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Foreword
I was very lucky to have a mum who believed that it was part of her duty to get me interested in reading from an early age.

I still remember the joy of our weekly visit to East Redcar Branch Library where I started off reading with Janet and John, explored the world of Asterix and Tintin, and eventually progressed through Target’s range of Doctor Who books to the fantastic world created by Tolkien.

Libraries nowadays are about a lot more than books, but in Oxfordshire we still aim to engage readers young and old in the excitement of reading a new book.

We also aim to make each of our libraries a centre for the local community, an essential information point and a point of access, via Information Technology, to the world of information available through the worldwide web.

We aim to serve the diverse groups within Oxfordshire including children and young people, those from minority ethnic groups and those isolated at home.

This Annual Library Plan sets out the early stages of this mission.  We are speeding up our investment in ICT to make the service more efficient, to provide direct access to our services by members of the public and to improve our own management of the service.

Our new management structure will provide more focus on strategic development and will enable us to make better use of our resources.

We are already providing best-sellers more quickly and plan to expand this approach to other areas soon.

We will take a creative approach to building the service.  Our joint projects in Kidlington and Sonning Common show that we will not let traditional barriers get in the way of our ambitions.

Finally we value and will develop our dedicated and professional staff.  We will encourage local flexibility whilst expecting local targets to be met.

It is an exciting and fulfilling job leading the Library Service in Oxfordshire.  I look forward to seeing this first rate Plan through to fruition.

Councillor Neil Fawcett

Executive Member for Learning and Culture, Oxfordshire County Council
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CHAPTER 1
INTRODUCTION

1.0
Introductory note by Andrew Coggins, County Librarian

A draft Annual Library Plan 2002 (ALP) for Oxfordshire containing the proposed three-year Strategy and Action Plans for the Library Service was submitted to the Executive of Oxfordshire County Council on 23 July 2002, and was approved in principle. In adopting this draft ALP as its ‘initial proposals’, the Executive forwarded it to the Learning and Culture Scrutiny Committee for its meeting on 10 September, inviting comments for the Executive to consider alongside an updated and enlarged draft at its subsequent meeting on 17 September. The Scrutiny Committee was very supportive of the thrust of the draft ALP, incorporating as it does the Implementation Plan emerging from the Best Value Review (BVR) of the Library Service in 2001/02. The Committee ‘supported a positive review of library services in the county with a view to improving provision’. These views were welcomed in turn by the Executive on 17 September, when after a further positive and complimentary debate, the Draft was adopted and authorised for submission to the DCMS. The Executive also resolved to recommend the Plan to full Council on 5 November for approval as its authorised Annual Library Plan 2002.  

In reading this Plan a number of key factors need to be borne in mind. Firstly, the County Council is undergoing significant changes following the modernisation of its structure in November 2001 and the introduction of a nine member Executive, an administration (Conservative/Liberal Democrat) for the first time after sixteen years of a hung Council. The Library Service has been able, largely through the vehicle of the BVR, to engage closely with the Executive Member for Learning and Culture in particular, and the Executive in general, to demonstrate that the new Strategy of the Library Service is geared to helping to deliver the key Strategic Objectives of the Executive as highlighted in the Oxfordshire Plan. 

Secondly, the Council’s Chief Executive has gained Executive endorsement for a radical corporate programme of change and service improvement entitled ‘Raising Our Performance’. A subsequent set of more detailed proposals entitled ‘Growing our Corporate Capacity’ was adopted by the Executive on 17 September 2002. It includes the comprehensive restructuring of Council public and support services into four Strategic Directorates, with Cultural Services joining Education in a new Learning and Culture Directorate. This will evidently have significant implications for the Library Service. Following a complementary Review of Education, Social Services and Cultural Services undertaken by the Executive earlier in 2002, the Library Service (and Cultural Services as a whole) is to develop ways of working more closely with Adult and Community Learning in particular (and with the rest of Lifelong Learning in general). The County Librarian was a member of an officer working group tasked with developing a joint vision for these services and identifying opportunities for working together. This vision and programme has been welcomed by the Executive, and is certain to develop practical improvements to services by better joined-up working in the short to medium term.

Thirdly, as noted above and of fundamental importance for Libraries, the whole Library Service has undergone a Best Value Review in 2001/02. There has also been a complementary management restructuring to implement the outcomes of the Review. A new Library Strategic Management Team (LSMT) has been in place since May 2002, and the rest of the middle management reorganisation will be completed by October 2002. The Specification for the BVR was agreed by the Best Value and Audit Committee on 5 June 2001, and the final report and action plans were approved by the Executive on 14 May 2002. The report’s conclusions were developed against the backdrop of the DCMS Library Standards and the Executive’s expectations of a radical overhaul of Service operations and significant efficiency improvements to enhance service quality. These expectations have been addressed, and service improvements are already coming through from the re-allocation of resources and efficiency savings. Key outstanding priorities shared between the Executive and LSMT include the delivery of the BVR Implementation Plan, the achievement of the Opening Hours Standards (to be the subject of a budget proposal for 2003/4/5 to go to the Executive in November 2002), and the continuing improvements to library premises, especially in the larger communities in the county.

The Action Plan in section 7 is firmly rooted in the Best Value Report. In addition, the Plan should be read in the context of the County Council’s Oxfordshire   Plan 2002 - 2007, Cultural Services’ Medium Term Plan 2001/02 to 2003/04, and the County Council’s Cultural Strategy for Oxfordshire. The County Librarian as a member of the Cultural Services Management Team has integrated Library Service priorities with these corporate departmental objectives, which themselves have set out to realise the aspirations of the Council's Oxfordshire Plan.

The Annual Library Plan 2002 is therefore a particularly significant and comprehensive planning document. It integrates the outcomes of a challenging Best Value Review of the Library Service with the new County Council priorities, and it is the first Annual Library Plan to have been adopted by the Executive. It is a radical Plan to deliver change, to improve the quality of services, and to achieve improved performance.

1.1  Local authority characteristics

1.1.1
Brief description of the county
Oxfordshire has changed in the last thirty years from a sparsely populated agricultural county, known mainly for the university city of Oxford, to a key industrial county in the South East of England. As part of the Thames Valley, the county shares the richest and most dynamic economy in the UK outside London. Oxfordshire covers an area of 258,261 hectares  (1,007 square miles), has a fast-growing population of 632,000 and retains two-tier local government, with five District Councils (Cherwell, South Oxfordshire, West Oxfordshire and the Vale of White Horse District Councils, and Oxford City Council) - see Map 1.
The county’s major geographical feature is the river Thames, which links many of its market towns. It contains three Areas of Outstanding Natural Beauty - the Cotswolds, Chilterns and Wessex Downs – which comprise over a quarter of its total land area. Its attractive countryside and easy accessibility to major transport routes such as the M40 continue to give it great appeal as a place to live, work and visit, and most of its residents enjoy a good quality of life. However housing costs are high, and there are people and communities suffering poverty, disadvantage and social exclusion. The topography of the county is shown in Map 2.

1.1.2
Demographic information
N.B. It had been hoped to incorporate data from the 2001 Census in this section, but regrettably the figures have not yet been made available.

1.1.2.1

Population

The population of Oxfordshire is growing at over twice the national rate, the growth being mostly attributable to net in-migration: the estimated increase in population between the 1991 Census and 2002 is 8.7%.



1991 Census

580,900



2000 Forecast

623,000   



2001 Forecast

627,500



2002 Forecast

631,700


(Source: Office of National Statistics)

The authority expects this growth to continue. The Government, in its regional planning guidance, has advised Oxfordshire County Council that it should make provision for 36,459 houses to be built in the county in the period 2001 to 2016. This significant increase in population is putting pressure on existing services, and this pressure is likely to increase over the next decade.

1.1.2.2

Population by age group 

      Oxfordshire+
England and Wales*

 0 - 4

    
 5.9%


 6.0%


 5 - 14

   
13.3%


12.9%

15 - 24

   
13.8%


12.0%


25 - 59

   
48.9%


48.6%



60 - 64

     
 4.4%


 4.8%



65 - 74
 
     
 7.2%


 8.2%



75 - 84
 
    
 4.7%


 5.5%



85+

     
 1.8%


 2.0%



(Sources: +  Oxfordshire County Council, 2000, 




      *  Office of National Statistics, 2000)
Comparing the figures for Oxfordshire with those for England and Wales indicates that Oxfordshire has a younger population than the norm. The proportion of those aged under 25 is slightly above the national average (33% compared with an average for England and Wales of 31%). Coupled with the overall rate of population growth in the county, this has led to an increase of 17% between 1991 and 1999 in the number of children of primary school age, compared to 7% for England. The number of young people aged 11-15 increased by 16%, compared to an increase of 11% for England in the same period. These figures have particular implications for services to children, which are therefore given a high priority by the Library Service, and teenagers and school children have been identified as priority target groups in the Best Value Review report. Council in setting the 2002/03 budget for Cultural Services agreed to the creation of a new post designated Cultural Entitlement Officer, whose role it will be to improve links between schools and libraries and museum services. In addition, Oxford is a temporary home to a large number of students, many of them from other countries, who place particular demands on the library facilities in the city. 

The proportion of those aged 60 and over is a little below the national figure, at 18% (compared to 21% for England and Wales), but again the overall rate of population growth resulted in an 8% increase in numbers of this age group between 1991 and 1999, compared to 2% for England as a whole. Since older people tend to be the most regular library users, and often the least mobile, this has implications for the delivery of local services, particularly in rural areas.

The daytime population of the county is not significantly different from the figures above because although some workers do commute to Reading, London and elsewhere, there are roughly equivalent numbers who commute into the county from neighbouring local authority areas. However there is significant cross-border use of libraries in towns close to the county boundaries such as Banbury, Bicester, Faringdon and Henley, and library services in these towns are planned to meet the demands of catchment areas extending into neighbouring authorities. There are reciprocal arrangements with these authorities for cross-border use of libraries.

1.1.2.3

Population by ethnic make-up



Main ethnic groups  
White


96.7%

Black Caribbean
  0.4%

Black African

  0.2%

Black other

  0.4%

Indian

              0.5%

Pakistani

  0.5%

Bangladeshi

  0.1%

Chinese

  0.3%

(Source: 1991 Census, Oxfordshire)

The population profile by ethnicity shows an ethnic minority population of 3.3%, which is significantly less than the national average of 5.5%. It is concentrated in Oxford, which is home to about 75% of the non-white population of the county, and in Banbury. The largest groupings are Pakistani (25% of the ethnic minority population), Indian (24.4%) and Black Caribbean (21.5%), with the remainder being very diverse in their origins and cultures. In the specific case of asylum seekers this diversity is particularly marked, and this issue is being addressed in the context of the proposed Accommodation Centre for Asylum Seekers at Bicester. 

1.1.2.4

Population by settlement

    1998
  2001

% increase

Oxford


138,600
145,000
  5%

Abingdon

  32,600
  32,700
  0.5%

Banbury

  42,000
  44,200
  5%

Bicester

  26,800
  29,200
  9% 

Didcot


  22,100
  24,300
10%

Witney


  20,800
  22,100
  6%

(source: Oxfordshire County Council, Interim Population and Household Forecasts, 1999)
Oxford, situated in approximately the centre of the county, has the largest population, and the 5 other main population centres are spread across the four District Authorities. The growth in population is not spread evenly across the county but is concentrated in Banbury, Bicester, Didcot and Witney, the four preferred locations for 
Map 1
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development designated in the Oxfordshire Structure Plan 2011 (Oxfordshire County Council, August 1998). Elsewhere, the County Council's policy is to protect the rural environment and the character of the market towns, so that outside these growth points Oxfordshire remains a largely rural county of widely dispersed communities. The authority faces the dual challenge of meeting the growing needs of four rapidly expanding towns whilst delivering services in an effective and efficient way to very rural and scattered communities. The service implications are addressed in a number of places in this Plan, notably 3.2 Buildings and Mobile Libraries.  

1.1.3
Socio-economic analysis
1.1.3.1

Economy and employment

Oxfordshire has one of the most successful and productive economies in the UK, with several centres of international excellence. It has a highly qualified workforce and in 1991 41.9% of the population were engaged in managerial, professional or technical occupations. Unemployment rates in the county are low and currently stand at 1% compared with a national average of 3.3% (June 2002).

In recent years the 'M40 corridor' has brought economic benefits to Banbury, Bicester and the north of the county, with distribution, hotels and restaurants being particularly strongly represented. Car manufacture, public administration, hospitals and academic institutions are large employers in Oxford, whilst defence and research establishments dominate in the south of the county. Nevertheless, the local economy is largely based on small firms.  In 1996, firms employing fewer than 25 people accounted for 94% of all firms in the county.  Oxfordshire has:

· the highest concentration of research and development jobs in the UK outside London

· the highest percentage of graduates in the workforce

· the largest concentration of motor sport and performance car research, development, testing and manufacturing companies in the world

· the largest concentration of printing and publishing companies in the UK outside London, and the greatest concentration of medical publishers

· World-class universities.

Oxford city is at the centre of a large travel to work area, bounded for the most part by the towns of Burford, Chipping Norton, Thame, Wallingford, and Wantage. In 1991 more than one in three jobs in the county were in Oxford and 48% of the holders of those jobs lived outside the city boundary. Oxford Central Library serves a large number of office and other workers, many of whom are also members of their local libraries. The Action Plan gives attention to the Central Library as a centre of excellence for information provision in the county.

1.1.3.2


Community profile
Oxfordshire is a diverse county, which poses particular challenges for the delivery of services. As a centre of academic excellence the city of Oxford is almost unrivalled.  There are many academic and specialist libraries within the city, mostly associated with the University of Oxford, and many of our users are associated with the academic community and have high expectations of the service in general and of the Central Library in particular.  There is also heavy usage of the Central Library by foreign language students (on both short and long-term courses).  This places extra demands and pressure on the stock, facilities and staff of that library. 

Henley-on-Thames and the south-east of the county have much in common with the commuter belt to the west of London, and Wantage too has a predominantly prosperous clientele. However, the library service also has to make itself relevant to a less well-educated and less affluent population. This includes agricultural workers (particularly in the north and west of the county), manual workers in industries such as the automotive trades in Cowley, distribution in Didcot and food processing in Banbury, and low paid employees in catering and other service industries throughout the county. 

Despite the prosperity of the county, poverty and deprivation is a reality for a significant proportion of its population. In order to identify who is living in poverty and where they live, the County Council commissioned a mapping exercise from the University of Oxford (Mapping Poverty in Oxfordshire, October 2000). The maps indicate that 11% of the population is poor according to the Government’s criteria, and of the 144 wards in the county, 10 showed up as having multiple deprivation, 6 of them in Oxford, 2 in Banbury, one in Abingdon and one in Berinsfield. Unemployment rates, although low by national standards, are significantly higher in certain wards, and for Oxford as a whole the current rate is 1.6% compared with 1% for the county average.

Similarly, the high educational standards typical of Oxfordshire's population can mask important pockets of low levels of literacy and numeracy. For example, 38% of the residents of the Blackbird Leys ward of Oxford City aged between 16 and 60 have poor standards of literacy compared with 20% in the county and 24% nationwide, and 44% have poor numeracy skills compared again with 20% in Oxfordshire and 24% across the country. Even more significantly, in this ward 9% of the population have very low literacy skills and 12% very low numeracy skills compared with 3% and 4% respectively for the county (Adult Basic Skills Agency).
Low incomes, multiple deprivation and poor educational attainments can mean poor take up of services and social exclusion for many people in Oxfordshire. In response to these needs, the County Council and the Library Service have drawn up strong policies to promote social inclusion, and the Best Value Review targets six areas as priorities:

a) People who are rurally isolated. 
Whilst four towns are expanding rapidly, most of the county is very rural and communities are generally small and scattered. Some 49% of Oxfordshire’s population live in rural areas, and, for many, rural life can mean social exclusion and a lack of access to services because of low incomes and inadequate public transport. The Library Service has maintained a network of village libraries and mobile services to meet their needs, and consultation with these communities has helped to ensure that the smaller libraries do not miss out on the improvements to services and reading promotions enjoyed by their larger neighbours. Delivering effective and efficient services to small communities brings particular challenges for the authority.

b) Older people 
Older people, and particularly those with poor mobility, can suffer social isolation, and poverty and isolation for pensioners is found significantly more in rural areas than in the towns. Those in residential homes have particular needs which the library service is seeking to address, for example through deposit collections of books and visits by mobile libraries.

c) People from minority ethnic communities

As noted in 1.1.2.3, most of the county's ethnic minority population is concentrated in certain wards in Oxford and in Banbury. Meeting the needs of these minority cultures has been identified as a service priority, but the diversity of their origins makes the planning of stock provision and outreach work far from straightforward. 

d) People with disabilities
The 1991 Census numbers some 54,000 people with disabilities, Oxford city having the greatest concentration. The library service has undertaken a programme to meet their special needs and the requirements of the Disability Discrimination Act, both through modifications to buildings and mobile libraries, and through staff training. In addition, 16,000 people have some kind of visual loss and it is estimated that 91,000 people have some sort of hearing loss, with 3000 having profound hearing loss and 350 being British Sign Language users. About 240 people could have dual sensory loss and approximately 1 in 3 people over 65 have some sort of sensory loss. The Best Value review has identified that services to people with sensory impairment are in urgent need of improvement and promotion.

e) School children

Many children grow up in households where reading is not the norm, and where low standards of numeracy and literacy are frequent. The Library Service works closely with schools, for example through organised class visits, homework collections, running promotional activities and visits by the library ‘Reading Bus’, to foster a love of reading outside the school curriculum and to encourage regular library use.

f) Young people in their teens

Young people are often low library users, and, if disaffected, can become involved in crime and drugs misuse. The Library Service wishes to attract more of this age group into its libraries and has recently redesignated the role of County Children’s Librarian to that of County Children’s and Youth Librarian. Through a combination of best practice benchmarking and innovation, working more closely with schools, the County Youth Service and other agencies, and closer co-operation with colleagues involved in adult services, there will be a fresh approach to providing services relevant to the needs of young people.

1.1.4 Regional and cross-border patterns of use
Geographically situated close to the heart of England, Oxfordshire is for most purposes treated as part of the South East. Most significantly, the county falls within the government’s South East Region and South East Economic Development Agency. As a consequence, the Library Service has recently changed its membership of the South West Regional Library System from full to associate status. The County Librarian is now a member of the Society of Chief Librarians South East Group, as well as of the newly formed (2001) Thames Valley Group of Chief Librarians. The creation of the South East Museum, Library and Archive Council (SEMLAC) has provided an invaluable over-arching coordinating body for the South East Region. Oxfordshire contributed to the research and mapping exercise initially undertaken by Paul Leivers on library issues in the South East. It welcomes the recently received consultative document entitled Realising our Potential: A Library and Information Development Strategy for the South East 2002-2006. The eight strategic themes highlighted in the document are all highly relevant to Oxfordshire, and indeed are to a greater or lesser extent being addressed locally. There will be significant benefits from pooling expertise, experience and resources in this new partnership for mutual benefit. This will help Oxfordshire to digest and act upon regional and sub-regional (Thames Valley) agendas, likely to become increasingly important in the short to medium term. These developments indicate a degree of rationalisation of Oxfordshire's regional position, but there will always be a need to maintain contacts in a variety of directions. In terms of the Learning and Skills Council, Oxfordshire forms part of the Milton Keynes, Oxfordshire and Buckinghamshire hub. Banbury and the adjoining areas in the north of Oxfordshire inevitably look to the neighbouring Midlands counties of Northamptonshire and Warwickshire, from which many of their library users come, rather than to authorities in the South East. Other towns on the fringe of the county, such as Bicester and Henley on Thames, also receive many cross-border users. On the other hand, many Oxfordshire residents in the south west of the county tend to use Swindon as their main centre. Reciprocal arrangements remain in place for cross-border use by residents of neighbouring authorities. 

CHAPTER 2
STATEMENT OF OBJECTIVES

2.1
Corporate and Library Service objectives and Plans

2.1.1
The long term objectives of the Library Service

The long-term objectives of the Library Service are expressed as a mission statement and a series of aims, underpinned by a set of values.

2.1.1.1


Mission Statement

To improve the quality of life of all people in Oxfordshire by providing a library service which meets their needs for information, recreation, culture and lifelong learning.

2.1.1.2


Aims

By providing unbiased access to books, information, knowledge and works of creative imagination, the Library Service will:

· encourage active participation in cultural, democratic and economic activities;

· further the personal development of people of all ages and abilities;

· help people make positive use of their leisure time;

· foster literacy and promote the enjoyment of reading;

· enable people to develop their information skills, particularly through the use of information technology.

2.1.1.3

Values

In fulfilling these aims, the Library Service will:

· ensure its services meet the needs of all people, particularly those who are socially excluded;

· develop effective partnerships to help deliver its aims and objectives;

· improve and develop its services to meet changing needs;

· be friendly and customer focused:

· provide a high quality and efficient service representing good value for money;

· be at the heart of the community, carrying out effective consultation with both users and non-users to help shape how services are delivered;

· fully utilise developments in Information and Communications Technology in order to deliver a more effective service.
2.1.2
The overall objectives of the authority, and the role of the Library Service in corporate Plans

The Council’s new Executive states that it is determined to give strong leadership, to set clear political priorities and to be accountable for their delivery. The first Oxfordshire Plan under the new administration  (Oxfordshire Plan 2002-2007) identifies their values and priority objectives, and provides a set of testing targets for improvement. The purpose and values of the County Council are set out as:
· Helping people to fulfil their potential

· Protecting our environment

· Safeguarding our communities

· Sustaining our prosperity

· Raising our performance

2.1.2.1 
Best Value Performance Plan  See also 6.2.1

The Oxfordshire Plan 2002-2007 sets out the strategic direction of the authority and forms its Best Value Performance Plan; a summary of the Plan was delivered to all households in the county. Although the library service will in practice contribute to all the five priorities listed above, the service’s main contributions are to ‘Helping people to fulfil their potential’ and ‘Sustaining our prosperity’. Libraries will play a key part in ‘Helping people to fulfil their potential’ through the provision of improved access to library buildings for lifelong learning, and by developing e-learning facilities and making them available to all learners, institutions and learning centres. ‘Sustaining our prosperity’ includes the development of the Oxfordshire Community (Broadband) Network, a major partnership project which incorporates the People’s Network and the National Grid for Learning. The Council has made a major investment in the establishment and sustaining of the Oxfordshire Community Network, an investment which is indicative of the Council’s commitment to the Library Service and the key role envisaged for the Library Service in the Council’s corporate Plans. The People’s Network project is synchronised with the rollout of New Opportunities Fund ICT training for all library staff. These projects are followed through into ‘Raising our performance’, which includes, for example, improving electronic access to all Council services, including ordering library books on-line. Targets for implementation are specified, for example the completion of the People’s Network installation by March 2003. The Cultural Services Medium Term Plan 2001/02 - 2003/04  (2.1.2.5 below) ties departmental objectives to the Oxfordshire Plan priorities.

2.1.2.2

Community Plan
Oxfordshire's Community Strategy to foster community well-being in both rural and urban areas is progressing well, and Opportunities for Oxfordshire: the Vision was published in May 2002. This consultative document is about the future for Oxfordshire and is the first step in creating a long-term vision for the social, economic and environmental well-being of the county.  A number of organisations in the county contributed to the draft and a Local Strategic Partnership was established in January 2002 to prepare and deliver the vision. It is envisaged that the Community Strategy will be published in 2003. 

2.1.2.3

Local Cultural Strategy for Oxfordshire
Oxfordshire County Council’s A Local Cultural Strategy for Oxfordshire was compiled by Cultural Services and published in November 2001, following a discussion draft circulated in June of that year. The Strategy is the result of a wide range of public consultation exercises, including with a newly formed Citizens’ Panel, liaison with local District Councils’ leisure officers and members, and voluntary and private organisations. Liaison has been particularly close with Oxford City, Cherwell and the Vale of White Horse District Councils to ensure that the process synchronised with the development of these Councils’ own Cultural Strategies.  An action plan is currently being compiled based upon the stated intentions of the County Council, District Councils and other organisations, which clarifies how the objectives of the Local Cultural Strategy will be met, including lead roles, timescales, resource implications, and appropriate milestones and performance measures.  A process is being established to monitor this action plan and to review the Cultural Strategy annually in order to meet the requirements of the Best Value Performance Indicator in accordance with the guidance from DCMS.

The Strategy sets out nine strategic themes to achieve the benefits of cultural activity in ways best suited to Oxfordshire’s particular circumstances, and under each of these are listed a number of ‘high level’ objectives. The strategic themes are to:

· Contribute to the well-being of people in Oxfordshire by helping them enjoy a rich, healthy and creative cultural life

· Support individuals in their lifelong development through participation in a wide range of learning experiences

· Celebrate and develop local cultural identities and activities

· Ensure a sustainable future for Oxfordshire’s culture

· Take positive action to overcome exclusion from cultural activity

· Foster pride in and respect for all cultures

· Work collaboratively to develop the cultural activities of the county

· Provide choices and access to information about cultural opportunities

· Recognise the economic benefits for the county from cultural activity

A Cultural Strategy Officer has now been appointed from within the department to help ensure consistency between this Strategy, the Oxfordshire Community Plan, the County Council’s Best Value Performance Plan and other strategic documents / Plans, efficient use of resources, and coherence in matters such as consultation and communication with partners. The Library Service will play a major role in delivering all these strategies through books, information, reader development initiatives, lifelong learning, the local studies service, outreach projects and promoting culture and a love of reading throughout. 

2.1.2.4

Asset Management Plan

The County Council has continued to develop its Asset Management Plan (AMP) since submitting its updated AMP to GOSE in July 2001. A corporate Best Value Review (BVR) of Property Services is underway, and is to report to Members in January 2003. The County Librarian is participating in this Review, including a Workshop of Case Studies of recent Cultural Services major Capital Schemes. Another BVR has tackled Construction, and the principles of ‘Rethinking Construction’ are being adopted in an Action Plan. The Council has already adopted two-stage tendering using price and quality criteria for projects, and this approach has been used successfully for the Kidlington Library joint project currently under construction (see 3.2.1 below). Overall, the Council is developing a Procurement Strategy, led by a senior civil servant seconded to the Authority, to maximise value for money. 

Plans are also underway to commission the measuring of all non-school buildings and sites held by the Council, following initial work on schools in their AMP. This second phase (the specification for which is currently underway, for an early 2003 start), will input data onto the corporate AMP system ‘Evolution’. Libraries will benefit greatly by up to date and accurate management information for all locations, to help assess fitness for purpose, and sizings to meet the local OCC Standard of 23 square metres of public space per 1000 population served.

The Executive adopted a revised Capital Strategy taking on board the above and further factors, on 23 July 2002, for submission to GOSE. The Strategy aligned capital priorities for the first time to the five Strategic Goals of the Oxfordshire Plan (see 2.1.2 above). This included access to and space standards for libraries as one of the key implications of the Goal ‘Helping people to fulfil their potential’. Furthermore a joined up approach is advocated under the Goal ‘Raising our Performance’ of investigating ways to implement e-government, modern workstyle, and rationalisation of accommodation and records management across the County. The Kidlington Library joint project has been a prototype for such an integrated cross-service approach to premises management.

Libraries continue to have a presence in these developments. The County Librarian remains on the corporate Capital Strategy and Asset Management Working Group. The Capital Strategy highlights the consultation on premises undertaken as part of the Libraries BVR, and mentions cases of Libraries' partnership successes to improve buildings as examples of good practice (viz. Adderbury, Wychwood and Deddington). As the Council moves towards concluding its Public Service Agreement with the Government (with one innovative target of supporting key worker housing with Oxford City Council), and towards the application of a PFI programme (the County Librarian has attended workshops convened by the Chief Executive), so the Library Strategic Management Team (LSMT) is refocusing its premises strategy to benefit its premises portfolio from these corporate initiatives. One PFI priority in the corporate Capital Strategy is an innovative and crosscutting project to provide accommodation and IT for modern workstyle and e-Government which will provide flexible working facilities, rationalise existing departmental area offices and may deal with other Preparation Pool priorities including replacement libraries. LSMT is planning to reassess its Preparation Pool, to feed into the Capital Steering Group when it revisits the overall Preparation Pool this autumn to re-evaluate schemes against the above criteria. This work by LSMT is crucial as the Executive reconsiders capital priorities, not least under the Single Capital Pot regime, and the move towards the Prudential Guidelines from April 2004 and the potential of additional borrowing facilities for capital schemes.

2.1.2.5

Strategic Plan of Cultural Services
The Cultural Services Medium Term Plan 2001/02 – 2003/04 defines the purpose of the department as follows:

All people in Oxfordshire are entitled to enjoy a choice of high quality cultural opportunities which encourage creativity, learning for life, healthy lifestyles and participation, and which celebrate cultural diversity.

Cultural Services promotes such access to choice by caring for the county’s cultural resources, by providing information, by offering services directly and in partnership, and by leading the county’s cultural development.

Cultural Services aims to be socially inclusive, appropriate, effective and accessible to everyone in the county.

In pursuit of this purpose, the department contributes to the County Council’s strategic priorities as set out in the Oxfordshire Plan 2002-2007:

Oxfordshire County Council Strategic Goal
Cultural Services Objective

Helping People Fulfil 

their Potential

Sustaining our Prosperity

Safeguarding our communities


· promoting social inclusion through outreach and audience development

· encouraging a culture of learning for life

· providing information, the gateway to everything else

· fostering participation in the community and responding to specific local needs

· encouraging healthy lives



Protecting Our Environment


· caring for and managing the county's cultural resources, making them relevant through presentation and interpretation



Raising Our Performance


· consulting people

· marketing our services

· developing Cultural Services by investing in our staff

· through improving the performance of our services



Service objectives are listed under each of these headings, thus making it possible to see the correlation of library service objectives, departmental objectives and the County Council’s strategic priorities. 

Library service objectives, performance measures and target dates are related to   each of these departmental objectives, and they tie into the Annual Library Plan Action Plan (7.1, 7.2).

2.1.2.6

Plans for e-government

The Council's 'Implementing Electronic Government' statement (IEG1) was approved by the Department of Transport, Local Government and the Regions in 2001. Cultural Services were at the forefront in detailing their investment requirements to meet the challenging government targets, and libraries were identified as a key element in assisting the Council to achieve its objectives.  A sum of £1,379,000 was flagged up by Cultural Services for ICT investment to fulfil this role, and this was incorporated into the Council’s three year Medium Term Financial Forecast.
Work is now proceeding on preparing the IEG2 statement to be submitted to the Office of the Deputy Prime Minister (ODPM) by the end of October 2002. This document will take account of the draft national strategy for local e-government and additional guidance provided by the ODPM. The Plan will be integrated with the Oxfordshire Plan and the budget strategy and particular focus will be given to organisational development, including change management and business process re-engineering. Increased emphasis will be placed on enhanced partnership working, especially with the District Councils. Government funding of £300,000 has been provided for the Oxfordshire Partnership (local authorities, police and health) for developments in 2002/3. 

The County Council's Management Team (CCMT) is now directly responsible for the planning, implementation and review of the e-government agenda. An officer e-government advisor and an elected member e-champion provide high-level advice to the CCMT and the Executive respectively.

Key priorities include the introduction of a new Management Information System; the Oxfordshire Community (Broadband) Network Project (the Director of Cultural Services leads the Board); the development of an upgraded Website; the development of a Contact Centre and an upgraded IT infrastructure. The implementation of the People’s Network as an integral part of the Oxfordshire Community Network, and the replacement of the Library Management System and its extension to all libraries in the county are key elements in the Council’s e-government strategy.

2.1.2.7       Plans for regeneration

Oxfordshire County Council does not have a corporate Regeneration Plan. However, the Economic Development Strategy for Oxfordshire 2001 to 2005, drafted on behalf of the County Council by the Oxfordshire Economic Partnership, represents a powerful agenda for Oxfordshire. The OEP is a network of local authorities and key business support organisations, and was set up in 1998 to align the Plans of public and private sector partners with the aim of promoting the economic success of the county. Its strategy document includes several objectives that relate specifically to regeneration and social inclusion, including to ‘Promote enterprise development within disadvantaged areas’ and to ‘Invest in learning especially early years and adult basic skills’. The County Council is supporting several projects under these objectives, such as SRB (Social Regeneration Budget) schemes in East Oxford, Blackbird Leys and Barton in Oxford, and Sure Start reading initiatives for children in Rosehill (Oxford) and Abingdon. 

The library service is playing an important role in supporting the county’s Economic Development Strategy and in tackling deprivation and social exclusion. It provides information for local businesses through its Business Information Point in Oxford Central Library, it works closely with organisations promoting family literacy and reading in East Oxford (for example the PEEP project for pre-school children), and its Learning Centres being planned for the Central Library and Blackbird Leys will target those with poor academic attainments. The Centres will run Learndirect and Adult Basic Skills courses to increase life skills and employability, thus contributing to the regeneration of communities.

2.1.2.8

Plans to improve the health of your population

The County Council’s Oxfordshire Plan 2002-2007 sets out the authority’s role in improving the health and well-being of its population. For example, under the priority ‘Helping people to fulfil their potential’, it states its objective of helping older and disabled people to maintain their independence, and under ‘Safeguarding our communities’ it aims to reduce accidents and support vulnerable people. 

More detail is given in the Social Services Plan for Oxfordshire 2001-2004, including the authority’s participation in the Health Improvement Programme partnerships with the NHS and other organisations. There is an emphasis throughout the Plan on working with partners to improve health and independence, to ensure that NHS patients are able to leave hospital and access alternative care provision as soon as possible, and to provide information to help patients to help themselves and make informed choices.

The Library Service is contributing to the County Council strategy through its role in making available up to date information on care services, medical matters and healthy lifestyles. It does this not only through books and reference materials, but also through its public Internet Information Links to databases such as NHS Direct Online and Patient UK, and to the websites of other Council Departments and care services. Libraries are heavily used by older people who increasingly wish to make their own decisions about health care. The Service is also a member of partnerships which contribute to health in its broadest sense, such as the DAAT (Drugs and Alcohol Action Team) chaired by the Education Department (County Youth Service), which helps young people to access information, advice and counselling to enable them to deal with problems of substance misuse.

The Library Service gives a high priority to disseminating information about healthy leisure activities produced by the Countryside and Rights of Way sections of Cultural Services.

2.1.2.9

Lifelong Learning Plan

Oxfordshire’s Lifelong Learning Development Plan for 2000 to 2003 was published in December 1999 as Learning Forever. As indicated elsewhere in the Annual Library Plan, the Library Service has been working increasingly closely with the Lifelong Learning Branch of the Education Department and this is reflected in Learning Forever. 

The Adult and Community Learning Service, a section of the Lifelong Learning Branch, published its Adult Learning Plan 2002-3 in March 2002. The Plan outlines a strategy which places particular emphasis on working in partnership with other organisations to offer learning opportunities, including adult basic skills, which complement those of formal Higher Education institutions. The Library Service has an important role to play in delivering the vision and is currently working with its staff in a number of fields, including Adult Basic Skills provision, Family Learning, information and guidance (IAG), and establishing Learning Centres in the Central and Blackbird Leys libraries.  It also works with Adult and Community Learning in locally based planning groups, such as the District Widening Participation Partnerships which bring together a wide spectrum of providers of education and guidance for adults.

2.1.2.10
Promoting Community Safety

Oxfordshire County Council is working with the five District Councils and the Thames Valley Police to implement the three year Community Safety Strategy, produced in April 2002. The work is being co-ordinated by the Social Policy Team within the Strategy Directorate at County Hall, and all County Council departments are required to contribute. The aims of the strategy have been carried through into the Oxfordshire Plan 2002- 2007 as a key priority, ‘Safeguarding our communities’. It is defined as: helping to reduce death and injuries at home, in work and on the roads; helping to reduce the levels of crime in our communities; and, supporting vulnerable people in our communities. The library service is contributing to the priority by:

Making available information.

All libraries have a specially designated County Council Information Board, on which they display County Council publicity material, including public information leaflets produced by Environmental Services, the Fire and Rescue Service, Trading Standards, the Thames Valley Police and other organisations. These cover issues that range from fitting smoke alarms and promoting cycle helmets to finding better and safer ways to get to school. Libraries also host displays and exhibitions that contribute to public awareness of safety and crime reduction.

Working as members of key partnership groups.

The Service works in partnership with the police, schools and other organisations on a variety of issues concerned with community safety. For example, it participates in the work of the Oxfordshire DAAT (Drugs and Alcohol Action Team), the District Council based Widening Participation Groups (with Education, Careers and Family Learning professionals), and a variety of local community and voluntary groups. 

Its outreach and social inclusion policies.

Helping to support vulnerable people in the community is central to our work, and includes our adult basic skills service, Books on Wheels service (in partnership with the WRVS), and a wide range of outreach work to disadvantaged sections of the community. 

CHAPTER 3
SERVICE DELIVERY POLICIES AND RESOURCES
3.1
Access

3.1.1   Policies relating to the location of libraries
3.1.1.1    
Static libraries

Library provision follows the population distribution described in Section 1.1:

· The network comprises 43 static libraries and a fleet of 7 mobile libraries.

· There is a large Central Library in Oxford, which acts as the hub of the entire network and provides specialist services such as Business Information and Music to the whole county.  

· Major town libraries with substantial reference collections serve Abingdon, Banbury and Witney, while Henley houses the main reference collection for South Oxfordshire.  

· The Library Service also provides full-time libraries in the towns of Bicester, Didcot and Wantage, and in a number of the suburbs of Oxford.

· Part-time libraries serve a further 29 smaller towns and large villages, and there are three dual-use school and community libraries, and two prison libraries. 

Whereas the library coverage of the major centres reflects the population pattern fairly accurately, the network of smaller branches has developed unsystematically, and coverage is not consistent.  Some communities with populations of fewer than 2,000 have a library (e.g. North Leigh, Stonesfield), while others with more than 2,500 people only have a mobile library visit (Bloxham, Chalgrove, Long Hanborough). 

Oxfordshire operates more libraries than most other authorities per thousand population: 12.6 thousand people per library, compared with 14.0 for the family of ‘nearest neighbours’ (Cambridgeshire, Worcestershire, Bedfordshire, Buckinghamshire, Wiltshire, Gloucestershire, Warwickshire, Hertfordshire, Suffolk, Northamptonshire, Surrey, Cheshire and Leicestershire) and 14.6 for the class median. County Council budget decisions taken in 1998/99 indicated a strong political will to retain all the existing network following extensive public consultation, and the new administration appears to support the continuation of this policy.

3.1.1.2

Mobile libraries

The rural areas of the county, and the parts of Oxford and the other major towns which are remote from a branch library, are served by a fleet of 7 Mobile Libraries (reduced from 8 during 1998/99 as a budget reduction measure) which visit 532 stops per week.  

· Most stops are visited at fortnightly intervals (95%), but the busiest 27 stops receive a weekly service (5%).  

· Stop times range from 10 minutes to 3 hours 25 minutes.  

· The Council has endorsed a set of criteria for the provision of the service in terms of length of stop (determined by a combination of the number of visitors and the number of issues) and distance from other stops.  

· Consultation on the mobile library timetables has involved individual users, parish councils and elected representatives.  

· The Mobile Library Service is provided primarily for those people who are unable to reach a branch library, and many stops specifically serve elderly people's homes and sheltered housing.  

· A particular emphasis is placed on liaison with head teachers to arrange scheduled visits to schools during school hours, thus allowing children to borrow books for their leisure reading.  

· One Mobile Library is used for three days per fortnight as a Reading Bus, addressing social exclusion by promoting reading and the Library Service amongst particular target groups, for example young children and those without a tradition of library use (such as Travellers).  The Reading Bus visits family centres and clinics to promote sharing books with babies. 

· For those people who cannot reach a library but for whom the Mobile Library is not an appropriate provision, either a deposit collection of books or a Books on Wheels service (operated in association with the WRVS) is provided - see 3.4.

3.1.2
Policies relating to opening times and availability of libraries
In general terms, the number of opening hours of each library reflects the size and level of use of that library, though there are a number of historical anomalies, some libraries of a similar size and role showing variations in the number of hours open.  Extensive consultation was undertaken as part of the Best Value Review process, including comparisons with the opening hours of shops and other local services, and the final report recommended an increase of 255 hours per week over the county to meet local needs and the DCMS Standard. It is the authority’s objective to achieve this target by 2004/05, and the Executive has already endorsed this target and set aside in principle extra funding in its Medium Term Financial Plan 2003/04 – 2004/05.

3.1.2.1

1998/99 cut in opening hours and their restoration
A 15% cut in opening hours across Oxfordshire libraries was implemented during 1998/99 as a budget measure, as an alternative to closing any libraries. Restoration of the lost hours was funded by the Council and completed by October 2001. The hours were not simply replaced where they had been cut: a major exercise in public consultation was undertaken in order to open at hours of the greatest potential use, with an emphasis on provision outside normal office hours to assist social inclusion. Despite this welcome restoration of cut hours, the total hours of access in Oxfordshire remain well below the national Standard. 

3.1.2.2

Access outside traditional office hours

Hours restored at Banbury, Bicester and Witney were allocated to Saturday afternoons. (Prior to this, Oxford Central Library had been the only Oxfordshire library to open on a Saturday afternoon.) Following this restoration, the proportion of hours outside traditional office hours (from 1 October 2001) is 23% across all static and mobile libraries (25% in static libraries). 

However, consultation undertaken for the Best Value Review indicated strong support for increased opening times outside conventional office hours, resulting in the policy objective that the 8 larger town libraries should be open all day, every day, with the 12 largest libraries opening all day on Saturday. Extra evening hours will be trailed in selected smaller branches in autumn 2002. 

3.1.2.3

Co-operation with other bodies

Co-operation with West Oxfordshire District Council, and with those Friends groups and Parish Councils that had supported opening hours (see above) has been maintained, so that the overall level of opening hours is now higher than before the 1998/99 cuts. However, this external financial support is only provided on an annually renewable basis, and there is a risk that at some future date the Council may be faced with a choice in some libraries between identifying additional funding to maintain opening hours, or reducing hours to the levels of the rest of the county. 

3.1.2.4

Public holidays

Oxfordshire libraries are closed on public holidays, on Easter Saturday and (with the exception of Oxford Central Library) between Christmas and New Year. This is a significant increase in availability compared with former years: before funding for improved hours was made available from Easter 2001, libraries also closed on the Saturdays preceding and the Tuesdays following Bank Holidays.

3.1.2.5

Differential opening hours
Oxfordshire does not offer different hours of opening at different times of year at any of its libraries.

3.2
Buildings and mobile libraries
3.2.1
Buildings

3.2.1.1 
Premises Issues

Under the ongoing Library Premises Review and against the background of the majority of the 43 Libraries in the county being below the Council’s Local Standard (23 square metres of public space per 1000 population served), every effort continues to be made to improve the building stock. However bids for substantial capital schemes in the Preparation Pool of Cultural Services to start in 2002/03 were unsuccessful (e.g. Thame Library replacement @ £1.037 million). This was largely because the ‘Other Services’ block for credit approvals remains (at £577,000 for 2002/03) signally inadequate in the Council's Capital Programme to provide for the needs of Cultural Services, the Fire Service and other designated services. This remains the single largest barrier to achieving a conventionally funded branch replacement / improvement programme. The only relative funding success for buildings for 2002/03 was the virtual doubling of the annual Minor Works budget to £100,000, achieved by the County Librarian through the Capital Steering Group. This is having specific benefits for the Library Service. It is enabling the Access Programme to continue, to meet the Disability Discrimination Act requirements by 2004 (e.g. improvements to library entrances, ramps, automatic doors, etc, to meet the needs of all users including those with disabilities). It also is providing modest pump-priming resources for further library improvements, particularly through partnership agreements. Two significant capital receipts are awaited from the redevelopment of the Wychwood Library, from the sale of a refurbished first floor flat and of two surplus rear plots of land on the site, one of which has been granted planning permission for the erection of a bungalow which should enhance the value of the receipt.

The inadequacy of library premises was highlighted by the Libraries Best Value Review, particularly from the comprehensive public consultation. This feedback confirmed that buildings were seen as too small and unattractively presented, including the Central Library. Libraries were compared adversely to the new generation of bookshops, and there were views that they should be more welcoming and accessible for browsing and longer term visits. This Annual Library Plan contains in its Action Plan (see section 5.2 of 7.1, 7.2) a planned programme to improve the layout, decor, lighting and stock presentation of all libraries and to review existing and future provision of toilet facilities, and separate children's areas / study areas, all of which were mentioned in the consultation process. Given the key role of the Central Library, this is to be the subject of an in-depth Review. This will be both from the Library Service perspective and that of Cultural Services, as the building contains the Directorate, Centre for Oxfordshire Studies, Rights of Way Office, and the new Learning Centre. 

3.2.1.2    
Repair and Maintenance Issues 

Whilst the Repairs and Maintenance (R & M) annual budget allocation for Libraries remains inadequate when compared to annual Assessed Needs compiled by the Authority's Property Agent Atkins, there was a modest improvement in 2002/03 as a by-product of the externalisation of elderly peoples' homes by Social Services. The total non-delegated and delegated budget for R & M for 2002/03 stands at £476,000, representing 19.7% of Assessed Needs, up from a nadir of 12.6% in 2000. (This currently compares relatively favourably with the overall Council position, where funding on average only amounts to 10.8% of Assessed Needs). This is providing some wherewithal to tackle some internal backlogs, including a number of redecorations. As usual this will be focused with Minor Works, to gain optimum effect in starting to achieve the above mentioned improvement programme. In addition, the Council has set up from 2002/03 a new challenge fund entitled ‘Improvements to Council Offices Initiative’, with an allocation of £100,000 in this first year. Libraries have successfully bid for funds to upgrade toilets and cloakrooms at the Libraries Headquarters, and have been encouraged to repeat bids in subsequent years. Nevertheless, the position on R & M for libraries in particular and for the Council in general remains critical and in the longer term unsustainable. The corporate initiatives and Best Value Reviews underway (see 2.1.2.4 Asset Management Plan) are attempting inter alia to find ways of breaking out from this straightjacket (e.g. by again assessing external PPP options for maintenance of the Council’s building stock).

3.2.1.3 
Libraries Capital Programme 

Against the problematical funding issues highlighted at 2.1.2.4 above, the Library Strategic Management Team is committed to re-examine and revamp its Preparation Pool Schemes in the next six months. This will align projects more closely to the corporate initiatives underway and in prospect, including PFI/PPP and crosscutting solutions. A fresh effort will be made to strengthen the justification and profile for major town library replacements (e.g. Thame, Banbury, Abingdon, Didcot and Bicester). Potential collaboration with relevant District Councils will be given a fresh impetus, including potential cultural centre (multi-purpose) solutions at Thame, Abingdon, and Banbury. In the case of Thame the working with South Oxfordshire District Council (SODC) (as well as the Town Council) could well be given a boost when Joint Area Fora (5 in all) between the County Council and SODC are launched shortly as a pilot scheme. The County Librarian has been nominated as the County's representative and ‘Champion’ for the Thame Fora, and it could be that this improves joint working on inter-authority projects. At Abingdon the Vale of White Horse District Council's Consultants have recently produced an interim report to their Executive on potential cultural uses of the Old Gaol, and further research and costings (including a potential new Library built to standard in the complex) are to be undertaken.  

The major scheme currently under construction is the joint project at Kidlington. This reuse of the library site (the former building was demolished in April 2002) with a new library double the size at over 300 square metres, plus a Social Services Centre for adults with learning difficulties on the ground floor, plus two upper floors of Highways offices, is very much a prototype for other such imaginative collaborations. The benefit particularly to the Library Service is that the new facility is not costing anything directly, as it is funded by the other two partners' capital receipts from their replaced premises. 

Against this background Libraries projects will need to be re-geared to new corporate and partnership agendas, to be on hand when new funding mechanisms in the county are developed. These are likely to include PFI/PPP, Integrated Service Planning in specific areas, and negotiating Developer Contributions (a new OCC Brochure has been published recently for using alongside District Councils in discussions with developers: Library Service needs are included, and it is planned this route should fund significant improvements to the Didcot Library once the 3000 new houses to the west of the town are built). 

3.2.1.4 
Other Schemes in the Library Premises Review 

Over and above the large schemes listed above, opportunities in smaller communities to improve village libraries will be grasped. At Watlington the Co-op Housing Association is shortly to start the refurbishment of the flat above the Library at its own cost. The Friends of Watlington Library have launched fundraising to collect £90,000 with which to fund an extension to the Library made possible by the above work. There appears a good prospect (possibly pump-primed by Minor Works) of this long awaited scheme coming to fruition in the next two years. Section 5.1 of the Action Plan below (7.1, 7.2) lists other ongoing schemes. Again partnerships are the hallmarks of most schemes. In the case of Burford a novel approach is being attempted: W S Atkins have published a brochure inviting a commercial partnership, whereby the developer refurbishes the whole premises to produce a bijou residence for sale or rent, with the proceeds funding extensions to the Library at ground floor.

3.2.1.5  
Optimum Use of Premises


Over and above the optimum use of public space in Libraries, to be addressed further as a priority out of the Best Value Review (see above), it is also a corporate and departmental necessity to ensure optimum use of non-public areas. The Cultural Services Medium Term Plan identified office and storage accommodation as critical issues. There are now two Reviews underway, both due to report / implement in the autumn, and both affecting the Library Service directly. The County Librarian is leading the Office Review. With the aid of a space planner from W S Atkins, the Council’s Property Agent, new assessments and scoping of the four major departmental buildings have been undertaken, viz. the Library HQ at Holton, the Central Library, the Oxfordshire Museum, and the county Museum Store, as a start to developing medium-term accommodation strategies for all four sites. The Review is also addressing a number of current issues and pressures. Holton urgently needs space reconfigured to tackle a number of issues: the LSMT centralisation and other consequences of the Management Restructuring on the site, and the housing of a new Operations Support Unit from redeployed staffing resources; the provision of an appropriate base for the Library Management System Replacement project team for the next two years; and the implications of the business re-engineering of library support services, resulting from the Best Value Review, the ICT infrastructure investments in the Library Service, and the introduction of the new corporate Management Information System from October 2002.

Overlaying this is a longer-term departmental Plan to centralise personnel functions, with the remodelling of Directorate offices in the Central Library a consequence. In addition the Departmental ICT Strategy is predicting the rationalisation of ICT Support and Development functions, again with impacts in the Central Library and the Oxfordshire Museum.  

In these ways the Library Service is grappling with significant modernisation issues affecting premises, regarded as a key priority for the Authority as a whole. The Office Accommodation Review, for example, has benefited from Consultancy attention as part of the Central Offices Review, with studies of fitness for purpose, occupancy rates, and ‘hot-desking’ opportunities in the Central Library and Holton. Evidently this approach will need to be developed in the medium term, to ensure the most cost-effective use of premises. 

The Storage Review of Cultural Services (led by the County Archivist) will also benefit the Library Service in the longer term. It will, in addition to trying to find solutions to the serious storage pressures in Cultural Services (particularly in Heritage), force the Library Service to revisit retention and stack policies, including those at the Central Library as well as at the Holton site. Again this will ensure cost-effective storage strategies for the longer term for the Library Service.

3.2.2
Mobile libraries
For policies relating to the provision of the Mobile Library Service see 3.1.1.2 above.

Mobile Libraries currently operate under a ten-year replacement programme.  Funds are ring-fenced within the Transport budget and annual inflation is incorporated. The current annual revenue contribution is £60,800 (which also covers the cost of replacing three delivery vehicles on a seven year cycle).  The vehicle replacement programme is kept under constant review, with close liaison with the County Council's fleet engineer and other departmental transport managers, to share developments in the transport field, and to comply with all required legislation.

A vehicle maintenance contract is operated by the Council's agent Isis Accord, and is closely monitored by County Facilities Management. Relationships with the contractor are excellent, with a recent Partnering Review workshop being held to look jointly at ways of continuing to improve the service. There is little problem with vehicle reliability, the only problem being the obtaining of spares on one of the older vehicles; therefore, continuity of service is good. In order to comply with the provisions of the Disability Discrimination Act, all vehicles will have wheelchair access by 2004. The programme is proceeding well: five vehicles are currently compliant, with the new West Mobile Library coming into service this year. The two remaining vehicles will be compliant by the 2004 deadline. The entire fleet will also have air-suspension, with raise and lower facility, by 2007/08. The latest vehicles have a 240v electrical supply, allowing for the installation of computers, photocopiers and other electrical equipment; the Reading Bus / Oxford Mobile Library will shortly be piloting Internet access using this facility. The new West Mobile Library’s design has been adapted to improve the information provision to isolated rural communities in partnership with the District Council and voluntary organisations.  

The Mobile Library Service has undergone a number of fundamental reviews over the past 25 years. It pioneered computer-aided route planning. It also featured strongly in the recent Best Value Review, with a commitment to undertake a complete review of the service with a view to giving it an even clearer focus, as well as identifying any efficiency savings that may accrue from the possible rationalisation of routes and changes in working practices.
3.3
Services for adults, young people and children

3.3.1
Stock selection, deployment and withdrawal
3.3.1.1

Lending service
Following a major review of librarians’ activities in the mid 1990’s, the 4.5 FTE equivalent of librarians’ time spent selecting new titles from approvals was reduced in 1997 to 1.5 FTE for the selection of all new titles, whether adult, children’s, reference or audio-visual. The emphasis was moved away from selection to the exploitation and promotion of the stock. Another intention of centralising stock selection was to ensure that the range of titles was broadened, to include less well-known writers and publishers.

The selection of most new titles for the county is carried out by three panels: Adult Fiction, Adult Non-fiction and Children’s. There are three librarians on each panel, two appointed for their expertise and a third place as a staff training and development opportunity. Both Adult Panels meet weekly, and the Children’s Panel meets fortnightly, selecting from a mixture of CD-ROMs and approvals. For appropriate titles, pre-publication orders are placed with suppliers whenever possible. In addition to regular selection, themed collections of paperbacks are bought for circulating around the branches, and a standing order system has been put in place this year to buy at least one copy of all mainstream adult fiction and non-fiction bestsellers for each library within one week of their appearance in the listings. Children’s stock is allocated according to library banding, with some of the bookfund being ring-fenced for targeted groups such as under fives. A review of panel membership is currently taking place and it is proposed that a Library Manager should join each panel on a rota basis. 

Replacement of standard titles is devolved to branch level, with each Area having a small budget for this purpose. From October 2002, following the recommendations of the Best Value Review, some of the book fund budget will also be allocated to Library Managers to allow them to respond more effectively to local demands. Collections development is carried out by project teams working on specific areas of stock using budgets identified at the beginning of each financial year, for example targeting the under fives.

Other materials are selected by standing project groups of librarians using ring-fenced bookfunds, such as materials in minority languages, Adult Basic Skills books, and Local Studies materials. Recorded music is selected by the Central Library’s Music Librarian, with two other county panels selecting Video/DVD and Audio Books. 

Most stock is selected for groupings of three or four libraries of a similar size, and is circulated between these libraries according to strict guidelines. Some stock is exempted from the automatic rotation, including popular fiction, local studies titles and travel books, but nevertheless all lending stock is seen as a county resource and not as belonging to any one library. Books are withdrawn from stock following clear guidelines in the Stock Management Binder which is maintained in every branch, and which ensures that subject coverage and stock proportions in the branch meet the County Stock Standards.
All county stock matters are dealt with via the County Stock Team. The Team is being reformed following staff restructuring, but its core membership from October 2002 will be the Assistant County Librarian Performance and Development, the Principal Librarians, Senior Librarians, the Support Services Manager and other county specialists (e.g. the County Children’s and Youth Librarian). The group is currently developing the new annual stock planning process for each library. 

3.3.1.2

Reference and information service

The Reference and Information Service is delivered via the full network of static and mobile libraries. The Reference Stock Standards (February 2001) outline minimum standards for reference stock provision for each library banding. The Standards cover 'traditional' reference books, pamphlets and maps.  There are also sections within the document covering community information leaflet collections and local council information. The County Reference and Information Services Team is currently drafting an Electronic Information Policy which will complement the Stock Standards and inform the wider policy issues of delivering information in a networked environment. The underlying policy is to provide information in the most appropriate format. This has resulted in a great expansion in electronic sources in recent years, and over the next few years the use of print-based information services will be further reduced, especially in smaller libraries, replacing them with improved access to electronic media.
A CD-ROM Network links the Central Library, the Centre for Oxfordshire Studies (COS) and the four Area Reference Libraries, with some 24 public terminals in all.  There is no charge for using the network (other than for printouts) and thus it is equally accessible to all library users whatever their financial means. Some titles have been made available across the whole network, or across the local area network in the Central Library and COS.  Other sources have been installed as stand-alone titles on individual terminals. The range of titles available includes encyclopaedias, full-text newspapers, indexes to newspapers and periodicals, European information, local studies and business information sources. This has been a major enhancement to the information resources available at all five sites.  The management software now enables us to monitor in detail the use of individual titles and informs our future selection decisions. The network has required a substantial investment in the telecommunications infrastructure, hardware and software and staff training (see 3.7.3.1).  The People’s Network will enable the CD-ROM network to be provided across the whole county in due course, subject to issues of licensing and cost.

Public access to the Internet is now available as a free service in all branch libraries, and NOF ICT training will increasingly help staff to support users in their information searches. Following their evaluation by the Content Exploitation Group, access is provided to core information sites, in the form of the developing Information Links portal hosted on www.oxfordshire.gov.uk, the County Council’s website. In addition, the Group monitors national and regional developments in this field so as not to duplicate effort. There is also separate staff access to the Internet at the Central Library; this is used for e-mail and administrative purposes as well as for helping with enquiries. Access to the Internet for staff at enquiry desks has recently been provided at the largest libraries.

Each library acts as an access point for the user to the whole range of services.  Enquiries that cannot be satisfied at the local branch or mobile library are currently referred to one of the four Area Reference Libraries (Abingdon, Banbury, Henley and Witney) or direct to the Central Library, Oxford.  Similarly if an Area Reference Library is unable to answer an enquiry, it will refer the enquiry to the Central Library, which has the main reference collection and the largest team of professional staff. The referral network will shortly be amended, as one of the outcomes of the Best value Review (see below) 

The Information Service was one of the main focuses of the Best Value Review, and was examined in depth by one of the four working groups. The Review’s conclusion was that the Information Service should aim to be the natural choice for people wanting to find out information of any kind, via any library, with the Central Library regarded as a ‘Centre of Excellence’; and that the Service should significantly increase the number of enquiries and the public’s success in finding out the information they require. In order to achieve these objectives:

· There will be more investment in electronic-based information sources and a consequent shift away from printed materials, particularly in the smaller libraries.

· The Central Library will be developed as the centre of excellence for the county’s information service, acting as a call / referral centre for all libraries across the county. This will be an approachable and well-resourced service, responding quickly and accurately to any request made by visit, telephone, letter or email.

· The reference libraries at Abingdon, Banbury, Henley and Witney will maintain their existing book and electronic resources and benefit from a strengthening in specialist staffing to support the public enquiry service, train staff and develop local partnerships with other information providers.

· The Service will encourage and enable members of the public to make enquiries via email.

· There will be increased professional and clerical support to enable the County Reference and Information Librarian to develop and fulfil the strategic agenda.

· Steps will be taken to improve the information handling skills, awareness of the county’s resources, and use of the countywide referral network, of /by front-line service staff throughout the county.
· Wherever possible and via its wide public service network, the Service will help deliver the Council’s e-government objectives and plug into new initiatives as appropriate.
The detailed targets resulting from these policies form part of the Best Value Implementation Plan, which in turn underlie Chapter 7 of this Annual Library Plan.

3.3.2
Stock conservation, including digitisation plans
3.3.2.1

Stock conservation
Oxfordshire is in the top quartile for expenditure on bookbinding, with spending of £75 per thousand population compared with an average for English Counties of £55 (CIPFA Actuals 2000/01). In addition, the Centre for Oxfordshire Studies has its own devolved budget of £5,400 for binding and conservation. 

Within the county there has always been a strong tradition of ensuring that stock is maintained in excellent condition. With declining book funds for most of the 1990’s, there has also been a greater necessity to keep titles in circulation for the optimum period of time. Value for money via Central Buying Consortium contracts, together with written stock management guidelines backed up by regular training, ensures that the county’s stock continues to be in good physical condition. 

However, in 2002/03, the bookbinding budget will be reduced by £25,000 per annum as an efficiency saving to meet higher priorities identified in the Best Value review:  the acceleration of the library management system replacement in 2002/03 and 2003/04, and an increase to the book fund from 2004/05. The increasing proportion of titles purchased in paperback make this a viable proposition and the residue budget of £57 per thousand population is still around the average for English Counties.

3.3.2.2
Conservation and digitisation in the Centre for Oxfordshire Studies

For the relationship of the Centre for Oxfordshire Studies to the Library Service, see Services related to local history (3.3.10).

Cultural Services is committed to programmes to conserve vulnerable original materials in the Centre for Oxfordshire Studies whilst improving public access to meet the Department's social exclusion and lifelong learning objectives. Therefore, as well as traditional bookbinding, there has been an increasing emphasis on other conservation methods, including microfilming and digitisation. The Centre bids annually for funds from the binding and conservation budget to ensure that the county’s extensive existing newspaper runs on microfilm are updated where possible or new ones created. This benefits both the Centre and the other smaller Local Studies Centres around the county to which copies are sent.

The Centre has been successful in securing external grants to help with conservation and digitisation:

· The Oxfordshire Parish Packages project was completed during the year, creating CD-ROMs of heritage information about six Oxfordshire communities from local and county collections. Material has been digitised and put onto CD-ROMs which have been networked to libraries and distributed locally to schools, museums and local history groups. Funded by a Millennium Festival award from the Heritage Lottery Fund (HLF), the project aimed to improve access and encourage further study.

· During 2001/02, the Centre completed a project funded by the DCMS/Wolfson British History Award programme to set up a website on house history in five varied Oxford suburbs since 1800: 
http://www.yourhouse-myhouse.org/. Photographs, maps, museum objects, printed and archival materials have been digitised from the County’s collections and from the City Archives, and there has been substantial input from community groups and individuals, particularly through oral history interviews and the loan of material.

· The Centre is a partner in a New Opportunities Fund (NOF) project with English Heritage to digitise all the surviving photographs taken by the Oxford photographer, Henry Taunt (1842-1922) and put images on the web; this has involved project staff at the Centre digitising 5,000 unique prints in six months. 

· A second NOF project, Thames Pilot, brings together a consortium of local authorities and other bodies, including the Centre, to improve access by digitising historical collections concerning the river Thames.

· Two further successful bids to the HLF, the Victoria and Albert Museum/Resource Purchase Fund and other bodies have secured £101,000 to enable the Centre to acquire a collection of 100,000 photographs taken by the Oxford photographer, J.W. Thomas (d. 2000), to fund the current work to conserve and store the images, and to make information about the collection available to the public. 

3.3.3
Reader and audience development, including encouraging children to read
3.3.3.1   Reader Development for adults

Reader development continues to be an explicit priority of the Library Service. Links are being maintained with the next phase of ‘Branching Out’, following the end of the formal three-year project in September 2001. This includes two members of staff reading books for inclusion on the whichbook.net web site (formerly Book Forager).

The Principal Librarian Cowley Group now has a specific countywide responsibility for Reader Development under the new management structure.

The Reader Development Plan was introduced in October 2001. It includes clear policies and definitions of reader development, an agreed list of priorities, and key tasks set out over an initial three-year time frame.

Through Reader Development, the Library Service aims to:

· help reinvigorate adult lending services;

· develop the skills, knowledge and confidence of staff in order to engage readers in new ways;

· open up reading choices;

· increase access to a wide range of literature through effective stock selection, rotation and display;

· invite readers to take risks and increase their confidence in trying new authors/genres, leading to increased enjoyment;

· develop new audiences;

· offer opportunities for people to share their reading experience, either directly (via reading groups) or indirectly (via review cards, readers’ noticeboards, etc.);

· target promotions effectively.

The Reader Development Implementation Group meets regularly to take forward and review the key tasks of the Plan. These include:

· training for all staff in reader development philosophy and techniques, stock awareness etc.;

· maintaining, reviewing, exploiting and developing ‘Unclassified’ collections in the larger libraries, a programme which was pioneered by Oxfordshire’s Library service;

· using promotions effectively, including staff training, partnership working and evaluation where appropriate;

· continuing to run the existing six library based Reading Groups and to support Community Education Groups; developing new Reading Groups, but encouraging self-sufficiency within them;

· undertaking tracking exercises to help re-assess layout of libraries and improve presentation of stock;

· developing ICT-based opportunities, including promotion of whichbook.net, developing knowledge of reader-based web sites and planning for interactive readers’ web site;

· exploring external funding opportunities.

3.3.3.2    Encouraging children to read
· All libraries participate in the summer reading scheme.

· Storytimes are run at regular intervals throughout the year in the larger libraries.

· All libraries, including mobile libraries, must meet a minimum standard for the number of children’s activities undertaken each year, including class visits.

· A wide range of stock is held, including graphic novels.

· Special collections such as bibliotherapy, local authors and seasonal stock are held at Library Headquarters, to be loaned to branches as required.

3.3.4
Outreach work and events programmes 

3.3.4.1  
For adults
There is no countywide programme of events for adults, and no designated budget to cover the costs of events. However, many libraries organise well-publicised talks and displays and work in partnership with local groups and organisations, and where possible, events tie in with local arts festivals. For example:

· The Central Library ran a programme of events in November 2001 to celebrate its re-opening after major building works. It included talks by the local composer Bob Chilcott, and by Julie Summers about her uncle, the famous mountaineer, entitled The Quest for Sandy Irvine.
· Abingdon contributed to the annual Abingdon Arts Festival with literary workshops by Catherine Jones and a Family History promotion.

· The Wantage Festival events included a talk in the library by the local author Veronica Stallwood, April 2002.

· Events and displays took place in all libraries for Adult Learners’ Week, May 2002, including a stand at the Adult Learners’ Fair in Oxford Town Hall. 

· Regular involvement with the annual Oxford Literary Festival

Staff are encouraged to undertake outreach work in the community to publicise the service, but pressure on staff time (see 3.6.3) is a severe constraint on what can be achieved. Work in 2001/02 included talks to local groups and societies (for example on local history), visits to travellers’ sites, a promotion in the Banbury area taking books into Public Houses and regular liaison with organisations such as the Oxfordshire Drugs and Alcohol Action Team. 

3.3.4.2  
For children

The main focus of our outreach work is on pre-school children and their parents and carers.  We have produced our own promotional literature for this target group, and our Reading Bus regularly visits family centres, nurseries, playgroups and hard-to-reach groups such as Travellers and families on military bases.

· School children are invited to the library at KS1; these visits usually include a story as well as library skills.

· Shadowing the Carnegie and Greenaway awards has been undertaken with a local school.

· Games Workshop sessions which target boys have been held at a further two libraries after a successful pilot session at Abingdon Library. 

· In conjunction with the Oxford Literary Festival, there were a number of author visits in libraries, to which local schools were invited. 

· We are working with Reading is Fundamental on the All Books for Children project which targets children living in rural isolation. The project has been running for a year and is being repeated in 2002/03, targeting 100 children in different areas of the county.

3.3.5   Study and homework facilities

Oxfordshire’s policy is to provide study facilities of an appropriate scale in all libraries, in order to support lifelong learning, particularly for those without suitable study areas at home. The constraints of the building stock (see 3.2.1) make it impossible to work to a precise standard of provision for each banding of libraries. All but the smallest libraries have at least one table for use by readers who wish to study, and the largest libraries have numbers of tables (or occasionally study carrels) in both adult and children’s areas. The majority of the nearly 900 reading and study places in Oxfordshire's libraries are appropriate for study. The joint-use school and public libraries at Littlemore Peers, Sonning Common and Woodcote are particularly well provided for. Readers are allowed to use their own laptops in libraries, so long as health and safety guidelines are complied with (particularly in the case of mains-powered equipment).

Bicester and Littlemore Peers libraries have homework centres. Bicester is equipped with a dedicated terminal with CD-ROMs that are predominantly aimed at homework needs. At Littlemore Peers terminals supplied by the school are available in the library, for school use during school hours, and for general use outside those hours. These provide access to a range of software and CD-ROMs held on the school’s network. Other libraries have a basic children’s reference collection for homework use, and five of the larger libraries offer a networked CD-ROM service with material suitable for children’s homework. The People’s Network will allow a significant extension of ICT provision to support children’s study and homework (see 3.7.6).

3.3.6
Reservation services
Reservations may be made for both books and audio-visual items, whether the titles are in the stock of the county or not. The standard reservation charges for books and audio-visual items are £1 and £1.25 respectively.

If the title is not in stock or on order, purchase for stock will be considered or, in the case of printed material, the reader will be asked whether he/she would like the title obtained via the Inter-Library Loan service. To help cover some of the high costs associated with the latter, readers are required to pay £2.50 for any book borrowed from outside the county (inclusive of the standard charge above). In cases where the title costs less than £5, the Inter-Library Loan service may not be offered even if the title is not purchased.

The standard book reservation charge is high, being matched in the 2000/01 CIPFA Actuals by only four other English county and unitary authorities, the average charges being 70 and 73 pence respectively. However, the principle of social inclusion ensures that housebound readers are exempt from all reservation charges, and there are concessionary rates (50%) for people who are under 18 years of age, chronically sick and disabled, or registered unemployed. 

These high charges, together with the withdrawal of concessions to people over 60 years of age, have together resulted in a steady decline in the number of requests per thousand population from 151 in 1997/98 to 61 in 2000/01. The Best Value Report Action Plan recommended a reduction in reservation charges in 2002/03, and, once all libraries are computerised, an exploration of further reductions for back stock titles in 2004/05.

3.3.7
Support for research

There are no special collections to support research, with the exception of the local studies and genealogy collections housed in the Centre for Oxfordshire Studies and the Local Studies Centres in some of the larger libraries. (See 3.3.10). 

3.3.8
Services for business
3.3.8.1

Policy for service provision

Oxfordshire’s policy is to focus services to business in one centre of excellence. The Business Information Point (BIP) was established in 1992 as a County Council initiative in co-operation with local business organisations. It is located in the Central Library and is an integral part of the library's reference and information service. Access to this specialist service is provided from all libraries, as business enquiries that cannot be answered at the local library are referred by staff to the BIP. In addition, a small collection of key business directories is maintained at each of the Area Reference Libraries, and a Small Business Starter Pack of ephemeral material from local and national business organisations (a reference collection enhanced by give-away copies of many booklets and leaflets, maintained and updated by a member of the Central Library Information Team) is available in all branch libraries. Access to business information around the County was enhanced considerably in 1998 when the CD-ROM network was installed. Business titles are well represented on this service and through the Wide Area Network several titles previously available for staff use only at the BIP are now available for direct public access in the Area Reference Libraries. Users are not solely from the business community: some are looking for a specific product or company information from a consumer’s viewpoint, while others are students seeking information for coursework (another facet of the Library Service’s lifelong learning role).

3.3.8.2

Partnership working

Until the reorganisation of the Small Business Service in April 2001, the co-operative philosophy that led to the establishment of the BIP continued on a day-to-day level in the form of a Service Level Agreement (SLA) with Business Link Heart of England. The SLA had been successfully renewed in November 1998 until October 2001. This Agreement covered information provision to the Business Link Information Team, services to identified Business Link clients outside normal office hours and a training programme for staff from both organisations to ensure maximum awareness of the complementary services each can provide. Work continues to develop more formal links with the Small Business Service (Milton Keynes, Oxfordshire and Buckinghamshire) along the lines of our previous Service Level Agreement with its predecessor.  
Less formal but equally important links exist between the BIP and other local business organisations, particularly the Thames Business Advice Centre (the local Enterprise Agency) and the Ethnic Minority Business Service.  Events and courses run by such organisations are publicised in the BIP display area.  We also promote the courses run by the Cowley Training Centre (which aims to help regenerate the local economy by developing the skills of the Cowley community and the effectiveness of its businesses) and the Training for Work schemes run by the Oxford Co-operative Development Agency. 
The Business Information Librarian attends meetings of the County Council's Local Authority Regulators/Business Partnership Officer Group to maintain awareness of any changes in the Council's   regulatory responsibilities regarding local businesses and to offer a forum for disseminating information whenever appropriate.  The Council's Trading Standards Service maintains a permanent poster and leaflet display in the BIP display area. External contacts include an informal grouping of business librarians from the public and academic sectors in Oxford, links with the Thames Valley European Information Centre in Slough and informal contacts with business librarians in neighbouring authorities.
 3.3.8.3
Business Information Point resources
The core collection of business directories, reference books on business topics (guides for small businesses, company law, importing/exporting etc.), company reports and accounts and market research reports is arranged around a central study area, enabling users to adopt an entirely self-help approach if they so wish. Dedicated phone and fax numbers and an information desk staffed throughout the library's opening hours by a member of the professional librarians' team provide access to the collection for library staff around the County and for individual business enquirers. The European Collection, law material and government statistics that form an important part of the Central Library's reference stock complement the business collection and are frequently used by staff to answer enquiries from the business community. Public access to the Internet and to the CD-ROM network is immediately adjacent. Work is ongoing to expand access to sources of information through the Information Links portal on the County Council website. 

3.3.8.4

Priorities for the next year

· Strengthen the working partnership with the Small Business Service (MOB), particularly their Information Services staff and business advisers.

· Complete the review of the role of the BIP in relation to the County Reference and Information Service and to other sources of business information and advice in Oxfordshire and identify any changes required in direction or policy. 

· Continue the review of the business reference stock.

3.3.9
Community information

The provision of community information is a core service. All static libraries hold a reference set of Community Information leaflets covering subjects such as housing, health, law, pollution and transport. Mobile libraries carry an index to the leaflets and can arrange for leaflets to be sent direct to a customer upon request. The collections vary in size according to the size of library and its catchment population, as delineated in the Library bandings. Libraries also provide give-away copies of such leaflets.  Special sets of Community Information leaflets are provided for volunteer helpers to use with housebound readers.  There are also reference sets of leaflets in the main ethnic minority languages at appropriate libraries.  All sets are updated regularly.
Since the early 1980s the County Council has maintained an electronic community information database, formerly known as OXCIS and now incorporated into the County Council's Website, http://www.oxfordshire.gov.uk/.  The database is managed from within the Chief Executive's Office. The County Reference and Information Librarian retains an advisory role in regard to content, indexing and access to information in the database. The database includes information on local clubs and societies, which formerly the library service had collected and made available to the public.  Access to the web site is provided free of charge at public Internet terminals in all static libraries.

3.3.9.1

Legal information
Central Library qualifies as an assisted information point under the Community Legal Service criteria, and all other libraries are self-help information points for legal information under this scheme. The Council is in discussion with the Local Community Legal Partnerships within the county.

3.3.9.2

Council information

The provision of Council information is a core service. The County Reference & Information Librarian, members of the Library Strategic Management Team and others liaise with staff in other County Council departments to pursue effective collaboration at policy level and in day-to-day operational matters such as the distribution of free literature via libraries. This resulted in 2001 in the joint creation and maintenance with the County Council's Press Office of a publications database.

Every library has a set of County Council publications at one of three levels.  Ten of the largest libraries display these documents amongst others on their County (or Council) Information Points, together with posters and give-away leaflets about council services. Even the smallest libraries are equipped with leaflet dispensers and noticeboard space in order to display give-away literature and posters.

We also provide sets of County Council publications to four local government One-Stop-Shops.  This is part of the County Council's Communities In Partnership policy of collaboration with the District, Town and Parish Councils in Oxfordshire. The One-Stop-Shops are in Didcot, Oxford City, Thame and Wantage.  In addition to the publications sets we provide an initial training session for One-Stop-Shop staff.  This covers the contents and updating of the publications set and also includes a visit to the local library where the information role of the Library Service is explained and useful reference materials drawn to their attention. ICT and Internet search training has also been given by library staff to Thame One-Stop-Shop staff where an Internet service is about to be introduced.

3.3.9.3

European information
The library service is a member of the EU Public Information Relay, having one Tier 2 library and all others designated as Tier 3.  A European collection of reference materials has been created at the Central Library.  This has drawn better attention to the resources and facilitated a self-help approach by library users.  Modest investment has also been made in providing relevant and useful European materials at the Area Reference Libraries. Several librarians have attended the training modules provided by the European Commission's London Office, and a European Information specialist was brought in to provide on-site training for all librarians at the Central Library. This initial training continues to be updated by attendance at revised training modules. Good relations exist with the local European Documentation Centre, Euro-Info Centre and with the European Resources Centre (Education Relay) for the area.

3.3.10
 Services related to local history

All libraries hold some materials relating to local studies and family history. The emphasis is on the history, environment and records of the locality, with selected wider coverage of the area and county. The main local studies library, which provides the major reference collections for the whole county, is the Centre for Oxfordshire Studies located on the second floor of Oxford Central Library. 

3.3.10.1
The Centre for Oxfordshire Studies

Although its services are closely integrated with those of the branches, the Centre for Oxfordshire Studies is managed separately by the Head of Oxfordshire Studies as part of the Department’s Museums and Heritage Service because of its many links with Oxfordshire Record Office and Museums. The Centre was established as a cross-disciplinary resource centre for the county in Oxford Central Library in 1991. It is a cost centre within the Department with its own budget, but makes bids each year for funding from the Libraries' bookfund for countywide and special projects; in 2002/03, for example, a special bid has been made for funding to begin digitising microfilm of a large collection of photographs that can then be made available at all service points.

Service philosophy and objectives
The main purposes of the Centre for Oxfordshire Studies are:

· to collect, conserve, document and provide public access to a wide range of   local studies, family history and archaeological resources;

· through Oxfordshire County Archaeological Services, to provide a countywide advisory service through statutory planning legislation in partnership with local planning authorities;

· to promote interest in the County's heritage through outreach activities and support for local historical and archaeological societies;

· to support local history centres and local and family history services in Oxfordshire libraries countywide.

Services
The Centre provides an important local studies and family history research facility, unites major photographic and oral history collections formerly held separately by the County's Libraries and Museums, and offers improved public access to the Oxfordshire Sites and Monuments Record.  It also makes available transcripts and copies of some well-used classes of document from Oxfordshire Record Office and other local and national repositories.  In all these areas, the Centre aims to provide comprehensive and up-to-date information by collecting and organising relevant materials, assembling helpful databases and working to the appropriate professional standards. In 2001/02, the Centre received 31,928 personal, telephone and postal enquiries; this was 4.5% fewer than the previous year, but the Central Library building was closed for essential building work from the end of August until mid November 2001 and the Centre was only able to operate a partial service from the Oxfordshire Record Office during that time. A user survey in July 1997 indicated that 32% of the Centre's readers come from Oxford, 47% from Oxfordshire, 20% from elsewhere in England and 1% from further afield.  

Key policies: Volunteers
With staff time seriously limited, volunteers are seen as an important link between the service and the wider community; they provide additional advice in specialist areas and they also help to enhance and improve the service.  A family history help desk supporting both new and experienced family historians is staffed two days a week by the Oxfordshire Family History Society; an expert in local history and archaeology gives extra help to members of the public using the Oxfordshire Sites and Monuments Record one day per week. Volunteers are also providing conservation copies of air photographs for public use and are entering manual records on to a database to improve access. Others have been helping by preparing indexes to old newspapers, for example, Births, Marriages and Deaths in Jackson's Oxford Journal from 1800 to 1830, and by noting the speakers, places and subjects included in oral history tapes.

Key policies: improving access through use of ICT
PC facilities in the Centre are giving access to an ever-increasing range of local and family history materials published on CD-ROM and to current and historic large-scale Ordnance Survey mapping of Oxfordshire. Transferring all manual records into electronic form is a long-term objective, and good progress is being made on the transfer of slip indexes on to Excel spreadsheets. During 2001/02, the Centre was successful in getting an award of £89,000 from the Heritage Lottery Fund (HLF) for the Access to Oxfordshire Collections project. The award will pay for two cataloguers over two years to begin the retrospective conversion of the printed books and microform catalogue and to put information about the Centre's holdings on the web; match funding towards the project from Oxfordshire County Council has upgraded environmental conditions in the Centre's storage areas to BS5454 standards. 

Key policies: Lifelong Learning, social inclusion and support for the business community
The service is extensively used for project work and research by students at all educational levels from local schools, colleges and universities.  Many researchers are engaged formally or otherwise in Lifelong Learning and use the Centre in conjunction with Oxfordshire Record Office and the Bodleian Library. The Centre's relevance to the wider academic community was recognised in 1998 by its admission as a member of OLIS (Oxford Library Information System), the first organisation from outside the University to join that network. The Centre's Access to Oxfordshire Collections project, described above, demonstrates an important example of cross-sectoral working, making the catalogue of part of the public library network available worldwide to the academic community; it will also address rural deprivation and social exclusion issues by making information available countywide through People's Network terminals in local libraries. The Centre provides support for business through the provision of archaeological advice and historical information to developers; also by providing the information and material needed by authors, picture researchers and publishers, architects, historic buildings consultants and other commercial research firms.  Staff also advise journalists in the local media, for example, by assisting with a weekly local history column in the Oxford Mail. 

Key policies: Support for the wider community
Staff give more than 30 talks a year to adult education classes, local history and family history groups and other organisations; they also support local groups by serving on committees, giving professional advice and preparing guidance notes or lists of new accessions for their publications. Outreach activities have included participation at the Oxfordshire Family History Society Open Day and organising a very successful Oxfordshire Past conference for members of local archaeological and historical societies. Promotional work has included the preparation of pages about the service for the County Council's new website and the regular updating and revision of the Centre's in-house leaflets. 

3.3.10.2
The local studies service in branch libraries and mobile libraries

The service in the branches is managed as part of the Library Service through a County Local Studies Team headed by a Principal Librarian and including the Head of Oxfordshire Studies. The Team has its own bookfund allocation and selects books for all branches except the Centre for Oxfordshire Studies, and it manages service developments and promotions in the county and two local studies reserve lending stacks at the Central Library and Holton. 

Whilst the Centre for Oxfordshire Studies collects materials covering the whole county and has a wide range of specialist skills so that it can act as the final point of referral for enquiries that cannot be answered elsewhere, the branches collect lending and reference materials for their own local areas. None of the branches hold valuable or unique material which they would not be equipped to conserve or fully exploit. However, where possible enquiries are dealt with as locally as possible and for this reason the branches have been grouped into seven 'levels' according to their size and distance from alternative resources. Materials and staff training are allocated on the basis of the ‘level’ of the branch, and referrals can be made to the nearest branch with the appropriate resources. This improves the services to people who might otherwise have to travel into Oxford to pursue their research.

The top ‘level’ is composed of four Local Studies Centres located in Abingdon, Banbury, Henley and Witney Libraries. They hold enhanced collections of books and multi-media resources for their areas together with information about holdings elsewhere in the Department. Work has been initiated recently to make available in the Centres information in electronic format, such as the searchable database of the Oxfordshire Family History Society and CD-ROMs. Each Centre has been individually designed in a clearly demarcated section of the library with individual signing and displays together with equipment such as microform reader/printers, map cabinets and lockable cabinets. All the Centres have been very successful in raising the profile of the local studies service and in attracting new users, and, in particular, family historians: Banbury Local Studies Centre, for example, had 1,743 signed-in readers in 2000/01. 

The remaining libraries hold collections of lending and reference materials more closely limited to their local areas, the scope of the collection depending which of the seven 'levels' they fall into. However, all branches have collections of books on their immediate local areas and the county, and non-book materials such as laser copies of local photographs held in the Oxfordshire Photographic Archive, copies of local census returns, parish register transcripts and other sources. Every library has a part to play in the local community as a focus for research by schools, evening classes and local societies, and this is a two-way relationship because these organisations often donate their publications to the service.

To make referrals to larger collections and to the County’s other heritage services more effective, a Local Studies Manual is maintained which contains up-to-date information about the specialist collections in the county and how to access them. A programme of training days has been set up by the Centre for Oxfordshire Studies to introduce as many branch staff as possible to its collections and to equip them better to answer or refer the enquiries they receive in their branches.

In the near future, the way the local service is delivered in the branches will be revolutionised by access to digitised source materials through the Web and through CD-ROMs networked over the People’s Network. Resources accessible will include both national databases and digitised resources and catalogues of materials held in the Centre for Oxfordshire Studies, Oxfordshire Museum Service and other heritage services. Training now being delivered to all staff under the NOF ICT training programme will form a foundation for further training in ICT for local studies work.

3.3.11
  Co-operation and inter-lending
In January 2002, following the relocation of Oxfordshire from the South West to the South East Government Area Office, Oxfordshire left the South West Regional Library System. It has remained an Associate Member, buying into such special services as Unity and the Transport Scheme, as well as continuing to purchase stock as part of the region’s subject specialisation scheme and maintaining reciprocal lending arrangements with the other members. 

As a member of the library group of the Central Buying Consortium, Oxfordshire is increasing its partnership working with 18 other authorities. As well as the basic involvement in joint contracts for the supply of books, audio-visual materials and book binding services, the group works co-operatively on a range of matters including the sharing of information and best practice, publicity and promotion, working towards standardisation of servicing, benchmarking, etc.

Other examples of co-operation and partnership working can be found throughout this Plan.

3.3.12 
Policies relating to services to schools, links to education    services and the deployment of children’s services specialist librarians
The Schools Library Service in Oxfordshire closed in 1997. Children’s librarians, library managers and community librarians undertake liaison with teachers and schools at a local level. There are no longer special provisions such as teachers’ tickets, and the whole budget for book purchase and school library provision has been delegated to schools.

The emerging proposals of the County Council Review of Cultural, Education and Social Services indicate that Cultural Services and Education will form a single directorate, with a particularly close linkage between Cultural Services and Lifelong Learning. This offers the potential for even closer working between libraries, Lifelong Learning and schools.

The County Children’s and Youth Librarian leads a team of four children’s librarians. The Children’s Librarian based at Central Library works full time on children’s services; the other three librarians have general community library responsibilities as well.  The County Children’s and Youth Librarian is not a member of the Library Management Team, and reports to the Assistant County Librarian, Performance and Development.

Children’s librarians participate in training courses such as the NVQ Early Years Levels 2 and 3. They are available to answer specialist enquiries and to provide support and training for frontline staff.

3.3.13
 Services for children: service philosophy and key policies
3.3.13.1
Service Philosophy
The Children’s service aims to provide all children, parents and carers with high quality services which:

· Meet the needs and aspirations of all children in the community (including non-users), promote social inclusion and are accessible to all.

· Foster the love of reading and the enjoyment of creative literature.

· Provide information and the skills to use it to support formal and informal education.

· Encourage personal, emotional, intellectual, language and social development.

· Engage with children and their families from birth.

3.3.13.2
Key policies 

· Parents and carers are encouraged to take out library membership for their children from birth:

· major promotional and outreach activities are focused on the importance of sharing books with babies, including the dropping of fines for under fives

· there is extensive outreach work with the Reading Bus and Bookstart.

· Most libraries have Parents’ Collections of books and other materials, on topics such as birth and pregnancy, nutrition, child rearing and local services.

· All children at state primary schools in Oxfordshire are offered a class visit to their local library during Key Stage One.

· All libraries provide lending and reference services for children from birth to fifteen, usually in separate collections. Teenage collections (12-15) are located wherever is most appropriate in any particular library.  Young adults are provided for in the adult library.  One joint-use library (with a secondary school) has integrated non-fiction stock.

· There are now three joint-use school and community libraries in Oxfordshire (two with secondary schools and one with a primary school) and our policy is to look for further opportunities for co-location or joint use with schools.

· Service standards for the management of events for children in libraries (based on LA guidelines and including health and safety issues) are in place, and are monitored by the Departmental Safety Advisor and the County Children’s and Youth Librarian.

· Bulk loans are provided for playgroups and nursery classes.

3.4
Services for special groups

As part of its commitment to social inclusion, Oxfordshire’s philosophy is to seek actively to make its services available to all sections of the community – see 1.1.3.2. The Best Value Report and Action Plan includes a commitment to targeting key groups and, as part of the staff restructuring to come into effect in October 2002, a Senior Librarian Social Inclusion with assistance from a 0.5 FTE librarian post will be giving her full attention to this task, under the direction of the Assistant County Librarian, Performance and Development. As good practice, the DCMS six-point methodology for social inclusion will be followed and the appropriate published guidelines, checklists and reports will be identified, studied and applied. Barriers to access and use will be highlighted and solutions for their removal identified in liaison with representatives from the various groups and agencies working towards the same aim. 

People who are rurally isolated, older people, people from ethnic minority communities, people with disabilities (including those with sensory impairment), school children and young people in their teens have been have been identified as key groups, and are considered in detail in this Plan. As a result of changing needs, and a heightened awareness of social inclusion, some further groups are now the subjects of new initiatives. For example, a collection of books for asylum seekers has been created, there has been liaison with the Education Gypsy Liaison Officer and the Reading Bus has visited travellers’ sites. 

However, service provision should be seen within the context of Oxfordshire’s very limited staffing resources (see 3.6 below).

3.4.1   People with disabilities
3.4.1.1

Access

An audit has been undertaken of all libraries in terms of access for people with disabilities, and the department has adopted a prioritised four-year rolling programme to ensure continuing conformity with the provisions of the Disability Discrimination Act. This programme covers both branch and mobile libraries.

3.4.1.2

Services for those unable to visit libraries

For those people who cannot reach a branch library, we offer a series of options which are tailored as far as possible to individuals' circumstances, and which represent best value for the authority. Predominantly the take-up is as a lending service, with free reservations and an increased borrower entitlement available for housebound users. However, information and audio-visual hire services are also offered. 

Mobile libraries are targeted particularly at people who cannot reach a branch library, and they provide a service at sheltered housing and elderly people's homes across the county.  Four of the county's seven vehicles currently have lift access for people with mobility difficulties, and the entire fleet will provide such access by 2003/04. The Best Value Plan includes a commitment to reviewing the mobile library service to ensure that it meets the needs of older and housebound people, and those who cannot get to a branch library. This will involve re-designating one of the existing vehicles to deliver services countywide to homes for older people.

Deposit collections are provided in institutions whose residents are unable to visit the mobile library, and they are exchanged by the van delivery service at six weekly intervals.  Reading profiles are maintained for each institution, and the books are selected by library staff according to the reading needs of the users. A deposit collection is provided where a minimum of 10 residents of an institution or sheltered housing cannot get to a branch library and the majority of residents are unable to get on to the mobile library (or the mobile library is unable to gain access). 

A Books on Wheels service is provided, in association with the WRVS and other volunteers, for individual housebound readers and for residents of elderly people's homes where there are fewer than ten people who are interested in using a library service.  WRVS volunteers select and deliver the books, and their mileage costs are paid by the authority. The service will be further developed by a repeat of the training of both library staff and WRVS volunteers at a countywide training day.

3.4.1.3

Visual and Hearing Impairment

Large print books and audio tapes are available in all libraries, and some libraries also have audio books on CD. They are provided free of charge for those unable to use books, including people who suffer from dyslexia. Minicom facilities are available in larger libraries, and magnifying glasses and magnifying sheets are available in all libraries.  The increasing availability of closed-caption videos and DVD subtitling for the hard of hearing ensures that most of the videos and DVDs in our collection may be used by people with a hearing impairment, and this has been complemented in the larger libraries by the introduction of a free signed video collection. The RNIB audio-described videos have also been introduced at the same time for visually impaired customers. This reflects our policy of making material, both book and audio visual, as fully accessible as possible to the sensory impaired, both adults and children, and enhancing their experience of these items.

The majority of our Internet terminals have screen magnification software, and an enhanced version of this software, and software to convert text into speech listened to through headphones, will become universal under the People’s Network. Moreover, the BEE-online Learning Centre in Oxford Central Library, scheduled to open in October 2002 (see 3.7.6.4), will have workstations with additional special adaptations including a height adjustable table, jumbo keyboards and screen magnifiers. 

All libraries carry leaflets which make people aware of complementary services such as the RNIB Talking Book Service and Calibre. 

Much more consultation will also take place with both the users and relevant user groups, as well as with staff in the Social Services’ Sensory Impairment Unit and other agencies, to develop policies and standards which more accurately reflect the needs of the users themselves. Careful consideration is being given to Resource’s Library Services for Visually Impaired People: a Manual of Best Practice, LISU’s Out of Sight but not out of Mind, the RNIB’s recent A Closed Book report, and IFLA’s Guidelines for Library Services to Deaf People.
Training of staff will remain crucial, with the current Deaf Awareness training for front line staff being augmented by Visual Awareness and Disability Awareness courses.

3.4.2
Ethnic minority communities

As identified in the population profile (see 1.1.2.3) the main centres for ethnic minority communities are Oxford and Banbury.  The largest Asian community is Pakistani in origin, but there is also a substantial Punjabi community in the county.  There is an Afro-Caribbean community in Oxford, and a Chinese community scattered across the county.  Our provision for these communities includes books in Urdu, Bengali, Punjabi, Hindi and Gujarati, for adults and children.  The Business Information Point maintains links with the Ethnic Minority Business Service.  Asian language books, periodicals and AV materials are provided in Oxford Central, Cowley (Oxford) and Banbury Libraries, where the Asian communities are centred.  The Library Service has particularly strong links with the Chinese Community Centre in Oxford: we have a leaflet in Chinese describing our services, we stock Chinese language periodicals as well as books, and the subscription collections from Westminster Libraries are exchanged regularly.  Other minority groups catered for by the provision of books in their own languages include Polish and Tamil (Oxford Central) and Vietnamese (Summertown, Oxford). There is also a range of stock for adults and children in the most common European languages. A growing need has been identified for books and especially newspapers in Arabic, and a collection of both of these has been placed in the Oxford Central Library.  The newly appointed Senior Librarian Social Inclusion (see 3.4 above) will have a special responsibility to consult with ethnic minority groups and to recommend policies and standards in line with her findings.

3.4.3
Agency Services
Oxfordshire Library Service does not provide services to schools or hospitals.

The Schools Library Service proved to be unviable when the budget from the Education Department was cut by 50% and the remaining budget was delegated in full to schools under LMS arrangements.  In spite of a re-packaging of the service as ‘Resource plus’ and a high profile marketing strategy, schools did not ‘buy back’ in sufficient numbers to sustain the economic base of the service.  It closed in 1997.

Under formal agreements and with Home Office funding, services are provided to two prison establishments: HMP Bullingdon and Huntercombe YOI. These libraries are managed within the geographical areas in which they fall, and are integrated as far as practicable with the rest of the library network.  Annual Plans and reviews are in place for both of these institutions.

3.5
Wider community use

3.5.1
The use of library premises by community and similar groups
The fundamental policy of the Library Service is to encourage the use of library premises by community and other groups, using the most appropriate means for the particular library and groups. 

3.5.1.1

Display facilities
All libraries, including mobiles, have noticeboards for the display of community information, and provision for the display of leaflets.  Priority is given to local events, particularly those of a cultural nature and those advertising lifelong learning opportunities. Commercial advertising is not accepted.  Posters for particular events are accepted from political and pressure groups, but not posters exhorting people to join or subscribe.  Some libraries maintain local diaries of events, so that organisers can avoid clashes of date and local people can check forthcoming events.

Larger libraries have display facilities such as glass display cases and display boards.  These are made available to a wide variety of local organisations, and are usually booked up months in advance.

3.5.1.2

Facilities for educational classes
Oxfordshire takes very seriously its role in promoting lifelong learning, including Adult Basic Skills, ICT and acquiring new learning and skills at all levels. Despite the county’s prosperous image, there are large numbers of adults who have poor basic skills and educational attainments (see 1.1.3.2), and the service wishes to work more closely with the Education Department and local community groups to tackle this problem.

There are currently no meeting rooms in libraries available for hire by outside organisations, but nevertheless the authority is committed to using its buildings more effectively in the following ways:

Classes held in libraries

Oxfordshire has a long tradition of holding adult education or WEA classes in libraries out of normal opening hours, and topics have included adult literacy, adult basic skills, art appreciation and literature of all varieties. Several libraries also host local groups, such as a Poetry Group at Abingdon and a monthly Writers’ Group at Burford. Rather than offering the library as just another venue for classes, the policy is to encourage the hosting of classes which are appropriate to the Library Service and which may use library facilities. 

In addition to classes held over the course of a term, there have been numbers of ‘one-off’ classes, particularly during Adult Learners’ Week. Some branches regularly organise information and advice drop-in sessions for learners; for example in May 2002 Eynsham and Bampton libraries ran sessions for adult learners in partnership with Abingdon and Witney College.
We would like to increase the use of libraries outside normal opening hours, but there are a number of practical issues which local managers have to resolve. Outside Central Library, none of our libraries benefits from the services of Attendants or Caretakers, and therefore special arrangements have to be made for building security (locking / unlocking, security alarm), while kitchen and toilet facilities that are adequate for a small staff may be insufficient for a large class. Fortunately, such issues have usually proved capable of resolution.

Learning Centres

The BEE-online Learning Centre in Oxford Central Library (see 3.7.6.4), set up in partnership with the Education Department, is seen as a flagship in developing libraries as local learning centres. It is hoped that other libraries will work with outside agencies and local voluntary and community groups to stimulate a demand for learning ICT skills using the terminals in the library. Already some libraries, such as Goring and Woodstock, have organised sessions for ‘silver surfers’ using the library computer with advice and help from local volunteers, and Abingdon will be holding a ‘family learning weekend’ in October 2002 in partnership with Abingdon and Witney College, schools and other organisations. The installation of the new People’s Network computer terminals in 2002 will open up new opportunities for working with local organisations and volunteers, either when the library is open or after hours.

Widening Participation partnerships

The library has played a part in the activities of the ‘widening participation’ groups, organised by District Council area, which also include representatives from Community Education and local colleges. Initiatives undertaken by the partnerships include using libraries both as information points and as venues for learning, and the latter will be further developed as we strengthen our links with the Education Department’s Lifelong Learning Branch.

3.5.1.3

Other uses
Those Reading Groups that have been launched under the auspices of the Library Service meet in their local library, and Friends of Libraries Groups have used their libraries for a variety of events, including coffee mornings and even plant sales. The Library Service itself uses libraries out of public hours for children's activities, author talks, reminiscence groups, poetry evenings etc. on an occasional basis.

Libraries are also used for occasional advice surgeries by other bodies, such as the Energy Efficiency Agency and the Inland Revenue.  

3.5.2
Use of library premises to give access to broader council and government services
Local libraries are the sole County Council public buildings in many communities, and are used by the Council as a primary means of reaching the citizens of Oxfordshire, many of whom experience rural isolation with an inadequate public transport system. Increasingly, electronic provision will replace information in hard copy, and, as the number of terminals increases significantly under the People’s Network, the role of Oxfordshire Libraries in this regard will be further enhanced. Libraries are thus the primary means by which people without home access to the Internet may access electronic information about local and central government. 

· All libraries hold County Council minutes, papers and information leaflets, and the larger branches have designated County Council Information Points. 

· http://www.oxfordshire.gov.uk/ the County Council’s website, is accessible online free of charge from all libraries, and from the new West Mobile Library. Information about the Library Service provided on the County Council website is now the responsibility of library staff following the introduction of a content management system during early 2002.  A team of authors has been trained to use the new system and is now working to enhance the level of library service information available to the public via the Internet.  

· Other Central and Local Government websites are easily accessed through direct links in all libraries, including the Oxfordshire Virtual Business Centre.   

· The library service is working with District, Town and Parish Councils to make libraries ‘first stop’ points for all local government services in the county. The Library Service has worked particularly closely with West Oxfordshire District Council, for example regarding the information provision role of the new West Mobile Library, which went into service in Spring 2002, and in installing Council Access Points with video conferencing facilities. The first video links were located in Carterton, North Leigh and Woodstock libraries, and Wychwood went on-line in December 2001. These facilities provide direct access to District Council staff at their offices, particularly for housing and planning enquiries. 

· Although there is no County Council Local Government Information Service, other County Council Departments make considerable use of the information resources of the Central Library, and the County Reference and Information Librarian has strong links with many other Departments of the Council.

· In the future, libraries will play an increasingly crucial part in the Council’s 

e-government programme.

· Libraries are offered to local elected members as venues to help enhance their role as local champions in their divisions, a role envisaged in ‘Raising our Performance’. A number of members have taken up this opportunity (e.g. in Thame and Grove), building on a longstanding tradition of Councillors using their local library to hold 'surgeries' for their constituents. 

3.6
Staff

3.6.1
Numbers of staff and salary grade bands

The total number of staff currently in post in the Library Service (September 2002) is 333, equivalent to 200.95 FTE. The distribution of staff in the salary grade bands in shown below.

The number of staff (in FTEs) in salary grade bands

Scale 1

Scale 1/2

Scale 2

Scale 3

Scale ¾
2002

9.60

80.00

1.03

31.37

1.72

Scale 4

Scale 5

Scale 6
18.02

19.50

14.35

SO
12.77

PR
8.59

SMR
3.00

Chief Officer

 related (JNC)
1.00

TOTAL
200.95


The grades of library managers reflect the size and complexity of the library (ranging from Scale 3 to SO1), providing a career structure for support staff, while the librarians have a separate career structure ranging from Scale 4 to the PR Range.

Since August 2001 there has been an increase of 10.53 FTEs overall, reflecting the restoration of opening hours completed in October 2001. There has also been some movement between grades resulting from the management restructuring (not yet completed).

3.6.2
Staff deployment and management
The Library Service began to implement a new structure in May 2002 and the new teams and personnel will be fully in place in October 2002. The aim of the changes has been to:

· Set up a new Library Strategic Management Team (LSMT) - reduced from 6 members to 4 - which will focus on the overall performance of the Service, strategic issues and priorities, and how the Service meets departmental and County Council objectives. There will be a single post responsible for operational management.

· Replace the previous large area units with smaller more manageable operational units, delivering a unified and consistent countywide service.

· Manage the mobile library services on a countywide basis by appointing a Mobile Library Services Manager, reporting to the ACL Operations.

· Bring the front line and support services functions more closely in line by appointing a Support Services manger, reporting to the ACL Operations.

· Create a more effective career structure for professional librarians (see 3.6.3.2 below) by creating new Principal Librarian and Senior Librarian posts.

· Recognise the experience and capabilities of the Library Managers of the 8 largest libraries by having them report directly to the ACL Operations.

The Service is led by the County Librarian, who reports to the Director of Cultural Services and is a member of the Cultural Services Management Team.  He heads LSMT, which also comprises three Assistant County Librarians (ACLs):

· ACL Performance and Development - responsible for stock, services for children and young people, performance management, social inclusion, service development and Best Value.

· ACL Information Services and Lifelong Learning - responsible for information services, ICT developments, Lifelong Learning, the People’s Network and marketing and consultation.

· ACL Operations - responsible for the public service units, mobile library services and library support services. The holder of this post is line manager to four Principal Librarians, who in turn manage three teams of professional librarians (including that for the Central Library) and three groups of smaller branches; two Senior Librarians who each manage a group of smaller libraries; and the Central Library Operations Manger and the Library Managers of the eight largest branches. 

All public service librarians have general responsibilities for stock management and reader services, and a specialist role, such as children’s or reference. County specialist posts for Children and Youth, Reference and Information Services and Social Inclusion co-ordinate cross-county groups. The Central Library has an integrated lending and reference professional team, including the designated posts of Reference and Information Librarian, Business Information Librarian and Music Librarian.  
The Library Managers have operational responsibility for each service point, including line management responsibility for Library Assistants. From October 2002, they will also have a role in stock selection through participation in the county buying panels and through delegated branch book funds.

3.6.3
Staffing levels, and profile of staff (including areas where staff numbers and skills are not yet adequate to carry out Library Service policies)

3.6.3.1

Staffing levels overall

Staff numbers in Oxfordshire have historically been low, and this has been a factor in limiting the development of the Library Service. The CIPFA Actuals 2000/01 show that expenditure on staff per thousand population in this county is amongst the lowest of all English Counties (30th out of 34). Administrative and secretarial staff, as well as front-line staff, are in very short supply, and staff shortages were identified as a major issue in the Best Value Review. This limitation has been taken into account in the framing of the Action Plan.

The majority of staff are over 40 years of age and a significant number are over 50. The high number of part-time posts in libraries is a strong contributory factor in this.  Many libraries are small, having only one or two people on duty at any one time.  This may also be a discouragement to younger people, who are needed to join and stay in the service.  The nature, location and pay of the majority of posts may be reasons for the low number of men employed in the service.  People from ethnic minorities are also under represented in the workforce.  Recruitment continues to target people from ethnic minorities, particularly in those libraries which serve such communities. 

3.6.3.2

Professional Librarians

Following a detailed examination of workloads and work patterns in 1990, the strategy of recent years had been to reduce the numbers of professional librarians (but with greater concentration on professional work rather than administration) and to increase numbers of support staff.  However, within the context of an overall shortage of staff (noted above) the effect of budget cuts has been to reduce the number of professional staff below that required for the effective delivery of performance and project management, outreach services and specialisms.  In 1993/94 professional staff accounted for 29% of the total staff; in 2000/01 this figure had reduced to 19.5% (compared with 23% average for English Counties). 

Particular areas of work in which the development agenda has been hampered by lack of staff include provision for ethnic minorities, children, housebound people and people with disabilities.  

The restructuring of the Service to be completed in October 2002 will improve the career structure for librarians by the upgrading of four Senior Librarians to Principal Librarians, and the upgrading of two further posts to Senior Librarians. A Senior Librarian Social Inclusion has also been appointed to redress some of the gaps noted above. This will provide a more effective career structure for librarians and addresses the issue of succession planning and other concerns highlighted in the 2001 University of Sheffield report Recruit, Retain and Lead.  However, the number and proportion of professional posts remains critically low and it is the aspiration of LSMT to increase the number of professionally qualified staff as opportunities arise (e.g. via future increases in opening hours to reach DCMS Standards).

3.6.4
Staff development and training (including targets for the number of staff with appropriate information management and ICT qualifications, and steps taken to meet targets)

Development and training opportunities are provided for all staff.  These are assessed and monitored through the Council’s Staff Appraisal Scheme, which informs the Annual Training Plan. All staff are appraised annually, with a six-month review. This enables employees to agree objectives and targets with their manager, setting them in the context of the medium term and annual Plans of the Council, Cultural Services and the Library Service, and to agree personal performance indicators/criteria. The Council runs a Management Development Programme and modules are taken as appropriate to ensure that staff have the competencies required of the post held.  The department achieved Investors in People status in April 2001.

In addition, staff are encouraged to take a responsibility for their own personal development, and the authority funds attendance at a large number of training courses and conferences in support of continuing professional development related to the aims and objectives of the Library Service. 

3.6.4.1

Qualifications for Librarians and Library Managers

All librarians in professional posts are required to have a qualification recognised by Cilip and to be Chartered Members or to be working towards that status. The department has an approved Route A training programme to support staff working towards chartership. Currently, 19.5% of our staff are working as professional librarians (or are in management positions for which Oxfordshire expects professional qualifications). Of these 44 individuals (39.33 FTE), there are 38 (86%) who have MCLIP status. The others are being encouraged and aided to charter. 

All new Library Managers are required to have or to gain both the City and Guilds Library and Information Assistants Certificate and a recognised management or supervisory qualification such as the National Examination Board in Supervisory Management (NEBSM) Certificate.  

3.6.4.2

Training in information retrieval

All library staff who deal with customer enquiries are expected to attend appropriate training sessions to achieve the required competencies. However, due to pressures from the NOF ICT training programme, there has been a temporary hiatus in the delivery of the countywide programme. Research for the Best Value Review revealed some problems in the use of the referral network for customer enquiries, and these deficiencies are being addressed by:

A renewed Reference and Information training programme, tailored to the individual’s job function and day-to-day level of involvement in enquiry work. 

At the basic level it provides training in handling enquiries (including referral procedures), the range of information resources held in local libraries, the use of these materials and the range and availability of resources and services at the Area Reference and Central Libraries. At the higher level it provides subject specific training in areas such as local studies, business information, statistics and music. Four other subject modules covering family history, law, government publications and education and careers will be developed and delivered at six monthly intervals. This will take place in conjunction with a rolling programme to update the previous modules, with particular emphasis being placed on the inclusion of electronic information sources. 

A centre of excellence in Oxford Central Library to act as a referral centre for all libraries. Librarians dealing with enquiries will be trained to a high level of competence.

3.6.4.3

Training in Reader Development

The authority’s Reader Development Plan depends on trained staff for its implementation, and this training will be delivered over a three-year period (see 3.3.3.1 above). Staff at all levels will be expected to have an understanding of reader development philosophy and techniques, and be aware of how to use stock to realise the objectives of the Plan.

3.6.4.4

Training in ICT

All staff are expected to complete the eight outcomes of the NOF programme for ICT training by March 2004 to enable them to achieve the objectives of the People’s Network. 

Training for outcome one, covering core MS Office skills, is being delivered by an outside trainer, Capita. The other seven NOF outcomes are being supported in-house by a team of Educators – trainers and mentors – who are providing workshops and mentoring for participants following the CILIP Library Association Public Libraries ICT Training Programme, run by Canterbury Christ Church, University College. A training room, equipped with 12 new computers, has been established as part of the Central Library Learning Centre and is being used as a venue for the workshops. Staff are expected to achieve the appropriate competencies and will be awarded the CILIP ICT Certificate. Support will be given to those who wish to achieve the ECDL qualification, but this is not a requirement for Oxfordshire staff.

3.6.4.5

Training in Customer Care

Although the public perception of staff skills and helpfulness are very good (see PLUS Survey results, 4.3.3), research for the Best Value report (including mystery shopping) indicated large variations in response to customers from library to library. It is therefore planned to introduce a revised staff development programme, including a Customer Care element, to bring staff together, reinforce best practice and engender a better awareness of the policies and resources of the countywide Service. New countywide team meetings to be introduced as part of the restructuring will also contribute to more effective sense of county identity and improve communications at all levels.  

3.7
ICT systems and services

Oxfordshire has had a low historic investment in ICT both across the Authority as a whole, and in the library service in particular. Only 13 of the county’s 43 static libraries (and none of the 7 mobile libraries) have a computerised book issue system, and until recently other ICT facilities for both users and staff were virtually non-existent. The Library Service suffered from a series of poor budget settlements in the 1990s, when the County Council was repeatedly capped. This made new investment in ICT even more difficult. Nevertheless, partly in response to the publication of New Library: The People's Network (1997) the library service was determined to seize hold of the new agenda, and this has led to significant developments within the last few years. In particular, the People’s Network programme is now nearing completion, having benefited from substantial Council investment in the Oxfordshire Community (Broadband) Network, of which it forms a key part; and the Council is currently out to tender for a new Library Management System which will by April 2004 have been extended to all libraries in the county. These significant developments are key elements in the Council’s e-government strategy (see 2.1.2.6).  
3.7.1
Library housekeeping system
The ‘Genesis’ library system, supplied by Ramesys, is in use in Library Service Headquarters at Holton and in thirteen of Oxfordshire’s 43 static and seven mobile libraries, representing 26% of the total. Only 5 English library authorities (out of a total of 80) have a lower proportion of computerised sites. The average for shire counties is 62% of sites. (Source: CIPFA 1998/99). It is believed that Oxfordshire has fallen further behind since these figures were last collected. However, the Council has agreed funding to replace the library system, and to extend the replacement system to all of Oxfordshire’s libraries. This will be a major contribution to the Council’s e-government programme, since it both automates a major area of service transactions and offers new services through electronic means, in particular the provision of a web-based catalogue and interactive reader services on-line.  

3.7.1.1

Overview of current system
The ‘Genesis’ system was installed in 1994 and is now over eight years old; it is therefore at the end of its life. It provides Circulation Control, Borrower Administration, Acquisitions and Cataloguing facilities. The software, contrary to undertakings at the time of contract, has not been significantly developed since by the suppliers. Consequently, a number of facilities are still lacking. Management Information and Statistics facilities remain relatively undeveloped, despite some recent progress. The system has been unreliable and time consuming to support over many years, although it has now achieved stability in its basic functions. Development of the system has not kept pace with the rapidly evolving information and electronic environment.

3.7.1.2

Software support and reliability
All software components are technologically open and are upgradeable, reducing the risk of technological obsolescence.  The provision of software support is secured under a long-term contract (to 2004 at Oxfordshire's discretion).  The system supplier has been relatively slow to achieve effective Software fault and bug fixes.  There is, however, no realistic alternative on software support under the present contract, and we continue to address this issue through contract review with the supplier.  System performance levels are secure and guaranteed through contracts with the system supplier.

3.7.1.3

Hardware and communications support and reliability
All hardware and communications components are technologically open and individually upgradeable.  Risk of technological obsolescence is therefore reduced.  The hardware and communications infrastructure is technologically open, allowing for easy replacement, upgrade and extension.  This has already significantly benefited the Department in the expansion of the network to provide a networked CD-ROM service.  The provision of hardware and communications support is secured under a long-term contract (to 2004 at Oxfordshire's discretion), though Oxfordshire has exercised its option to remove many items from the maintenance contract, where it has been judged financially advantageous to do so (e.g. branch equipment such as PCs and scanners).  

The County Council is currently developing the Oxfordshire Community (Broadband) Network (see 3.7.6 The People’s Network).  Within the next few months, the library system will also utilise this network; this will represent a step change in the communications infrastructure, providing significantly faster and more robust communications.

3.7.1.4

Development plan for library system

In the light of the deficiencies of the current library system and its restriction to only thirteen libraries, the Council has made a firm policy commitment to purchase a replacement system that will link all libraries. This will enable the Library Service to offer enhanced levels of service in many ways. It will improve the efficiency of its reservation system, avoid the need for readers who use more than one library to join separately at computerised and manual libraries, and enable telephone renewals to be made at any library. The management and exploitation of the bookstock and other library materials will be improved. It will be possible to collect and exploit management information and statistics in an effective way. Crucially, the new system will be integrated with other County Council systems and services to help deliver the People’s Network and Modernising Government agendas, as well as providing access to financial and personnel systems for managers.

The funding of this programme is detailed in 3.8.3 (1.1) and 3.8.6.1 below. The programme comprises the replacement of the current system in the existing libraries by the autumn of 2003, and the extension of the new system to the remaining branch and mobile libraries by April 2004. The library catalogue is expected to be available on the web by summer 2003. At the time of writing, the tenders are being evaluated, and it is anticipated that a supplier will be selected at the end of October 2002. One of the key outcomes of the recent Best Value Review has been to significantly bring forward the date for completion by two years, from the target date of April 2006 which was reported in the Annual Library Plan 2001. Overall, this represents a huge step-change improvement for the Library Service. 

3.7.2 
ICT services for the public: policies
Oxfordshire has enthusiastically endorsed the national ‘New Library’ / People’s Network vision and is putting into place the major cultural transformation for the library service which this involves. This is fundamental to the recent Best Value Review of the Library Service, and is shown in the Medium Term Strategy; it is underpinned by the NOF ICT training for all library staff.

The policy of the Library Service to date has been to use ICT as a means of enhancing the provision of information, but not to provide ICT as a service in itself. We have therefore provided public access to the Internet in every library, and a CD-ROM network in the five largest libraries, but have not offered services such as word-processing and DTP, nor ICT training packages. Use of the CD-ROM network, and of core information sites on the Internet, has always been free of charge, and email and general web surfing became free on 1 April 2002.    

However, as the People’s Network is implemented, new policies are being developed:

· The People’s Network terminals will from the beginning include the full range of Microsoft ‘Office’ software, together with scanners and printers.

· It is intended that the Oxfordshire Community (Broadband) Network will in due course provide individual workspaces on the network, accessible by an individual from any point in the system.

· Use of all terminals on the People’s Network will be free, though we will charge for printouts and reserve the right to charge for value-added services.

· Staff trained under the NOF ICT training programme will offer an enhanced level of support.

· We will make workstations available for self-learning use as a part of both formal and informal learning, addressing social exclusion by providing training and access for members of the community who may lack ICT skills and facilities.
3.7.3
Current provision of ICT services
Despite the low historic investment in ICT in Oxfordshire, the Library Service has been determined to push forward the new agenda, and has seized all available funding opportunities. 

3.7.3.1

CD-ROM Network
The CD-ROM Network covers Oxford Central Library, and the county’s four main reference libraries (Abingdon, Banbury, Henley, Witney). A high specification Fenwood CD-ROM server was installed in 1998, with high specification PC's to provide the best possible speed of operation for the service and to have the capacity to run the latest multimedia CD-ROM packages.  The significant investment that the department had already made in an up to date industry standard TCP/IP network to support the Genesis library system provided the foundation for the development of the CD-ROM service.  In the Central Library, the Local Area Network was upgraded, as were the connections to the four remote libraries which have the service.

Hardware and software support contracts are in place, annually renewable.  In addition, budgetary provision has been made for the future upgrade and/or replacement of the CD-ROM network by the transfer of an annual sum to a replacement budget. The management and running of the CD-ROM service demanded a higher than anticipated input from technical staff and library staff, and as a result it was decided to invest in remote management of the network.  In May 2001 the system centre was upgraded, with the introduction of a Citrix server, and the Library Service now benefits from remote management by the system supplier. There is every confidence that in the long run the additional investment in hardware and in supplier support arrangements will result in a more efficient service for users, while also releasing staff time for more productive purposes.

At present, the CD-ROM Network shares the same communication links as the Genesis system, and it is not practicable in the short term to separate the two in order to offer CD-ROM services at other terminals and in other libraries. However, with the advent of the new Library Management System within the next year, this linkage will disappear, and it will be possible to make CD-ROM resources available across the whole network of libraries and terminals, though licensing and cost issues will need to be resolved.

3.7.3.2

Public Access Internet
Every branch library in Oxfordshire has one public access Internet terminal, and Oxford Central Library has three. The first, pilot Internet installation on a mobile library will shortly be undertaken. Connections to the Internet are via individual dial-up ISDN links, without any integration with the corporate network and no fixed Internet feed. At the time of writing, a large number of additional terminals are being installed across the network, linked by Broadband through the Oxfordshire Community Network, under the People’s Network programme (see 3.7.6 below).

The Library Service policy is to allow unfiltered access to the Internet, with the exception of terminals in designated children’s areas of libraries, which are filtered. There are no moves at present to review the filtering policy, but in view of the sensitivity of the issue, the situation is under constant scrutiny. We employ an Acceptable Use Policy (AUP), which is clearly stated on the Conditions of Use leaflet that has to date been handed to every user of the service; a more detailed AUP is now being made available on-screen on the People’s Network terminals.

The Internet Service was launched at a time of considerable financial pressure on the Library Service (see 3.8.1) and for pragmatic reasons the policy was to charge for Internet access in order to generate funding to expand and sustain the service. The charge was initially set at £6 per hour, payable by £0.50 (i.e. 5 minute) tokens, using Coynet token-operated terminals. Nevertheless, as part of the ‘Acorn’ project (1999/2000) we attempted to ameliorate the effect of these charges on library users by introducing free access to core information on the web, such as government and local government, travel and educational sites. These were set up using an authorized list of recommended sites compiled by library staff and hosted on the Council’s website; these sites are regularly re-evaluated, and new sites added as appropriate. In the context of the People’s Network funding guidelines, the Authority’s commitment to address social exclusion and the wish to provide information in whatever format free of charge, charges were halved as of 1 April 2001, and were dropped altogether on 1 April 2002. We do not intend to make a charge for scanning or video conferencing, but we reserve the right to charge for any ‘value-added’ services which may be identified in the future. Print-outs are charged for on a cost-recovery basis (currently £0.10 per A4 sheet).

3.7.4
ICT Support
Under current arrangements, established in September 1999 following a major review of the department’s ICT management, support and development arrangements by an external consultant, support for Library-specific ICT functions is provided by the Library Systems Support Team (LSST). Its remit covers the Genesis library circulation system, the CD-ROM network, and the public Internet terminals. The team also has a major input into the Library Management System Replacement and the People’s Network projects. LSST is managed within the Library Service, reporting to an Assistant County Librarian. The team consists of a Library Systems Manager, three Assistant Library Systems Officers (currently two full-time and one part-time) and a Library Systems Support Assistant. 

ICT support arrangements for the Cultural Services department are at present under review. The overall aim is to strengthen and improve cross-departmental co-ordination of ICT development and support, though it is recognised that it will be important not to lose the benefits that have been gained from a dedicated Library Service team. 

3.7.5
Office systems
As a further manifestation of Oxfordshire’s low historical level of investment in ICT, provision of office ICT for staff is poor. Access to office ICT is mainly restricted to members of Library Strategic Management Team, Library Administration, and the Librarians in Library Support Services, together with some staff at the Central Library and in the seven other largest libraries. Staff enquiry terminals, to support the reference and information service, have been installed in the largest libraries only in the last calendar year. In other libraries, staff ICT facilities are non-existent, and the only access to modern technology is the public Internet terminal. Urgent action has been taken in this last year to provide an Internet PC to support the NOF ICT training at four libraries in bands 2-4 in which Educators are based. 

The installation of an NT4-based Local and Wide Area Network in the Central Library, at Library Support Services and at other major locations within the Department during 1998/99 has provided the platform for the use of internal and external e-mail from these sites.  This network is linked to and is part of the corporate County Council network and will provide the basis for the further development of Internet, Intranet and other related services and facilities. The department standardised on Windows 95 and Office 95 applications some years ago, and is just completing the move to a new standard of Windows 2000 and Office 2000.  The Council is in the process of moving to a single corporate domain structure using Windows 2000 servers.  This will facilitate the move of the corporate WAN onto the Oxfordshire Community Network.

Office ICT systems are currently supported by the Cultural Services departmental helpdesk.

3.7.6
The People’s Network
3.7.6.1

Submissions to New Opportunities Fund

When Oxfordshire submitted its PN1 application to the New Opportunities Fund (NOF) in May 2000, it was estimated that the total project cost would be £1.5M. When the allocation was made at the end of July 2000, it was a major disappointment to learn that the authority had been allocated only half this amount (£750,955). In view of the significant funding shortfall, the Library Service was not in a position to submit a PN2 application in October 2000, and deferred the application until the 15 March 2001 funding round. The application submitted in March 2001 demonstrated the inability of the authority to deliver the expected outcomes within the allocated funding. Following a high-level meeting of all the key players, and in response to a revised project plan, NOF subsequently agreed an additional allocation of £128,315 to Oxfordshire, and the Council identified a further £26,000 to add to its original matched funding contribution of £134,990. The total project budget is now £1,040,260. 

3.7.6.2
The People’s Network: key elements of the agreed programme


 A Broadband network to be installed linking all of Oxfordshire's 43 libraries. The Oxfordshire Community (Broadband) Network will link all schools, libraries and other Council establishments to each other and to the Internet, and will in due course be extended to numerous other organisations and groups across the county.

 207 terminals, 50 printers and 50 scanners to be installed. 

 Special needs software to be included as a basic entitlement in line with the provisions of the Disability Discrimination Act. 

 Video conferencing to be installed in one location (Central Library). 

 Oxfordshire County Council to fund all revenue expenditure after 1 April 2003. This is a substantial commitment on behalf of the Council, amounting to £268,560 for broadband data circuits (from 2003 to 2005), which are chargeable to the NOF-funded project under the funding guidelines.

 Implementation to be managed by the People’s Network Team, supported by a seconded full-time Project Officer and the Library Systems Support Team.

 Close connections to be maintained between the installation programme and the NOF ICT training programme.

 Close liaison to be maintained between the People’s Network Team and the teams managing the many other inter-related ICT projects: Library System Replacement, NOF ICT Training, Oxfordshire Community (Broadband) Network Project, OCC Website, Departmental ICT, e-government, Management Information System.

 Close liaison to be maintained between the People’s Network Team and the Library Strategic Management Team, and also the Cultural Services Management Team.

 The sustainability of the People’s Network to be ensured so far as possible by its integration into the Oxfordshire Community (Broadband) Network and the Council’s e-government strategy.

It should be noted that even with the addition of 207 terminals (giving a total of 280 in Oxfordshire's libraries), there will still be a shortfall of 94 compared with the national Standard. The total of 280 represents the largest number that can currently be accommodated in the county's cramped library buildings (see 3.2.1). However the Library Service's aspiration is to reach the Standard, either through increasing the amount of library accommodation and / or by working with partners to place terminals elsewhere in the community.

3.7.6.3   
The People’s Network: progress report 
The target date for completion of the installation of the People’s Network remains 31 December 2002 except in the case of four libraries affected by building works. One library (Abingdon), and possibly two more (Blackbird Leys, Thame), will be delayed until March 2003 because of building works being undertaken at the premises. The remaining library (Kidlington) will not be connected fully in terms of public access until it reopens to the public in completely new premises, currently under construction, in August 2003; however, the cabling should be completed in April/May, and we can purchase the terminals at that point.

The timescale for completion has become very tight, primarily because of three factors. Firstly, the programme is inextricably connected with the wider Oxfordshire Community Network project, which has experienced a series of delays due to its complexity and use of leading edge technologies. Members of the People’s Network Team have contributed significantly to the wider project, from involvement in the selection of the supplier (Synetrix) to matters of authentication, the portal and other technical matters. Second, the negotiations on funding levels described in 3.7.6.1 above delayed implementation, though the successful outcome of the negotiations was essential for the programme to proceed. Thirdly, the initial plans did not allow fully for the complexities of the technical solution for managing the network to enable facilities such as remote management and the updating of anti-virus software; the setting up of the servers and the production of a master image of the PC has proved very time-consuming. The People’s Network Team has been working with great speed and efficiency to overcome these issues, and has progressed systematically all those elements within its direct remit, such as the installation of cabling and furniture within the libraries, the production of an Acceptable User Policy and decisions over the look and feel of the desktop, the selection of special needs software, and liaison with suppliers and front-line library staff. A hectic autumn is in prospect, but it is anticipated that the programme will be completed on schedule. 

The People’s Network is a major element in the Council’s e-government strategy, making ICT freely available to all the citizens of Oxfordshire through the network of 43 libraries, with support from trained library staff. 

3.7.6.4  
Central Library Learning Centre
In the majority of Oxfordshire’s libraries, the People’s Network provision will be integrated with the other services provided. However, the Central Library will shortly be opening (October 2002) a designated ICT Learning Centre, which has been developed as a fruitful partnership project between the Library Service and the Lifelong Learning Branch of the Education Department. The Library Service set up the Centre (putting in partitions, cabling and furniture, and ordering and setting up the computer terminals) and Lifelong Learning is taking responsibility for the staffing and management of the Centre. The Learning Centre is accredited with Ufi as a learndirect centre, and its 25 computer terminals incorporate some of the People’s Network provision for the Central Library. The Centre also includes a training suite, which is already being used by the Library Service for its NOF ICT Library Staff Training programme.

3.8
Finance

3.8.1
Overall level of expenditure for the preceding three years, and expenditure trends to date 

Cumulative cuts from 1991/92 to 1998/99 resulted in a 25% reduction in the overall budget of the Service. A particularly severe budget cut in the last of these years marked the end of this period of funding decline, and a standstill budget in 1999/2000 was followed by moderate growth in the years following. 

The table below shows the budget for the last three years. The figures are based on the published revenue budget books, allowing for direct comparison with the published budget for the current year below; in practice there are no significant divergences between these figures and actuals. The Best Value Accounting Code of Practice has led to changes in Support Services in this period, and Capital Charges are included to provide a Total Net Cost (including Capital Charges) for the third year.

Library Service Budget – 1999/2000, 2000/01, 2001/02


1999-00

2000-01

2001-02


DETAIL
BUDGET

BUDGET

BUDGET



£'000
£'000
£'000
£'000
£’000
£’000









EXPENDITURE:















EMPLOYEES
3,366

3,619

3914


PREMISES
765

740

836


TRANSPORT
138

152

162


SUPPLIES & SERVICES
1,524

1,630

1842


AGENCY & CONTRACTED SERVICES
99

102

126


SUPPORT SERVICES
987

895

874










GROSS EXPENDITURE

6,879

7,138

7754









INCOME: 















RECHARGES WITHIN THIS COMMITTEE
-108

-87

-100










OTHER GRANTS REIMBURSEMENTS & 







CONTRIBUTIONS
-64

-66

-67


CUSTOMER & CLIENT RECEIPTS
-857

-921

-962










GROSS INCOME

-1,029

-1,074

-1,129

NET EXPENDITURE (Revenue Budget - Excluding Capital Charges)

5,850

6,064

6,625

CAPITAL CHARGES (BV Accounting Code)

-

-

1,212

TOTAL NET COST (including Capital Charges)

-

-

7,837

1999/2000 Budget - standstill

· includes a one-off planned carry forward of £40,000 for Internet installation

2000/01 Budget - reinvestment (£110,000)

· book fund: £50,000

· first phase of 3 year programme to reinstate opening hours: £60,000

2001/02 Budget - reinvestment (£225,000)

· second phase of 3 year programme to reinstate opening hours: £65,000 

· book fund: £50,000

· newspapers and periodicals: £19,000

· Bank Holiday opening hours: £15,000

· Computerised Book Issuing System (replacement, and extension to all libraries: year 1 of 5 year programme): £104,000 (less £30,000 savings)

· Mobile Library abnormal inflation (fuel): £2,000

In addition, the development of the joint community/school library at Sonning Common saw an investment of £100,000, funded from the Education Department’s Minor Works capital budget. Following the separation of the roles of Director and County Librarian, the associated budgets were transferred to the Library Service.

3.8.2
Current year’s budget

The table below, based on the published budget book, summarises the Library Service budget, and includes a comparison with the previous year’s figures.

Library Service Budget - 2002/03












 
2001-02
2002-03
Increase in Budget

DETAIL
BUDGET
BUDGET
From 01/02 to 02/03

 
£'000
£'000
£'000
£'000
£'000
%

 
 
 
 
 
 
 

EXPENDITURE: 
 
 
 
 
 
 

 
 
 
 
 
 
 

EMPLOYEES
3,914
 
4,154
 
240
6.13%

PREMISES
836
 
1,063
 
227
27.15%

TRANSPORT
162
 
170
 
8
4.94%

SUPPLIES & SERVICES
1,842
 
2,957
 
1,115
60.53%

AGENCY & CONTRACTED SERVICES
126
 
129
 
3
2.38%

SUPPORT SERVICES
874
 
1,218
 
344
39.36%

 
 
 

 



GROSS EXPENDITURE
 
7,754

9,691
            1,937
24.98%

 
 
 





INCOME: 
 
 





 
 
 





RECHARGES WITHIN THIS SERVICE
-100
 
-99

1
-1%

GOVERNMENT GRANTS
0

-879

-879


OTHER GRANTS REIMBURSEMENTS &
 
 





CONTRIBUTIONS
-67
 
-68

-1
-1.49%

CUSTOMER & CLIENT RECEIPTS
-962
 
-988

-26
2.7%

 
 
 
 




GROSS INCOME
 
-1,129

 -2034
-905
80.16%

NET EXPENDITURE (Revenue Budget)
 
6,625

 7,657
1,032
15.58%

CAPITAL CHARGES (BV Accounting Code)
 
1,212

1,208 
 -4
 -0.33%

PENSIONS COST ADJUSTMENT 2002

0

148
148


TOTAL NET COST (Including Capital Charges)
 
7,837

9,013
 1,176
 15.01%









Notes 

· Pension Cost Adjustment is a new budget line for 2002/03.

· The discrepancy between the increase in gross expenditure of 24.98% and the much lower increase in net expenditure of 15.58% is largely attributable to the People’s Network. The total project budget for 2002/03 is £960,183, compared with £80,077 in 2001/02. However, the People’s Network expenditure is largely funded by income from the New Opportunities Fund of £879,270, hence the 80.16% increase in income and the much lower net expenditure figure.

The overall context is of a standstill budget for Cultural Services and the Library Service, despite the apparent increase in net expenditure of 15.58% (£1,032,000). The position is summarised in the following table. 

Summary of Budget Movements from 2001/02 to 2002/03














£000
£000
% of Total






Movement








2001/02 Published Budget Book


6,625









Inflation

183

18%

Pension Backfunding (Inflation)

39

4%

Previous Policy & Budget Plans






- Library Opening Hours
69





(Phased increase from 2000/01)






- Computerised Book Issuing System
185





Total Previous P&B Plans

254

25%

Central Variations






- Rates, Composite Sites, R&M, CO Pay etc

167

16%

Departmental Variations






- R&M, Insurance, Accommodation recharges etc

59

6%

Internal Recharges






- Support Services etc

330

32%




 



Total Budget Increase


1,032
100%








2002/03 Published Budget Book


7,657


It will be noted that there are no new growth items included, but that the Council’s commitment to reinvestment in the Library Service is demonstrated in two previously agreed Policy and Budget Plan items totalling £254,000 (as noted in last year’s Annual Library Plan):

· the final phase of the reinstatement of library opening hours (£69,000) 

· the second year of funding for the replacement computer book issuing system (£185,000)

The remainder of the increase is attributable to:

· inflation

· variations to corporate and departmental funding. This includes £180,000 relating to Oxfordshire Community Network and other corporate ICT budgets within the Support Services figure.

The Annual Library Plan 2001 indicated that an additional £237,000 would be required in 2002/03 as part of the progression towards achieving implementation of the national Standards by 2004. This comprised £136,000 for the Bookfund, and £101,000 (part-year effect) towards increased opening hours. The Best Value Review process subsequently led to significant changes in the allocation of Library Service budgets in order to reflect the Service’s priorities, using as a guiding principle the reallocation of existing resources and the use of efficiency savings initially wherever possible, rather than looking for increased funding from the Council (for example, the increased funding for the bookfund from 2004/05, as described at the end of 7.1 / 7.2 below). The one exception remains the increase in opening hours required to comply with PLS3, which is dependent on additional funding. Further detail will be found in 3.8.3 (3.1) below.

3.8.3
Funding for Action Plan (including budget necessary to meet national Standards)

This section covers those parts of the Action Plan (Chapter 7) which have significant budget implications, and does not include actions that are funded from existing budgets, nor those which do not have specific budget implications. It will be noted that the great majority of these actions are fully funded, but that in some cases funds have yet to be identified. 

1.1
Replacement and extension of Library Management System fully funded from revenue budget (see 3.8.6.1).  An additional £88,000 to be spent in both 2002/03 and 2003/04, to be found from reallocation of existing resources, in order to accelerate replacement of the Library Management System, as one of major outcomes of Best Value Review. Reallocated resources identified as follows:

2002/03
2003/04
SWRLS annual membership saving

17,000

17,000

LMSR Yr 1 savings in Proj Mgt / Trg

20,000

0

Income projected over-achievement

26,000

46,000

Binding savings



25,000

25,000

Total additional resources


88,000

88,000

Total project budget in relevant years
372,000
414,000

(including above additional resources)

1.2
£160,990 total matched funding associated with the Peoples’ Network, with remainder of £1.04m total scheme cost met from NOF. Programme will be completed in 2002/03. Matched funding identified in PN2 Pt 3 submission to New Opportunities Fund as below, of which only £31,567 committed in 2001/02:

2 years x Internet revenue budget (existing budget created from savings from utilities budgets)








41,800

Project Officer post (over 2 years of project)




30,000

In budget as identified carry forward for project 



63,190

Sum identified in this year’s budget as additional matched funding 

(resulting in additional award from NOF of £128,314)


26,000



Total









160,990

1.3
NOF ICT training   See 3.8.5 below

2
Stock of Books. The Standard for the number of items added per year (PLS17) will be met in 2004/05, following the redirection to the book fund of the efficiency savings used for the acceleration of the library management system replacement in 2002/03 and 2003/04, together with other savings arising from the completion of that project. As this section deals only with the first 2 years of the Best Value Implementation Plan, details of the increases to the book fund planned for 2004/05 and the 2 subsequent years can be found at the very end of section 7.2.

2.1
Increased purchase of paperbacks achieved by reallocation of resources within 2002/03 Bookfund.

2.2
Standing order for best-selling paperback purchases, of £69,000, found from reallocation within 2002-03 Bookfund: 

Adult Fiction Paperback Bestsellers





46,000

Adult Non Fiction Paperback Bestsellers




23,000

Total









69,000

2.6
Allocation of budget to library managers, split according to level of issues, found from reallocation within existing book fund. For 2002/03, this will be £43,000 for second half of year only (full-year effect in 2003/04). Achieved by reallocation of resources within 2002/03 Bookfund.

3.1
Whilst it is anticipated that some improvements in opening hours can be met from the reallocation of existing resources, efficiency savings and increased levels of income, meeting the DCMS Standard in full can only be funded by an increase to the base budget of the Service. This has been fed into the budget planning process as a pressure, and a report will be taken to the Executive in November 2002, indicating a proposed 2 year phasing.

Phase 1 will be a bid for £242,000 p.a. commencing in 2003/04 (with a £121,000 part-year effect in the first year). This will complete two key actions identified in the Action Plan:

· all day opening on Saturdays in the 12 largest libraries (7.1 – 3.1a)

· no mid-week closures in the 8 main town libraries (7.1 – 3.1b)

and will deliver some improvement to evening opening in those libraries.

Phase 2 - As the initial estimate in the Annual Library Plan 2001 indicated a full cost of £574,000 p.a. to achieve the DCMS Standard, this leaves a residue of £332,000 p.a., to be found from 2004/05  (the figure included in the Standards pro forma). As planning progresses during 2003, every effort will be made to reduce the size of this residual amount. This will take into account such issues as:

· an examination of staffing formulae and workloads (7.1 – 6.6) 

· the impact of the Mobile Libraries Review, especially the scope for single staffing (7.1 – 3.2)

· the impact of proposed new facilities in populations of 2000 (7.1 – 3.1d) 


2003/04  
2004/05  

Phase One
£121,000 (part-year)
£242,000(full-year)

Phase Two
£0
£332,000

Total
£121,000
£574,000

3.2
Mobile Libraries Review will investigate options for efficiency savings, including efficiency improvements in routes, changes in working practices, and the introduction of single staffing where and if appropriate.

3.7
Premises improvements to comply with DDA. £21,000 allocated in current year from Minor Works budget.

4.2
Enhancements to Central Library to be funded through reallocation of existing resources and efficiency savings. The review of the Central Library will include a fundamental reassessment of the current team structure. It is anticipated that this will enable the creation of the Centre of Excellence model in Information Services within existing staffing levels.

4.3
Specialist staffing will be strengthened as an element of the extra staffing required to increase the opening hours of the larger libraries in 2003/04 – see 3.1 above.

5.1
Chapter 7, 5.1 annotates each library development proposal individually, indicating funding arrangements. See also 3.2.1. None of confirmed plans for current and following financial years involves net outlay from the Library Service.

5.2
Costs of refurbishment programme to be met from existing budgets, efficiency savings arising from replacement of library management system and income from charges (especially from 2004/05 when no longer required for acceleration of Library Management System project). To date, funding for this programme has not been identified more precisely, and the refurbishment programme has not been costed. It should be noted that the BVR Report states (Action Plan, 10): ‘As it is assumed that the above improvements will need to be funded from existing resources, this improvement programme will take some years to complete’.

5.10
It is intended that some of the savings released in the medium term from the management restructuring will help fund the creation of a Marketing Officer for the Library Service (or a contribution towards a departmental post of this nature). 

6.1
Savings from reduction in Management Team to be re-invested into structural changes at lower tiers (in short term) and improvements in marketing (see 5.10 above) in medium term. The savings will take some years to take effect in view of anticipated early retirement payments, but work is in progress on a staged programme.

3.8.4
Financial trends for the following two years

The Council agreed a four-year Medium Term Financial Plan at its meeting on 5 February 2002, which included indicative budgets for 2003/04, 2004/05 and 2005/06. Budget increases of 6.9% in 2003/04 and 4.8% in 2004/05 are indicated in the Plan, with corresponding increases of 7.0% and 6.0% in Council Tax.

The Medium Term Financial Plan is, however, under severe threat from two sources: budget pressures to spend beyond the planned figures are very substantial; and the Government is proposing changes to the grant arrangements that will probably result in substantially lower sums for Oxfordshire County Council.

Expenditure pressures include Council-wide pressures such as the Local Government Pay award and the 1% increase in the employers’ national insurance contribution rate announced in the Chancellor’s last budget, together with ICT/E-Government pressures and the need to restore balances. There are also substantial service-specific pressures, particularly from Social Services. In the light of these pressures the variations to the 2002/03 budget included in the Medium Term Financial Plan are being revisited. Bids for extra resources will be considered in the light of the five strategic priorities of the Council as set out in the Oxfordshire Plan.

The outcome of Formula Grant Consultation will not be known until December 2002. Any significant losses in Revenue Support Grant would be damped by the ‘floors and ceilings’ mechanism introduced by the Government two years ago. It could take a number of years for the damping to unwind if losses in Standard Spending Assessment are substantial. 

3.8.5
Resources allocated to training and development

The training budget is managed departmentally, and there is therefore no separate training and development budget for the Library Service, with the exception of the allocation for NOF training. Therefore, it is only possible to express training expenditure as a percentage of the payroll costs for the Library Service on a retrospective basis. The following table is based on 2001/02 actuals.




Training Expenditure as a Percentage of Salary Expenditure
2001/02

 Libraries Training Expenditure
29,339

 NOF Training Expenditure
39,470

 Total Training Expenditure
68,809

 Divided by Libraries Salary Expenditure
3,827,073

 =
0.017979

 X 100 =
1.80  %




In the current year the total departmental training budget is £52,000, and the NOF training budget is £35,311.  

3.8.6
Resources to sustain ICT systems

3.8.6.1

Library Management System

The Council’s 2001/02 revenue budget included a sum for library system replacement in the base budget of the Library Service, moving away from the traditional funding method of a periodic bid to the capital programme. This represented a fundamental sea-change of approach, recognising the inherent serious funding problems in the capital programme. The programme comprises the replacement of the current system in the existing libraries by the autumn of 2003, and the extension of the new system to the remaining branch and mobile libraries by April 2004. The budget includes provision for the replacement of all hardware and software, and staffing for project management. The project is predicated on the existence of the Oxfordshire Community (Broadband) Network (see 3.8.6.2, below). The incorporation of funding for library system replacement in the Council’s four year Medium Term Financial Plan ensures long-term sustainability, since after the current replacement and extension programme has been completed, funds will accumulate (@£136,000 p.a.) for the eventual replacement of the hardware and software of the new system. Overall, this represents a huge step-change improvement for the Library Service, and built-in sustainability.

3.8.6.2

People’s Network

The Council has demonstrated its commitment to the Oxfordshire Community Network (and to the Library Service) by identifying funds to sustain the ongoing costs of broadband connectivity for the entire OCN, thus ensuring the sustainability of the People’s Network in terms of ongoing network costs. The Library Service is contributing its existing budgets for ISDN and kilostream lines superseded by broadband. This is a clear demonstration of the benefits obtained through corporate working across the Council, in terms of economies of scale and corporate support for a key Council objective. (Initial budget modelling for the People’s Network indicated a requirement for some £200,000 p.a. for network costs, of which under half would have been funded by re-use of existing Library Service networking budgets.) The Library Service itself absorbed in its budget the cost of abolishing the former income target for Internet use (£26,000), when charges were abolished on 1 April 2002. The additional demand on ICT technical support to be generated by c200 additional terminals was one of the drivers behind the imminent merger of the Library Systems Support Team and the ICT helpdesk team, in order to maximize staffing resources and the exchange of skills. 

In terms of sustainability, the eventual replacement of the ICT equipment currently being installed in libraries remains the major outstanding issue. It is unfunded at the time of writing, although the budget implications have been flagged up in many key planning documents, including the department’s input to the Council’s IEG1 and to the Council’s Medium Term Financial Plan process. As regards equipment installed previously, which will form part of the overall People’s Network provision, certain elements do benefit from a planned replacement programme to which there have been regular contributions since installation, e.g. the CD-ROM network installed under a DCMS/Wolfson Public Libraries Challenge Fund programme, the 29 terminals of which will be replaced in this or the succeeding financial year. In total, there is a net c240 PCs plus 50 printers and 50 scanners for which replacement funding is not yet identified.

3.8.6.3

Office systems

Within the departmental budget, there is an established budget for the replacement of Office Systems at the end of their useful life, but the budget has been under considerable pressure in recent years, as office ICT has become essential at many more locations. There is also the issue of replacing equipment purchased as a result of one-off external funding opportunities across the department. This issue is being addressed, and the department has in the current year allocated £100,000 to the replacement fund. The departmental Head of ICT is also investigating options such as leasing.

3.8.7
Policies to generate income and in kind support

In order to avoid further cuts in service provision, as part of the 1994/95 Policy and Budget Plans, the County Council agreed a substantial new income generation target for the then Department of Leisure and Arts. Most of the target was to be achieved from a rapid expansion of audio-visual services in libraries. The success of this initiative is illustrated by comparing audio-visual income levels in 1993/94 and in 2001/02. Income per 1,000 population increased by 504% from £154 to £930, with actual income increasing by 553% from £90,000 to £588,000. Even with the Central Library closed for one month, in 2000/01 Oxfordshire was the second highest county for audio-visual income per thousand population and the third highest authority if Unitaries are included. In 2000/01 the percentage of gross expenditure covered by income for Oxfordshire was 15.3%, putting it in the top quartile of counties (7th out of 34 authorities). 

Audio visual services have been extended to all libraries where they are financially viable, and new services have been introduced as technologies have developed: e.g. DVD, CD-ROM, and audio books and language packs on CD. Such services are popular in themselves and serve to draw people into libraries and to encourage them to use other facilities. The audio-visual service is provided as a self-financing and income generating activity (except in the case of audio books which are provided primarily as a free service for visually impaired people but have been made available as a hire service for general users in order to generate additional income).  The level of charges, which are set at levels to maximise income, and the fact that there are no concessions, reflect this.  

There is limited scope for other types of income generation (e.g. the small size of libraries means that there are no meeting rooms, exhibition spaces for hire or library shops, coffee bars etc.). Many libraries undertake small-scale retail activity (e.g. selling postage stamps and greetings cards) but this is provided primarily as a service, particularly in small communities, and profits are negligible.

The Annual Review of Charges for the following financial year will be taken to the December meeting of the Executive as part of The Medium Term Financial Planning process. At the very least, overall income targets will be increased in line with inflation. Oxfordshire's charges are either at or near the highest level when compared with other authorities and, in the case of reservation charges, one outcome of the Best Value review will be a recommendation that the standard charge is significantly reduced.

The Best Value review considered the implications of the Audit Commission study The Price is Right? - Charges for Council Services but did not make any firm proposals pending the completion of a countywide Best Value review on charging policies. It is anticipated that revised charges, which reflect the developing Social Inclusion agenda, will be taken to the Executive as part of the above Annual Review of Charges. 
3.8.8
Areas within which financial assistance is provided by other bodies

Following the severe budget reductions in 1998/99, financial support has been given to local libraries for staffing (to enable opening hours to be maintained), and for books and computer equipment to be purchased.  West Oxfordshire District Council has provided funds to maintain the opening hours of all the libraries within its District; Hook Norton and Kennington Parish Councils have funded the retention of their libraries' opening hours, while the ‘Friends of the Community of Adderbury Library’ and the Friends of Grove Library have funded opening hours and, in the case of the former, supported the move to improved premises. It is a remarkable tribute to the commitment of these partners that these funds are still being provided in 2002, despite the Council’s allocation of its own funds to reinstate the opening hours cut in 1998/99. 

Other external funding has been opportunity funding for particular projects, in particular centring on ICT developments and buildings. In terms of ICT, there have been two bids from the Library Service to the DCMS/Wolfson Public Libraries Challenge Fund, both of which have been successful. The Centre for Oxfordshire Studies was also successful in securing £50,000 from the DCMS/Wolfson British History Award programme, to set up a website on house history in Oxford since 1800 (see also 3.3.2.2 for further local studies externally-funded projects). Oxfordshire has taken up its NOF ICT training funding, and successfully negotiated an increased award from NOF for its People’s Network programme: the original award of £750,954 was increased by £128,315 up to £879,269 as a result of formal discussions and the submission of a revised project plan. The EU Telematics Administrations project Hypermuseum has funded the establishment of the Learning Centre in the Central Library (see 3.7.6.4).

Many of the library building developments described in 3.2.1 have been dependent on external funding. For example, the £145,000 Wychwood Library extension (completed December 2001) is being funded by a combination of capital receipts of an upstairs flat and surplus adjacent land, with contributions from West Oxfordshire District Council, three parish councils and major fundraising from the Friends of the library. Deddington Library extension (completed in March 2002) was funded by similar means. Developer funding largely funded Bicester Library’s extension (2000), while £95,000 has been secured for Banbury (project under exploration). Kidlington Library (due for completion in July 2003) is being completely rebuilt, to include a new expanded library, day centre for Social Services and offices for Highways. The £1.6M scheme is being funded from the capital receipts of the other partners’ existing premises, at no cost to Cultural Services. 

Oxfordshire was one of thirty participating authorities in the Society of Chief Librarians’ Arts Council Lottery project, ‘Branching Out’ (three-year project to September 2001). The Bookstart programme has benefited from £7,000 from the Early Years Development and Care Partnership, and Booktrust has now granted Hardship Funding (of the order of £10,500) to cover the authority’s needs until the end of March 2003.

CHAPTER 4
PERFORMANCE APPRAISAL, ASSESSMENT AGAINST STANDARDS, MARKETING AND CUSTOMER RESPONSE
4.1
Public Library Standards and trend data

Oxfordshire’s performance against Standards is shown in the table from Appendix 3 of the Guidelines. This table is included as an Appendix to the Plan. 

The table below gives the key indicators relating to Oxfordshire’s Library Service over the last five financial years. For Local Standards the table restates local targets from the previous Annual Library Plan, and shows trends in meeting the targets:  the figures in brackets refer to revised targets from the Best Value Review. In order to make this section as up to date as possible, Oxfordshire’s own data for 2001/02 is also included, and is commented on in section 4.2, even though inter authority comparisons for that year are not yet possible. Some Oxfordshire figures for 2000/01 are slightly lower than those provided in the Annual Library Plan 2001; this is due to a slightly higher population figure being used in the CIPFA actuals. The heading to each table refers where appropriate to the Public Library Standard (PLS), Best Value Performance Indicator (BVPI) or Local Target (Local). 

Definitions

‘Class’ (as in ‘Class Upper Quartile’) = English counties

‘Selected Authorities’ =  ‘nearest neighbours’  (as defined by CIPFA) = Cambridgeshire, Worcestershire, Bedfordshire, Buckinghamshire, Wiltshire, Gloucestershire, Warwickshire, Hertfordshire, Suffolk, Northamptonshire, Surrey, Cheshire, Leicestershire
1. Total hours of access per 1,000 population (PLS3i)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
110.3
99.6
98.1
99.7
110

Class Upper Quartile
126.3
125.5
127.7
125.2
 









2a. Requests for books supplied within 7 days (PLS9i)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
15%
17%
19%
21%
27% (25%)

Class Upper Quartile
49%
55%
58%
61%
 

Selected Authorities
48%
52%
58%
62%
 









2b. Requests for books supplied within 15 days (PLS9ii)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
43%
50%
53%
52%
 66% (57%)

Class Upper Quartile
72%
72%
75%
77%
 

Selected Authorities
70%
72%
76%
77%
 

















2c. Requests for books supplied within 30 days (PLS9iii & Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
64%
77%
77%
78%
86% (80%)

Class Upper Quartile
86%
86%
87%
87%
 

Selected Authorities
84%
85%
87%
86%
 









2d. Requests per 1,000 population (Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
87
74
63
61
58

Selected Authorities
140
127
129
136
 









3a. Expenditure on books/printed materials per 1,000 population

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
£1,055
£1,579
£1,415
£1,542
£1,487

Class Upper Quartile
£1,845
£1,841
£1,643
£1,768
 

Selected Authorities
n/a
£1,667
£1,586
£1,708
 









3b. Expenditure on other materials per 1,000 population

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
£509
£485
£422
£452
£467

Class Upper Quartile
£504
£463
£443
£478
 

Selected Authorities
n/a
£432
£454
£478
 









4a. Books added per 1,000 population (Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
101
164
155
154
148 

Class Upper Quartile
191
202
187
 
 

Selected Authorities
177
195
184
191
 









4b. Other items added per 1,000 population

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
 
 
29
34
40 

Class Upper Quartile
 
 
31
 
 

Selected Authorities
 
 
39
40
 









4c. Stock items added per 1,000 population (PLS17)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
 
 
184
188
188 

Class Upper Quartile
 
 
215
226
 

Selected Authorities
 
 
223
231
 









4d. Lending stock replenishment rate (years) (PLS 18)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
 
 
7.0
6.5
6.3

Class Upper Quartile
 
 
 
8.9
 

































5a. Total staff in post per 1,000 population

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
0.30
0.30
0.32
0.32
0.34

Class Upper Quartile
0.39
0.39
0.40
0.39
 

Selected Authorities
0.37
0.35
0.35
0.35
 









5b. Professional staff percentage of all staff

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
23%
23%
21%
19%
19%

Selected Authorities
23%
24%
24%
23%
 









6. Bookstock per 1,000 population

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
1755
1727
1595
1539
1517

Selected Authorities
1758
1760
1701
1670
 









7a. Book issues per head (Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
7.5
6.8
6.4
5.9
5.6 (6.2)

Selected Authorities
9.2
8.6
8.0
7.5
 

 







7b. AV issues per head (Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
0.88
0.82
0.79
0.78
0.78 (0.70)

Selected Authorities
0.78
0.73
0.70
0.72
 









7c. All format issues per head (Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
8.4
7.6
7.2
6.7
6.4 (6.8)

Selected Authorities
10.0
9.3
8.7
8.2
 

 







8. Enquiries per 1,000 population (Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
911
896
764
699
n/a

Selected Authorities
1047
1052
1035
979
 









9a. Visits per 1,000 population (PLS 11, BVPI & Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
6255
5666
6034
5756
6013 (6000)

Class Upper Quartile
6984
6612
6458
6384
 

Selected Authorities
6509
6180
5824
5818
 









9b. Net expenditure per visitor (BVPI)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
£1.38
£1.66
£1.56
£1.63
£1.69

Selected Authorities
£1.55
£1.61
£1.82
£1.88
 

























10a. Net expenditure per head

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
£8.74
£9.43
£9.41
£9.40
£10.16

Selected Authorities
£10.40
£9.96
£10.59
£10.95
 









10b. Income as a percentage of gross service expenditure

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
17.31%
15.90%
17.10%
15.3%
16.4%

Selected Authorities
n/a
13.80%
14.00%
14.3%
 









11. Electronic workstations for public use per 1,000 population (PLS6i & Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
0.06
0.08
0.11
0.12
0.12 (0.3)

Selected Authorities
n/a
0.18
0.23
0.25
 









12. New Reading Groups established (Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
n/a
n/a
n/a
n/a
2 (2)









13. Schools offered class visit at KS 1 (Local)

Year
1997-98
1998-99
1999-00
2000-01
2001-02

Oxfordshire
n/a
n/a
n/a
95%
86% (98%)

4.2
Commentary on approach to meeting the Standards and local targets.   See also: Funding implications of meeting Standards: 3.8.3

4.2.1
Commentary on Trend Data in 4.1 

This section is keyed to the tables in 4.1, and also comments on the relevant Standards listed in the Public Library Standards Appendix.

1. Total hours of access

Following completion of the programme in October 2001 to reinstate the hours cut in 1998/99, the total hours of access per 1,000 population increased by 10% to 110. This includes the extra 36.5 hours funded by West Oxfordshire District Council, any continuation of which will eventually be for hours over and above the DCMS Standard. Taking account of this, the Service is in effect 21 hours short of the standard, the equivalent of 255 hours per week. 

2a-d. Requests

The overall trend for speed of supply continues to be upwards. Current performance exceeded the locals targets set and, in the case of 30-day supply, even exceeded the Standard. As stated in previous years, substantial improvement to performance for 7-day supply will only be achieved through having a fully computerised network (currently only 25% of libraries are computerised). The encouraging figures for 15 and 30-day supply would tend to support this argument. The Best Value Review has resulted in an acceleration of the Library Management System Replacement Project, with all libraries to be computerised by April 2004. In the interim, other outcomes of the Best Value Review will ensure continuing improvements in performance.

The number of requests taken per thousand population is considerably less than the average for the selected authorities. For 2000/01 this difference was 75, the equivalent of 47,000 requests per year. This is partly attributable to high request charges and a lack of concessions, which may have resulted in a decline in the easier to supply impulse type of request. Following the Best Value Review, proposals will be taken to the Executive to reduce the standard charge from 1 April 2003. Concessions will also be reviewed as part of this process and, once all libraries are computerised in 2004, consideration will be given to the abolition of charges for backlist titles. Targets have been set to double the number of requests by 2006/07.

3a-b. Expenditure on books and other materials

An examination of the Actuals for 2000/01 shows that Oxfordshire spent £143,000 less on books and printed materials than the Class Upper Quartile and £105,000 less than the Selected Authorities. The Best Value Review has identified efficiencies which will increase the buying power of the book fund by £120,000 in 2004/05, £115,000 in 2005/06 and £70,000 in 2006/07.

In the case of expenditure on other materials per thousand population, Oxfordshire in 2000/01 spent £16,000 less than the Class Upper Quartile and the Selected Authorities. 

4a-d. Additions to stock
The total of books added per thousand population has remained relatively static over the past three years, but continues to be below the Selected Authorities (23,000 books p.a.).

With 'other items' included, the Oxfordshire figure for 2000/01 is 188, compared with 231 for the Selected Authorities (27,000 items p.a.). In 2001/02, Oxfordshire again added 188 items per thousand population, 28 items short of the standard, the equivalent of 18,000 items per annum. 
The healthy level of 'other items' added per year indicates that the shortfall from the Standard will need to be met by increasing the number of book additions. Increasing the proportion of paperbacks purchased, together with the additional funding highlighted in ‘3’ above, will see the Standard met from 2004/05 onwards.

For the lending stock replenishment rate, Oxfordshire was 0.4 years within the Standard in 2001/02. However, a more detailed breakdown of the latter figure between 'books' and 'other items' gives a figure of 7.2 for the former (compared with the Class Upper Quartile of 7.0) and 3.0 for the latter (compared with 4.4). This reinforces the argument that it is the number of annual book additions which needs to be increased in order to bring Oxfordshire up to overall standards.

5a-b. Staffing
Total staff in post per thousand population increased slightly in 2001/02. This is attributable to the reinstatement of opening hours from 1 October 2001. The figure includes 9.6 FTE for casual and overtime hours following the agreement with IPF whereby the annual expenditure on casual and overtime hours is translated into an FTE equivalent. It is not known how many other authorities return figures in a similar way, but for 2000/01 Oxfordshire's figure of 0.32 placed it 30th out of 34 counties, the difference with the Class Upper Quartile being 0.6 (the equivalent of 38 FTE) and with the Selected Authorities 0.3 (19 FTE equivalent).

Looking at the expenditure on staffing only, Oxfordshire's figure of £5764 per thousand population placed it 30th out of 34 counties, £944 less than the average, the equivalent of £597,000 p.a. In addition, the 2002/03 Estimates show Oxfordshire spending £6.47 per head, compared with the Selected Authorities average of £7.28, the equivalent of £512,000 p.a.

The professional staff percentage of all staff shows a slight decline in both Oxfordshire and in the Selected Authorities. For 2000/01, Oxfordshire had 0.07 FTE professional staff per thousand population, compared with a county average of 0.09 FTE, the equivalent of 13 librarians.

6. Bookstock per thousand population
Total bookstock per thousand population is 131 less than the Selected Authorities, the equivalent of 83,000 volumes. However, this figure includes all stock (both active and reserve) and further analysis shows that for 'open shelf' stock, Oxfordshire is 2nd from the bottom with 667 compared with an average of 889. To bring Oxfordshire up to the average would require an additional 140,000 volumes to be available on the open shelves, an increase of 34%. This is a reflection of the inadequate size of the county's libraries.

For 'reserve and unallocated stock', Oxfordshire with 195,000 volumes is 4th highest with 309 books per thousand population compared with an average of 172, a difference of 137 or 86,000 volumes. While a large store is partly the result of the low stock levels in libraries mentioned above, the need to rationalise the existing book stores has long been identified. In 2000/01, policies and guidelines were written and work begun to edit the stores in Holton and Central.

7. Issues per head

Book issues per head continue to decline, as they do nationally. Performance in 2001/02 was 0.6 issues short of the local target of 6.2, which made allowance for both part-year increases in the opening hours of libraries and the closure of the Central Library for three months. The gap between Oxfordshire and the Selected Authorities narrowed over the four years to 2000/01 but still remains significant. Book issues per head in Oxfordshire are the lowest for the Selected Authorities and to have reached the average in 2000/01 would have required an increase of 1,011,000 issues p.a. (or 27%).

Audio-visual issues per head remained unchanged in 2001/02 (even with the Central Library closed for 3 months compared with the one month the year before) and was 0.08 ahead of the local target. For Oxfordshire this is partly the result of the ongoing pressure to maximise income at the expense of issues. For 2000/01, Oxfordshire was the fourth highest for the Selected Authorities, the equivalent of 38,000 issues a year above the average. 

8. Enquiries
Enquiries per thousand population are declining at a faster rate than those in the Selected Authorities. For 2000/01, the difference was 280, the equivalent of 177,000 enquiries a year. The county's information service was one of the key areas looked at as part of the Best Value Review and targets have been put in place to reach top quartile performance by 2006/07. Due to the closure of the Central Library for 3 months in the autumn of 2001, the annual enquiry survey was not carried out.

9. Visits
Visits per thousand population continue to decline nationally. For 2000/01, Oxfordshire had the equivalent of 397,000 visits a year less than the Class Upper Quartile and 39,000 less than the Selected Authorities. The local target of 6000 in 2001/02 was exceeded by 13.

The net expenditure per visitor in 2000/01 was £0.25 less than the average for the Selected Authorities.

10a-b. Expenditure and Income
Net expenditure per head remained constant in the three years to 2000/01, unlike the situation in the Selected Authorities, where expenditure increased by 10% over the same period. In 2000/01, the Selected Authorities spent £1.55 per head more than Oxfordshire, the equivalent of £980,000 a year.

Oxfordshire is achieving a higher percentage of gross service expenditure which is covered by income than the Selected Authorities. For 2000/01 the difference was less, at 7% more, but the Central Library was closed for one month.

11. Electronic workstations
Oxfordshire has approximately half the number of workstations per thousand population when compared with the Selected Authorities. The local target for 2002/03 is based on the successful implementation of the People's Network. This will still leave the county 94 workstations short of meeting the new Standard of 0.6 per thousand population. Even if the additional cost of about £94,000 were to become available, the inadequacy of library premises is likely to preclude meeting the Standard. The Library Service's aspiration is to reach the Standard, either through increasing the amount of library accommodation (see 3.2.1) and / or by working with partners to place terminals elsewhere in the community.

12. New Reading Groups established

The target was met with 2 new groups being established in Grove and Headington libraries.

13. Schools offered class visit at KS1

In 2002/02, only 86% of schools were invited to send classes, compared with 95% the year before and a target of 98%. This shortfall is attributable to the closure of the Central Library for 3 months and the move of Kidlington Library to temporary premises whilst a new library is being built. However, more schools accepted in 2001/02 and there was a 35% increase in the number of classes visiting.

4.2.2 
Commentary on performance against other Standards 

This section comments on performance against certain Standards which are not included in the tables in 4.1, and are therefore not covered in 4.2.1 above. For the remaining Standards, the current position and future targets are clearly laid out in the Public Library Standards Appendix, and do not require a commentary.

PLS1i  Proportion of households living with 2 miles of a static library

Oxfordshire's percentage according to the 2002 IPF Planning Profile is 83% compared with the 85% Standard. However, there are errors in the postcode data used by IPF and our own calculations using GIS mapping, carried out as part of the Best Value review, confirms that the IPF figure of 76% supplied in 2001 is the correct one.

The population density per hectare for the Class Upper Quartile is one third more than is the case in Oxfordshire (3.2 and 2.4 respectively) and the more rural nature of the county necessitates the use of mobile libraries as a more effective means of service delivery. The above GIS mapping exercise carried out for Best Value demonstrated that, on the basis of a quarter of a mile catchment area for each stop, a further 11% of households can be added to the static library figure, giving a total of 87%. In all cases, the GIS mapping dealt with overlapping catchment areas and only counted any household once.

PLS3 ii Proportion of aggregate opening hours that fall outside 9am to 5pm on weekdays

For 2001/02, the figure for Oxfordshire is 23%, 7% below the Standard. Whilst some later evening opening will be piloted following the Best Value review, it is not anticipated that the Standard will be achieved until 2004/05. The increases to opening hours planned for 2003/04 will, as recommended in the Best Value review, affect the larger libraries only, with all day Saturday opening in the 12 largest libraries and no mid-week closures in the 8 main town libraries, the latter accounting for more hours than the former.

PLS5 Percentage of libraries with access to on-line catalogues 

As none of our libraries have Online Public Access Catalogues, the Planning Profile based on the CIPFA Actuals gives a zero figure for Oxfordshire. However, as the notes with the Standards pro forma state that staff access only may be included, the figure given is 26%. 

PLS 10 Number of visits to the library website per 1,000 population
Data is not at present available on the number of visits to the Library Service pages of the County Council website. It is hoped to include this information in future Annual Library Plans.


Standards based on CIPFA PLUS data

The outcomes of the survey undertaken in 2001/02 in some instances show significantly lower satisfaction figures than the year before (e.g. success in obtaining a specific book and in gaining information). This is attributable to the survey being carried out in a different sample of libraries each year. So that more consistent comparisons can be made for the Service as a whole and for individual libraries, it has been agreed that all libraries will be surveyed every 3 years. As the last complete adult survey occurred in 2000/01, the next one will be in 2003/04.

4.2.3
Opening hours of Oxford Central Library

No Oxfordshire library can be described unequivocally as the service point of first choice for a resident population in excess of 150,000 persons. Oxford Central Library fulfils some of the criteria, but not all. The population of the city of Oxford is below the threshold (145,000), and this includes the large, temporary, student population. Moreover, there are six branch libraries and one mobile library also serving Oxford. On the other hand, the Central Library clearly has a role in serving a much larger catchment area not just immediately outside the city boundary but across the rest of the county. Visitors to the Central Library building exceed 650,000 p.a., but this figure includes visitors to other services in the building, such as the Centre for Oxfordshire Studies. Oxford Central Library is currently open 54.5 hours per week but the Centre for Oxfordshire Studies is only open 42.75 hours. A thorough review of the Central Library will be undertaken as part of the implementation of the Best Value Review, and the opening hours of the Library and of the Centre for Oxfordshire Studies will both be encompassed.

4.2.4
Benchmarking
As part of the recent Best Value review, extensive benchmarking was undertaken. This included participating in the following activities as a member of the IPF Benchmarking Club:

· Metric benchmarking of staff, buildings, stock and mobiles.

· Best practice in stock management.

· Best practice in social inclusion.

· Marketing practice in public libraries.

· Best practice in the reservations and inter library loan services.

· Statistical benchmarking reports service.

In addition, the following activities took place:

· Using national CIPFA data (1999/2000 Actuals, 2001 Planning Profile).

· Comparisons of stock policy against those of top quartile performing county library services.

· Shelf and catalogue checks of authors on prepared booklist checked by same top quartile authorities, as well as hardback/paperback purchasing ratios.

· Examination of Warwickshire and Cornwall’s Best Value reviews of mobile services.

· Examination of Westminster Libraries’ stock supply chain review.

· Information obtained from other authorities as part of consultation to identify best practice in information services and teenage provision.

· Annual national Survey of Charges checked for charging policies in other counties, including level of charges and concessionary policies.

· Access questionnaire to other authorities to ascertain information on mobile library policies, types of services to housebound people and to homes for older people, late evening and Sunday opening, etc.

· Following the IDeA peer review, follow-up visit by County Librarian to Suffolk and information on a new staffing formula obtained from Essex.

Together with extensive consultation, mystery shopping, and other parallel investigations, the findings of the above benchmarking exercises helped inform significantly the eventual outcomes of the Best Value review.

The implementation of the Best Value Action Plan will continue to involve staff in benchmarking activity, especially through the development of improved services to particular target groups as part of the Social Inclusion programme. Best practice will be ascertained by visits to, and comparisons with, high performing and successful authorities. Collaborative benchmarking activity will continue to be undertaken as required with other authorities within the Central Buying Consortium. Internal benchmarking will continue to be used within the Service to monitor the performance of individual service points and to provide comparative data to inform managerial and political decisions.

4.3
Public consultation and marketing
4.3.1
Marketing the Library Service

The importance of marketing the Library Service was one of the main themes of the recent Best Value Review (see 6.2), emerging from extensive consultation undertaken with users, non-users and staff focus groups that demonstrated that take-up of library services is very varied among different groups. (The consultation exercises themselves are noted in 4.3.2 below.) The Review’s analysis noted that: 

· The Service must aim to provide for the needs of all members of the communities it serves.

· The failure to attract young people into the Service needs to be addressed as a priority. With no Schools Library Service in Oxfordshire, other means must be found to ensure that libraries play a greater part in young peoples’ lives.

· Better marketing and promotion of existing services is needed and also of those changes arising from the Peoples’ Network and other improvements proposed by the Review Action Plan.

· The Service needs to establish a clear action plan for addressing social inclusion in the target groups identified, identifying targets for performance, managers accountable for carrying out action, and the resources available to them.

The Review concluded that:

· A concerted effort is needed by the Service in order to rid itself of the traditional, negative image some members of the public have of library staff. 

· The Service needs an effective marketing strategy and better promotion of existing and proposed services.
· There will be improved promotion of services from 2002/03 and a major marketing initiative in 2004/05, once major service improvements are in place.
In the management restructuring that was the first outcome of the Best Value review, marketing was for the first time made an explicit responsibility of one of the members of the Library Strategic Management Team. The Assistant County Librarian, Information Services and Lifelong Learning will now lead the existing Library Service Marketing Group and will be the main link with the departmental Marketing Group headed by the Assistant Director Development, which manages the departmental marketing budget. The Library Service has annually benefited from this budget for a range of publicity materials.

The Library Service has a long tradition of consultation with users and non users (see 4.3.4 below) and the County Council has made a strong commitment to widening public consultation. Every year Cultural Services contributes a departmental Consultation Action Plan based on the County’s Public Consultation Strategy.

4.3.2
Public consultation for the Best Value Review
Consultation has been an increasing concern of the Library Service over the past few years, and the Best Value Review drew on much existing work as well as commissioning new exercises, all of which, through the Best Value Review, now underlie this Annual Library Plan. Key elements included:

Oxfordshire Citizens’ Panel 
In June 2001, the first Oxfordshire Citizens’ Panel was used for a fundamental consultation on the role of the Library Service. Questionnaires were sent to 1000 people asking about library usage, opinions on their key role, reasons for not using them and factors which could increase usage. The principal outcomes were:

· The range of books available needs to improve

· Library opening hours should be increased

· The provision of information must improve if customers are not to turn to other sources.

Qualitative research by MORI 

Oxfordshire County Council commissioned MORI to undertake independent research into residents’ attitudes to the library service in November 2001. Six extended focus groups were formed with a broad cross section of residents from Oxford, Abingdon, Didcot, Wantage and two rural locations in the north of the county. Each pair of groups comprised a group of ‘lapsed users’ and one of ‘non-users’. For some, libraries appeared unlikely ever to take a place in their daily lives, but others expressed an interest in the service but wanted to see similar levels of service, quality, standards and choice to those found elsewhere, most notably in major bookshops. 

Qualitative research by Consumer Profile 

In January 2002 Consumer Profile was commissioned to undertake wide ranging research based on focus group discussions at Abingdon and Adderbury Libraries, and Oxford Central Library. Each group was made up of 9 to 10 respondents chosen to represent age, gender and socio-economic status, and the aim was to gain a better understanding of varying perceptions of the library service in three different sized libraries. Whilst respondents typically found the experience of visiting libraries highly rewarding, frequently raised criticisms included:

· A perception of under-investment in stock

· An old fashioned image which does little to attract young people

· Lack of efficient searching and catalogue systems for the public

· Too much noise from children and mobile phones

· A perception that staff are overworked and sometimes unable to offer a satisfactory level of service  (Oxford Central Library)

· Disorganisation of layout

· Unwelcoming surroundings and lack of toilets (Central)

· Opening hours limit access for working people

4.3.3
Public Library User Surveys (PLUS)
Oxfordshire has been a member of the CIPFA Public Library User Survey Group since 1996. We undertook our first adult survey in 1998, adopting the PLUS-recommended method of surveying 30% of our libraries. The survey was carried out in nineteen libraries, including three mobile libraries and the Central Library, and the remaining libraries were surveyed in the following year. All libraries were included in the November 2000 survey, and 11 were surveyed again in October 2001. The equivalent PLUS survey for children was carried out for the first time in November 1999 in 19 libraries, and last year in 15 libraries. 

In order to provide feedback to users following PLUS surveys, posters are displayed in participating libraries giving the results for that particular library together with those for the authority’s libraries as a whole. 

4.3.3.1

Analysis of adult surveys

The results of the adult surveys undertaken from 1999 to 2001 are as follows:




1999
2000
2001








1
Today's Visit
borrow/return books
76.4
77.1
76.4



Cassettes
7.8
6.5
7.3



CDs
4.3
3.9
3.4



Videos
16.1
14.9
15.3



Read newspapers
9.0
8.6
11.0



Seek information
20.1
17.8
18.0



Photocopy
4.9
4.2
3.9



Browse
26.2
24.0
32.9



study/work
7.0
6.6
4.1



Exhibition
1.4
1.1
0.1



something else
5.2
6.9
7.8








2
How many items did you borrow
One
22.6
21.1
21.1



Two
23.8
24.2
26.2



Three
19.1
19.8
21.1



Four
12.7
12.4
12.8



five or more
21.8
22.5
18.7

3
Seeking a particular book – 






Did you find one to borrow
Yes
58.8
54.1
44.6



No
35.4
39.7
55.4








4
Without a particular book in 






mind - did you find one
Yes
90.7
91.4
81.5



No
9.3
8.6
18.5

5
Seeking information:






Did you get the info required
Yes
75.6
73.5
65.1



Partially
13.4
14.1
20.1



No
11.0
12.4
14.8

6
Without a particular item of AV in mind, did you find any to borrow?
Yes
53.7
54.9
55.0



No
45.9
43.4
45.0

7
Rating the library:






(as very good)
opening hours
21.8
29.1
19.5



guiding/signs
24.2
23.8
27.2



layout & arrangement
27.5
27.0
27.2



staff helpfulness
65.0
68.0
67.6



time spent waiting
43.1
45.0
45.7



staff knowledge &
 expertise
49.3
49.4
54.8



range of books/other
 materials
25.2
23.7
20.8



services for children
40.4
40.5
33.6



info provision
29.2
26.0
39.3








8
How often do you visit
this is first visit
3.1
3.2
1.9



more than once a week
13.6
13.3
11.2



about once a week
33.1
31.8
31.7



once a fortnight
22.7
22.7
22.8



every 3 weeks
15.1
15.7
18.5



every four weeks
5.5
6.2
6.4



less frequently
6.9
7.1
7.4








9
Are you
male
41.0
37.7
36.0



female
59.0
62.3
64.0








10
Age group
15 - 19
3.7
3.3
3.3



20 - 24
4.5
3.9
2.4



25 - 34
15.2
11.6
9.2



35 - 44
18.8
19.4
20.2



45 - 54
15.9
16.4
16.5



55 - 64
14.4
13.4
17.7



65 - 74
16.9
18.7
17.0



75 or over
10.3
12.3
12.1








11
Ethnicity
Bangladeshi
0.0
0.2
0.1



Black African
0.3
0.5
0.2



Black other
0.2
0.2
0.1



Chinese
0.6
0.9
0.1



Indian
1.2
0.6
0.0



Pakistani
0.5
0.3
0.0



White
94.7
92.7
98.8



Other
2.3
4.5
0.7

It is difficult to draw too many conclusions from comparisons between the three surveys because whilst 30 service points were surveyed in 1999 and all 50 in 2000, only 11 libraries were surveyed last year. Most of these were small ones, and moreover neither the mobile libraries nor Oxford Central Library (which was closed for major building work) were included. (As indicated at the end of section 4.2.2, so that more consistent comparisons can be made for the Service as a whole and for individual libraries, in future all libraries will be surveyed every three years. As the last complete adult survey was completed in 2000/01, the next one will be in 2003/04.) Nevertheless, the results of the surveys are used as a vital management tool by the Library Manager and Library Strategic Management Team in drawing attention to the strengths and weaknesses of a particular library in comparison with the county average and with past surveys in that branch, and they feed into the annual branch service planning process.

· There appears to be a slight downward trend in people obtaining the information they require, which is of concern as it has now dropped slightly below the level of the national standard (PLS13). The Best Value Review considered the Reference and Information Service in detail, and made a number of recommendations including a renewed staff training programme and a centre of excellence in Oxford Central Library to field enquiries from all libraries (see 3.6.4.2 above). 

· Dissatisfaction with opening hours comes to the fore in almost all consultation undertaken and is being addressed in the Best Value Implementation Plan. However the PLUS comparisons are affected by the fact that the hours cut in 1998-99 were reinstated in tranches to October 2001, reaching different libraries at different times. 

· The figures for the use by age group show a decline in those in the 20-24 and 25-34 age groups. One response to this decline has been the targeting of book promotions at these age groups, including the ‘Unclassified’ sections introduced as part of the Branching Out project (see 3.3.3.1).

· Unfortunately a smaller proportion of respondents found the particular book they were looking for. This is being addressed by the Best Value Review, but it should be noted that the 2000 survey included all the large libraries including Central whereas Banbury was the only large library surveyed in 2001.

4.3.3.2.
Children’s survey

The key points that emerged from the PLUS children’s survey undertaken in October 2001 are:

· 84.7% of children came with their mother or father.

· A large number of children visited the library on a Saturday: the overall figure was 34.1% and the percentage reached 39.9% for Witney and 45% for Bicester. 

· 50.8% visit the library once a week or more often.

· 88.3% of children rated their library as being good for the range of books.

4.3.4
Other consultation undertaken in the last two years

As noted in 4.3.1 above, systematic market research prior to the Best Value review was relatively undeveloped in Oxfordshire. However, the long and increasingly significant tradition of public consultation in the county may be illustrated by the other major exercises undertaken in the last two years.

2000/01 Budget Consultation

In this survey, undertaken for the County Council, libraries showed the third highest level of usage of all council services (62%), which represented an increase of 11 percentage points from the 1999 Residents Survey.  

2000/01 Best Value Performance Indicators Survey

The survey revealed that 85% of library users were satisfied with Oxfordshire's Library Service. This is broadly in line with the satisfaction rating in the 1999 Residents Survey.  

ACORN non-user research project
This was a research project used to inform the strategic planning process, and was undertaken as part of the DCMS/Wolfson Public Libraries Challenge Fund ACORN Project in 2000. Five focus groups were held in a library in each of the county's districts, and a telephone survey of 250 non-users was also carried out. The focus groups aimed to identify local community and business interests and to seek their views on strategies for contacting and attracting non library users. 53 people representing 45 different community agencies attended. 

The results are described in the Lifelong Learning Branch's report Taking Readings: Non-Users’ Views of Public Libraries in Oxfordshire (2000). This identifies the need to develop a specific and focused strategy to combat social exclusion. It also provided a non-user view of libraries which tended to reflect an unchanging image of traditional services and a powerful association with books. It identified a need for flexible opening hours to attract non-users and for better publicity and marketing strategies. 

Reinstatement of Opening Hours
Consultation for the first tranche of reinstated opening hours in the Central, Abingdon, Banbury, Didcot and Witney Libraries took place in April and May 2000. This was done in a variety of ways in the various libraries, including posters, leaflets and questionnaires, newspaper advertising, and random telephone surveys. The outcome was the successful implementation at optimum times, particularly evenings and Saturdays. Further consultation for the second and third tranches was undertaken prior to the reinstatement of hours in the remaining libraries in October 2001.

Sonning Common New Library Development
During spring and summer 2000, consultation took place across the whole catchment area with users and non-users, the school and the parish council, regarding the proposed move from the existing premises to a joint-use library in a local school. The consultation took the form of a survey, comments book and forms in the library, an article by the Friends Group in the local newsletter, meetings at the school for parents, teachers and governors, and letters to parents. The outcome was the opening of a new and successful community library, responding to local needs and attracting increased usage.

Littlemore Peers Library consultation, 2002

Extensive consultation was undertaken in the Littlemore area of Oxford city on the future of the library situated on the Peers School campus. Perceived difficulties of access for the public and declining use by students have resulted in falling issues in this joint-use library, and it was decided to consult local residents, presenting them with a range of options. These included targeting the services of the library at teenagers and young people during part of its opening hours, and introducing extra mobile library stops into the catchment area to provide a more accessible service than the library on the school campus. The majority of those consulted indicated a wish to see the joint-use library retained in its existing form. Further work on revitalising the library in its current form is therefore now in progress.

2002 Residents’ Opinion Survey

The latest Residents’ Survey was carried out by MORI on behalf of the County Council, and it asked questions about what they think of the Council, its services, its priorities and the quality of life within the county. Net satisfaction with libraries was 71%, compared with 75% in 1999. 

4.3.5
Comments and suggestions
All libraries actively display Comments Forms, to encourage members of the public to make their views known on all aspects of the service. These forms are the source of most comments and suggestions. Other people prefer to write letters to make their views known or, increasingly, use email. Individual replies are sent to all comments, unless the writer specifically indicates that he/she does not require a reply. In order to illustrate trends, the following table summarises the results for the last five years.


1997/
1998/
1999/
2000/
2001/



1998
1999
2000
2001
2002










Appreciation - for efficient service 
171
102
33
44
73


and staff attitude















Complaints - 
1295
151
182
210
176










Effect of/Threat of Budget Cuts
1143
48
6
8
7


Buildings and Equipment
41
31
47
36
33


Service Standards, 
23
18
23
25
21


Policies & Procedures 







Bookstock
29
12
42
65
35


Audio Visual Service -  
20
18
17
22
35


stock, loan periods,







Charges







Book Service charges
20
7
11
15
6


Staff Attitude
13
17
6
8
7


Opening Hours
6
0
17
10
4


Internet/CD ROM Services

Other


13
21
18

10


Historically, the number of letters of appreciation has been directly linked to the high levels of complaints. When people were writing in about cuts to libraries in 1997/98 and 1998/99, there were high levels of positive letters at the same time. As the threats diminished so did the positive letters. So it is particularly gratifying that the number of positive responses in the last year increased significantly without any such threat, and in the context of a decline in complaints. One in three comments received contained positive appreciation of services and staff, which is a notable tribute, bearing in mind that people generally take good service for granted or at most give verbal thanks.

The level of complaints remained fairly static over this period with the exception of the peak in 1997-98, when the threat of closure of several libraries generated an unprecedented level. As a result, the overwhelming majority of complaints has been generated by the effect of cuts to the service, or the threat of further ones, rather than dissatisfaction with the service itself. Indeed many of the complaints under the headings of Bookstock, and Buildings and Equipment, reflect the lack of funding which the service has experienced in those budgets. The pattern for 2001/02 is very similar to that of previous years, though there is a pleasing in decline in the complaints related to the bookstock, reflecting the early actions resulting from the Best Value Review. 
4.3.6
Policy on complaints
Both within the department and across the Council, the policy is actively to seek users’ views on the services we provide. Leaflets cover complaints, comments and suggestions, rather than being solely designed for complaints. Comments forms and letters directed to the Library Service, whether of complaint or appreciation, are dealt with by the appropriate member of Library Strategic Management Team. Unresolved complaints are referred to higher tiers of management, i.e. from an Assistant County Librarian to the County Librarian and on, in extreme cases, to the Director.  Complaints may also be submitted on a County Council ‘Complaint and Comments Form’ to County Hall. There is a three-stage procedure for responding to such complaints, the final stage being for the Chief Executive to decide whether a County Complaints Panel should review the complaint. The leaflet Help us to get it Right gives full information about the procedure, and gives contact details for the Local Government Ombudsman in case a complainant is not satisfied after the Council has considered the complaint. The leaflet is available in large print, on audio tape, on disk and in Chinese and four Indic languages. 

4.4
Quality assessment
The over-riding quality assessment of the Library Service in recent years has been the Library Service Best Value Review of 2001/02. The Review is discussed in section 6.2 of this Plan. 

Oxfordshire County Council in general, and the Library Service in particular, have a long tradition of quality assessment. The sections below detail other quality assessment activities undertaken by the Library Service.

4.4.1
Oxfordshire County Council quality programmes in which the Library Service is participating

4.4.1.1

Best Value cross-cutting Reviews

In addition to undertaking the Review of its own service, the Library Service has contributed and is continuing to contribute to a programme of Reviews which cut across Departmental boundaries. These have included:

2000/01
-
Personnel, Social Inclusion, Customer Care

2001/02
-
Charging policies, Support for older people

2002/03
-
Developing our staff, Promoting independence in older people

and the Property review     

4.4.1.2

Raising our performance

The County Council’s programme for change to become a leading edge authority is embodied in the paper ‘Raising our performance: an organisational strategy 2001 – 2005’. Key recommendations include:

· An organisational strategy

· What do we stand for? – communicating our values to the public

· More effective leadership – refocusing the role of Directors and County Council Management Team, with more cross service working.

· Keeping in touch  - including better publications and establishing a single contact telephone number.

· Better ways of working – including achieving IIP status for the whole organisation.

· Making it happen – a four year financial strategy.

Specific proposals to implement some of the principles laid out in ‘Raising our performance’ are contained within the consultation paper of September 2002, ‘Growing our corporate capacity’, now endorsed by the Executive. The Library Service, as part of Cultural Services, will take its place in the Directorate of Learning and Culture. The aim is to improve quality and effectiveness through improved organisational clarity, clear political leadership and focusing scarce resources to drive the improvements required to meet the challenges of Comprehensive Performance Assessment (see below) and other national performance standards.

4.4.1.3

Peer Review

One of the recommendations of ‘Raising our performance’ was to commission a Peer Review to provide an independent and external assessment of the County Council, and this was completed in January 2002 by IDeA. The Peer Review commended many aspects of the council’s work  – among them its professionalism and innovation, committed staff and good business partnerships – but identified others where more they felt could be done, such as community planning, raising the profile of councillors and improving consultation.  In order for the Council to achieve its ambitions the Review identified that it needed to:

· Agree a corporate visions and a clear set of priorities

· Provide strong political and managerial leadership

· Introduce a performance and project management framework

· Breakdown departmentalism and build corporate integrity

· Harness new technology to support the council’s strategic aims

· Promote more active partnership working

· Unleash the creativity of staff and celebrate their success with enthusiasm

It is evident that the Library Service will contribute to this entire programme.

4.4.1.4

Comprehensive Performance Assessment
The CPA team visited Oxfordshire in May 2002 and identified the following successes, and areas for improvement:

Successes

· An organisation ‘on the up’

· Councillors are committed to effect changes

· Chief Executive leading change process through ‘Raising Our Performance’

· Action Plan to improve information systems

· Willingness to learn e.g. Peer Review

· Some real successes to celebrate, including successful Local Strategic Partnership

Areas for improvement

· A sharper vision for Oxfordshire, supported by clear targets, adequate resources and delivery mechanisms

· Increase our corporate capacity to support strategic change and performance management

· Resolve future structure of organisation by September 2002 

· Set challenging targets and apply robust and consistent monitoring arrangements across the organisation

· Better engagement of councillors and community opinion in formulation of strategy

A comprehensive Action Plan to implement these improvements is now in place.

4.4.2
Quality processes specific to the Library Service/Cultural Services
· Cultural Services achieved Investors in People status in April 2001. 

· The Library Service joined the IPF Public Libraries Benchmarking Club in 2001 (see 4.2.4) 

· Consultation with staff is also used to assess quality. All library managers, librarians and other senior officers, totalling approximately one hundred people, annually attend a meeting to inform the Annual Library Planning process. Part of the day is devoted to work on the forward Action Plan, which is then modified before being circulated to all staff for further comment. The results have informed both this Annual Library Plan and the Best Value Review.

· The service planning process aids quality assessment by requiring local staff to stand back from day to day issues to plan for service improvements. The process also ensures that there are clear links between the service plan of an individual library and those of the Library Service, Cultural Services, and the County Council. 

· The new structure introduced in October 2002 has placed line management of many branch staff into the hands of four Principal Librarians and two Senior Librarians instead of two Assistant County Librarians and the Central Library Manager. This has reduced unrealistically broad spans of management control and is aimed at improving quality control at branch level. Librarians also regularly visit the libraries for which they have professional oversight, and they monitor the quality both of the stock and of the library as a whole. 
4.4.3
Quality of the stock

See also section 4.2.1 Commentary on approach to meeting the Standards and local targets, in particular 3, 4, 6, 7.

4.4.3.1

Bookstock

The Citizens’ Panel and other consultation undertaken as part of the Best Value Review (see 6.2) indicated a wish to see the range of books available improve, and one of the four areas investigated by the BV working groups was the stock of books. The entire process of book selection, purchase and distribution was investigated, and the group paid particular attention to the quality of the stock and carried out benchmarking with other authorities. A number of service improvements and targets emerged from the work of the group including:

· Allocating some funds to library managers to enable them to meet local needs more effectively

· Purchasing at least one copy of the top 15 best-selling adult fiction and non-fiction paperbacks for all libraries

· Increasing the number of adult lending books purchased by 25%

The authority aims to exceed the DCMS standard (PLS 17) on the number of items added to stock and to significantly increase the level of book issues.

4.4.3.2

Audio Visual stock

The high quality of the AV stock is borne out by the high levels of income generated, and the county usually falls into the top quartile of English Counties in the CIPFA comparisons of expenditure on AV materials. A major investment has been made this year in DVD stock. This service is currently available in 10 branches and will be extended to a further six branches in November 2002 and nine more libraries in April 2003.

The Service is committed to introducing an annual stock plan for each library, which will involve the Library Manager and a Librarian in assessing how the quality and range of the stock meets local needs and where any extra investment is required.

CHAPTER 5
REVIEW OF PRECEDING PLANS, AND PROGRESS FOR

THE PREVIOUS FINANCIAL YEAR

5.1
Achievement of the Action Plan for 2001/02

This table does not include those key tasks and actions in the Action Plan for 2001/02 that have been achieved (forming the great majority of the targets originally listed), except in the case of tasks containing more than one specified action, not all of which have been achieved, in which case those actions which have been achieved are annotated accordingly.

* N.B. The reference in the end column is to the appropriate entry in 7.1/7.2 Action Plan for 2002/03 - 2003/04, and 2004/05
Key tasks and actions
Targets and performance measures / Timescale
Comment
Reference* (if carried forward)

1.5
Implement ‘return anywhere’ policy

1.6
Review price concessions for categories of users / potential users in the light of the Audit Commission’s report, The Price is Right:

To be considered under Best Value Review

1.9     
Review all leaflets, stationery and other library information and documents in terms of language and presentation, working in partnership with neighbouring authorities to produce leaflets in appropriate languages and benefiting from economies of scale

1.12 
Set up ‘Thames at War’ oral history project in partnership with Museum Service and Community Education to improve literacy and IT skills in rural SE of county (funding sought)

1.13
Participate in ‘Custody to Work’ programme at Bullingdon Prison to facilitate rehabilitation of offenders into the community, promoting their development of life skills

1.14
Establish small collections of books and other useful materials appropriate for asylum seekers, to be used in conjunction with Social Services staff

1.15
Develop service to housebound readers through training of staff and WRVS volunteers

1.17
Improve stock provision for ethnic minority communities


Policy implemented
Sept 2001

Promoted following initial low-key launch & subsequent review




Feb 2002

Review completed
Dec 2001

Review completed
Feb 2002

First leaflet

June 2002

Project funded

Sept 2001

Completed

Sept 2002

Planning meeting with Governor




July 2001

First ex-offenders registered at their local library
April 2002

System set up

March 2002

Countywide training day held




April 2002

Introduce Arabic newspaper into Central Library
Nov 2001

Consultation undertaken 




Dec 2001

Revised policies and standards in place


April 2002
Implemented.

Review and promotion delayed due to pressures of BVR. Carried forward.

Still awaiting outcome of corporate BVR. 

Not achieved due to pressures of BVR. Will be subsumed within responsibilities of identified posts in new management structure.

Not pursued: funding not obtained; partners withdrew.

Meeting held.

Delayed: timetable dependent on prison authorities, but in progress.

Pilot collection of children’s books in Albanian established, but wider implementation dependent on allocation of dedicated staff as outcome of BVR.

Deferred to autumn 2002 due to workload pressures.

Done.

Work with ethnic minorities to be included in work of dedicated staff as one of outcomes of BVR.
3.4



2.1
Develop libraries as local learning centres:


(b) Work with Lifelong Learning Development Officer to produce guidelines further to support partnership arrangements between local libraries and Community Education Centres 


(c) Work with Lifelong Learning Development Officer to produce a specification for local libraries as informal learning centres

2.2
Support formal education through:


(d) Homework Clubs:

Work with Education Department to introduce homework clubs in three pilot urban and rural libraries

2.3
Continue development of homework collections: 
children’s reference stock re-evaluated and provision updated in all libraries; programme of staff training 
Guidelines produced
April 2002

Implemented

Oct 2002

Specification produced April 2002

Pilot libraries selected
June 2002

Implemented in pilot libraries




Oct 2002

Libraries selected (Blackbird Leys, Littlemore Peers, Hook Norton)




July 2001

Implementation plan produced




Sept 2001

Clubs launched
Oct 2001

Educational achievement targets assisted

Ongoing

Ongoing evaluation completed




Oct 2001

Revised standards implemented




Sept 2001
Deferred due to workload pressures (e.g. establishment of Learning Centre). Carried forward.

Deferred: to follow completion of Central Library Learning Centre, and joint development at Blackbird Leys. Carried forward.

Selection made.

Change of focus: at Littlemore Peers, Homework Club included in proposals for new strategy for this joint-use library; at Blackbird Leys, subsumed within joint development project with Lifelong Learning. Carried forward.

Evaluation completed and priority subject areas identified. Implementation hampered by lack of appropriate titles being published. Electronic alternatives being investigated. Incorporated in ongoing stock work.
4.9

4.10

3.6



3.6
Increase provision of staff enquiry Internet terminals to
cover all libraries in Bands 1-4. Consider further installations as appropriate.

3.7
Reinstate provision of newspapers and periodicals in libraries from budget additions (service previously 
reduced in budget cuts)
5 Terminals installed as first phase


April 2002

Programme for further rollout agreed and funding identified




June 2002

Newspapers reinstated June 2001

Provision of periodicals increased




Oct 2001

Publish new list of holdings 




Dec 2001


Achieved.

Deferred: requirements to be assessed after implementation of People’s Network and extension of Library Management System to all libraries.

Achieved.

Achieved.

Deferred due to pressures of BVR Information Services working group. Carried forward. 
4.12

5.5      Further lapsed user survey: Wantage Library: to establish reasons for non-use

10% return

April 2002

Not achieved: alternative means of consultation with non-users undertaken as part of BVR.


6.3
Produce annual service plan for every library to reflect both local needs and Annual Library Plan objectives
Service plans produced 


      Dec 2001 and annually




Pressures of BVR prevented completion in all libraries (though done in most). Carried forward.
6.7

7.1
Adopt branding for ICT / Lifelong Learning services, and implement marketing strategy for the brand, with specific reference to the People’s Network


Branding available for launch of People’s Network & UfI / learndirect centres
April 2002

Comprehensive marketing strategy completed
June 2002

Strategy implemented
Oct 2002 on
Will be available for opening of Learning Centre in autumn 2002 and for launch of People’s Network in 2003 (implementation delayed from Spring: original timescale over-optimistic on date for rollout of broadband)
1.5



8.4
Improve physical access to branch and mobile libraries: 


(b) Re-evaluate original audit in light of social inclusion  (phased implementation)                                      
8.6
Review mechanisms for overall risk management assessment
Re-evaluation completed 




Oct 2001

Implementation completed 




April 2004

Review undertaken
April 2003
Dropped as specific task. As outcome of BVR, officer(s) will be identified to push forward social inclusion agenda.

Dropped as separate action (integrated in planning process).


9.1
Develop reader-centred approach to stock selection, management and promotion:


(c) Review success of ‘Unclassified’ sections, and consider future stock promotion developments

9.4
Continue programme of museum exhibitions in libraries
Review completed
June 2002

Numbers of exhibitions maintained

Visitor satisfaction and comments are positive.
Not yet completed, due to departure of key member of staff. Integrated in ongoing stock development work.

Dropped as a result of logistical problems with transporting museum objects (specialist containers / transport not available). 


CHAPTER 6
ROLLING THREE YEAR MEDIUM TERM STRATEGY

6.1
Analysis of strengths, areas for development, opportunities and threats

This analysis is closely associated with the Best Value Review (see 6.2 below). In particular, the Best Value Implementation Plan, which is incorporated in 7.1 and 7.2 of this Annual Library Plan, addresses the areas for development noted below.

Strengths
Areas for development

· strong cross-party political support


· low cost

· most basic services free

· high level of income generation - AV services, external funding, etc

· increasingly outward focus (including partnership working) and willingness to adapt

· high level of public support

· ICT improvements from a very low base

· staff - commitment, training, good will, multi-tasking, etc.

· geographical spread of outlets (static libraries and mobile stops)

· high issues from AV services

· consultation practice in place (with experience of different methods)

· good at consulting users, non- and lapsed users, and staff

· benchmarking activity undertaken

· bookstock: effective stock rotation, range of stock


· low expenditure


· high charges

· poor performance management


· public image, with low take-up by younger adults and socially excluded groups

· ICT - current Library Management System inadequate and only covers 13 libraries; inadequate management information therefore available

· staffing numbers and expenditure low when compared with other authorities

· inadequate size of nearly all libraries - fewer books available on open shelves, lack of space for ICT developments

· not always located in the right place

· total and spread of opening hours: manifestly inadequate and do not fit current lifestyles

· declining use of some services, especially adult book borrowing and enquiries

· low book issues per head

· poor (but improving) request performance from a low number of requests

· low scale promotional and marketing activity

· information service: variable quality and inadequate referral system


· bookstock: inadequate number of bestsellers, poor speed of supply and presentation



Opportunities
Threats

· Council commitment to reinvest in the Library Service and aim to meet the national Standards by 2004
· high political profile of Library Service within Council as a result of Best Value Review and Annual Library Plan processes
· new Executive, providing clearer political direction, with dedicated  Member for Learning and Culture
· clear development plan from the Best Value Review 2001/02
· new management structure: opportunity for strategic development and more effective performance management, addressing inconsistent service provision across county
· departmental restructuring: synergies with many allied services
· increasing co-operation with Lifelong Learning Branch, e.g. new Learning Centre in Central Library,  joint project offering support to learners 

· increasing co-operation with Social Services and other agencies
· strengthened corporate centre, with property services being seen in a more strategic light
· new capital programme opportunities: PFI, PPP, Prudential Guidelines
· The People's Network: NOF and Council funding allocated to increase significantly numbers of public-access terminals in all libraries, with enhanced access to content through Broadband
· funding secured for replacement of Library Management System, its extension to all libraries by 2004, and its eventual replacement on an ongoing basis 
· Oxfordshire Community (Broadband) Network: close relationship between the People’s Network and NGfL, and with the wider community
· e-government: opportunities for more effective links across Council and new ways of communicating with public
· NOF funding to train all staff in ICT skills and to at least European Computer Driving Licence standard          
· threat to funding of whole Council by changes in government formula for allocation

· revenue funding pressures, e.g. cleaning charges, new corporate policies for directorates to ‘consume own smoke’

· partnership funding that supports opening hours at a number of libraries is annually renewable (may therefore cease at some future date)

· changing technologies which threaten income levels from audio-visual services











· long-term funding to sustain elements of the People's Network and other ICT developments is not yet identified

· increased availability of the Internet and other ICT resources via people's homes and workplaces

















Opportunities
Threats

· embedding reader development  in Library Service

· appeal to wider sections of population through social inclusion agenda adopted in Best Value Review


· development of information service through Central Library centre of excellence model
· growing affluence leading to increased personal purchase of reading material

· changes in social trends, including less leisure time for some people and wider choice

6.2 Best Value reviews

6.2.1
Oxfordshire County Council’s approach to Best Value principles

Many commentators have suggested that a key change following the Government’s review of Best Value will be a move away from a five-year rolling programme of Best Value reviews. Both District Audit and the Best Value Inspectorate have encouraged Oxfordshire to amend the existing programme to take account of local priorities. On this basis, a new programme for 2002/03 has been developed, but the authority is awaiting the full outcome of the review before proceeding further. Reflecting the five Strategic goals for the medium term, the new programme includes reviews on:

· Achieving higher levels of educational achievement

· Promoting independence in vulnerable people

· Property Services

· Developing our staff

The Library Service is contributing to all of these reviews, which when completed will have varying levels of impact on the Service. Reviews undertaken in 2000/01 and 2001/02 that have affected the service include:

· Personnel (resulting in a job evaluation programme for all employees)

· Customer Care (resulting in plans for a County Council Call Centre)

· Charging Policies (resulting in recommendations on best practice for concessionary charges)

6.2.2
Summary of findings of Library Service Best Value review

Nationally, public libraries have seen a decline in usage and issues, and Oxfordshire’s decline has been faster than the national rate. The review established that this is due to not buying enough copies of the more popular titles, problems with stock selection and procurement, inconsistent customer service, unappealing libraries, inadequate and inappropriate opening hours, a lack of effective marketing and promotion, and an inadequate IT system leading to inefficiencies in service. Under-investment in the service over many years has been damaging. Benchmarking data shows that Oxfordshire spends its money well, but performance is generally in the lower quartiles. 

The review produced a five-year strategy to arrest the decline in the service and aim to make it a top quartile performer in all areas. While many of the improvements identified will be met from efficiency savings, significant increases to opening hours will require additional funding by the Council.

Information Technology

Replacement of the current library management system (‘Genesis’) was identified as being key to step change in the Service, as it will offer:

· An on-line catalogue of stock for the public, available at all libraries, and also on the Internet

· Improvements in procurement and stock distribution processes

· Options for greater delegation to library managers

· Improved performance management information

· Resource savings, allowing reinvestment in front-line services

· Better customer service

The Review identified means to accelerate implementation to April 2004, some two years ahead of its original schedule. Additional workstations will also be installed as part of the People’s Network, allowing free high-speed Internet access via the broadband network.

Stock of Books

The stock of books will be improved by:

· Investing more in the book fund through reallocating resources and efficiency savings

· Buying more popular titles and more books through the increased purchasing of paperbacks

· Responding to public demands more quickly through improved stock selection methods, and some local funding allocated directly to library managers

· Targeting specific groups (children, teenage readers) and implementing a reader development plan.

Access and Social Inclusion

Libraries will become more attractive places to visit and stay by:

· Increasing opening hours to reflect public preference, and matching them with other nearby facilities. 

· Having improved late evening opening, with larger town libraries opening each weekday and all day on Saturdays

· The Service will meet the needs of the socially excluded by:

· Developing appropriate policies and giving staff clear responsibilities for developing and delivering services to socially excluded target groups

· Changing the focus of the mobile service to deliver services to people who cannot get to a branch library

· Providing better services for those people who cannot get to any kind of library, including the housebound and homes for older people.

Information Service

The information service will be improved by:

· Developing the Central Library as a ‘Centre of Excellence’ for the County, and as a central resource for all libraries

· Moving from print-based information resources to electronic media

· Training relevant staff in information and referral skills.

Customer Service

Service to customers will be improved by:

· Creating a ‘customer charter’ with clear standards and initiating a customer service training programme for all frontline staff

· Having staff interact more directly with the public

· Improving the reservation service, and lowering its charges 

· Carrying out regular public consultation and mystery shopping exercises

· Improving the appearance of libraries, with better signage, better layout and better décor and lighting

· Creating a comfortable, welcoming environment in all libraries to encourage people to visit, relax and stay, with separate quiet areas, separate children’s areas and toilet facilities provided wherever possible

· Carrying out a fundamental review of Central Library functions (including options for refurbishment) to improve the Service’s ‘flagship’.

Performance Management

A performance management framework will be introduced by

· Creating a smaller Library Management Team focusing on strategic rather than operational issues

· Delegating authority and responsibility for individual libraries to library managers, with clear targets set for performance

· Closely monitoring performance against targets, and taking action to improve poorly performing libraries.

Following final political endorsement of the report in May (via the Best Value and Audit, Scrutiny and Executive committee cycle) a Best Value Implementation Plan was drawn up, identifying:

· The key actions to be taken over the next five years.

· Target dates for completion.

· The officers responsible for delivery (including in each case, the appropriate member of the new management team.

· Any resource implications not covered by existing budget arrangements.

· Improvement targets/indicators.

The actions listed for 2002/03 to 2004/05 form the substantial part of the Action Plan (sections 7.1 and 7.2) of this Annual Library Plan.

6.2.3
Score and summary sections from Executive Summary of Best Value Inspection

The Best Value Inspection took place at the beginning of July 2002 and the inspectors presented their ‘Interim Challenge’ on 22 July. Whilst accepting the judgement on the Service as being ‘fair’, the County Council does not accept the inspectors’ judgement regarding the ‘prospects for improvement’ and is currently in discussion with the Audit Commission over this matter. Once the final report and judgements are available, the appropriate information will be sent to DCMS as an addendum to this Plan.

6.3 Service improvements and variations
The Medium Term Strategy for improving the Library Service is encompassed by the five year strategy produced by the Best Value Review carried out during the last year (see 6.2 above), which in turn analysed the Service’s strengths, development areas, opportunities and threats. Underlying the Strategy is the Council’s commitment to meet DCMS Standards by 2004, and place Oxfordshire in the remainder of the top quartiles for performance in 2006/07: see 3.8.3, 4.2.1, 4.2.2. (The one exception is the Standard for Electronic Workstations PLS6i, as lack of space is likely to preclude meeting the Standard even if funds should become available: See 4.2.1 (11).) The six key areas for service improvement are listed below.

Key Service improvements

1


ICT

· Have a fully computerised book issue system in all libraries, providing excellent management information on usage and allowing the public access to the library catalogue via the Internet to browse, reserve and renew items on loan.

· Provide free access to the latest information technology, together with help and guidance in its use.

2


Stock of books

· Improve the lending stock of books, including the purchase of more books each year, more copies of the most popular titles, and an enhanced range of titles overall.

· Significantly increase the level of book issues.

3


Access and Social Inclusion 

· Be open at times that best suit the public, and deliver improved services to those that do not have easy access to a branch library or are not able to visit any kind of library.
· Significantly increase the number of visits to libraries.
· Provide for the needs of all the people of Oxfordshire, and respond quickly to changes in those needs.

4


Information Service

· Be the natural choice for people wanting to find out information of any kind, via any library, with the Central Library regarded as a ‘Centre of Excellence’ for Oxfordshire.

· Significantly increase the number of enquiries and the public’s success in finding out the information they require.

5
Customer Service

· Provide a more welcoming, comfortable atmosphere where the public are encouraged to stay for long periods.

· Provide higher standards of customer service and attain high levels of public satisfaction.

6


Performance Management

· Provide a cost-effective and well-managed service, offering excellent value to the people of Oxfordshire.

CHAPTER 7
ROLLING ACTION PLANS AND TARGETS

7.1

Action Plan for 2002/03 and 2003/04 

7.2

Action Plan for 2004/05

In response to the five-year strategy of the Best Value Implementation Plan, which underlies this chapter, and in order to avoid repetition, the tables below cover the entire period from 2002/03 to 2004/05, amalgamating sections 7.1 and 7.2.

The great majority of tasks in this Action Plan will be achieved within existing budgets. In many cases the major cost is the ‘hidden’ one of the time of existing members of staff. Nevertheless, a number of items do have significant financial implications, and require either additional funding, or the reallocation of existing funding. The budget implications of such items are treated as follows, in accordance with the DCMS Guidelines:

2002/03 and 2003/04 items are considered in section 3.8.3 


Items relating to 2004/05 are considered at the foot of the table below
Service improvement 1
Information and Communications Technology

Objective


· Have a fully computerised book issue system in all libraries, providing excellent management information on usage and allowing the public access to the library catalogue via the Internet to browse, reserve and renew items on loan.

· Provide free access to the latest information technology, together with help and guidance in its use.

Action
LSMT member

responsible
Officer

responsible
Target

Date

1.1
Achieve completion of library management system replacement and roll-out to all libraries by April 2004
CP



- finalise project plan
CP
ER
Jun 2002

- award contract
CP
ER
Oct 2002

- replace existing system in 13 libraries and Holton
CP
ER
Oct 2003

- introduce web-based catalogue
CP
ER
Jul 2003

- roll-out system to remaining 37 libraries
CP
ER
Apr 2004

1.2
Complete People’s Network project, by installing Oxfordshire Community (Broadband) Network in all libraries, together with 207 additional public access PCs, together with scanners, printers and flat-screen monitors
CP

Mar 2003

1.3
Complete NOF-funded ICT training of all staff
CP
KS
Mar 2004

1.4
Secure funding to ensure long-term sustainability of the People’s Network (after NOF funding ceases)
AMC/CP

Apr 2003

1.5
Adopt branding for ICT / Lifelong Learning services, and implement marketing strategy for the brand, with specific reference to the People’s Network
CP



- complete comprehensive marketing strategy
CP

Apr 2003

- fully implement strategy
CP

Oct 2003


Targets


Completed by

1
Meet DCMS standard of 100% of libraries having access to an on-line catalogue (PLS5)
July 2003

2
Free high-speed internet access available to the public in all libraries
March 2003

3
Total number of workstations available to the public to reach 0.5 per 1000 population (PLS6)
March 2003

Service improvement 2
Stock of books

Objective


· Improve the lending stock of books, including the purchase of more books each year, more copies of the most popular titles, and an enhanced range of titles overall.

· Significantly increase the level of book issues.

Action
LSMT member

responsible
Officer

Responsible
Target

Date

2.1
In 2002/03 and 2003/04 book fund plans, reallocate priorities and increase purchase of paperbacks in order to purchase 25% more lending volumes.
RH
Selection Panels, etc.
2002/03 Plan agreed by May 2002

2.2
All libraries to have at least one copy of top 15 best-selling adult paperbacks within 7 – 10 days of entry into list (68 copies between 50 libraries)
RH

June 2002 

2.3
Prepare clear stock policies and guidelines to inform the selection process
RH
County specialists and Panel leads
Dec 2002 

2.4
Widen the range of titles bought for children and young people to include popular and topical titles not usually selected or purchased in small quantities
RH
CS
Ongoing

2.5
Improve the speed of book supply 
RH/YM
SD
Ongoing

- by ensuring that key titles are selected promptly
RH
Selection Panels
Ongoing

- by closely monitoring the supply chain contracts and performance
YM
SD
Ongoing

- by ensuring that key titles are dealt with promptly by Support Services
YM
SD
Ongoing

2.6
Increase the involvement of library managers in book selection 
RH



- as part of review of selection panel membership, include one library manager on each panel on a rota basis
All
RH
Sept 2002 

- allocate some book fund budget to each library manger to enable them to respond more effectively to local demands
RH

Oct 2002 

2.7
Introduce stock suggestion scheme into all libraries, including feedback to individuals and to users generally to encourage further suggestions
RH
Local managers
Oct 2002 

2.8
Enable stock suggestions to be made on-line 
CP/RH
Project Manager
Mar 2003

2.9
Following outcome of pilot exercises in early 2002, develop local stock plans for each library, to feed into selection processes and service planning
RH
Principal & Senior Librarians
Dec 2002 

2.10
Develop an effective chain of communication between all managers and librarians and stock panels, with clear guidelines for effective two-way flow of information
RH
Principal & Senior Librarians
Dec 2002 

2.11
Complete programme of work in main County and Central Library stacks, enabling improved stock management
RH

Mar 2003


Targets


Completed by

1
Number of adult books purchased for lending per month to increase by 25%
May 2002

2
Meet DCMS standard of 65% of adult users reporting success in finding a specific book (PLS12(i))
March 2004

3
Annual items added through purchase to exceed DCMS standard of 216 items (PLS17)
March 2005

4
Annual book purchases per 1000 population to exceed top quartile performance of 202
March 2005

5
Books on loan per 1000 population to increase by 28%
March 2006

6
Book issues per head of population to reach top quartile performance of 9.1
March 2007

Service improvement 3
Access and Social Inclusion

Objective


· Be open at times that best suit the public, and deliver improved services to those that do not have easy access to a branch library or are not able to visit any kind of library
· Significantly increase the number of visits to libraries.

· Provide for the needs of all the people of Oxfordshire, and respond quickly to changes in those needs.

Action
LSMT member

responsible
Officer

responsible
Target

Date

3.1
Increase the number of opening hours and make them more attractive to the public
All



- increase Witney library opening hours by 0.5 hours per week to meet Standard PLS4
YM
AM
Nov 2002 

- pilot post 7.00 pm opening in a sample of libraries, publicize, monitor, etc.
YM
Principal & Senior Librarians
Nov 2002 

- prepare report for Executive highlighting options for meeting the DCMS Standards PLS3i and 3ii and their funding implications, to include:
All
YM/RH
Oct 2002 

          a) all day opening on Saturdays in the 12 largest libraries
All
YM/RH
2003-04

          b) no mid-week closures in the 8 main town libraries
All
YM/RH
2003-04

          c) likely impact of Mobile Library review
All
YM/RH


          d) potential impact of new facilities proposed in 10 communities of   2000+ identified in BV Review
All
YM/RH


          e) increase in weekend (including potential for Sundays) and evening opening 
All
YM/RH
2003-04

3.2
Carry out a review of mobile library services
YM



- Appoint a countywide manager of the mobile service
All
YM
Sept 2002 

- Prepare terms or reference for a review of the mobile service
All
YM
Sept  2002 

- Complete first phase of above review, including redesignation of one vehicle to deliver services countywide to homes for older people
YM
KES
Feb 2003

3.3
Establish and implement policies for Social Inclusion
RH
HW
Mar 2003

- As part of restructuring of the Library Service, ensure roles are identified, with designated time clearly defined, to develop policies and services to meet needs of socially excluded people
All
RH
Sept 2002 

- Prepare work plans for above individuals, concentrating initially on the following key target groups:
RH



      - people from minority ethnic communities
RH
HW/LG
Sept  2002 

      - people with visual impairment
RH
HW/LG
Sept  2002

      - people with hearing impairment
RH
HW/LG
Sept  2002

      - people with other disabilities
RH
HW/LG
Sept  2002

      - housebound people and carers
RH
HW/LG
Sept  2002

      - older people
RH
HW/LG
Sept  2002

      - young people in their teens
RH
CS
Sept  2002

      - school children
RH
CS
Sept  2002

      - people who are rurally isolated
RH
HW/LG
Sept  2002

- Following consultation draw up Social Inclusion Policy for Service as a whole and for each of above groups
RH
HW/LG
Mar 2003

- Complete first phase of service improvements to above groups
RH
HW/LG
Mar 2003

- Assuming corporate charging policies are in place, as part of annual review of charges, make recommendations on revised charges/concessions
All
RH
Nov 2002 

3.4
Promote ‘Return Anywhere’ policy, following low-key launch and subsequent review
YM

Dec 2002

3.5
Contribute to partnership project in Vale Area to improve IT skills and family literacy
RH/CP

Mar 2003

3.6
Homework Clubs: Work with Education Department to introduce homework clubs in three pilot urban and rural libraries (Blackbird Leys, Hook Norton, Littlemore Peers)
RH



- produce implementation plan
RH

Apr 2003

- launch clubs
RH

Sept 2003

3.7
Implement identified premises improvements to provide better access for people with disabilities
AMC/YM
EF
April 2004

3.8
Implement the programme to improve physical access to mobile library vehicles
YM
KES
April 2004


Targets


Completed by

1
Meet DCMS standard of 100% of larger libraries open at least 45 hours per week (PLS4)
Nov 2002

2
12 largest county libraries to be open all day on Saturdays

8 main town libraries to have no mid-week closures
March 2004

March 2004

3
Meet DCMS standard for number of library visits per 1000 population (PLS11)
March 2004

4
Increase aggregate opening hours per 1000 population to meet DCMS Standard of 128 (PLS3i)
March 2005

5
Meet DCMS Standard of 30% of hours being non-weekday 9-5.00 (PLS3ii)
March 2004

6
Proportion of households living within 2 miles of a static library to increase by 6% to 82% (PLS1(i))
March 2006

7
Comply with provisions of Disability Discrimination Act at all branch and mobile libraries
April 2004

Service improvement 4
Information Service

Objective


· Be the natural choice for people wanting to find out information of any kind, via any library, with the Central Library regarded as a ‘Centre of Excellence’ for Oxfordshire.

· Increase the number of enquiries and the public’s success in finding out the information they require.

Action
LSMT member

responsible
Officer

responsible
Target

Date

4.1
Continue shift from printed materials to electronic-based information sources
CP
KMS
Ongoing

4.2
Develop Central Library as the centre of excellence for the information service, acting as the referral centre for all libraries (to be addressed as part of review of Central Library)
CP/RH
KMS
Mar 2003

4.3
Strengthen specialist staffing in Abingdon, Banbury, Henley and Witney libraries
All
CP
Mar 2004

4.4
Enable users to make enquiries via email 
CP
KMS
Mar 2003

4.5
Provide increased support to enable the County Reference and Information Librarian to develop and fulfil the strategic agenda
All
CP
Dec 2002 

4.6
Improve the information handling skills, awareness of the county’s resources and referral skills of all front-line staff
CP
KMS


- Draw up training and development programme (to tie in with ICT and customer care training)
CP
KMS
Dec 2002 

- Complete prioritised programme for existing staff
CP
KMS
Mar 2004

- Ensure new members of staff receive training
CP
KMS
ongoing

4.7
Help deliver OCC’s e-government objectives and plug into new initiatives as appropriate
CP
KMS
ongoing

4.8
Develop systems to monitor virtual enquiries (email, fax, telephone) and visits to library web pages, to meet new DCMS Standard PLS10
CP
KMS
ASAP

4.9
Work with Lifelong Learning Development Officer to produce guidelines further to support partnership arrangements between local libraries and Community Education Centres
CP



- Produce guidelines
CP

Apr 2003

- Implement guidelines
CP

Oct 2003

4.10
Work with Lifelong Learning Development Officer to produce a specification for local libraries as informal learning centres
CP

Apr 2003

4.11
Publish list of holdings of newspapers and periodicals following reinstatement of titles previously cut
CP
KMS
Dec 2002


Targets


Completed by

1
Meet DCMS standard of 95% of adult users rating the knowledge of staff as ‘good’ or ‘very good’ (PLS14(i))
March 2003

2
All front line staff to have received training in handling, assessing and, where appropriate, referring information enquiries. 

March 2004

3
Percentage of adults reporting success in gaining information as a result of a search or enquiry to exceed DCMS standard of 75% by a further 10% (PLS13(i))
March 2006

4
Enquiries (in person) per 1000 population to increase by 27% to 900
March 2006

Service improvement 5
Customer Service

Objective


· Provide a more welcoming, comfortable atmosphere where the public are encouraged to stay for long periods

· Provide higher standards of customer service and attain high levels of public satisfaction.

Action
LSMT member

responsible
Officer

responsible
Target

Date

5.1
Library Premises Review to continue to seek further improvements in the location and size of identified branch libraries, exploring opportunities for developer funding, Private Finance Initiatives, Public Private Partnerships and other funding models
AMC



- Abingdon: investigate Old Gaol option with Vale of White Horse District Council and consultants (long-term possible solution); in short term extend current premises to accommodate People’s Network terminals using developer funding
AMC/YM

AMC/YM
AMC/YM

KE
Ongoing

June 2003

- Banbury: pursue site option identified in draft local plan; explore PFI/PPP
AMC/YM

Ongoing

- Bicester: pursue site option identified in draft local plan; explore PPP
AMC/YM

Ongoing

- Blackbird Leys: implement joint project with Lifelong Learning to accommodate adult and community learning areas in library
CP/YM

Apr 2003

- Burford: follow up results of feasibility study to increase library to 100 sq. metres
AMC/YM

Ongoing

- Central Library: monitor Westgate Centre development plans, seeking opportunities to enhance library
AMC/YM

Ongoing

- Charlbury: pursue discussions with Thomas Gifford trustees and Charlbury Town Council, in joint approach with Lifelong Learning, for new community centre to include library
AMC/YM

Ongoing

- Chipping Norton: continue negotiations for replacement library with Developer, at no cost to Service; plus alternative option with British Legion
AMC/YM



Ongoing

- Didcot: pursue development of existing site (dependent on Developer Contributions) as Didcot's expansion continues
AMC/YM

Ongoing

- Headington: continue exploration of options
AMC/YM

Ongoing

- Hook Norton: continue exploration of youth centre option to enhance library facilities
AMC/YM

Ongoing

- Kidlington: replacement of library in joint scheme with Social Services and Highways, doubling the size of the library at no cost to the Service
AMC/YM
PDF
Aug 2003 

- Littlemore Peers: implement change of focus for this library, taking into account results of public consultation
AMC/RH
RH
Mar 2003

- Thame: continue exploration of site and funding options for upgrading library provision
AMC/YM

Ongoing

- Watlington: conclude agreement with Co-op Housing Association for development of first floor flat, and collaboration with Friends of Library for extension of library to 100 sq. metres
AMC/YM

2003/04

5.2
Develop a programme to improve the layout, comfort, décor, lighting and stock presentation of all libraries
All
Principal & Senior Librarians
Mar 2003 

5.3
Review existing and future provision of toilet facilities, separate children’s areas and/or separate quiet/study areas
All
Principal & Senior Librarians
Mar 2003

5.4
Central Library Review, including
AMC/RH



- options for major refurbishment in the medium term
AMC/RH
SH/ST
Mar 2003

- improvements to layout, presentation, etc in short term
RH
SH/ST
Mar 2003

- review of its functions and systems of delivery, including development as centre of excellence for information
RH/CP
SH/ST/KMS
Mar 2003

5.5
Introduce revised staff development programme
All
RH/YM
Mar 2003

- to include customer care training for all staff (to tie in with ICT and information training)
All


YM/KS
Mar 2003

- complete prioritised programme for existing staff
All
YM/KS
Mar 2004

- ensure new members of staff receive training
All
YM/KS
Ongoing

5.6
Implement rolling 3-year Reader Development Plan
RH
KB
Ongoing

5.7
Improve request service
RH
SD
Ongoing

- improve speed of supply of request service by implementing conclusions of Best Value working group on requests
RH
SD
Ongoing

- make recommendations to Executive for early reduction in request charges, prior to eventual abolition for back list titles
RH

Nov 2002

5.8
Continue consultation and mystery shopping exercises to help shape service delivery and evaluate performance
All
RH/YM
Ongoing

5.9
Prepare customer charter showing what standards of service the public can expect
All
RH/YM
Mar 2003

5.10
Promotion of services
All



- improved promotion of services from 2002/03
All
CP
Ongoing

- major marketing initiative, using dedicated staff
All
CP
2004/05


Targets


Completed by

1
Meet DCMS standards for the percentage of requests for books met within 15 days and 30 days (PLS9(ii) &(iii))
March 2004

2
Exceed the DCMS standard for percentage of adult library users rating the helpfulness of staff as ‘good’ or ‘very good’ by 1% to 96%
March 2004

3
Meet DCMS standard for the percentage of requests for books met within 7 days (PLS9(i))
March 2005

4
100% increase in the number of requests per 1000 population (from 61 to 120)
March 2006

Service improvement 6
Performance Management

Objective


· Provide a cost-effective and well-managed service, offering excellent value to the people of Oxfordshire.

Action
LSMT member

responsible
Officer

responsible
Target

Date

6.1
Revised Library Strategic Management Team in place
AMC

May 2002 

6.2
Plan and introduce new structure and revised roles for remainder of Service
All

Oct 2002 

- including Operations Manager post for Support Services 
All
YM
Oct 2002

6.3
Ensure Service priorities are properly resourced
All

Ongoing

6.4
Continue to maximise income
All
RH
Ongoing

6.5
Introduce a more effective performance management structure, including
All
RH


- agreeing targets for improved performance at each library
All
RH
Dec 2002 

- assessing libraries against above critical success factors
All
RH
Apr 2004

- preparing action plans for individual libraries to address shortfalls
All
RH
Jun 2004

- providing performance data to all libraries and managers on at least a quarterly basis
RH
SD
July 2002 

- developing improved service planning and staff appraisal processes
All
RH/CP
Dec 2002 

6.6
Test usefulness and relevance of Essex’s revised staffing formula
AMC
RH
Oct 2002 

6.7
Produce annual service plan for every library to reflect both local needs and Annual Library Plan objectives
YM

Dec 2002 

& annually


Targets 


1
Achieve targets for Public Library Standards set out in the Standards spreadsheet appended to this Annual Library Plan
March 2003

March 2004

March 2005

2
Achieve local performance targets set out in section 7.3 of this Annual Library Plan
March 2003

March 2004

March 2005

3
Implement Best Value Implementation Plan
March 2003

March 2004

March 2005

Lead officers, identified by initials in table above

AMC
Andrew Coggins, County Librarian

KB
Karen Batchelor, Principal Librarian

SD
Sue Davies, Support Services Manager

PDF
Patsy De Freitas, Principal Librarian

KE
Kelvin Eveleigh, Abingdon Library Manager

EF
Liz Farrell, Premises Management Officer

LG
Liz Gibbins, Senior Librarian

SH
Sue Harper, Central Library Operations Manager

RH
Rex Harris, Assistant County Librarian

YM
Yvonne McDonald, Assistant County Librarian

AM
Anne Manwaring, Senior Librarian

CP
Charles Pettit, Assistant County Librarian
JP
John Pilling, Principal Librarian

ER
Elizabeth Rooke, Principal Librarian (Project Leader, Library 
Management System Replacement)

KES
Ken Saberi, Mobile Services Manager

KS
Keiron Shortt, Personnel and Training Officer

KMS
Katharine Spackman, County Reference and Information 
Librarian

CS
Carol Stitson, County Children’s and Youth Librarian

ST
Shirley Toase, Acting Principal Librarian, Central Library

KW
Karen Warren, Head of Research and Development

HW
Hilary Wheelton, Senior Librarian, Social Inclusion



Outline of costs for 2004/05 actions in three-year Action Plan above 

(Budget implications for first two years noted in 3.8.3)

Bookfund
Subsequent investment into of £120,000 in 2004/05, £115,000 in 2005/6 and £70,000 per annum from 2006/07, to be found from reallocation of existing resources and efficiency savings.
Calculated as follows:









2004/05

2005/06

2006/07

SWRLS annual membership saving



17,000


17,000


17,000

Binding savings





25,000


25,000


25,000

One-off savings from LMSR accelerated prog

53,000


45,000


0

Fiche budget
 (saved when have web catalogue)

16,000


16,000


16,000



EDI (savings from this provision in LMSR)


6,000


6,000


6,000

Servicing (savings from LMSR)



3,000


6,000


6,000


Totals







120,000

115,000

70,000

Library Management System Replacement

2004/05 represents the final year of the programme to replace the current library management system and to extend it to all the county’s libraries. Funding of £230,000 is established in the  base revenue budget. Moreover, ongoing funding has been established in the revenue base budget from 2005/06 onwards to fund the replacement of the new system and all associated ICT equipment after five years: see 3.8.5.3.
Opening Hours
See 3.8.3 (3.1) for Phase 2 costs of meeting the DCMS Standard in full.

7.3
Local Performance Targets

Performance Measure
Top

quartile


Target for 2002/03
Target for 2003/04
Target for 2004/05

Requests per 1,000 population
164
70
80
100

Percentage of Inter Library Loans satisfied (i.e. items borrowed from outside county)
91%
92%
92%
93%

Book issues per head
9.1
6.55
7.0
7.6

AV issues per head
0.85
0.8
0.8
0.85

All formats issues per head
9.95
7.35
7.8
8.45

Annual issues per volume of active stock
7.0
6.2
6.5


7.0

Books on loan per 1,000

population
490
370
390
420

Enquiries per 1,000 population
965
760
800
850

Annual book purchases per 1,000 population


202
182
182
206

Establish new Reading Groups
-
2
2
2

Schools offered class visit at KS1
-
99%
100%
100%

Number of class visits at KS1
-
140
150
160

Following the Best Value Review, the Social Inclusion agenda is now a clear responsibility of one of the members of the new Library Strategic Management Team. In addition, from October 2002, 1.5 FTE staff will have been redeployed (including the new post of Senior Librarian, Social Inclusion) with designated time to develop policies and services for socially excluded people. The DCMS 6-point methodology from the Open for All report will be used as the basis for the work planning that will be done for each key target group. As part of ‘Evaluate success, review and improve’, targets and performance indicators will be developed, based not only on inputs/outputs, but also on impacts. It is likely that some of these may not come on stream until all libraries have been computerised in 2004, and the availability of the 2001 Census results will be key to this process.

Examples of the type of target which will be developed include:


· Percentage of homes for older people served by deposit collections and mobile libraries

· Percentage of homes for older people served by mobile library visits

· Percentage of people requiring help with ‘Activities of Daily Living’ who are registered as housebound readers

· Active users of ethnic book stocks

· Percentage of people with visual impairment registered to use various services

· Percentage of Day Centres receiving services

· Various age groupings of children and young people as a percentage of population bands

�
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