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	Key Themes: 
The key themes centred on the Library Customer Service Team’s developing data literacy, as they worked to make better use of the wide range of information already available to them. They focused on using data to inform service improvements, aiming to enhance both operational efficiency and the student experience. 



	Summary of presentation: 

The Library Customer Service Team at the University of Hertfordshire had been on a journey to better understand and utilise the wide range of data available within their Learning Resource Centre. They had recognised that although they collected substantial information, much of it had remained under‑used, prompting the need to build a case for more informed decision‑making and improved service delivery. Their work focused on developing analytical capability gradually and exploring how different data types—such as organisational data, resource utilisation, attitudinal feedback and behavioural insights—could be applied to enhance the student experience.
A key part of this journey had involved adopting a user‑experience‑driven approach. By creating student profiles, analysing user stories and remaining curious about patterns in student behaviour, the team were able to contextualise UX findings more effectively. Examples included investigating who visited the LRC, questioning what constituted a “visit,” and using Wi‑Fi data alongside entry swipes to gain more meaningful insights.
Throughout this process, the team had reflected on the challenges and benefits of their work. They emphasised the importance of having a vision, remaining pragmatic and agile, identifying easy wins, and building a strong narrative to influence service development. Their experience aimed to inspire others seeking to do more with the data they already had.




	How Might it Apply to CS in libraries:

A CS team in an academic library could use these ideas by taking a fresh look at all the data they already collect—like enquiry trends, busy times at the desk, space usage and student feedback—and using it to spot what’s really going on day‑to‑day. Instead of just reacting to problems, they could use this information to understand what students actually need and adjust services accordingly. It could be as simple as noticing when certain questions keep coming up, seeing which spaces students naturally gravitate toward, or picking up patterns in Wi‑Fi or room‑booking data. By staying curious, trying small changes and sharing what they learn with the wider team, they could build a stronger, more student‑focused service without needing fancy tools—just a willingness to explore what their data is already telling them.
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