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• Non-profit charity UK + international ~ arts, culture, museums, libraries, 

archives

• Specialist researchers and consultants 

• Collaborative principle: sharing data and knowledge

• Audience-centred innovation and change

The Audience Agency 



“How can we make sure that we create platforms that suit the 

users’ needs?”

Who?

Why?

What?

How?



Human Centred Design (HCD)

Design thinking is a non-linear, iterative process that teams use to 

understand users, challenge assumptions, redefine problems and create 

innovative solutions to prototype and test.

Interaction Design Foundation



“Design Thinking” can be applied to

• Products

• Platforms

• Services

• Processes

• Experiences 

• Business processes
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Design Thinking Cycle

Design Thinking Process by IDEO/Stanford, 



What do our users what from us? 

Empathy is the ability to understand and share the feelings of 

another – vital first step in the design thinking process.

• It is about getting ‘inside the shoes’ of a different types of 

user or ‘personas’. 

• It starts from what those in the organisation know about users 

– or think they know 

• Primary research is important to test assumptions



User Persona Canvas
Name

Description
Age, gender, lives in…married?, kids? Education, job? 
Leisure?, outlook, passions, media

Images

Quotes

Stories

Empathy

Create Personas

Understand needs



One platform, many motivations



Three Types of Audience (user) Development

More

Deeper

Broader



One platform, many motivations

2019-2023 strategy 



National Gallery – Mapping User Journeys



National Gallery – Mapping User Journeys



National Gallery – Mapping User Journeys



National Gallery – Mapping User Journeys



Wellcome Collection



Wellcome Collection



Wellcome Collection

• Understanding our users is at the heart of everything we do

• We spend time understanding what they do, what they want to do, what 

they can’t do, and we test our ideas with them

• We consider those who use Wellcome Collection today and those who 

might

• Our users decide what is good

Tom Scott, Head of Digital Wellcome Collection

https://stacks.wellcomecollection.org/data-informed-not-data-driven-13377c77d198



• Don’t build or create without a specific audiences/users in mind.

• Find out as much as you can about users’ motivations, needs, challenges –

how can you give them a positive digital experience?

• Involve users in the process, talk to them, understand them.

• Design thinking is an ongoing process.

Summary



Additional useful resources

http://designthinkingforlibraries.com/

https://www.designcouncil.org.uk/news-opinion/seven-tenets-human-centred-design

https://www.designkit.org/human-centered-design

https://medium.com/dc-design/what-is-human-centered-design-6711c09e2779

http://www.libellarium.org/index.php/libellarium/article/view/308/445

http://designthinkingforlibraries.com/
https://www.designcouncil.org.uk/news-opinion/seven-tenets-human-centred-design
https://www.designkit.org/human-centered-design
https://medium.com/dc-design/what-is-human-centered-design-6711c09e2779
http://www.libellarium.org/index.php/libellarium/article/view/308/445


Thank you

Keep in touch:

Katie.Moffat@theaudienceagency.org
@katiemoffat

theaudienceagency.org/newsletters


