design suggestions (like a logo) had been co-created. If done correctly, this 
                                                

7		The	‘nature’	here	refers	to	the	aesthetic	quality	of	presented	designs	and	the	functionality	of	the	identified	
application	 in	 comparison	 to	 the	 functionality	 another	 platform	 could	 offer.	Here	 the	 researcher/designer	
considers,	 for	example,	how	valuable	 it	could	be	using	social	media	to	the	advantage	of	the	SPL,	providing	
inexpensive	marketing	 opportunities	 in	 comparison	 to	 print	 based	 applications,	 a	 suggestion	 the	 research	
participants	and	management	steered	away	from.	
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would allow the researcher/designer to develop design suggestions independently, with the 

research participants (now considered more as clients that a co-creatives) analysing and 

making suggestions towards refinements and implementation. The potential shortfall thus 

falls within the description of the “power ratio” throughout the design process, inevitably 

leaving the researcher/designer to choose to what extent the research and design 

deliverables should be co-designed. 

6.4.3 Democracy in HCD as shortcoming  

‘Democratic thinking’ as the final identified weakness can be seen as a chain reaction or 

result of the identified shortfalls situated within ‘design tensions’ and ‘co-creation’ issues. It 

speaks specifically towards the Create and Deliver phase of the HCD problem-solving 

processes, perhaps more so to the production of potential design deliverables. Because of 

the democratic nature of the co-creational process and the limited interaction of the 

researcher/designer with the actual design, the aesthetic quality, and the speed regarding 

the production of design deliverables are affected. Yet another factor influencing the concept 

of democratic thinking and decision-making processes within design production is the 

physical theory and research available within the field of HCD itself. While many integrations 

of HCD can be found within various fields, opinions around the ‘involvement’ of both co-

creational parties and to what an extent and where it should take place in this ‘democratic 

system of thinking and contribution’ vary greatly. The researcher/designer would thus have 

to, in attempting to provide design deliverables that answer to identified needs, define for 

herself when the democratic thinking and design process would have to be altered, with the 

researcher/designer shifting the power back into her own hands as specialist within design 

practice and the creation process, only later to revert to this democratic thinking when 

testing, analysing and adjusting prototypes as a design team.  

Given the above-identified limitations of HCD and its integration within this research context, 

the researcher/designer can now make the following tentative recommendations regarding 

both the HCD problem-solving process and the SPL’s way forward.  
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6.5       Recommendations  

6.5.1 Recommendations that speak to the HCD problem-solving process and theory 

When focusing on the idea of time (and bearing in mind the high output within limited time 

frames usually associated within ‘traditional’ design practice), the researcher/designer 

suggests the reconsideration of the way in which HCD processes are implemented (within a 

graphic design context) throughout the various research phases considering the specific 

limitations of having one researcher/designer contributing to the HCD team. The 

researcher/designer acknowledges that this is not normally the recommendation made for 

the implementation of HCD, but as the majority of research is still being undertaken within an 

individual context, the implementation of HCD should allow for this and consider possible 

suggestions as to its integration.  

Turning to the arguments made with regards to tensions found within the co-design process 

(inevitably affecting design aesthetics) as identified within theory, shifting the power8 position 

from the expert in the field (the researcher/designer) towards the expert situated within the 

problem (the research participant), the researcher/designer can make the following 

recommendation: For Option A, the researcher/designer must ‘detach’ him/herself from 

those aspects that gesture towards design practice, approaching the research process with 

no promise of an end result (be it the production of design deliverables or transferable skills 

and processes) and purely see the research from an anthropological stance or; following 

Option B, the researcher should approach the research as designer, following and 

implementing design practices as thinking and processes, reflecting purely on collected data 

as motivation towards, functional and viable design applications. 

Lastly this researcher/designer can identify that although HCD, through the implementation 

of the IDEO toolkit and its various tools, is an incredibly effective tool in terms of data 

collection through Hearing and identifying the problem, understanding participants involved, 

and creating a mutual feeling of empathy with the individuals within the problem, the process 

itself and its integration can be problematic.  

                                                

8		Here	 it	must	 be	noted	 that	 ‘the	power	 shift’	 (identified	 as	 part	 of	 the	 co-design	process)	 depends	on	 the	
perceptions	 of	 power	 that	 the	 researcher/designer	 has	 within	 the	 problem-solving	 process.	 While	 some	
theorists	 indicate	 that	 the	 researcher/designer’s	 role	 is	 limited	 to	 editing	 design	 outcomes	 produced	 by	
research	 participants,	 others,	 like	 Sanders	 (2002:5),	 hint	 towards	 a	 power	 structure	 where	 the	 designer	
actively	 produces	 designs	 based	 on	 ideas	 and	 solutions	 generated	 by	 research	 participants	as	 inspiration.	
This	conflict	in	terms	of	the	co-creation	process	creates	further	tensions,	bringing	into	question	the	extent	to	
which	the	designer	may	actually	co-design	within	the	research	process.	
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For this reason, the researcher/designer would like to recommend that further explorations 

need to be undertaken with specific reference to the creation, structure and integration of 

tools within HCD research (be it the IDEO toolkit itself or smaller applicable tools such as 

mind-maps, mood-boards and so forth). Because tools applied within this research process 

were based within theory and design practice (influenced by the history, knowledge and by 

the skills of the researcher/designer herself), little consideration was paid to the ‘humanity’ of 

research participants. Participants often, for the first time in their lives, were (in this case and 

in other cases) asked not only to interact with tools such as those captured within this 

research, but to produce outcomes as a result of its application ‒ an intimidating, possibly 

inconsiderate, and at times a seemingly insensitive request.  The researcher/designer thus 

recommends, considering predictions made by Drucker and McVarish (2009) and Sanders 

(2002, as quoted in Taffe, 2015:42), that more research should be done with an intent to 

focus on, inter alia, research tools and their origins, the accepted knowledge structure that is 

deemed to be in place with regards to research participants during the integration of such 

tools, its physical application, and the ultimate goals or expectations of integrated tools. 

6.5.2 Recommendations to the SPL  

With a specific focus and reflection on this research, bearing in mind findings, conclusions 

and recommendations within the integration of the HCD problem-solving process, the 

following recommendations/suggestions can be made towards the SPL, specifically: 

a. That the SPL (including all stakeholders) should acknowledge and re-identify that this 

problematic experience of the library as space and place may very well be rooted in 

its current (or lack of) applications situated within both branding and wayfinding (as 

reflected in HCD team meetings 1-3); 

b. That the library, its entire staff (even those who did not actively participate in the 

research project) and its management structure, reflect upon this research 

undertaken using it as a supporting document and tool in order to validate  and 

support the need for the interrogation of suggested designs (should its integration be 

decided on) by their provincial representatives, offering the research and the SPL as 

a prototype to possible human-centred public libraries within an South African 

content; 

c. That the SPL accepts that, if having integrated those suggestions made, it would still 

have to reflect upon these integrated applications, by engaging the library users 

themselves, adapting and changing the application if the SPL is to become a public 

library that is truly human-centred at heart. 
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6.6 Research contribution 

Reflecting upon the research process undertaken, its findings, conclusions and ultimate 

recommendations made, the researcher/designer is of the opinion that this research 

contributed not only to the current theoretical framework in place (regarding the application 

of HCD and its problem-solving process within the field of Graphic Design and the context 

specific South African public library domain), but that the research served as a valuable 

body of work for future/potential researchers considering the integration of HCD into public 

library space and place (in design practice and for research purposes). This research also 

contributed on a much more intimate level, as, through the research process, relationships 

built and ultimate design suggestions presented brought back an excitement to the SPL 

team (management and librarians) with each participant providing for a personal account of 

the research process and the integration of HCD-describing an enriching experience that 

altered or “refreshed” the way in which they view the library, their own function within the 

library and, finally, the experience of moving within and outside of the SPL library space and 

place. It seemed, thus that the experience was for all an empowering experience. 

More so, this research offered a personal contribution to the life of the researcher herself, 

compelling her to question what it means to be a human-centred designer and as a result re-

evaluating not only the SPL as space and place, but her preconceived notions of what it 

means to ‘do good’ through both research and design. 

 

6.7 Limitations and future research 

Concluding the research the researcher/designer identifies limitations to the study being: (1) 

the availability of the research participants’ time, considering that they ‘gave way’ to time 

normally spent performing operational duties, and; (2) the interaction throughout the 

research process that was limited to SPL staff (librarians and management), excluding a rich 

source of potential data and a unique perception by the end-user as specialist user of the 

SPL. 

Future research would thus involve the next step within the research and co-design process, 

providing the end-users within this context specific to the SPL the opportunity to reflect on 

those design suggestions made (as a result of concluded research) while Hearing, Creating 

and Delivering design applications (from the end-users, librarians and SPL management 

perspective) that is truly human-centred. 
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ADDENDUM A: LETTER OF CONCENT TEMPLATES 

 

The following addendum contains: (a) an information leaflet and consent template towards 

general participation  to the research process, and (b) consent to photography template, 

providing consent to collect, use and process any photographic material which contains, or 

was captured by research participants as part of the data collection and reflection process 

within this research project. 

All research participants/ librarians, given ample opportunity to question or re-examine both 

document, completed, signed and agreed to partake in this study before the first focus group 

(HCD team meeting) commenced. 
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 FACULTY OF HUMAN SCIENCES 
DEPARTMENT OF VISUAL ART AND DESIGN 

 
INFORMATION LEAFLET AND INFORMED CONSENT 

 
PROJECT TITLE: THE RE-EVALUATION AND REBRANDING OF A PUBLIC LIBRARY 

FROM A HUMAN CENTRED DESIGN (HCD) POINT OF VIEW: A CASE STUDY. 

 
Primary investigator: Ms Danelle Heenop 

Junior Lecturer: Graphic Design 

Department of Visual Art and Design 

Vaal University of Technology 

Tel:  016 950 2362 

Cell:  082 340 4307 

E-mail: danelleh@vut.ac.za 

Study leader: Prof Allan Munro 

Co-study leader: Ms Kate Chmela-Jones 

 

Dear Research participant, 

 

I would like to extend an invitation to you to take part in a research study titled ‘the re-

evaluation and rebranding of a public library from a Human Centred Design point of view: a 

case study’. This study forms part of the requirements for the MTech-qualification in Graphic 

Design, for which I am currently registered at VUT. This information leaflet is designed to help 

you (the participant) to decide if you would like to participate in this study. Please assure that 

you are satisfied and fully understand all aspect involved of the study, before agreeing to be a 

participant. 
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THE CONTENT OF THE STUDY 
 
The Sasolburg City Library can be described as both a space and place of gathering and 

knowledge, functioning at the very heart of the community’s social vitality and interaction. This 

study concerns the human experience, more specifically the improvement of the experience of 

navigating oneself through the Sasolburg City Library as a space and place (a term referred to 

as ‘way-finding’). Secondly this research aims to design a brand identity unique to the 

Sasolburg City Library, creating a positive, memorable experience for both the Sasolburg City 

Library employee and patron users.  

 

This re-conceptualising of the Sasolburg City Library, which consists of a way-finding system 

and new brand identity, will be done through an approach known as Human Centred Design. 

Human Centred Design (HCD), focuses on the unique creative abilities and experiences 

belonging to each individual involved in a project (such as your library), whereas, in other 

studies your unique insights, experience, knowledge and potential contributions are usually 

overlooked in the problem-solving process. HCD believes that the very individuals working and 

living within a space are not only able to best identify problems within the specific space, but 

can also best generate the most suitable solutions for these problems, rendering them experts 

in their field. 

 

This research aims to engage with you, as these identified experts, namely the employees and 

librarians of the Sasolburg City Library to identify problems within the navigation, brand 

experience and the expected experience. In collaboration with the researcher/designer (which 

is me) the re-evaluation and design application can be generated for the Sasolburg City 

Library so that it benefits both the participant involved as well as the patron users of the library. 

By redesigning with a HCD approach the library will keep the interest of the viewer at heart 

and constantly promote design solutions. Not only are we creating spaces that serve the users 

but spaces that intrigue and call the public patron to action. 
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YOUR PARTICIPATION WITHIN THE STUDY 
 
 If you agree to participate in the research as described, you will be required to do the 

following: 

1. To sign the informed consent form; 

2. To take part in focus groups consisting of 6-8 individuals who can be identified you the 

experts and participants within the context of the Sasolburg City Library. You will be 

expected to identify problems and assist in generating possible solutions through your 

participation within these focus groups guided by researcher/designer. The duration of 

each focus group session is approximately 90 minutes, and there are five focus group 

sessions in total; 

3. To join other participants in informal group interviews; 

4. To take part in creative problem solving exercises such as playful triggers and self- 

documentation; 

5. To make yourself available as participants within the focus group held within the 

Sasolburg City Library on agreed upon dates and times. 

 
RISK, DISCOMFORT OR INCONVENIENCE TO YOU AS PARTICIPANT 
 
Participation in this study involves minimal risk, discomfort and/or inconveniences, no more 

than the risk, discomfort and/or inconveniences one encounter in daily living. The only 

inconvenience however is the time that you as participant in this study will have to grant the 

researcher/designer, but because these focus groups will only be scheduled according to the 

availability and time of the participants involved, the inconvenience is limited to your 

participation. Research has, in fact, shown, that participation in HCD project are both 

enjoyable and fulfilling. 
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POTENTIAL BENEFITS OF THIS STUDY 
 

Participating in this study will have and create the following benefits: 

1. This research will propose to uplift current sociological structures existing specifically in 

Sasolburg and the greater Free State area by contributing to the national perception of 

public libraries.  

2. The proposed re-evaluation, if implemented successfully will resonate with international 

trends on re-evaluating and updating of existing architectural structures, drawing the 

public back into public spaces like the SCL.  

3. Active participation throughout the research process will empower the SCL employees 

and public patrons by generating a model or system wherein you (the specialists) can 

identify problems, generate and integrate solutions to existing and future structures 

within the SCL and within each participant’s individual context.  

4. It will supply each participant with a knowledge structure (gained throughout the 

research process) enabling him or her to find solutions for existing and future structural 

problems in a constantly developing sociological and technological public environment. 

 
INCENTIVE FOR PARTICIPATING 
 

Please note that you will not be financially compensated for participation in this study. Each 

participant will however enjoy refreshments after the completion of each focus group. A 

presentation of all design suggestions and applications will be given to participants on the 

conclusion of the research, while the management of the Sasolburg City Library will receive a 

design manual of all suggested design and brand applications as a result of the study. (It is 

sincerely hoped that you will be able to use the manual to agitate for funding to implement your 

designs to the benefit of your library). 
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THE RIGHTS OF THE PARTICIPANT 
 
Your participation in this study is voluntary as you have the right to withdraw at any stage 

without any negative consequences or discomfort to you what so ever. No reason needs to be 

provided should decide to no longer participate in this study.  

 

CONFIDENTIALITY AND ANONYMITY 
You need to know that there will be two types of data collected during the study.  The first type 

of data will be that which connects you to your job and experiences in the library.  This data is 

necessary to get a sense of what designers call “the look and feel” of the domain.  This data is 

confidential and will be dealt with in the way outlined below.  When I report on this data in any 

publication that might emanate from this research project, your anonymity will be secure and 

so you can share freely. 

 

The second type of data is that which comes from the discussions in the focus groups around 

suggestions, ideas, experiences and the like as they appear.  In the focus group I cannot 

guarantee anonymity, so everyone in the group will be given a Letter Code for the purposes of 

the writing process and you will be referred to only by the Letter Code, except where this 

cannot be controlled because we might be talking about your particular job.  If this case arises, 

I undertake to make sure that any reporting will be checked with you so that you are 

comfortable with what I am writing. 

 

Given these two types of data please note that all data provided by you during the study will be 

handled confidentially as outlined above. This means that access to your data captured during 

the research process will be strictly limited to the researcher/designer, supervisor and co-

supervisor of the study. All data concerning personal information of participants involved will 

be kept confidential and can only be accessed by the researcher. If you should decide to leave 

this study all data collected from you will be destroyed.  Your anonymity, and all data gathered  
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from you, will be protected in the final design application manual referring to suggestions as 

derived from a focus group and not individual participants. 

 

Finally, you must also know that no-one in the group will be singled out as the chief designer, 

as all the people taking part are the designers and deserve that recognition. 

 

QUALIFICATION OF THE RESEARCHER 
 
The researcher is an adequately trained and qualified researcher in Graphic Design, the 

design of way-finding applications and the conceptual and physical construction of a brand 

identity, integral components of the problem solving process. You need also know that the 

supervisor, Prof Allan Munro has many years of experience supervising students and research 

ethics, and the co-supervisor, Ms Kate Chmela-Jones is extremely competent both as a 

designer and as an HCD specialist. 

 
ADDITIONAL INFORMATION REGARDING THE STUDY 

 
The primary investigator (researcher/designer), Danelle Heenop can be contacted during office 

hours at Tel: 016 950 2362, or on her cellular phone at 082 340 4307. Should you want to 

send any additional questions feel free to mail the designer/researcher at danelleh@vut.ac.za. 

You may also contact the supervisor at 082 823 0819 or at allanjohn.munro@gmail.com or the 

co-supervisor at 016 950 9894 or at kate@vut.ac.za. 

For further possible inquiries one can contact the Chairperson of the Faculty Research and 

Innovation Committee of the Faculty of Human Sciences, Dr. E Dicks at 016 950 9073 during 

office hours. 
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ETHICAL APPROVAL OF THE STUDY 
 
The research has been given ethical clearance from the VUT Ethics Committee. 

 

 

A FINAL WORD 
 
Your co-operation and participation in this study will be greatly appreciated and is of much 

value. Should you agree to serve as participant in the study, please sign the letter of consent 

below. If signed, you will receive a copy of the signed informed consent from Danelle Heenop, 

the researcher of this study. 

 

 

 

 

 
 
 
. 
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INFORMED CONSENT 

I hereby confirm that the researcher has informed me of all aspects of this research study. I 

have also read and understood the above information and agree to participate. I am aware that 

all information gathered during the research process will be anonymously processed into a 

research report as outlined in the Information Leaflet. I understand and accept that my 

participation in this study is voluntary, and that I can withdraw my consent and participation at 

any stage throughout the research process. I have asked for clarity concerning all aspects of 

the study and will make myself available to actively participate in this study. 

 

 

 

 

 Research participant’s name and surname (in print)    

      

 

 

 Research participant’s signature 

 

 Date  
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 FACULTY OF HUMAN SCIENCES 
DEPARTMENT OF VISUAL ART AND DESIGN 

 
AN ADDITON TO THE INFORMED CONSENT DOCUMENT: PHOTOGRAPHIC 
AND RECORDING DOCUMENTATION 

 
PROJECT TITLE: THE RE-EVALUATION AND REBRANDING OF A PUBLIC LIBRARY 

FROM A HUMAN CENTRED DESIGN (HCD) POINT OF VIEW: A CASE STUDY. 

 
Primary investigator: Ms Danelle Heenop 

Junior Lecturer: Graphic Design 

Department of Visual Art and Design 

Vaal University of Technology 

Tel:  016 950 2362 

Cell:  082 340 4307 

E-mail: danelleh@vut.ac.za 

Study leader: Prof Allan Munro 

Co-study leader: Ms Kate Chmela-Jones 

 
Dear Research participant. 

 

This document serves as an addition to the informed consent document all participants have signed 

thus far. In addition to the participants consent to take part in the focus group the researcher requires 

additional consent from participants involved to record all conversations that will take place during 

conducted focus groups. Due to the visual nature of this research process the researcher will be 

required to use photographic documentation as an integral part of the collection and processing of 

information. This photographic documentation includes both the capturing of existing wayfinding and 

branding within the Sasolburg City Library by the researcher and the research participants themselves.  
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Whilst the data collected as mentioned above will guide the researcher through the problem solving 

process, selective activities performed by a research participants during the conducted focus groups 

will also need to be captured for documentation purposes.  

 

Safeguarding anonymity 
 

All photographic material and transcribed recordings collected throughout the research will be stored is 

a place of safe keeping for the required time needed. The research participant will be assured that no 

photographic image will be used in the final document presented to management without the consent 

of the participant that is captured in the photo or was responsible for capturing the relevant image. 

 

As assured, the identity of the participant will be protected and visual material will only be referenced 

as to further motivate the methodology and data collection process within the research conducted. Any 

photographs taken during the self-documentation containing the participant him/herself (see question 

one to five in Focus Group 1: Phase 3) are designed with the specific aim of familiarising the participant 

with the documentation process, promoting confidence and participation within the process and will not 

be presented to management as part of the final document. Where the photograph might contain 

important information, consent to use the photograph will be sought from the co-researcher in the 

photograph. You will have every right to decline to have that photograph used, or to ask that you be 

removed from the photograph (in other words I shall “Photoshop” you out of the photo). 

 

Besides these additions all matters contained in the prior Information are still in place and binding. 

I thank you for considering this and look forward to working with you in a team with a joint purpose –  

to develop a working environment that you would be happy to work in and be proud of. 
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INFORMED CONSENT 

 

I hereby confirm that the researcher has informed me of all aspects regarding the recording of 

conversations and the photographic documentation within this research study. I have also read 

and understood the above information and agree to participate.  

 

  

 

 

 

 Research participant’s name and surname (in print)    

      

 

 

 Research participant’s signature 

 

 Date  
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ADDENDUM B: SUMMARISED TABLE OF FOCUS GROUP MEETINGS 

 

The following addendum contains a summarised table of all focus group meetings with its 

various phases and applied tools integrated as part of the data collection process to this 

research project. 
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Figure 1: A summarised depiction of HCD team meetings 1, 2 and 3 within the HCD problem solving process. 

	 HCD	TEAM	MEETING	1:	
“The	SPL	Inside	Out”	

	

HCD	TEAM	MEETING	2:	
“Navigating	the	SPL	space	
and	understanding	place”	

HCD	TEAM	MEETING	3:	
“Brand	strategy	and	development”	

HCD	IDEO	
PHASE:	

‘Hear’	 ‘Hear’	 ‘Hear’	

PHASE	1:	 Informal	Group	Interviews	 Reflective	session	 Re-evaluation	of	the	SPL	vision	and	mission		
	

OBJECTIVES:	 1. To	generate	an	understanding	of	the	
daily	SPL	operations;	

1. To	determine	the	experience	of	the	SPL	
space	and	place;	

2. To	identifying	the	underlined	need	
within	current	experience.	

Reporting	on	data	collected	during	HCD	team	meeting	1	to:	
1. Confirm	the	lived	experience	as	described	
2. Identify	elements	within	implemented	wayfinding	and	

branding	causing	“problematic	current	experience”	

1. To	identify	the	current	vision	and	mission,	
2. To	scrutinize	it	through	actual	SPL	practice;	
3. To	adapt/add	to	current	vision	and	mission	

to	best	reflect	the	uniquely	operational	SPL,	
4. To	construct	a	single	minded	message	

statement	best	representing	the	SPL.	

INTEGRATED	
TOOLS:	

Ø Open-ended	questions;	
Ø HCD	team	meeting	documentation.	

Ø HCD	team	meeting	documentation.	 Ø Interactive	posted	statements;	
Ø Open	ended	questions	and	discussions;	
Ø HCD	team	meeting	documentation.	

HCD	IDEO	
PHASE:	

‘Hear’	 ‘Hear’	 ‘Hear’	

PHASE	2:	 Card	Sort	 3		Mapping	Sections	 Branding:	In	theory	and	practice		
	

OBJECTIVES	 1. To	determine	a	hierarchy	of	SPL	needs	
within	applied	branding	and	
wayfinding.	

Section	1:	Presentation	of	SPL	floor	plans.	
1. To	give	a	reference	document	of	the	SPL	original	structure	

and	layout,	to	be	for	comparison	between	‘then”	and	“now”.	

Section	2:	Edited	floor	plans.	
1. To	identify	the	placement	and	adjustments	of	sections	

within	the	SPL	as	it	is	today.	
2. To	identifying	any	problems	with	the	architectural	space,	

the	navigation	within	the	space	or	problematic	placement	
of	any	particular	section	within	the	SPL	space.	

Section	3:	SPL	floor	plans	indicating	current	sectional	divisions	
and	adjustments.	
Through	the	application	of	colour	coded	routes	to:	
1. identify	possible/desired	navigational	routes	to	the	

different	sections	within	the	SPL;	
2. indicating	important	access	points;	
3. offer	research	participants	the	opportunity	to	evaluate	the	

current	navigational/wayfindig	experience;	
4. identify	problems	within	the	navigational	process.		

1. To	resolve	questions	regarding	branding	
within	theory	or	SPL	context;	

2. To	determine	brand	expectations;	
3. To	identifying	what	brand	applications	

would	be	most	suitable	given	identified	
needs.	

	

INTEGRATED	
TOOLS	

Ø Photographic	documentation;	
Ø Flash	cards;	
Ø HCD	team	meeting	documentation.	

	

Ø Interactive	mapping;	
Ø HCD	team	meeting	documentation.	

	

Ø Open	ended	discussions;		
Ø Semi	structured	questions;	
Ø HCD	team	meeting	documentation.	

HCD	IDEO	
PHASE:	

‘Create’	 	‘Create’	 ‘Create’	

PHASE	3	 Self-Documentation	
	

2	Inspiration	Sections	 Co-creational	Design:	The	SPL	Logo		
	

OBJECTIVES	 1. To	self-document	the	SPL	(as	space	and	
place)	from	the	librarians	viepoint;	

2. To	identify,illustarte	and	comment	on	
the	current	“on	the	ground	situation”		of	
the	SPL;	

3. To	generate	visual	
responses/representations	for	those	
verbally	communicated.	

Section	1:	Visual	reference	board	by	researcher/designer:	
1. To	expose	librarians	to	actual	application	design	within	

library	space-	illustrating	successful	wayfinding	and	
branding;	

2. To	create	a	visual	representation/	reference	towards	the	
“deliver”	HCD	IDEO	phase,		

Section	2:	Mood-board	by	librarians.	
1. To	capture	the	desired	“spirit”	of	the	SPL;	
2. To	compile	a	source	of	inspiration	and	desires	concerning	

possible	design	application.	

1. To	reflect	upon	all	accumulated	data	and	
re-evaluated	statements	relevant	within	
branding	and	logo	creation;	

2. To	design	a	SPL	logo	through	the	
incorporation	of	the	Logo	design	toolkit.	

INTEGRATED	
TOOLS	

Self-documenting	toolkit	consisting	of:		
Ø Disposable	camera;	
Ø Correlating	booklet;	
Ø HCD	team	meeting	documentation.	

Ø Visual	Reference	Board	
Ø MoodBoards	or	Inspirational	board;	
Ø HCD	team	meeting	documentation.	

Ø Reflective	discussion;	
Ø Logo	design	toolkit;	
Ø HCD	team	meeting	documentation.	

HCD	IDEO	
PHASE:	

	 ‘Hear”’	 	

PHASE	4	 	 Mind-mapping	branding,	wayfinding	and	external	factors	
	

	

OBJECTIVES	 	 1. To	allow	for	the	critical	analysis	of	both	the	brand	and	
wayfinding	in	place;	

2. To	questioning	its	current	stance	within	the	SPL;		
3. To	negotiating	what	can	be	done	to	better	meet	identified	

needs;	
4. To	identifying	possible	approaches	and	needed	outcomes.	

	

INTEGRATED	
TOOLS	

	 Ø Mind	Maps	 	



	
	

320 
	

	 HCD	TEAM	MEETING	4:	
“Logo	development	stage	1”	

HCD	TEAM	MEETING	5:	
“Logo	development	

stage	2”	

HCD	GROUP	TEAM		
MEETING	6:	

“SPL	Logo	approval”	

MEMBER	CHECKING	SESSION:	
“Presentation	and	conclusion	to	the	HCD	research	

project”		

HCD	IDEO	
PHASE:	

‘Hear’	 ‘Hear’,	‘Create’	and	
‘Deliver’	

‘Create’	and	‘Deliver’	
	

‘Create’	and	‘Deliver’	

PHASE	1:	 Reflective	session:	data	collected	
applicable	to	the	SPL	logo	
generation.		
	

Digitized	interpretations	
of	the	SPL	logo.	

Digitized	alteration	and	
approval	of	the	SPL	logo.	

The	reflective	presentation.	

OBJECTIVES:	 1. To	reflect	upon	accumulated	
data	and	visual	reference;	

2. To	contextualize	selected	logo	
designs	suggestions	within	
phase	two	of	this	HCD	team	
meeting.	

1. To	reveal	digitized	
logos	(offering	11	
designs);	

2. To	select	a	singular	
logo	application;	

3. To	suggest	alteration	
to	logo	depiction	to	
be	made.	

	

1. To	identify	and	finalize	
(with	alterations	made)	the	
suggested	logo	to	represent	
the	SPL.	

2. To	approve	final	logo	
depiction.	

3. Conclude	HCD	team	
meetings	within	research	
process.	

	

1. To	reflect	on	the	HCD	research	process;	
2. To	reflect	upon	data	collected	(first	in	general	and	

secondly	specificly	towards	branding	and	wayfinding	
design);	

3. To	identified	potential	applications	(as	design	
deliverables)	from	data;	
	

INTEGRATED	
TOOLS:	

Ø HCD	team	meeting	
documentation.	

Ø Logo	selection	
phase	2	
presentation	
document;	

Ø HCD	team	
meeting	
documentation.	

	

Ø Digitized	logo	variation	
document	phase	3;	

Ø HCD	 team	 meeting	
documentation.	

	

Ø Presentation	document	capturing	the	research	
process.	

	

HCD	IDEO	
PHASE:	

‘Hear’	 	
	

	 ‘Hear’	

PHASE	2:	 Confirmation	of	visual	links:	the	
inspirational	mood-boards	and	
inspired	visuals	from	the	visual	
reference	boards.	
	

	 	 Presenting,	testing	and	adjusting	the	suggested	branding	
applications	as	prototype.	

	 1. To	reflect	on	accumulated	data,	
presenting	a	logical	path	in	data	
collection	within	the	design	
process	up	until	logo	creation.	

2. To	confirm	national	and	
internationally	designed	logo’s	
as	a	“benchmark”	towards	logo	
selection	in	phase	3.		

	 	 1. To	present	suggestions	of	possible	branding	design	
applications	derived	from	the	research	process		(as	
branding	prototype).	

	

INTEGRATED	
TOOLS	

Ø HCD	team	meeting	
documentation.	

	

	
	

	 Ø Branding	prototype	suggestion	integrated	into	
member	checking	documentation.	

HCD	IDEO	
PHASE:	

‘Hear’	and	‘Create’	 	 	 ‘Hear’	and	‘Create’	

PHASE	3	 Logo	selection	Phase	1	
	

	 	 Reflection	on	simulated	brand	suggestions	towards	
application	for	the	SPL	

OBJECTIVES	 1. To	presentation	of	3	selected	
logo	designs	by	librarians;	

2. Determining	common	
denominators	identified	within	
the	selected	depictions		

3. To	establishing	aesthetic	
elements	shared	in	designs.	

	 	 1. To	reflect	on	each	of	the	simmulated	design	suggestion	
as	prototype	to	HCD	team;	

2. To	discuss	each	design	suggestion	providing	for	
alterations	and/or	alternative	suggestions;	

3. To	summerise	those	alterations	made	to	each	
individual	design	suggestion;	

4. To	provide	another	opportunity	for	any	conclusing	
suggestions	or	comments	regarding	design	applications	
(even	if	not	yet	presented).	

INTEGRATED	
TOOLS	

Ø Logo	selection	phase	1	
presentation	document;	

Ø HCD	team	meeting	
documentation.	

	 	 Ø Open-ended	questions	towards	analysing	and	
amending	branding	prototype	suggestion	
integrated	into	member	checking	documentation.	

HCD	IDEO	
PHASE:	

‘Hear’	and	‘Create’	 	 	 ‘Hear’	and	‘Create’	

PHASE	4	 Logo	selection	Phase	1	
	

	 	 Wayfinding	paper	prototype	simulation	&	navigational	
journey	
	

OBJECTIVES	 5. To	presentation	of	3	selected	
logo	designs	by	librarians;	

6. Determining	common	
denominators	identified	within	
the	selected	depictions		

7. To	establishing	aesthetic	
elements	shared	in	designs.	

	 	 1. To	present	suggestions	of	simmulated	wayfinding	
applications	via	simmulated	paper	prototype	
depicting	those	applications	derived	from	the	
research	process	;	

2. To	simmulate	and	test	the	navigational	experience	
form	slected	routes-	altering,	adding	or	changing	
throughout	the	navigational	journey;	

3. To	provide	for	HCD	team	the	opportunitiy	of	
physical	alter	(on	design	simulations	in	prototype	
booklet),	and	verbally	commenting	(in	note	pad	
arie	in		prototype	booklet)	on	presented	design	
suggestion,	optimasing	feedback	form	HCD	team.	

	
INTEGRATED	

TOOLS	
Ø Logo	selection	phase	1	

presentation	document;	
Ø HCD	team	meeting	

documentation.	

	
	

	 	 Ø Simmulated	paper	prototype	depicting	suggested	
wayfindg	applications	in	the	SPL.	
	

HCD	IDEO	
PHASE:	

‘Hear’	and		‘Create’	 	 	 ‘Hear’	
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Figure 2: A summarised depiction of HCD team meeting 4, 5 and 6 and the member checking session within the HCD problem solving process. 

	

PHASE	5	 Logo	selection	Phase	1	
	

	 	 Reflection	on	simulated	wayfinding	suggestions	towards	
application	for	the	SPL	

OBJECTIVES	 8. To	presentation	of	3	selected	
logo	designs	by	librarians;	

9. Determining	common	
denominators	identified	within	
the	selected	depictions		

10. To	establishing	aesthetic	
elements	shared	in	designs.	

	 	 1. To	reflect	on	each	of	the	simmulated	design	
suggestion	as	prototype	to	HCD	team;	

2. To	discuss	each	design	suggestion	providing	for	
alterations	and/or	alternative	suggestions;	

3. To	summerise	those	alterations	made	to	each	
individual	design	suggestion;	

4. To	provide	another	opportunity	for	any	conclusing	
suggestions	or	comments	regarding	design	
applications	(even	if	not	yet	presented).	

INTEGRATED	
TOOLS	

Ø Logo	selection	phase	1	
presentation	document;	

Ø HCD	team	meeting	
documentation.	

	 	 Ø Open-ended	questions	towards	analysing	and	
amending	wayfinding	prototype	suggestion	
integrated	into	member	checking	documentation.	

	

HCD	IDEO	
PHASE:	

‘Hear’	and	‘Create’	 	 	 ‘Hear’	and	‘Deliver’	

PHASE	6	 Logo	selection	Phase	1	
	

	 	 1. Conclusion	to	member	checking	session,	and	the	
research	proses.	

OBJECTIVES	 11. To	presentation	of	3	selected	
logo	designs	by	librarians;	

12. Determining	common	
denominators	identified	within	
the	selected	depictions		

13. To	establishing	aesthetic	
elements	shared	in	designs.	

	 	 1. To	coclude	on	member	checking	session,	
summerising	those	phases	conducted	and	data	
derived	as	a	result;	

2. To	conclude	research		reflecting	on	the	research	
experience	and	overall	suggestions	towards	HCD	
team	meetings	and	member	checking	session;	
implemented	tools	and	design	suggestions	altemely	
delivered	as	a	result;	

3. To	thank	HCD	team	for	their	participation	and	
continious	contribution	to	the	research	proses;	

	
INTEGRATED	

TOOLS	
Ø Logo	selection	phase	1	

presentation	document;	
Ø HCD	team	meeting	

documentation.	

	
	

	 	 Ø 	Reflective	open-ended	questions	towards	all	HCD	
team	meeting	and	member	checking	session	as	the	
research	and	problem	solving	proses	as	a	whole.	
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ADDENDUM C: SUGGESTED DESIGN APPLICATIONS FOLLOWING DESIGN 

PRACTICE AND PROBLEM SOLVING PROCESSES 

 

The following addendum contains both branding and wayfinding suggested design 

applications following design practice and problem solving processes, applying the re-

evaluated SPL logo derived from integrated interventions (following HCD problem solving 

processes) and collected data within this dissertation. 
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Figure 1: Suggested branding applications: Applied branding (revised logo) to the exterior structure of 

the SPL, entrance 1. Design suggestion by researcher/designer.  

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2: Suggested branding applications: Revised branding to SPL apparel-shirt design (option 1) 

front and back. Design suggestion by researcher/designer.  
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Figure 3: Suggested branding applications: Revised branding to SPL apparel-shirt design (option 2) 

front and back. Design suggestion by researcher/designer.  

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4: Suggested branding applications: Revised branding to SPL apparel-shirt design (option 3) 

front and back. Design suggestion by researcher/designer.  



	
	

325 

 

 
 

Figure 5: Suggested branding applications: Applied branding to SPL apparel-blazer design front and 

back. Design suggestion by researcher/designer.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 6: Suggested branding applications: Revised branding to SPL book bag (option 1). 

 Design suggestion by researcher/designer.  
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Figure 7: Suggested branding applications: Revised branding to SPL book bag (option 2). 

 Design suggestion by researcher/designer.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 8: Suggested branding applications: Vehicle “wrap” and removable vehicle branding magnet 

strip (librarian’s private vehicles). Design suggestion by researcher/designer.  
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Figure 9: Suggested branding applications: revised branding to indoor collapsible banners. Design 

suggestion by researcher/designer.  
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Figure 10: Suggested branding applications: Applied branding to outdoor permanent banners. Design 

suggestion by researcher/designer.  
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Figure 11: Suggested branding applications: Applied branding to outdoor collapsible banners. Design 

suggestion by researcher/designer.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 12: Suggested branding applications: Revised Management and Librarian business card 

design (front and back).Design suggestion by researcher/designer.  
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Figure 13: Suggested branding applications: Revised branding to SPL membership card front and 

back. Design suggestion by researcher/designer.  

 

 
 

Figure 14: Suggested wayfinding applications: Colour demarcation signage for all sectional 

wayfinding application. Design suggestion by researcher/designer.  



	
	

331 

 
 

Figure 15: Suggested wayfinding applications: Suggested sectional signage included all main 

sections. Design suggestion by researcher/designer.   
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Figure 16: Suggested wayfinding applications: Suggested application of signage on shelves. Design 

suggestion by researcher/designer.  

 

 
Figure 17: Suggested wayfinding applications: Suggested application of signage on shelves 

incorporated into the SPL space. Design suggestion by researcher/designer.  
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Figure 18: Suggested wayfinding applications: Suggested symbols and signage for points of 

information, restrooms and emergency exits. Design suggestion by researcher/designer. 
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Figure 19: Suggested wayfinding applications: Revised application of signage for SPL operational 

hours incorporated into a window display. Design suggestion by researcher/designer.  
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Figure 20: Simulated route application “step 1” within identified route (secondary entrance of 

the SPL to the Children’s Reference section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

Figure 21: Simulated route application “step 2” within identified route (secondary entrance of 

the SPL to the Children’s Reference section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 
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Figure 22: Simulated route application “step 3” within identified route (secondary entrance of 

the SPL to the Children’s Reference section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 23: Revised simulated route application “step 4” within identified route (secondary 

entrance of the SPL to the Children’s Reference section), located within simulated paper 

prototype depicting suggested wayfinding integration within the SPL. 
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Figure 24: Simulated route application “step 5” within identified route (secondary entrance of 

the SPL to the Children’s Reference section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 25: Revised Simulated route application “step 6” within identified route (secondary 

entrance of the SPL to the Children’s Reference section), located within simulated paper 

prototype depicting suggested wayfinding integration within the SPL. 
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Figure 26: Revised simulated route application “step 7” within identified route (secondary 

entrance of the SPL to the Children’s Reference section), located within simulated paper 

prototype depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

Figure 27: Simulated route application “step 8” within identified route (secondary entrance of 

the SPL to the Children’s Reference section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 
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Figure 28: Simulated route application “step 9” within identified route (secondary entrance of 

the SPL to the children’s reference section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 29: Simulated route application “step 10” within identified route (secondary entrance 

of the SPL to the children’s reference section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 
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Figure 30: Simulated route application “step 11” within identified route (secondary entrance 

of the SPL to the children’s reference section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

Figure 31: Simulated route application “step 1 and 2” within identified route (primary 

entrance of the library to the bathroom facilities within the SPL), located within simulated 

paper prototype depicting suggested wayfinding integration within the SPL. 
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Figure 32: Simulated route application “step 3” within identified route (primary entrance of 

the library to the bathroom facilities within the SPL), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 33: Simulated route application “step 4” within identified route (primary entrance of 

the library to the bathroom facilities within the SPL), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 
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Figure 34: Simulated route application “step 5” within identified route (primary entrance of 

the library to the bathroom facilities within the SPL), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 
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Figure 35: Simulated route application “step 6 ” within identified route (primary entrance of 

the library to the bathroom facilities within the SPL), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

Figure 36: Simulated route application “steps 7 and 8” within identified route (primary 

entrance of the library to the bathroom facilities within the SPL), located within simulated 

paper prototype depicting suggested wayfinding integration within the SPL. 
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Figure 37: Simulated route application “step 9” within identified route (primary entrance of 

the library to the bathroom facilities within the SPL), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

Figure 38: Simulated route application “step 10” within identified route (primary entrance of 

the library to the bathroom facilities within the SPL), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 
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Figure 39: Simulated route application “step 1” within identified route secondary entrance of 

the library to the fiction section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

 

Figure 40: Simulated route application “step 2” within identified route secondary entrance of 

the library to the fiction section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 41: Simulated route application “step 3” within identified route secondary entrance of 

the library to the fiction section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

 

Figure 42: Revised simulated route application “step 4” within identified route secondary 

entrance of the library to the fiction section), located within simulated paper prototype 

depicting suggested wayfinding integration within the SPL. 
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Figure 43: Simulated route application “step 5” within identified route secondary entrance of 

the library to the fiction section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

 

Figure 44: Simulated route application “step 6” within identified route secondary entrance of 

the library to the fiction section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 45: Simulated route application “step 7” within identified route secondary entrance of 

the library to the fiction section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 

 

 

 

 

 

 

 

 

 

 

 

Figure 46: Simulated route application “step 8” within identified route secondary entrance of 

the library to the fiction section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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Figure 47: Simulated route application “step 9” within identified route secondary entrance of 

the library to the fiction section), located within simulated paper prototype depicting 

suggested wayfinding integration within the SPL. 
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ADDENDUM D: DECLARATION OF LANGUAGE EDITING 
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