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FOREWORD

I am very pleased to submit the City of Salford’s Annual Library Plan for 2001.

The Plan has been prepared within the framework of the Guidelines published by the Department for Culture Media and Sport, as well as in the context of Salford’s own Strategic Plan and other key strategies developed by the Salford Partnership, the City and the Education & Leisure Directorate.

Salford’s Plan is published after a year that has seen great success in drawing in funds to develop our services, including the Wolfson British History Award and the NOF Digitisation Award, as well as the non-competitive awards for ICT Training, the People’s Network and the Bill and Melinda Gates Foundation. 

Last June Salford’s Cabinet adopted the draft Public Library Standards and approved the Library Review and the programme of co-ordinated investment aimed at ensuring that the City’s Library Service meets the Standards by 2004.  Our Library Plan shows in detail how the strategy approved in June 2000 continues to roll forward, and sets some clear and challenging targets for the service to aim at, once the investment bears fruit.

The City of Salford continues to be supportive of the Government’s vision for library services and their key role in developing Lifelong Learning, providing equal opportunity of access to information and the Information and Communication Technologies that disseminate it.  We are also grateful for the support the Government has shown to public library services as they strive to play their full part in the development of local economic regeneration and the battle against social exclusion. 

I am sure you will see in our Annual Library Plan the positive response Salford continues to make to the Government’s vision.

Cllr. Eddie Sheehy

Lead Member for Arts & Leisure
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1.
INTRODUCTION

This Annual Library Plan for 2001 was approved by the Cabinet of Salford City Council on October 2nd, 2001 and is due to be considered by the full City Council on 17th October 2001.

1.1 Local Authority Characteristics
1.1.1 Introduction to Salford

Salford shares its eastern boundary with Manchester and has a population of 223,835.  It is at the centre of the M60, Greater Manchester’s orbital motorway network, and covers an area of 9,722 hectares. [See Map.  Page 4]

The City was one of the first industrial areas, indeed the building of the Bridgewater Canal at Worsley made Salford the cradle of the English Industrial Revolution. Over the past 30 years it has lost a third of its traditional employment base as older industries have closed.  Some areas have suffered considerable social and economic deprivation, and Salford is the 23rd. most deprived area in England and Wales, according to the Index of Local Deprivation

The City of Salford was formed in 1974 by the integration of the five urban district  councils of Salford, Eccles, Swinton and Pendlebury, Worsley and Irlam and Cadishead. As a ‘new’ authority with no obvious centre and abiding local community loyalties a structure of nine Community Committees has been set up with some devolved power and increasingly significant devolved budgets to work alongside the traditional political structures. [See Map. Page 5]

The City is made up of 20 wards, with the inner city wards of Blackfriars, Broughton, Langworthy, Ordsall, Pendleton and Weaste and Seedley containing a mix of housing types ranging from older terraced housing to Local Authority maisonettes built since the slum clearance programme of the 1950s and 1960s, and more recently following the influx of regeneration funding.  The inner city wards suffer very high levels of deprivation, as do the outer wards of Barton, Winton and Little Hulton.  The more suburban wards of Worsley, Walkden, Swinton and Irlam and Cadishead are more stable and are bordered by large tracts of open countryside and farmland.

The stretch of the Bridgewater Canal from Barton to the Delph at Worsley, where it enters 40 miles of underground coalmines, is an outstanding and important site which has been nominated by the Secretary of State as a World Heritage Site.

Salford Quays is an internationally recognised area of physical  and economic regeneration which was crowned in 2000 by the opening of The Lowry, and will be further enhanced as a visitor attraction by the opening of the Imperial War Museum North over the Quays in Trafford in 2002. 
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1.1.2
Demographic Information

a)
Resident Population 


JUNE 2000


City of Salford
Selection

Average

Total
223,385



60+
46,226
20.7%
20.5%

15-59
134,231
60%
60.0%

<15
43,378
19.4%
19.6%


b)
Projected Change

Source: ONS
City of Salford
Average


2001
2004
2001
2004

Total
0.4%
-0.2%
0.6%
0.3%

60+
-2.4%
-4.3%
-1.3%
-2.1%

15-59
2.2%
3.2%
1.8%
2.6%

<15
-2.1%
-6.2%
-1.0%
-4.3%


c)
Change in Total Population


Registrar General’s estimate
C.O.S. estimate


June 1996
June 1997
June 1998
June 1999
June 2000

City of Salford
229,200
227,800
225,900
224,800
225,900


d)
Other Socio-Economic Indicators

Enhanced Population   102.1%  [Selection Average 102.8%]  
Quartile 3

[as % of resident population]

Unemployment Rate
    2.1%      [Selection Average 3.3%]
Quartile 4

Ethnic Minority Population
2.2%
[Selection Average 6.0%]
Quartile 3

Deprivation
see chart below
e)
Deprivation
Ward Name
Rank of Index of Multiple Deprivation
Rank of Income 
Rank of Employment 
Rank of Health 
Rank of Education
Rank of Housing
Rank of Access
Rank of Child Poverty Index

Barton
729
786
760
305
959
3108
6393
1043

Blackfriars
156
240
235
119
187
1511
6026
21

Broughton
126
131
168
84
536
963
7667
135

Cadishead
1652
1373
1764
722
5218
1806
4503
1600

Claremont
2099
1806
1773
715
5251
4234
6207
2507

Eccles
1551
1711
1320
522
3180
3031
6285
2407

Irlam
1914
1529
2093
1082
3006
3110
5850
1556

Kersal
1542
1495
1699
1171
3599
952
3923
1834

Langworthy
260
246
413
164
321
1397
8309
153

Little Hulton
138
216
222
60
331
1124
5954
276

Ordsall
166
210
483
138
16
1599
7797
12

Pendlebury
1030
925
1204
427
1880
2209
5658
1271

Pendleton
201
322
272
86
347
947
7220
54

Swinton North
1608
1482
1596
539
2914
3548
7327
1950

Swinton South
3009
2547
2699
1453
5733
3543
5867
3037

Walkden North
880
842
812
241
2164
2753
6761
913

Walkden South
3043
2904
2468
1331
5459
4623
5524
3368

Weaste and Seedley
570
573
575
112
2000
2407
6583
656

Winton
471
527
635
265
670
1413
5612
479

Worsley and Boothstown
6108
5610
5200
3523
7947
7643
2989
6966

1.1.3
Demographic Trends and the Library Service

*
The demographic statistics show a pattern of declining population, although this is a trend that is slowing as some evidence of economic regeneration appears and the inner city populations stabilise.  The current exercise assessing existing and potential library sites needs to take into account these trends and the longer terms plans in the Unitary Development Plan.

*
A significantly large fall in the projected <15 age group – a review of secondary school provision has been conducted over the last 18 months, and from September 2001, the City will operate 14 rather than 16 high schools.  A review of primary school provision is under way.  The Library Service needs to be aware of this in terms of

· The Schools Library Service

· The linking of children’s services to local schools

· The potential for site sharing with primary schools

*
The success that the City and its local partners have had in generating employment opportunities, together with the general upturn in economic stability is clearly reflected in the unemployment rate – 33% lower than the Nearest Neighbour average. 

*
The deprivation statistics, however, are stark and the Library Service, along with its partner services throughout the City, have to ensure their planning and their service delivery takes account of these factors, for example,

· Children’s Services – the ranking of three wards [Ordsall, Blackfriars and Pendleton] in the worst 100 wards for Child Poverty sets significant challenges to services to do all they can to overcome the exclusion, lack of access and barriers to development that poverty causes.

· Information Needs e.g. Health - Pendleton has an all cause Standardised Mortality Ratio of 199 which is almost twice the national average.

· Educational Needs – for example Salford’s Educational Welfare Team now operate from several of the City’s Libraries rather than offices

· Basic Skills – the People’s Network, enhanced by Single Regeneration Budget outreach staff will play its part in the web of skills development agencies

· Poverty – the service has to take account of this in its charging policies

· Crime and fear of crime – precludes significant journeys for children to their local library and points to the need for seasonal opening, as current library hours on dark evenings in some areas are no longer cost effective.

*
Ethnic Minority population - Salford’s population is predominantly white (97.8%). Other ethnic groups (2.2%) consist of Black Caribbean, Black African and Black Other (0.5%); Indian, Pakistani and Bangladeshi (0.8%) and Chinese, Asian and Other (0.9%). There are distinct variations between wards, with the highest proportion being concentrated in those wards in and adjacent to, the inner city. Indian, Pakistani and Bangladeshi groups are highly concentrated in the Broughton and Eccles wards, while Blackfriars is notable for having the highest proportion of Chinese and Asian groups.

Anecdotal evidence points to a growing and wide-ranging population of non-white ethnic groups to which service delivery will need to respond.

Broughton is home to part of the largest Jewish population outside London, and provides services and material accordingly.

1.2
Organisational Relationships

TABLE A – DEMOCRATIC STRUCTURE





TABLE B - 
DIRECTORATE STRUCTURE

CHIEF EXECUTIVE



DIRECTOR OF

HOUSING
DIRECTOR OF

CORPORATE SERVICES


DIRECTOR  OF PERSONNEL SERVICES


DIRECTOR OF EDUCATION & LEISURE


DIRECTOR OF ENVIRONMENTAL & CONSUMER SERVICES


DIRECTOR OF COMMUNITY & SOCIAL SERVICES


DIRECTOR OF DEVELOPMENT SERVICES





ASST. DIRECTOR

ACCESS, INCLUSION

&

DEVELOPMENT


ASST. DIRECTOR RESOURCES
ASST. DIRECTOR 

ARTS, LEISURE & COMMUNITY LEARNING


ASST. DIRECTOR STRATEGY AND QUALITY [DEPUTY DIRECTOR]
ASST. DIRECTOR SCHOOL IMPROVEMENT AND STANDARDS

HEAD OF SERVICES TO

YOUTH & THE COMMUNITY


HEAD OF 

CULTURE AND HERITAGE
HEAD OF EARLY YEARS, PLAY & CHILDCARE SERVICES
HEAD OF

LIFELONG LEARNING



Youth Issues Co-ordination

Recreation Facility Management

Community Strategy

City Leisure

Sports Development


Libraries & Information

Heritage & Arts

Marketing & Tourism
Early Years Centres

Early Years, Play & Childcare Services
Adult Education

Study Support

Community Learning

Regeneration Issues



1.3
External Influences

1.3.1
Social Inclusion

Strategy 


In a city with the range and extent of problems related to exclusion, Salford has Social Inclusion at the heart of everything it does.  Every aspect of service delivery must be reviewed in terms of how it relates to the reduction of social exclusion.  In strategic terms, the Head of Culture and Heritage has set up a Working Group to ensure that the six-point plan recommended in Libraries for All and Libraries, Museums, Galleries and Archives for All is adopted across the Libraries, Heritage and Arts Services.

Training 


Following a series of meetings with the City’s Equal Opportunities Officer to discuss the implications of the Disability Discrimination Act (DDA) for the Library Service, awareness training was organised for the Library Management Team last year.  The outcomes of the training have since been informally cascaded down to other staff through staff meetings, one to ones and specialist team briefings. 

To supplement this awareness fifty members of staff will be undertaking a disability awareness distance learning programme through the Improvement and Development Agency, delivered through an innovative partnership with Grass Roots Group Plc.  The programme meets the training requirements of part three of the Disability Discrimination Act.  Staff from the Museums Service and Leisure Services will also be participating, providing the opportunity for staff from different sectors to be mutually supportive in their learning and development. The programme is due to commence in October 2001.  If this method of training proves successful there are plans to organise a further programme next year.

Disability Awareness training is one aspect of the staff development programme which will also include training in social inclusion issues for example customer care and reader development.

Current Activity and Plans
- Social Inclusion informs much of the Rolling Three Year Medium Term Strategy and the Rolling Action Plan and Targets (Chapters 6 & 7).  Of particular relevance is

· the expansion of ICT provision via the People’s Network, the implementation of which will have at its heart barrier-free access including equipment and software adapted for the disabled and sensory impaired (thus building on socially inclusive initiatives in current ICT provision, such as the removal of any charge for Internet use in April of this year).  

· the development of the branch library network so that it exceeds the one-mile Standard, 

· review of opening hours, 

· rationalisation of services to people with special needs, and 

· continued stock management 

The appointment of a Reader Development Officer [mainstream budgets] and the development of outreach initiatives will allow us to identify people who are socially excluded and ascertain their needs in relation to the services we currently offer.  

In addition a part-time outreach worker, funded by the Single Regeneration Budget, has been appointed to begin a research process, specifically in relation to ICT use and awareness of library services. The research brief includes investigation of community use and non-use of libraries and the identification of barriers to accessing services. 

The non-user surveys outlined in the Rolling Action Plan will focus on socially excluded people.  With this knowledge as a foundation, specifically the identification of socially excluded people and their needs, a comprehensive Libraries strategy, linked to Corporate Strategies (Community, Anti-Poverty, Social Inclusion) will be developed, implemented and evaluated, placing the library service as a principal agent for social change in the City. 

1.3.2
“Empowering the Learning Community”

· Developing strategies with the Vice-Chancellor and Dean of Academic Information at Salford University on 

· Mutual access to library resources by all members of Salford’s community

· Development of ICT links with the People’s Network

· Continued partnership on the Talis link with the Working Class Movement Library

· Dissemination, via the library service, of University-generated learning packages

· Developing partnerships and access mapping with all Salford’s colleges, using the Local Lifelong Learning Partnership to ensure wider and more seamless access to learning resources

· Working closely with the Head of the new Albion High School [to be opened in 2003], which will include a Community Library,  to ensure that

· by sharing stock, materials and staff, the widest range of resources are available to both school and community 

· through partnership working, the opening hours will be extended in order to encourage all potential learners.

1.3.3
Support for Lifelong Learning

· NOF funded ICT Training for Library staff – plan now agreed, training to be supplied in partnership with internal IT Services Section.

· Library Service now practically and strategically, via the Local Lifelong Learning Partnership and the Adult Learners’ Forum, part of the, nearly, seamless range of access to Lifelong Learning initiatives, including

· Community access – libraries considered leaders in access for the reluctant learner, and those who must have access near their home

· Outreach and Development – SRB5 funded Development Worker and Outreach initiative to provide both marketing and outreach as well as on site user and staff support.

· Co-operative initiatives with local colleges [see also SRB5 Outreach], WEA, University

· City Learning Centres [Excellence in Cities] and Learn Direct Centres [UfI and City Pride Lifelong Learning Partnership] already set up, to be followed by up to 10 Learn Direct centres in Libraries.  None of Salford’s Libraries are large enough to constitute a main Learn Direct Centre.

1.3.4
Reader Development

[See also 1.3.1 Social Inclusion and Section 3.4.5]

Salford has taken part in several local, regional and national co-operative ‘reader development’ initiatives. Our evaluation has shown some good practice, but little real impact in a city with particularly acute problems with literacy, educational achievement and social exclusion.  Therefore, as part of the Library Review, it was agreed that it was vital that one of the key investments would be in the mainstreaming of ‘Reader Development’.  

Mainstream funding for a post of Reader Development Officer has now been found, and a first-year budget of £25,000 [excluding salary] identified.  Systems and methods of evaluating the impact of this investment are currently being developed.

1.3.5 ICT Provision

On an authority-wide basis the development of ICT provision is based on the corporate strategy, “People Not Technology”, and has fundamental significance for the Library Service.

Modernising Service Delivery – this initiative, recently boosted by Pathfinder Status for e-government, involves 

· the development of One Stop Shops at four or five sites across the City [three proposed for libraries]

· the use of all libraries as community access points, satellites to the One Stop Shops

· the consequent rationalisation of City Council buildings in local communities [see 1.4 and 2.3.7  Asset Management Plan]

The People’s Network:Salford – now adopted as a corporate initiative which not only boosts services at libraries, but adds value to the Modernising Service Delivery initiative [see above]

Community Access – the Information Society team, part of the Corporate Services Directorate, is also charged with developing both access to ICT as well as access to ICT skills in some of the most deprived communities.  The Library Service partners many of the initiatives involved and the People’s Network:Salford will host access to “Salford Speaks” – a radical new self-managed community website.

Training and Skills 1 – to support the corporate role libraries are seen to have in the authority, the NOF ICT Staff Training Plan has been developed in partnership with the IT Services department

Training and Skills 2 – SRB5 Economic Development funding has been allocated to developing outreach and library-based ICT skills training for the People’s Network:Salford.

1.3.6 Training and Skills

[see also 1.3.1 Social Inclusion, 1.3.5 ICT and 3.9 Staff]


Limited training budgets have led to a concentration on ICT skills development [see above], however 

· The Library Service strives to ensure that its systematic annual appraisal process leads to a practical training needs analysis which results in an achievable training plan.

· The Library Service has piloted training to meet the requirements of Part 3 of the Disability Discrimination Act 

· Recent serious violent and threatening incidents have led to extra funds being found to provide training in personal safety.

1.3.7 New services

[see also Modernising Service Delivery]

The Early Years and Childcare Development Partnership has funded two new services – A – Z of Childcare and Storysacks.  The funding for the A-Z of Childcare has enabled the library service to extend its existing parents collections to all libraries and extend their focus to all aspects of childcare for not only parents but childminders, playgroup leaders, nursery nurses and students.

Storysacks are collections of books and related resources for nursery children to encourage reading and development.  They are issued to adults – parents and carers for use with individual or groups of children.

History@Your.Fingertips – funded from the Wolfson British History Award, the project will install PCs and create content for the Web as well as CD-ROMs to increase community and schools access to local history.  Content is aimed at both the curriculum and general interest.
1.3.8 Cultural Strategies

The Culture and Heritage Team have led the development of the City’s Cultural Strategy, which will be published in 2001.  Further co-operative work is now taking place on the North West Regional Cultural Strategy. 

1.4
Local Influences

Several local influences, both strategic and operational, have impacted, and continue to impact, on the Library service.

· Asset Management and Modernising Service Delivery Plans.  These coincide with the major objective of the Library Service and the primary recommendation of the Review, that community libraries need to be in shared or multi-use sites.  This has already led to 

i) Plans to relocate Walkden Library in partnership with a One Stop Shop in the local shopping centre

ii) Temporary siting of Charlestown Library in a day centre until its permanent site is ready in 2003 as part of a new Community High School

iii) Resiting of Ordsall Library in the Neighbourhood Office, sharing the building with the Job Shop, Ordsall Community Arts, Housing, neighbourhood staff and possibly a Post Office.

iv) Plans to use the People's Network to make every Library either a One Stop Shop or a satellite customer access point.

· Staff Safety – increasing violence, or threats of violence, against staff working in communities has led to a greater urgency for sharing delivery sites, training packages for front-line staff, pressure to ensure staff safety before, during and after work.  This had a significant impact at Ordsall Library which closed as a stand-alone site in December 2000 after an extremely serious attack on staff.

· Sure Start – involving the Library Service in the existing area, Langworthy, as well as at the planning stage of the new area, Winton.

· Community Strategy – the further development of the Strategy involves nine Community Committee Areas, with increasing amounts of devolved budgets, both directly from the City Council, and on a weighted basis, from the SRB5 Social Inclusion ‘pot’.  This brings opportunities for further local funding for library projects, and greater local accountability for all locally delivered services.

· New Deal for Communities

Salford has been granted New Deal status and the Delivery Plan for the Charlestown/Lower Kersal Area has been produced.  The Principal Libraries and Information Officer and Senior Librarian Children and Young People attend the forum looking at co-ordinating services for children and young people in the area.

· Excellence in Cities

Schools Library Service provides resources and training for mentors in secondary and primary schools. 

2. STATEMENT OF OBJECTIVES

2.1
Libraries & Information Service

Mission Statement


It is the fundamental objective of the Libraries & Information Service, within the 
Education & Leisure Directorate, to:-

· provide equal opportunity of access to the world’s culture

· help overcome the social and economic barriers to education

· ensure that access to information is not restricted by  income or computer literacy
2.1.1
Subsidiary aims/extended mission statement

     A.
To raise the aspirations of Salford citizens by providing equal opportunity of access to all services by,

· providing appropriate materials at accessible sites

· organising appropriate materials in a way that makes them most 
             accessible

· providing services free of charge when possible

· developing ways of providing access to services for those people with 
      disadvantages

    B.
To ensure that service provision enhances social inclusion by being accessible, 
welcoming and responsive to the needs of all Salford’s citizens by,

· ensuring that customer care is the main priority for staff

· providing appropriately experienced and qualified staff to facilitate access

· providing appropriately experienced and qualified staff  to manage and 
      purchase appropriate materials

· ensuring that library sites are accessible by the whole community

· providing the highest quality user environments

· consulting members of the community to ensure that service matches need

· monitoring and evaluating usage of services

    C.
To make services to young people the main priority for service development by,

· providing appropriately experienced, trained and qualified staff to manage and purchase appropriate materials

· providing appropriately experienced and qualified staff to facilitate the use of services by young people

· consulting young people on service content, arrangement and environment

· seeking advice from other officers and agencies so that services and materials match the needs of young people

· ensuring that staffing and materials budgets match this priority

     D.
To contribute to the development of Lifelong Learning opportunities for all Salford citizens by,

· working with health and education providers to ensure that books and reading play a prominent role in the early development of the child

· ensuring that environment, materials and technology are available for children to undertake the wide range of study demanded by the 

      National Curriculum

· ensuring that libraries have the materials, technologies, support services 
      and non-threatening , local environments for those for whom traditional 
      education has failed, for those seeking employment, for women 

      returning to work and other special need groups

· ensuring that environments, materials and technologies are available for 
      groups and individuals to pursue study at any level and at any age

     E.
To develop appropriate partnerships with other service providers and local 
communities in order to maximise resources and the availability of funding for 
services by,

· establishing lines of communication with other officers and other agencies

· establishing communication with local community library users

· maintaining and developing co-operative working with other library authorities and professional bodies.

2.2 Corporate Objectives
2.2.1
The City Council continues to face increasing demand for its services.  These pressures are within a continuing context of extremely difficult financial circumstances.  The process of reviewing its priorities and corporate objectives commenced in September 2000 with the establishment of a three year budget strategy and a positive programme for change.  The strategic repositioning of the Council and its priorities starts clearly with Salford’s mission :-

‘To create the best possible quality of life for the people of Salford’

The City Council has established strategic pledges 

· Better education for all

· Quality Homes for all

· A Clean and Healthy City of Salford 

· A Safer Salford

· Stronger Communities

· Supporting Young People

The Council’s Strategic Plan 1997 – 2007 is to be combined with the annual Best Value Performance Plan to provide greater clarity, synergy and accountability both internally and to the citizens and partners.  This is to be achieved on a phased basis.

10 corporate objectives

1. Ensure the best possible standards of personal health and social care for individuals, families and communities in the City.

2. Giving all people within the City the opportunity to live in a good quality home.

3. Continuing to raise aspirations and achievements by providing learning and development opportunities of the highest quality.

4. Ensure excellent employment prospects and high quality job opportunities for the people of Salford.

5. Ensure the City provides opportunities for recreation, leisure and cultural enhancement.

6. Making Salford a safer place

7. Ensuring the City has a clean, healthy and sustainable environment.

8. Ensuring we maximise investment in the City.

9. Promote sustainable development which balances development needs and environmental quality within the City.

10. Promoting Salford as a City of national importance.

Targets and milestones within Strategic Objective 5 – Ensuring the City provides the opportunities for recreation, leisure and Cultural enhancement highlight the Library Services’ contribution to the corporate objectives and plans :-

Target                                                                     Milestone

To identify the range of barriers to use and

Implementation of 

develop and implement innovative


Library Review to meet 

approaches to overcome these


Public Library

                                                                              
Standards by 2004

To improve access and take up of


Implementation of 

cultural recreational and leisure services

Library Development 

by the young people of Salford


Plan for services to 

                                                                             
Children and Young

People by 2003

To ensure local facilities are used


168 PCs to be in place

by local people and maximise community

with free internet access

involvement in leisure and cultural


at every library by

activities





December 2002

2.3 Other Local Authority Plans
2.3.1 Community Plan

The City Council is leading the co-ordination of Salford’s Community Plan to ensure it represents the views of the whole Local Strategic Partnership [Salford Partnership].  Its aim is to help Salford tackle issues in a co-ordinated way using joint resources and delivery mechanisms and consequently provide more effective and efficient services.

The Community Plan themes are:-

i. A Healthy City

ii. A Learning and Creative City

iii. A Safe City

iv. A City where Young People are Valued

v. An Inclusive City with Strong Communities

Salford’s Community Plan is at draft stage and has recently had its first consultation stage with the Salford Partnership.  The Head of Culture and Heritage

represents the Directorate on working groups and the Partnership seminars.

2.3.2 Best Value Performance Plan

Salford’ Best Value Performance Plan is combined with the City Council’s Strategic Plan to provide overall direction and strategy for the authority.  This is to be achieved on a phased basis.  The plan for 2001/2002 constitutes an interim stage, bringing the two documents together as far as possible.  For each of the 10 corporate objectives the Council has set itself long-term targets and milestone targets to enable the level of achievement to be monitored.  Where possible, the milestone targets for each strategic objective have been cross-referenced with the relevant Best Value and local performance Indicators.  This aims to give a real sense of the effectiveness of the strategies and actions and their impact upon the local community.  

It is proposed to further develop this process by revisiting and reviewing the 10 corporate objectives during 2001/2002 as part of the overall three-year change programme.  The revised corporate objectives will be included in the Strategic Plan- Best Value Performance Plan for 2002/2003.  That plan will also reflect improved integration and rationalisation of performance information and greater integration of the planning and budgetary processes.

The Libraries & Information Service is programmed to undertake its Best Value Review in Year 4 [2003-4] as part of “Cultural Services”.

2.3.3 Community Learning Development Plan 2001-2

“To widen participation and engagement in all sections of the Salford community”

Targets: include 50% increase in resident participation; increased number of courses leading to employment opportunities; more qualifications achieved; more and wider partnership.

Actions: include developing The Learning Club where all course enrolees are entered on a database and receive mail outs and other support; higher Basic Skills 

provision; ICT skills outreach; better monitoring; co-operative provision with colleges, universities and local authority.

With direct representation on both the ICT Sub-Group and the Adult Learners’ Forum, both of which report to the Lifelong Learning Partnership, the Library Service is a key player in the development and delivery of targets.  When the People’s Network:Salford is established, the service will play a significant role in Basic Skills provision, ICT outreach and widening the co-operative approach to Lifelong Learning [see 1.3.2 “Empowering the Learning Community”]

2.3.4 Local Cultural Strategy

The development of Salford’s local Cultural Strategy [“The Creative City”] is being led by the Head of Culture and Heritage and, following wide consultation and two successful conferences, is due to be published before March 2002.

The most important element in the Cultural Strategy is the Action Plan which is categorised into Six Objectives: -

1. An Active Community

2. A Cultural Economy

3. Lifelong Learning

4. A Healthy Lifestyle

5. Sustainable Environments

6. A City of National Importance

The Library Service is a key player in all elements of the Plan, especially in actions related to 1,2,3 and 6.

2.3.5 Corporate ICT Plan and plans for e-government

Salford’s has a 5-year strategy to deliver electronic service delivery through modern organisational structures and business processes underpinned by effective ICT applications and infrastructure. This is embodied in the Information Society Strategy – “People Not Technology” – adopted in 1999.  There are several elements to the plan which include significant roles for the Library Service: -

Customer Contact Strategy – aiming to improve service delivery as well as meeting the requirements of the modernising agenda and e-government.  This is based on a structure of a Customer Contact Centre, five One Stop Shops; satellite Customer Access Points in each library.  

Salford City Council has achieved Pathfinder status in respect of the development and implementation of e-government targets.

A Corporate Infrastructure – of which the People’s Network:Salford will be a key element [see Customer Access Points above]

Free Internet Access for every citizen - of which the People’s Network:Salford will be the main supplier.

The strategy links very closely with the Asset Management Plan [2.3.7] in terms of the rationalisation of community access, using the library branch network and the People’s Network:Salford as the basic or sole local community access point.

2.3.6 Modernising of Local Government

The City has piloted a Cabinet plus Leader Executive model since 1999. 

Following wide consultation a proposal is with the Secretary of State that the democratic structure of the City, in accordance with the Local Government Act 2000, should consist of,

· Cabinet – Leader and Deputy Leader plus eight other councillors appointed by the City Council

· City Council

· Scrutiny Committees

· Economic and Community safety

· Lifelong Learning and Leisure

· Environmental

· Quality and Performance

· Health and Social Issues

· Other bodies

· Regulatory Panels

· Area Housing Committees

· Budget Committee

· Lowry Committee

The City intends to continue the nine Community Committees which will

· Develop, implement and monitor Community Action Plans

· Manage and monitor delegated budgets

· Monitor local services

· Strengthen partnerships between the public and voluntary sectors

2.3.7 Asset Management Plan

The Council’s Strategic Plan and Best Value Performance Plan contains 10 corporate objectives which provide overall direction for the Council in fulfilling its mission.

The Council’s Asset Management Plan (AMP) is an integral part of the process of delivering its objectives.  Its principle aim is to align property more closely with service needs and ensure that property is used, managed and occupied in an efficient and effective way to provide value for money.

The AMP has been produced by a cross directorate working group (The Asset Management Group).  The process has involved identification and addressing the key issues and objectives of the Council and identifying the resultant property implications and requirements.  Plans are then to be put in place to deliver any changes that are required.

A current issue with the AMG is the proposal by Hope Hospital to develop up to five Primary Health Care centres around the City [SHIFT], and the national initiative to improve access to and rectify the shortfall in GP services in the inner city [LIFT].  Both initiatives have implications for the resiting of libraries in multi-use sites at the centre of local communities.

The Library Review has been specifically identified as a key issue by the Asset Management Group.  Within the AMP it is recognised that library locations will change, that more locations are likely to be required and that through changes in locations surplus property will result.  It is also recognised that libraries will have a role in supporting another key issue, the Council’s strategy to improve access to services through the establishment of call centres and one-stop shops.  Within this strategy libraries will be capable of serving as a first tier of local contact points coupled with electronic access to services.

2.3.8
Education and Leisure Directorate Strategy

The Education & Leisure Directorate Service Plan [2001/2] has five key objectives linked in to the City’s Corporate Objectives and specific targets within it with named services responsible for them     

1. TO IMPROVE THE LEVELS OF ACHIEVEMENT OF CHILDREN & YOUNG PEOPLE IN SALFORD
Links with Corporate Objectives - 

Objective 3
Continuing to raise aspirations and achievements by providing learning and development opportunities of the highest quality

Objective 4
Ensuring excellent employment prospects and high quality job opportunities for the people of Salford

2. TO ENABLE SALFORD PEOPLE TO ENJOY THE WIDEST RANGE OF EXPERIENCE IN LEISURE AND CULTURAL ACTIVITIES
Links with Corporate Objectives

Objective 1
Ensuring the best possible standards of personal health and social care for individuals, families and communities in the City

Objective 2
Continuing to raise aspirations and achievements by providing learning and development opportunities of the highest quality

Objective 5
Ensuring the City provides opportunities for recreation, leisure and cultural enhancements
3. TO DEVELOP A CULTURE AND PRACTICE OF LEARNING OPPORTUNITIES IN SALFORD.

Links with Corporate Objectives

Objective 3
Continuing to raise aspirations and achievements by providing learning and development opportunities of the highest quality

Objective 4
Ensuring excellent employment prospects and high quality job opportunities for the people of Salford

TARGET:  To implement the Library Strategy through:

1. Updating the Annual Library Plan by September 2001

2. Installing the People’s Network facilities within each library

3. Implementing the ICT Training Plan

4. Continuing to develop strategies to enable the City to meet the Public Library Standards by March 2004

4. TO PROVIDE OR SECURE BEST VALUE SERVICES

Links with Corporate Objectives

Objective 3
Continuing to raise aspirations and achievements by providing learning and development opportunities of the highest quality

Objective 5
Ensuring the City provides opportunities for recreation, leisure and cultural enhancements

5. TO ENSURE ALL SERVICES ARE INCLUSIVE

Links with Corporate Objectives

Objective 1
Ensuring the best possible standards of personal health and social care for individuals, families and communities in the City

Objective 3
Continuing to raise aspirations and achievements by providing learning and development opportunities of the highest quality

Objective 4
Ensuring excellent employment prospects and high quality job opportunities of the people of Salford 

3. SERVICE DELIVERY AND RESOURCES

3.1
Access

3.1.1 Location – Salford is an authority with no natural centre, loyalty amongst its communities for their own neighbourhood and significant issues which restrict the ability of local people to travel easily for centralised services – e.g. low car ownership, fear of crime, bus fares and bus efficiency.  This is reflected in the City’s development of its Community Strategy, which gives significant autonomy and some budgetary freedom to local Community Committees.

This situation has to be reflected in the policy on library location, which is 

i) to ensure that over 96% of the population are within one mile of a fixed branch library

ii) to ensure that each Community Committee Area has at least one community or main library

[See Library Review Recommendations.  Appendix 1]

3.1.2 Opening Times – the current opening hours reflect many years of ad hoc cuts to suit reductions in staffing levels, although a survey in 1998 and recent CIPFA Plus data do not reflect wide dissatisfaction with existing hours.   Neither survey takes account of lapsed users or those users who might visit the library if the hours were more suitable.  There is a need to address this issue [see Medium Term Strategy and the Action Plan for 2002/3].

Key factors which will be taken into account will be

i) Needs of potential users

ii) Local circumstances – where the site is, who it shares its site with

iii) Seasonal opening – to reflect current non-use on dark evenings, but potential use in summer time.

iv) Sunday opening

3.1.3 Public Holidays – All libraries close on,
· Bank Holidays

· Christmas Day and Boxing Day

· Good Friday, Easter Saturday and Monday

Giving nine closed days [excluding Sundays].

The Libraries & Information Service has managed to maintain opening at at least six main libraries between Christmas and New Year in spite of the City’s policy of complete close down.  Evidence from usage in 1999 and 2000 show this should be continued.

3.2
Buildings and Mobile Libraries
3.2.1
Branch Libraries

· The Review of the Library Service and the Action Plans developed from it clearly state the policy that the wide spread of library access in communities should be maintained, but as far as possible, community libraries should be located in shared or multi-use sites [see recommendations in Appendix 1].  This policy matches the Asset Management Plan as well as the Modernising Service Delivery Agenda, and takes account of the growing and serious problems with staff safety. A programme of review of library sites is under way [see Action Plans] and has already resulted in two relocations and two proposed relocations of stand alone libraries into shared/multi-use sites.

· Through a successful and ongoing partnership with the Estates team in the Development Services Directorate, the level of maintenance and decoration is very high in most of the library buildings.  

· Some of the key points are:-

MAIN LIBRARIES
Eccles & Swinton refurbished

Broadwalk redecorated

Walkden – proposed move to One Stop Shop site



BUILDING CONDITION
Height and Winton are old buildings deteriorating expensively.  Proposal to seek alternative shared site for Winton.



ENERGY EFFICIENCY
Energy Audit Report [August 2001] found significant savings could be made over the short and medium term if capital investment takes place.  This will be taken into account within the assessment of existing and proposed branch sites



SPACE
Some libraries are too small – especially Boothstown – and will experience problems providing adequate space for the People’s Network.

New sites will have to provide adequate space



SECURITY/SAFETY
Several libraries in areas where there is a threat to staff safety, which may increase with the installation of the People’s Network.

Seasonal opening hours and shared sites are vital in order to address these issues.



TENANCY
No problems



DISABLED ACCESS
Corporate mapping exercise under way.

All have some ramp or level access but the quality of these is under review.

· The need for two new community library sites was identified and approved in principle in the Library Review.  Because of the pressures on the City’s Capital programme, no capital funds of any kind have been identified, either for these sites or for major refurbishments.

3.2.2 Mobile Libraries

· The Library Review identified the inadequacy of the condition of all three mobile services vehicles, and considered that the General Mobile Library was not giving value for money in a dense urban area with a good spread of branches providing access to a wide range of services.

· The Review recommended [see Appendix 1 and Action Plans Section 7] that the Mobile Library should close, and the funds saved should be used to replace the two Special Needs Service vehicles [Housebound and Visually Impaired] immediately, with purpose-built leased vehicles.  The two new vehicles to serve all those who, through age or disability, are unable to reach a branch library.  This is under way.

3.3
Scope of the Library Service

Materials Available for Loan - Table 1
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Other Services Offered - Table 2
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3.4
   Services for Adults


The Library Service objectives are

· To provide a comprehensive, integrated and inclusive service to all members of the community through the provision of relevant and up-to-date materials.

· To provide stock for lending and reference, in all formats, to all ages and groups

· To provide stock for leisure, recreational and educational needs

· To respond to local needs and changes

The service aims to achieve these objectives through the following processes.


3.4.1
Stock Selection

Adult lending

· Funds are allocated to specific areas of stock

· Professional and non-professional staff have input into the selection process

· Selection methods include approvals, supplier visits, CD-ROMS, bibliographical sources, readers requests and suggestions

   
 Reference     

· Specific funds are allocated for the purchase of stock

· Professional staff are involved in selection and exploitation of stock                     

· 'Guidelines for Reference & Information Services in Public Libraries are used as basis for stock provision and standards

 
Audio-Visual

· Specific funds are allocated for purchase of stock

· Stock is selected on a city-wide basis

· Professional and non-professional staff are involved in the selection process

The stock selection is guided by the Stock Management Policy, which will be further enhanced by the production of 

1.
Stock profiles - which provide statistical information that will inform the 

selection process

2. Standards -  which ensure that selection is targeted

See Action Plans 2001/2002

3.4.2 Stock Deployment

The implementation of the Stock Management Policy will result in

· Main libraries having extensive subject coverage

· Medium size libraries having intermediate coverage with some limitations to the number and depth of coverage

· Small libraries having restricted coverage of some subject areas with extensive use being made of stock circulation and the reservation service                         

3.4.3 Stock Conservation [see also Digitisation]
Currently,

· Funds are allocated for re-binding of stock

· Reserve stocks are maintained 

· Withdrawal guidelines,  which take account of the needs of the Regional Inter-Library loans schemes and the British Library, are included in the Stock Management Policy.

3.4.4 Digitisation

· Salford Libraries and Heritage Services teams are partners with Trafford Libraries, Gloucestershire and Leicestershire in a successful NOF Digitisation Project [£400,000] to work with De Montfort University to digitise the key material from the Local History Library, the Archives Service and the Working Class Movement Library

· The Wolfson British History Award has funded some local digitisation aimed at community and school access to local history

· Salford has begun some in-house digitisation of material for the Library Service and the LifeTimes websites

3.4.5 Reader Development 

[see also 1.3.4]

Reader Development is a mainstream function and not an add-on “project”.  It is fundamental to socially inclusive services and lifelong learning, and must centre around the right blend of

· Stock management and selection

· Staff training

· Outreach

· Reader/User and non-user involvement in their local library – Reading Clubs, ‘Friends of’ organisations

Mainstream funding for a post of Reader Development Officer has now been found, and a first-year budget of £25,000 [excluding salary] identified.  Systems and methods of evaluating the impact of this investment are currently being developed.
3.4.6
Loan periods and Overdue Items

Policy has to balance the requirements of Social Inclusion, access, anti-poverty, the Library Standards as well as increasing income targets.

The loan period for books is four weeks (up to 10 books)

The loan period for audio material is two weeks (up to eight items)

The loan period for videos is one week

Overdue fines on books are charged at 11 pence per day per item to a maximum of £7.00

Overdue fines on audio visual materials are charged at 20 pence per day per item to a maximum of £7.00

Overdue correspondence is sent at staged intervals – when an item is two and four weeks overdue. 

The sundry debtor procedure is used for items six –eight weeks overdue.

3.4.7
Reservations 

Reservation services are available at each library and are charged at seventy pence per item.  

However, the Library Review recommends reducing the reservation charge to 10 pence for items supplied from Salford’s stock, so as not to penalise those who for any reason find it difficult to reach a larger library with a greater range and multiple copies of material. 

The Review also recommends charging for loans from the British Library at a rate nearer the cost of the service

3.4.8
Special Collections and Local History

Working Class Movement Library provides a unique and nationally recognised collection of material [books, pamphlets, banners, objects] on the history of working people, including specialist collections on Tom Paine, Ireland and the Co-operative Movement and some rare material.

Use is mainly academic, but since a grant of £198,000 from the Heritage Lottery Fund allowed the computerised cataloguing and website development, remote use has increased dramatically and includes many regular users from all five continents.

The Local History Library maintains an outstanding collection of photographs, maps, books and other material on Salford’s heritage.  Now merged with the Archives collection there is much unique material relating to the Bridgwater Canal, Brindley and the early Industrial Revolution.

The use of family history material at the library is sometimes overwhelming.

The NOF Digitisation Project [see 3.4.4 above] will ensure the preservation and wider access to these collections

3.4.9 Study Facilities

· All libraries provide study desks

· Three main libraries have study areas within the reference collections 

· Eccles Library has study carrels

· People’s Network:Salford Learning Centres will have some PCs sited in quieter areas for study

3.4.10 Services for Business

Information and services to businesses in Salford are and have traditionally been provided through the Chief Executive’s Directorate Economic development Unit.

The local community based resources of the library service are increasingly being targeted as sites for learning and training resources, especially in Basic Skills and ICT skills, and especially in communities with reluctant learners and high deprivation indices.  The SRB5 Removing Barriers to Employment theme has recently agreed funding for a partnership scheme which will involve the Library Service working with the community to provide basic ICT skills training.

The Modernising Service Delivery initiative [see Section 1.3.5] will see local libraries providing more information to businesses and to job seekers.

The development of European Relay continues to link the Library Service with the Economic Development Unit.

3.4.11
Community Information

The City of Salford Information Centre at Broadwalk Library provides a staffed information point using a frequently updated database of local council, community and other information.  The database is available in hard copy in all libraries and on the Council’s Intranet.  There are plans to make the information available on the Internet

3.4.12
Services related to Local History

See 3.4.8 above
3.4.13 Co-operation and Inter-lending

Not all material can be supplied from within Salford.  Inter-library loans are vital to satisfy the demands of some readers’ requests.

Through our membership of NWRLS (North Western Regional Library System) Salford both borrows and loans books and audio-books.

The needs of NWRLS, the British Library Book Net Scheme and Joint Fiction Reserve (JFR) are considered before any stock is finally discarded.  Relevant material is stored in Reserve Stock and is available for loan.

Salford is also a member of National Acquisition Group (NAG) a discussion forum for the standardisation of acquisition procedures and practices.
3.5
Services for Children

The key influence on the policy for services to children is that,

The needs of children and young people are at the heart of the library service in Salford.  The goal is to provide all Salford children, their parents, carers and teachers with a high quality library service, readily and easily available to them. [see 2.1. Library Service Objectives]


This is achieved by the following processes.

3.5.1
Stock Selection and Deployment

· All books are reviewed by the Children’s Team – the Senior Librarian Children and Young People, four Community Children’s Librarians and the Schools Librarian, according to agreed book selection guidelines – part of the overall stock management policy.

· Fiction is categorised according to age and interest level, and shelved separately

· Non-fiction is classified by Dewey and selected with reference to national curriculum needs and leisure interests.

· Each branch has a selection of all categories of fiction and a representation of non-fiction to cover key areas of the national curriculum and leisure interests

· All branches have a reference collection, which includes a minimum of a hard copy multi-volume encyclopaedia, a dictionary and an atlas

· Stock is edited once a year according to the stock editing guidelines

· Stock is withdrawn on an on-going basis, using agreed criteria  

· Donations are added to stock using the same criteria used for selecting new stock

3.5.2
Loan Periods And Late Returns

Policy has to balance the requirements of Social Inclusion, access, anti-poverty and the Library Standards.

· The loan period for books is four weeks

· There are no fines charged for books borrowed on children’s tickets

· Overdue correspondence is sent at staged intervals – two, four and six weeks

3.5.3

Encouraging Children To Read

Encouraging and promoting literacy to children and young people at all stages of their development is a key objective.  This is achieved through :-  

· A specialist children’s team with appropriately experienced and qualified staff

· Attractive children’s libraries 

· A Reading Game in all libraries

· Book talks to classes

· Books appropriate to interests

· Consultation with children and young people

· Partnerships with other agencies and organisations to promote reading  

3.5.4
Outreach Work and Events Programmes

In order to promote libraries to children and young people as the point of access for reading and information needs, and to support lifelong learning and self-development, an extensive programme of outreach work is essential. In Salford this includes :-

· Visits to and from nurseries and playgroups

· Regular term time under fives storytimes in four libraries for children, parents and carers

· Holiday crafts/events programme in most libraries for the under twelves

· Primary school class visit programmes organised in a number of libraries for research and literacy work throughout the school year

· Regular visits to schools by the children’s team

· An annual children’s book festival

·  Programme of events for Family Learning Weekend

·  Participation at summer playschemes

· Seasonal competitions

3.5.5
Study and Homework Facilities

Study support is provided in all branches. A homework help club operates from one library with a dedicated homework help worker. ICT is available in five libraries – this will be extended to all branches when the People’s Network rolls out.  There are study facilities in all libraries with supporting resources.

3.5.6 Services to Schools

The Schools Library Service is one of a number of services in the City whose budget is delegated/devolved under Fair Funding legislation.  The Schools Library Service was part of a corporate marketing plan to all schools.  This resulted in a 98% ‘buy-back’ of the service until August 2004.

The Schools Library Service is part of an integrated service to children, schools and young people managed by the Senior Librarian Children and Young People.  Resource and library development needs for schools are provided by the Schools Library Service and information skills and reader development needs for children are provided by the public library service.  The Library Service is part of the Education and Leisure Directorate and as such a number of joint initiatives take place for example membership on the Literacy Strategy Group and Education ICT Forum.

3.6
Services for Special Groups

The Library Service’s aims and objectives and the City’s Anti-Poverty and Social Inclusion Strategies determine that services should be available to ALL citizens. Certain special groups have been identified by the library service as requiring specific services.

3.6.1
Housebound 

The Housebound Library visits individuals who are still living independently in the community but are physically unable to use the Branch Library service.  Potential users of the service can make direct contact or often they are referred by other agencies for example:-

· The Adult Disability Service

· Social Services

· Local hospitals 

· Home carers

· Branch Libraries

Staff from the Mobile Services team visit everybody who applies for the service, taking the applicants circumstances into consideration, before they are accepted onto it.

3.6.2
Visually Impaired 

       A specially adapted vehicle serves :

· Individuals in their own homes

· Day Centres for the Elderly and Adults with Learning Difficulties

· Day Centres for the Visually Impaired

· Elderly Persons’ Homes

· St. Ann’s Hospice

· Religious establishments e.g. convents situated in the City of Salford

Each vehicle contains a selection of fiction – hardback, paperback, and large print, talking books and music cassettes. Easi Play cassette players are also available for loan.

Both vehicles are operating to maximum potential and have waiting lists.  Where possible the staff on the general mobile library provide house visits on the mobile’s timetabled stops. 

The Library Review highlighted the need to look more closely at the services provided by the mobiles in an attempt to rationalise and make better use of the vehicles. The rationalisation includes the phasing out of the general mobile service and providing services to the housebound and visually impaired through two new vehicles with a higher specification, larger stock and a more efficient timetable.  The new timetable includes all housebound users previously served by the general mobile service.  The work on the vehicle specification and route planning is currently being undertaken with the target for the new service to become operational in April 2002.

3.6.3
Services to Adults with Learning Difficulties

The mobile library service currently serves two day centres for adults with learning difficulties and a staffed fortnightly service at one day centre.  Services to people with learning difficulties are undergoing a radical change in Salford and this will have implications for the library service. 

Salford’s Joint Investment Plan  for supporting people with learning difficulties – Bringing the Future Nearer is a plan agreed across different agencies that highlights things that need changing to support people better and how these changes will be made.  The plan looks at new ways of working that will involve all agencies.  The Library service has had an initial meeting with representatives from Community and Social Services to discuss the library service’s role in the plan – chiefly making the branch network more accessible to people with learning difficulties and jointly identifying the barriers to using the service.  The ultimate aim is to create resources that will integrate people into the community.  

3.7
Wider Community Use

3.7.1
The development of the City’s Customer Services Initiative along with its Pathfinder Status for e-government and the objectives of the Asset Management Plan mean community libraries will increasingly be in shared sites providing a wide range of services and access to corporate information. 

In addition, it is inherent in the City’s maintenance of its 16-branch network, its Community Strategy and its Community Committee Areas that libraries are, increasingly, the only Council-managed, neutral, friendly, local space in some communities.  Their use by the wider community is therefore widespread and wide-ranging.

Currently during opening hours use of space for community groups is free and outside opening hours space is charged at the level of caretaking costs. Initiatives include: - 

· In 2001 a new and locally unique agreement was signed, with Worsley Village Community Association, which gives free, self-managed access to the library when it is closed and access for activity, when appropriate, during opening hours.

· Several libraries are the sites of Councillors’ and MP’s surgeries.

· The Education Welfare Service delivers part of its service from library sites – meeting parents in a more neutral environment to assess welfare needs. 

· Ordsall Library houses Ordsall Community Arts, a community organisation funded and managed locally with one full-time worker, which uses library spaces most of the time, and will continue to do so in the new site.

· Those libraries with meeting rooms host a wide range of community group meetings and events, and those without dedicated space encourage use of the library when it is closed. Use includes,

· Community Committees

· Community consultations

· Agewell

· Parent & Toddler Groups 

· Drama, music, photography, painting groups

· Tenants Associations

· Local History Societies

· Relaxation, Keep Fit, Yoga, Therapy, Widows/Widowers Groups 

· Salford Education Training and Advice Service 

· Citizens’ Advice Bureaux

· Careers Service

· DSS

3.8 Finance


1998/99
1999/00
2000/01
2001/02
2002/03
2003/04


Actual
Actual
Actual
Budget
Projection
Projection









Staffing
1,492,613 
1,542,017 
1,573,675 
1,720,640 
1,772,259 
1,825,427 

Training
25,211 
2,213 
533 
4,710 
4,710 
4,710 

Premises
520,405 
416,196 
518,069 
457,560 
457,560 
457,560 

Transport
33,505 
40,513 
37,055 
22,410 
22,410 
22,410 

Books
368,500 
319,584 
320,000 
349,000 
444,000 
444,000 

Other Library Material
56,033 
58,623 
56,819 
60,070 
90,070 
90,070 

Other Supplies & Services
320,070 
161,762 
191,981 
167,960 
167,960 
167,960 

Central Admin Support
289,000 
289,000 
289,000 
289,000 
289,000 
289,000 

Capital Finance Charges
335,335 
408,374 
581,294 
581,294 
581,294 
581,294 









Gross Expenditure
3,440,672 
3,238,282 
3,568,426 
3,652,644 
3,829,263 
3,882,431 









General Income
(200,414)
(221,109)
(225,440)
(208,590)
(208,590)
(208,590)

Grants
(53,744)






Insurance
(131,742)














Total Income
(385,900)
(221,109)
(225,440)
(208,590)
(208,590)
(208,590)









Net Expenditure
3,054,772 
3,017,173 
3,342,986 
3,444,054 
3,620,673 
3,673,841 

3.8.1 Trends

As the Chart [above] shows, the investments, recommended in the Library Review and supported by the need to meet the Public Library Standards, begin in 2001/2, following three years of static financial input.

Key issues are: -

· Books and other materials – climbing to 41% above 2000/1 levels over three years

· Staff – 16% above 2000/1 levels

· Premises – falling by 12% over three years

· Overall net budget – increasing by 10% over three years

This represents a significant response by the City to the challenges facing the Library Service, in a time when the City as a whole faces serious budgetary issues.  

The investment, in order to impact on the key Standards on which Salford underachieves, has had to start well before 2004 and be a co-ordinated development of stock, staff and computerisation.

The adequacy of the investment will only become apparent in the 2002/3 and 2003/4 performance indicators, when the higher service levels and marketing have had a chance to impact.

3.8.2 Training

Estimated spending on training and development

AREA
AMOUNT
ESTIMATED SPEND

Central Directorate Budget


Share of £16,000
2,000

SLA for Personnel courses


Share of £27,000
3,000

Internal budgets [course fees etc.]



1,500

SLA for ITC Training 2001/2002



49,725

TOTAL
56,225



Percentage of Payroll costs
3.2%



External funding – ICT Training [New Opportunities Fund]
£60,965 over three years
£20,000 in 2001/2

3.8.3 Income Generation

The policy is to maximise income generation wherever possible, without jeopardising social inclusion policies.  The recognition of the impossibility of ever-increasing income targets has now been recognised in the lowered and frozen targets in the chart [above].

Key areas are: -

· Fines and reservations – fines income reflects issue levels which, in their turn, reflect investment in stock – see investment in chart [above]

· Audio-visual materials – the Library Review recommends that when investment is available more audio-visual stock will be free, but significant funds will be spent on those items, such as videos, which can be reasonably charged for.

· Retail – Salford pioneered significant retail sites in libraries, using the services of the Museum and Art Gallery shop.  This has provided a steady but unspectacular income that does, however, require a significant input of marketing and management time.

· Bookshops – Salford was one of the first services to develop their own bookshops.  There are no real bookshops in the City and a steady income is obtained from this as well as the book ordering service.  None of the sites is large enough to consider offering a franchise to the commercial sector at present.

· Room Hire – income has significantly diminished as evening meetings decline in number, and the amount of free hire increases in line with the social inclusion agenda. 

· Other – photocopying [black and white and colour], faxes, printing from ICT services provide small amounts of income.

3.8.4 Other income

· Income from outside the mainstream is largely limited to grants and awards.

· Apart from small amounts of sponsorship, investment from the private sector is very low and the opportunities for significant private sector investment are very limited in a City such as this, although it is constantly sought.

· A growing amount of funding for specific service development comes from local agencies such as: -

· The Early Years Partnership

· Sure Start

· Community Learning

· Single Regeneration Budget

· Community Safety

· Significant funding has been received over the last four years from grants and awards such as: -

· DCMS/Wolfson – 2 awards

· NOF – People’s Network

· NOF – Training

· NOF - Digitisation

· Bill and Melinda Gates Foundation

· Various small research awards to the Working Class Movement Library

3.9 Staff

LIBRARIES & INFORMATION SERVICE

STAFFING STRUCTURE

PRINCIPAL LIBRARIES &

 INFORMATION OFFICER

PO3




DIVISIONAL LIBRARIAN


PROJECT MANAGER



PROJECT MANAGER


DIVISIONAL LIBRRAIAN

[EAST]              PO1/2


COMPUTERISATION



PEOPLE’S NETWORK


WEST                 PO1/2






PO1/2





PO1/2




SENIOR LIBRARIAN


SENIOR LIBRARIAN



SENIOR LIBRARIAN


SENIOR LIBRARIAN

BROADWALK + INFORMATION

BROUGHTON +




WALKDEN      SO1


CHILDREN & YOUNG

SERVICES             SO2


MOBILES       SO1








PEOPLE         SO1




SENIOR COMMUNITY
COMMUNITY LIBRARIANS
SENIOR LIBRARY



COMMUNITY CHILDREN’S
SCHOOLS 

LIBRARIAN    SC6
X 3.5                SC4/5

SUPERVISORS




LIBRARIANS   X  4

LIBRARIAN









X 3            SC4




SC 4/5



SC6








SENIOR COMMUNITY


COMMUNITY


SENIOR
 LIBRARY






LIBRARIAN   SC6


LIBRARIANS


SUPERVISORS











X 3       SC4/5


X 2          SC4
Library Staff (FTE)

PO 3
1

PO 1/2
4

SO 2
1

SO 1
3

Scale 6
3

Scale 4/5
10.5

Scale 4
5

Scale 3
17

Scale 2
5

Scale 1/2
44

· Currently there are 22.5 staff with appropriate information management qualifications.

· Two further posts have been created in 2001/2 – Reader Development and People’s Network Manager.

Target for number of staff with appropriate information management and ICT qualifications is 27 by year 2003/2004 – two staff have been added in 2001/2, a further 2.5 staff need to be funded and recruited in the areas of ICT and Service Development for which staff numbers are not yet adequate.

Target for all library assistants to have ECDL qualification 2004. ECDL qualification to be incorporated into Job Descriptions.


ICT Training

All staff completed an ICT Training Needs Analysis in November 2000. The TNA formed the basis of the ICT Training Plan which was submitted to NOF in February 2001 and subsequently approved.  

The ICT Training Plan submitted to NOF provides a systematic training programme that enables all staff to achieve a recognised accreditation, the European Computer Driving License (ECDL).  This will ensure all staff reach a skill level to enable them to assist members of the community in ICT use.   The target is for all staff to begin ECDL training in the first year with 30% completing all modules in year one and a total of 85% by the end of year two (March 2003).

Training Plan 2001 –2002

[see also 1.3.1 Social Inclusion]

A number of factors have influenced the training plan for 2001/02: -

· There is currently no officer responsible for training in the Directorate.

· Investment in ICT is only a recent development within the library service and training is beginning from a very low baseline.

· There have been an increasing number of violent/threatening incidents in council buildings in the City.

· DDA awareness for all levels of staff.

As investment in ICT is only a recent development within the library service, training is beginning from a very low baseline.  The decision has been made to concentrate on ICT training this year, giving staff the opportunity to attend training sessions, workshops and to practice skills. The extra investment in ICT training time is essential to build up staff confidence.

In addition particular areas of concern were highlighted for staff training – Personal Safety and Disability Awareness.  

All members of staff are receiving personal safety training organised by an external training organisation – Safety Awareness Limited. 

Fifty members of staff will be undertaking a disability awareness distance learning programme through the Improvement and Development Agency. The programme is designed to enhance customer service training specifically to include disabled people.  The expected outcome is that fifty members of staff will receive the appropriate training on the DDA and disability issues as required by Section 21 of the Government’s Code of practice on the Disability Discrimination Act 1995. 

Training Plan 2002 –2003

The staff development and training plan for next year will take into account: -

· Development needs raised in staff appraisals

· Development needs as a result of actions plans and targets e.g. reader development and customer care

· Current awareness development needs 

· Continuation of ICT training plan

· Professional development

Staff appraisals will be completed by the end of December 2001 and the training plan produced for implementation from March 2002. The plan will include numbers trained and the expected outcomes.

3.10
ICT Systems and Services

Salford’s policies on ICT Systems and services are based solidly in our Mission Statement

· provide equal opportunity of access to the world’s culture

· help overcome the social and economic barriers to education

· ensure that access to information is not restricted by income or computer literacy

3.10.1 Library Housekeeping Systems

Salford is one of the last services to computerise its catalogue, circulation, acquisitions and management systems.  Enough funds were found in 1999 to begin the process of installing the Talis system using, largely, internal funds to undertake the data take-on.

Resources are now potentially in place to complete installation at all libraries by 2004 and consequently meet the Public Library Standard [PLS5].

3.10.2 Public ICT Services

i) The Wolfson Award of 1998/9 enabled Salford to install 32 PCs in the four main libraries, divided between children’s areas and adult areas.  These provided Internet access [charged], a range of software from Basic ICT Skills to MS Office, and a selection of reference and recreational CD-ROMS.  These were marketed as Family Learning Zones.

ii) The People’s Network Plan has been approved ‘subject to further information’ and involves installing Learning Centres in every library by mid-2002.  The Technical Model used will allow the libraries to have access to both NGfL in schools and the City’s Information Network being developed as part of the Modernisation of Service Delivery and e-government pathfinder initiatives.

iii) The People’s Network will be enhanced with a Bill & Melinda Gates Foundation Award.

iv) Internet access is now free.

v) Libraries are planned, under the Modernising Service Delivery initiative, to be either One-Stop Shops or satellite customer services centres, and using the infrastructure of the People’s Network and the library staff trained under the People’s Network programme.

vi) The specific issues relating to social exclusion, poverty and low achievement in Salford mean that ICT infrastructures are only useful if they are allied with outreach and developing partnerships.  

vii) Salford is committed to ensuring that reluctant ICT users and those who cannot afford ICT are aware of its value and the availability of it – currently we are running an SRB5 funded outreach project and have an SRB5 funded ICT development officer in libraries

viii) Salford is committed to ensuring that the Library Service plays its part in the web of Lifelong Learning resources in the City – currently we are partners with the WEA and Salford University on on-line learning initiatives, and staff are part of the Community Learning, Community ICT and IAG Network Committees.

4.
PERFORMANCE APPRAISAL, ASSESSMENT AGAINST STANDARDS, CUSTOMER RESPONSE

SPECIFIED PERFORMANCE TARGETS 1999/2000

[Source: CIPFA; City of Salford records]

INDICATOR
TARGET 2000/2001
PERFOR-MANCE
+/-%
NOTES

1. ISSUES

· BOOKS/1,000 POP.

    -    AUDIO VIS/1,000         POP.
5800

340
4212

293
27% below target

13% below target
Investment not yet taking effect.  Ordsall Library closed for 8 months

2. STOCK TURN

    - AF

    - ANF

    - CHILDREN’S
6.2

3.1

3.8
5.6

2.2

2.9
-10%

-29%

-23%
See above

3. VISITS/1,000 POP.
5421
3726
-31%
See above

4. HOURS OF ACCESS/1,000 POP.
120
131
+9%


5. INCOME/1,000 POP.
1376
N/a

Awaiting final budget

6. REQUESTS SUPPLIED

    -  7 DAYS

    -  15 DAYS

    -  30 DAYS
28%

50%

70%
20%

46%

79%
-28%

-8%

+13%
No improvement expected until computerisation takes effect



7.  FAMILY LEARNING CENTRES - USES
600
16945
+2700%


8. HOMEWORK HELP CLUBS - USES
400
474
+18.5%


9. PCs FOR PUBLIC USE PER 1,000 POP.
0.17
0.25
47%

overachieved


10. IT 4 ALL ACCREDITATION

    - CENTRES

    - LEARNING CENTRES
8

4
4

4
x

(
Awaiting People’s Network

11. STAFF RECEIVING BASIC ICT AWARENESS TRAINING
72
72
(



REQUESTS FOR BOOKS SUPPLIED IN 7, 15 AND 30 DAYS




1997/8
1998/9
1999/2000
2000/1

7 DAYS - SALFORD

25
25
20

7 DAYS - CLASS
45
44
46




15 DAYS - SALFORD

47
48
46

15 DAYS - CLASS
63
63
65




30 DAYS - SALFORD

65
72
79

30 DAYS - CLASS
79
82
83



4.2 ASSESSMENT AGAINST PUBLIC LIBRARY STANDARDS

[1]

Standard 

number
[2]

Standard
[3]

Standard

met or

exceeded
[4]

Authority’s

measure of

performance

(2000/01)
[5]

Target for 2001/02

This year
[6[

Target for 2002/03
[7]

Target for 2003/04
[8]

Show the section(s) in your plan which identify remedial action

PLS1 (i)
Proportion of households living within specified distance of a static library


Y
96%

[1 Mile]
96%
97%
98%
7.1  Strategic Objective 1.1 in 2001/2; 1.1, 1.2 in 2002/3

PLS1 (ii)
Proportion of households living within a specified distance of a library open during convenient hours


NYA
96%**

[1 mile]
96%
97%
98%


** All Libraries are open, to some extent, during convenient hours.  Overall 20% of hours are outside 9 – 5 weekdays



PLS2 (i)
Proportion of planned time that service points were not available to visitors because of emergency closure of central and branch libraries
NYA
1.5%


0.5%
0.5%
0.5%


PLS2 (ii)
Proportion of planned time that mobile service points were not available to visitors because mobile library visits/stops were missed or cancelled
NYA
0.48%
0.5%
0.5%
0.5%
Sections 3.2.2; 3.6;  7.1 Strategic Objective 1 2001/2; 2002/3

See also Appendix 1

[1]

Standard 

number
[2]

Standard
[3]

Standard

met or

exceeded
[4]

Authority’s

measure of

performance

(2000/01)
[5]

Target for 2001/02

This year
[6[

Target for 2002/03
[7]

Target for 2003/04
[8]

Show the section(s) in your plan which identify remedial action

PLS3 (i)
Aggregate opening hours per 1,000 population for all libraries


Y
131
131
131
131


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


NYA
19.6%
19.6%
19.6%
25%
Section 7.1 Strategic Objective 1 2002/3

PLS4
Percentage of larger libraries open at least 45 hours a week


Y
100%
100%
100%
100%


PLS5
Percentage of libraries open more than 10 hours a week that have access to on-line catalogues


N
0%
12%
50%
100%
Section 7.1 Strategic Objective 3 2001/2; Strategic Objective 4 2002/3

PLS 6 (i)
Total number of electronic workstations available to users per 1,000 population


N
0.15
0.26
0.74
0.74
Section 7.1 Strategic Objective 2 - 2001/2

PLS6 (ii)
Percentage of static service points providing public internet access


N
25%
50%
100%
100%


Section 7.1 Strategic Objective 2 - 2001/2

[1]

Standard 

number
[2]

Standard
[3]

Standard

met or

exceeded
[4]

Authority’s

measure of

performance

(2000/01)
[5]

Target for 2001/02

This year
[6[

Target for 2002/03
[7]

Target for 2003/04
[8]

Show the section(s) in your plan which identify remedial action

PLS 7
Normal book issue period


Y
4
4
3
3
See Appendix

PLS 8
Number of books that library users are allowed to borrow at one time


Y
10
10
10
10


PLS 9 (i)
Percentage of requests for books met within 7 days


N
20
25
35
50
Section 7.1 Strategic Objective 1 & 3 2001/2 and 2002/3

PLS 9(ii)
Percentage of requests for books met within 15 days


N
46
50
60
70
See PLS9(I)

PLS 9 (iii)
Percentage of requests for books met within 30 days


N
79
80
85
85
See PLS9(I)

PLS 10
Number of visits to the library website per 1,000 population


NYA
27.9
35
40
45
NB.  Local population should not be basis for website measure – many hits are from outside the City

PLS 11
Number of library visits per 1,000 population


N
3726
4300
5000
6000
Section 7.1 – it is a prime objective of all Action Plans to increase visitor numbers.

See also 1.3.4;3.4.5

[1]

Standard 

number
[2]

Standard
[3]

Standard

met or

exceeded
[4]

Authority’s

measure of

performance

(2000/01)
[5]

Target for 2001/02

This year
[6[

Target for 2002/03
[7]

Target for 2003/04
[8]

Show the section(s) in your plan which identify remedial action

PLS12 (i)
Percentage of adult library users reporting success in obtaining a specific book
Y
75
77
80
83
Section 7.1 Objective 1 & 3 – 2001/2. Objective 1 & 4 2002/3

PLS12 (ii)
Percentage of child library users reporting success in 

obtaining a book
Available for 2001/2002

77
80
83
See PLS12(I)

PLS13 (i)
Percentage of adult library users reporting success in gaining information as a 

result of a search or enquiry
Y
82
85
90
90
See PLS12(I)

PLS13 (ii)
Percentage of child library users reporting success in gaining information as a result of a search or enquiry
Available for 2001/2002

85
90
90
See PLS12(I)

PLS 14 (i)
Percentage of adult library users rating the knowledge of staff as ‘good’ or ‘very good’
Y


97.4
98
98
98
Section 3.9; 7.1 Objective 2 – 2001/2

Objective 1 & 2 – 2002/3

PLS14 (ii)
Percentage of child library users rating the knowledge of staff as ‘good’ or ‘very good’ 
Available for 2001/2002

98
98
98
See PLS14(I)

PLS 15 (i)
Percentage of adult library users rating the helpfulness of staff as ‘good’ or ‘very good’
Y
984
98.5
98.6
99
See PLS14(I)

[1]

Standard 

number
[2]

Standard
[3]

Standard

met or

exceeded
[4]

Authority’s

measure of

performance

(2000/01)
[5]

Target for 2001/02

This year
[6[

Target for 2002/03
[7]

Target for 2003/04
[8]

Show the section(s) in your plan which identify remedial action

PLS15 (ii)
Percentage of child library users rating the helpfulness of staff as ‘good’ or ‘very good’ (same as PLS 14ii)
Available for 2001/2002

98.5
98.6
99
See PLS14(I)

PLS16
Quality index for stock (to be developed in 2001/02)
NYA
NYA
NYA
NYA
NYA
NYA

PLS17
Annual items added through purchase per 1,000 population
N
111
140
160
180
Section 3.4; Section 4.1; Section 7.1 Objective 1, 2 & 4 – 2001/2; Objective 1, 3 – 2002/3.

PLS18
Time taken to replenish the lending stock on open access or available for loan
N
9.8
9.5
8.3
6.7
See PLS 17

PLS 19 (I)
Numbers of staff per 1,000 population with appropriate information management qualifications
NYA
0.1
0.11
0.12
0.13
Section 3.9 See also Appendix

PLS19 (ii)
Numbers of staff per 1,000 population with appropriate ICT qualifications
NYA
0.1
0.17
0.33
0.42
Section 3.9 See also Appendix

Please provide and estimate of any additional revenue costs, in this and each of the subsequent years (2001/02 to 2003/04 in your plan, attributable to increasing provision to meet the national standards


£000’s

180
£000’s

165
£000’s

200


4.3
Commentary

The Trend Data matches the data used in the ‘Compare’ section of the Library Review, which was approved in principle by Cabinet and City Council in June and July 2000. It recommended

ITEM
INVESTMENT

2001/2 to 2003/4
ISSUES ADDRESSED

Investment in annual Materials Purchasing Fund
£30k per annum to reach increase of £90k  above 1999/2000 level


· Low Visitor numbers

· Low issues

· Slow response to reservations

· Access and social inclusion

· Lifelong learning



Investment to reduce backlog of underspending and low stock levels 
£300,000 over 3 years
· Low Visitor numbers

· Low issues

· Slow response to reservations

· Access and social inclusion

· Lifelong learning



Investment to increase speed of computerisation installation


£10k per annum for 3 years

£35k for licences
· Low Visitor numbers

· Low issues

· Slow response to reservations

· Access and social inclusion

· Lifelong learning



Renewal of Special Needs vehicles


No net cost
· Access and social inclusion

· Lifelong learning



Investment in ICT services


£50,000 to match People’s Network grant


· Access and social inclusion

· Lifelong learning



· Maintain wide branch network

· Seek multi-use sites

· 2 additional community sites


Small net cost to be determined
· Low Visitor numbers

· Low issues

· Access and social inclusion

· Lifelong learning



Review opening hours


Marginal net cost
· Low Visitor numbers

· Low issues

· Access and social inclusion

· Lifelong learning



Investment in staff to

· Meet Standards

· Develop ICT

· Marketing

· Reader Development

· Service Development
Staff X 4

£90,000
· Low Visitor numbers

· Low issues

· Slow response to reservations

· Access and social inclusion

· Lifelong learning

It forms the basis for the major recommendations in the Review [see Appendix 1], the Investment Plan [see Chart] and the Medium Term Rolling Review [Section 6.] aimed at meeting the bulk of the Public Library Standards by 2004.  No significant improvement in the Trends can be expected until Performance Measures for 2001/2 are available and the initial impact of changes, service variations and investment can be seen.

The key Trend data is: -

4.3.1
Visitor Numbers – lower than average and falling but not as fast a rate of fall as comparators. Supported by Kwest local survey of residents showing a solid core of library use, but which is lower than average.  [NB. Further research and pilots being carried out to improve reliability of Visitor Numbers data]

The Medium Term Action Plan addresses this through investment in 

· Stock – to address low levels and poor choice

· Staff – to promote and develop use

· Computerisation – to improve ease and efficiency of use

· People’s Network – especially marketing and outreach

· Siting of libraries and development of multi-use sites

· Opening hours development

4.3.2
Stock levels and spending on stock – significantly lower than average and reflecting a long period of under investment in books and other materials.

The Medium Term Action Plan addresses this through investment in 

· Stock – backlog

· Stock – Materials Purchasing Fund

and

· Renewed policies on stock selection

4.3.3
Speed of supply of requests – significantly lower than average, but showing slight improvement.

The Medium Term Action Plan addresses this through investment in 

· Stock – to address low levels 

· Computerisation – which will take up to five days off initial search times

4.3.4 Staff levels– lower than average, especially as a proportion of total staff numbers

The Medium Term Action Plan addresses this through investment in 

· Staff – to manage and develop ICT

· Staff – to initiate promotional and reader development initiatives.

4.4 Public Consultation
4.4.1 Consultation and Surveys

1. 1999-2000 saw the adoption of the CIPFA Plus User Survey model and was used for the first time to inform the Library Review ‘CONSULT’ element.  Both 1999/2000 and 2000/2001 surveys saw consistently high scores for customer satisfaction on the main BVPIs, but supported the Review’s findings in its relatively lower customer approval of our opening hours and levels of stock.

Children’s Plus will be carried out in 2001/2.

2. Following the Approval of the Library Review in June 2000 by Cabinet, the City Council asked that it be the subject of consultation with Community Committees.  Between August 2000 and May 2001, the Lead Member for Arts & Leisure, the Head of Culture and Heritage and the Principal Libraries Officer, between them, attended seven out of the nine Community Committees receiving useful feedback on local issues and general approval of the principles of the Review’s findings.

Local issues included,

· local opening hours, seasonal opening

· reservations on the proposals related to the Mobile and Special Needs Services 
· toilets in libraries
3. Internal

The Library Review ‘CONSULT’ element saw a series of staff focus groups conducted by officers from the Directorate Strategy Team, using the Business Excellence Model now known as the European Quality Management Model.

Following approval of the Review, the Head of Culture and Heritage and the Principal Libraries Officer met, in groups or one-to-one, every member of the library staff in order to explain the recommendations and what it meant to them.

Following Cabinet approval a series of Briefings for all Members was held in order to explain the Review and its local impact.

4. KWEST – General Survey of Residents 2000 [Greater Manchester]

The Survey confirmed Salford’s own research, finding

· Low usage figures - 58% [9th in Greater Manchester]

· Higher monthly usage – 38%

· High user satisfaction rates – 88.5% 

· Low dissatisfaction rates

4.4.2
Complaints Procedure

Salford City Council operates a Corporate Complaints Procedure which exists for receiving and processing complaints from members of the public in respect of all Council services.  

In order for the Corporate Complaints Procedure to work effectively it operates on the basis of the following principles: -

· The Complaints procedure should contribute to a fair and effective provision of services

· Complaints should generate discussion, not defensive responses

· Service users, potential users, carers and their representatives, have a right to challenge decisions made by the City Council as well as questioning information held about them.

· The intention of a Complaints Procedure is to resolve problems, not set up a model of bureaucratic administration.

· A Complaints Procedure should recognise that service users/potential users may be vulnerable and/or powerless and as a consequence, afraid to use a Complaints Procedure.

· A Complaints Procedure should be complementary to, not a substitute for, good practice.  It should provide an additional means of monitoring practice within the organisation and help to promote service development. It should also complement, rather replace, other forms of action, e.g. involvement of the Police, ombudsman, courts, grievance, or disciplinary proceedings.

· A Complaints Procedure should take account of the interest of employees.

There are three stages to the Corporate Complaints Procedure: -

1. The Informal Stage
This is the immediate problem solving, negotiation, or conciliation stage and is a means by which complaints can be sorted out without recourse to the formal system. 

2. The Formal Stage
If it is not possible or appropriate to resolve the complaint informally, it can be registered as a formal complaint.  The complaint will be sent to the Directorate’s Complaints Officer to recommend an appropriate course of action and the most appropriate officer to respond to the complaint.

3. The Appeal Stage
If the complaint has not been settled at the formal stage, or the person making the complaint is not satisfied with the outcome, or the way it was dealt with, he/she can request that it be considered by a Review Panel

Complaints Monitoring and Reporting

An essential element of the Corporate Complaints Procedure is the recording, monitoring and subsequent evaluation of all cases so as to inform the City Council about the quality and fairness of its services, and provide guidance as to future practice.

Informal complaints are briefly recorded in a report book on site.

The Complaints Officer keeps a register of all formal complaints received and the outcome.

Reports are submitted on a regular basis to the Director and an Annual Report will also be submitted to the appropriate Scrutiny Committee.

4.4.3
Review of Complaints and Suggestions

The suggestions procedure operating in the libraries is currently under review, along with the form used.  The aim is to promote and encourage suggestions from users and monitor them more effectively in line with the corporate complaints procedure.  In addition to suggestion forms being completed in libraries there is also the opportunity to forward suggestions via Salford Libraries web page.  To date this has mainly been used for generating enquires rather than complaints or suggestions.

Complaints and suggestions for last year are summarised as follows:-

· Book Sales – why not have on-going at all libraries –  not enough books to maintain on reg. basis - annual booksale circulating City 

· Purchase of books from stock

· Length of time to get CDs installed and PCs up and running

· Frequency with which Internet not available

· Toilet provision 

· Concern re incidents at one library

· Suggestions re stock 

· Opening through lunch time 

4.5
Quality Assessment

4.5.1      All of Salford's libraries have recently been awarded the Community Legal Services Quality Mark at the "Self Help Information" Level.  This Quality Mark is the quality standard for a range of information services and comprises a set of standards designed to ensure that a service is well run and has its own quality control mechanisms that relate to the quality of the information or advice the service provides".

Future targets will be to obtain the "Assisted Information" Level for the City's four main libraries by March 2003.

4.5.2      The following processes are used to assess the quality of the library service:-

i) Consultation with Users – CIPFA PLUS survey, corporate annual survey of public satisfaction, complaints/suggestions – the annual surveys both indicated a smaller than average core of users largely satisfied with the staff and the service.  A survey of non-users and lapsed users [see below] is key to future service planning.

ii) Survey on non-users planned for 2001/2

iii) Consultation with staff – Business Excellence Model [now know as European Foundation for Quality Management Model] used in 1999/2000 as part of Review of the Service

iv) Benchmarking, Performance Targets and Performance Measurement – developed through the Review and further developed after publication of the Public Library Standards.  Social Inclusion Group to develop further local benchmarks in 2001/2.

v) The Library Review of 2000 used the Best Value mechanisms to assess the service.  Particular ‘Challenge’ quality assessment took place on

· The branch network – super-libraries as opposed to community access

· Audio-visual services – income generators as opposed to free access to information and culture

· Computerisation – weakness and speed of installation

vi) Stock  - Salford has very low book stocks and only partial computerisation.  Quality assessment of stock awaits the implementation of the Stock Management Policy [see 6.4 Medium Term Strategy, and 7. Action Plans] 

vii)
The Best Value Review for the Library Service is to be undertaken in 2003/2004.  The ‘pilot’ which took place in 1999/2000 used the Best Value mechanisms and set up several processes for continuous review.

5.
REVIEW OF PRECEDING PLANS

5.1
Key achievements from previous Plans (1998-1999;1999-2000)

· To increase Public access to Information and Communication      

      Technologies

i) Set up CD ROM facilities in two libraries

ii) Obtain IT For All accreditation at four libraries

A successful DCMS Wolfson bid enabled the expansion of the original objective to set up CD ROM facilities in two libraries to the establishment of four family Learning Zones, each with eight PCs all with CD ROM facilities and Internet access.

Family Learning Zones launched to public in November 1999, each with ‘IT 4 All’ accreditation.

· To Begin the Installation of a Computerised Stock Management

System

Funding was secured for the installation of a Computerised Stock Management system (both the catalogue and circulation system operate with a manual system).  The  Project Team completed training, a training suite established and the inputting  of stock onto the computerised catalogue progressed.           

· To Review the Cost and Value for Money of the Libraries and

  Information Service.

The District Audit value for Money Study was completed and recommendations were included in the service’s planning process.  

Library Review undertaken and completed March ’00 using Best Value principles

· To Develop, Promote and Increase Access to Reading Resources

for All members of the Community

Draft standards for services to Children and Young People completed 

· To Play a major role in the Development of Lifelong Learning in the City  

NOF Digitisation bid – successful at stage one and new partnership formed [subsequently joint bid accepted by NOF]

Wolfson British History Programme – successful application to DCMS Wolfson for History@Your Fingertips – CD-ROMS and Fact Packs for curriculum and general use.

5.2
Achievements of the Action Plan for 2000 - 2001
ACTION
(/ x
PROGRESS
NOTES

Strategic Objective 1 :  TO IMPROVE EFFECTIVENESS AND EFFICIENCY

1. Analyse Action Plan related to Review of Library Service

2. Amend Annual Library Plan with results of Review of Library Service

3. Prepare targets, costs, monitoring for training

4. Fully update Staff Manual  

5. Continue to assess existing library sites and new sites

6. Consultation meetings with Members, Staff and Community Committees


(
(
(
(
(
(
Complete 

Complete –

ICT Training Plan completed and submitted to NOF in February. Plan approved and training has commenced

Staff manual fully updated and a copy at each service point.  All 

staff briefed and document is being used as a training/induction

tool.

Three new sites identified (Charlestown, Hope and Ordsall) feasibility studies and community consultation underway

Library Review produced and consultation completed with all Library staff (via staff meetings), Community Committees and Members.


see Section 7. – Rolling Action Plans and Targets

see Section 7. – Rolling Action Plans and Targets

Ongoing. see Section 7.

Ongoing. see Section 7.

Ongoing

Strategic Objective 2 : TO DEVELOP PUBLIC ACCESS TO ICT

1. Prepare PN2 Form

2. Introduce free access to the Internet


(
(
People’s Network PN 2 form completed and submitted to NOF in March.

Preparation completed to introduce free access to the Internet from April ‘01


Strategic Objective 3 :  TO COMPLETE THE INSTALLATION OF A COMPUTERISED STOCK MANAGEMENT SYSTEM

1. Complete catalogue at Eccles Library

2. Prepare for circulation at Eccles and catalogue at Swinton


(
X
Inputting of stock at Eccles completed

Action not completed as result of a delay in starting the project due to IT difficulties and maternity leave of Talis trained member of Project Team.                       The preparation for the inputting of the catalogue at Swinton was                      completed but the preparation for circulation at Eccles has been                      carried forward into 2001 and is currently underway ( see Section 7)


Strategic Objective 4 :  TO IMPROVE SERVICE STANDARDS AND CUSTOMER CARE

1. Fully implement the customer consultation strategy

2. Draft Customer Standards statement


(
[X]
CIPFA PLUS survey completed

Customer Standards statement drafted but advised to wait before consultation with Lead Member until full Public Library Standards issued.  Action to be carried forward into 2001 – 2002.




Strategic Objective 5 :  TO IMPROVE AND DEVELOP THE CORE LENDING/REFERENCE SERVICES

1. Gain approval for and implement Stock Management Policy

2. Prepare comprehensive Branch Stock Plan

3. Prepare funding options from Review of Library Service relating to

· Stock purchase

· Stock promotion

· Reallocation of materials funds

4. To celebrate the 150th anniversary of Salford’s Libraries
X

X

X

(

Actions 1 – 3 were not achieved: 
This was due to the issues relating to the problems with the Computerisation Project. The result was a delay in completing the draft Stock Management Policy.  This is now completed and will go forward to Lead Member for approval.

Once approved the branch stock plans can be prepared and funding options relating to stock purchase, stock promotion and reallocation of materials funds can be prepared.  These actions could not be achieved in isolation from an approved Stock Management Policy.

A number of events took place including presentations by authors Anne Fine and Louis De Bernieres, 150 displays and the launch of the Salford 150 book list.




Strategic Objective 6 :  TO PRIORITISE AND PROVIDE EXCELLENCE IN SERVICES TO CHILDREN AND YOUNG PEOPLE

1. Begin implementation of Strategy for Development of Services to Children & Young People

2. Develop Action Plan for Class visit programme

3. Prepare draft standards for stock management
4. Develop further Homework Help Clubs

5. Maintain successful approach to Fair Funding legislation

6. To develop and promote the Reading Game for children
(
(
X

X

(
(

Strategy currently used as main tool for day to day planning of library services for children and young people.

Action plan completed and programme monitored.

Not completed – [see Strategic Objective 5, Actions 1,2,3] - Action carried over and draft standards completed September ’01

Not completed - Original NOF Out of School Care bid redrafted and resubmitted. Homework Help Clubs not included in redrafted bid.

Preparation of Service Level Agreements for circulation to schools in May ’01

Reading game for children developed and launched in all libraries January ’01 – will end December ‘01.  Promotion on-going.




Strategic Objective 7:  TO PLAY A MAJOR ROLE IN THE DEVELOPMENT OF LIFELONG LEARNING IN THE CITY

1. To ensure the service plays a full part in the development of community heritage and the digitisation of materials

2.
To ensure the service plays its full part in City wide and Regional initiatives
(
(

Half way through digitisation of local material using Wolfson British History Award.

Culture and Heritage Team bid to NOF Digitisation successful as part of a partnership with Trafford, Leicestershire and Gloucestershire

· Role in Modernising Service Delivery and Asset Management

· ICT/Information Society initiatives

· Consultation on North West Regional Library Service restructuring [Libraries North West]




6.
ROLLING 3 YEAR MEDIUM TERM STRATEGY

6.1
Analysis of Strengths, Areas for Development, Opportunities and Threats

STRENGTHS
AREAS FOR DEVELOPMENT
OPPORTUNITIES
THREATS







Accessibility
· 16 community libraries in good decorative state of repair

· free access to the Internet

· free access to ICT

· helpfulness of staff (PLUS results)

· website

· DDA awareness training


· reduction of reservation fees

· building work re access
· siting of libraries

· reduction of AV charges

· opening hours

· computerisation
· Asset Management Plan matches recommendations of Review

· Health Service relocation of services in local communities


· lack of funds to develop new sites

· lack of funds to maintain physical state of libraries

· increasing threats of violence to staff leading to overbearing security measures and ‘safe’ opening hours


· 
· 




· 
· 




· 
· 




· 
· 





· 









Service Levels
· free children’s activities

· holidays/under 5’s services to children

· specialist staff 

· Information Centre

· VIP/Housebound

· Mobile Special Needs Services

· partnership working with Heritage, Arts, Early Years services

· acceptance of Review by Council
· extension of services offered in medium/smaller libraries

· low materials fund

· book shop service

· opening hours
· Corporate Modernising Service Delivery agenda – utilising Library Service strengths

· People’s Network

· Sure Start, Neighbourhood Renewal, New Deal funding

· Acceptance of Review by Council

· Public Library Standards
· increasing threats of violence to staff leading to overbearing security measures and ‘safe’ opening hours

· financial restrictions threatening investment and development

· few opportunities for private sector involvement


· 
· 




· 
· 




· 
· 










STRENGTHS
AREAS FOR DEVELOPMENT
OPPORTUNITIES
THREATS







Social Inclusion
· free access to Internet

· free children’s activities

· Information Centre  - help with forms etc

· free use of community rooms for community and unfunded groups

· mobile service to VIP/Housebound

· DDA training

· Joint approach to strategy with Heritage and Arts services


· more partnerships

· community consultation especially non-users

· Reduction of reservation fees/

AV charges

· Services to youth


· People’s Network

· NOF ICT training

· Sure Start, Neighbourhood Renewal, New Deal funding
· increasing threats of violence to staff leading to overbearing security measures and ‘safe’ opening hours

· financial restrictions threatening investment and development


· 





· 





· 





· 










Lifelong Learning
· free use of ICT

· staff skills

· specialist children’s staff

· partnerships forming
· training for users in ICT

· development of stock

· training staff

· more partnerships to be formed and co-ordinated


· People’s Network

· NOF ICT training
· increasing threats of violence to staff leading to overbearing security measures and ‘safe’ opening hours

· financial restrictions threatening investment and development




· 
· 




· 
· 









Stock provision &

deployment
· Early Years funding

· Children’s stock

· Council acceptance of need for investment
· Application of stock policy

· Computerisation

· Investment
· Public Library Standards
· Financial restrictions threatening investment and development


· 
· 










STRENGTHS
AREAS FOR DEVELOPMENT
OPPORTUNITIES
THREATS







Reader development
· reading game for children

· mainstream funding for Reader Development Officer


· service promotion & marketing

· User involvement
· mainstream funding for Reader Development Officer
· financial restrictions threatening investment and development



· 









Resource issues
· decorative and physical state of buildings

· partnerships – Early Years money/Sure Start

· Acceptance by Council of need for investment
· Access to external sources of funding

· 
· Asset Management Plan

· Development of multi-use sites
· Financial restrictions threatening investment and development

· Little opportunity of access to Capital Programme

· Access to external sources of funding




· 










Effectiveness & Efficiency
· Completion and political acceptance of Library Review

· Community Committee Consultations

· Asset Management Plan

· Customer Service/

Pathfinder Status


· act on recommendations in Library Review

· Establish line of communications for customer comments

· Effective deployment of staff within revised opening hours

· Effect of Public Library Standards on level of  bookfund
· Customer Service/

Pathfinder Status


· Community resistance to change and development of multi-use sites

· Staff resistance to new ways of working

· Increasing threats of violence to staff leading to overbearing security measures and ‘safe’ opening hours











· 





· 



6.2
Best Value Reviews
In September 1998 the City Council approved a corporate policy and strategy for Best Value: -

“Best value is seen as the provision of quality, value for money services which meet the needs and aspirations of the community at a price they are prepared to pay.  Salford embraces the pursuit of best value for all services and is committed to providing staff, where appropriate, with the training and resources to achieve best value”

The strategy included establishing criteria for selecting and prioritising services and themes for pilot reviews and a five-year programme of fundamental best value reviews.  The criteria are:

· Areas with most customer impact or things stakeholders most value

· Areas having urgent impact on achieving the organisation’s aims

· Areas of critical strategic importance to the organisation

· Areas of high cost to the organisation

· Recurrent problem areas/areas taking up a lot of management time

In addition performance against national performance indicators have been taken into account, along with meeting national areas of concern.  The resource implications for Directorates in undertaking reviews have also been taken into account in positioning reviews within the schedule. 

In December 2000/January 2001 the programme was again considered to ensure that reviews with the potential to generate savings were prioritised and brought up the programme to help with the Council’s financial position.  This has led to the introduction of another prioritising criteria;

· Potential to generate savings

The Library Service undertook a review of the service during 1999 –2000, using Best Value principles, it was originally chosen for a pilot review.  The Recommendations of the Review are at Appendix 1. 

Within the City Council’s current five-year Best Value Review programme the library service is due to undertake a review in Year 4 2003/2004.

6.3
Service and ICT Improvements and Variations

6.3.1
The Medium Term Strategy
[summarised at 6.4] was developed in 2000 following the Library Review, which was carried out using Best Value principles.  The Review proposed a number of Recommendations [see Appendix], based on the trend data [see Sections 4.1; 4.3] with targets based on the, then, draft Public Library Standards [see Section 4.2].

6.3.2 The Analysis in Section 6.1 confirms the recommendations of the Review and reflects some exciting opportunities that have arisen in the last year.

Strengths are centred on some of the existing services to, for example, special needs customers and children; the wide branch network; new partnerships; and the ability to respond to social inclusion issues through charging policies and service development.

Areas for Development reflect the key recommendations of the Review that there is a need for a sustained and coherent investment in materials, the IT systems to manage them and the staff to market the new stock, develop new services and manage new ICT services.

Opportunities lie particularly in the Library Service’s newly recognised corporate role, reflected in the Modernising Service Delivery initiatives, the Asset Management Plan and partnerships such as with Sure Start and the Heritage and Arts Services, as well as the new funding coming in from the People’s Network and other NOF themes.  A key opportunity is the acceptance at Cabinet level that the Public Library Standards are the key targets for service development.

Threats, and they are significant, come mainly from two sources:

i. The financial restrictions facing the City, both in terms of revenue and capital

ii. The increasing actual and perceived threat of violence to staff which restricts opening hours; “wastes” valuable resources on security measures, increases staff costs because of the need to double staff and threatens the open and free use of People’s Network facilities once installed.

6.3.3 The Medium Term Strategy, therefore, continues the themes of the Recommendations of the Library Review [see Appendix] and the Medium Term Strategy from the Annual Plan for 2000,

· Maintaining the wide branch network, but in multi-use sites as part of a corporate network of access points

· Improving mobile services to special needs customers

· Continuing to consult users and, particularly, non-users

· Attempting to improve and increase materials available to customers

· Continuing data take-on for the Talis System

· Installing and promoting the People’s Network:Salford

· Training staff to exploit the People’s Network:Salford.

6.3.4 ICT Strategies

As Sections 2.3.5 and 3.8.2 demonstrate, the ICT developments not only relate to the corporate strategy, in most cases they are fundamental to several corporate initiatives.

Customer Contact Strategy – aiming to improve service delivery as well as meeting the requirements of the modernising agenda and e-government.  This is based on a structure of a Customer Contact Centre, five One Stop Shops; satellite Customer Access Points in each library.  

A Corporate Infrastructure – of which the People’s Network:Salford will be a key element [see Customer Access Points above]

Free Internet Access for every citizen - of which the People’s Network:Salford will be the main supplier.

6.4
SUMMARY OF MEDIUM TERM STRATEGY 


SUBJECT
2001/2002
2002/2003
2003/2004
STRATEGIC ISSUES

1.
Branch Library Network

[Rec. 1,2]
Assess existing library sites/staffing against cost, siting, partnership criteria
Assess existing library sites/staffing against cost, siting, partnership criteria
Assess existing library sites/staffing against cost, siting, partnership criteria
Best Value

Social Inclusion



Save 27k
Save 20k
Save 20k




Identify appropriate sites for new services
Identify appropriate sites for new services

Best Value

Social Inclusion



Revenue 20k

Capital 40k
Revenue 20k

Capital 40k





2.
Mobile and Special Needs Services

[Rec. 3,4]
Phase out General Mobile Library
Phase out General Mobile Library

Best Value





Save 20k
Save 10k





Lease new Housebound and Special Needs vehicles


Best Value

Social Inclusion



Revenue 20k






3.
User/Non-user consultation

[Rec. 5,6]
CIPFA Plus User Survey
CIPFA Plus User Survey
CIPFA Plus User Survey
Best Value



Nil
Nil
Nil




Non-user Survey

Non-user Survey
Best Value

Social Inclusion



Costs to be identified

Costs to be identified





Rationalisation of Opening Hours Strategy
Implement Rationalisation of Opening Hours Strategy
Best Value

Social Inclusion



Nil
Nil




SUBJECT
2001/2002
2002/2003
2003/2004
STRATEGIC ISSUES

4.
Resources – Books

[Rec. 7 – 16]
Increase spending to Standard Intervention Point
Increase spending to Standard Intervention Point
Increase spending to Standard Intervention Point
Best Value

Social Inclusion

Access to ICT/LLL



Revenue 25k
Revenue 30k
Revenue 30k




Address low stock levels
Address low stock levels
Address low stock levels
Best Value

Social Inclusion

Access to ICT/LLL




£150k
£150k




Define stock profile and stock standards for each level of branch
Develop stock rotation policy

Best Value

Social Inclusion

Access to ICT/LLL



Nil
Nil





Proactive promotion of stocks and services
Proactive promotion of stocks and services
Proactive promotion of stocks and services
Best Value

Social Inclusion

Access to ICT/LLL



See 6 Staff
See 6 Staff
See 6 Staff




5.
Resources – audio-visual

[Rec. 17-26]
Increase spending to national average
Increase spending to national average
Increase spending to national average
Best Value

Social Inclusion

Access to ICT/LLL



See 4 [above]
See 4 [above]
See 4 [above]




Widen selection and availability of videos.

Increase subscription charges.
Widen selection and availability of videos
Widen selection and availability of videos
Best Value

Social Inclusion

Access to ICT/LLL



Income £4k
Income £3
Income 3k




Review provision, charging and investment in audio-visual materials.

Monitor new a-v formats.


Best Value

Social Inclusion

Access to ICT/LLL



Nil





SUBJECT
2001/2002
2002/2003
2003/2004
STRATEGIC ISSUES

6. 
IT/ICT

[Rec. 9 + 27-29]
Computerised Management System at 4  libraries
Computerised Management System at 8 libraries
Computerised Management System at 16 libraries
Best Value

Social Inclusion

Access to ICT/LLL



Revenue 10k
Revenue 10k
Revenue 36k


















Implement People’s Network Project
Market and evaluate PN Project
Market and evaluate PN Project
Social Inclusion

Access to ICT/LLL



Capital [NOF] £486,000
See 7. Staff
See 7. Staff




Implement NOF Training project


Social Inclusion

Access to ICT/LLL



NOF £65,000






7.
Staff

[Rec. 30, 31]
+2 ‘professional’ staff – reader development and ICT Development
+ 2 ‘professional’ staff – marketing and service development
+ 2 ‘professional’ staff – marketing and service development
Best Value

Social Inclusion

Access to ICT/LLL



Revenue £40,000
Revenue £25,000
Revenue £25,000




Single Status – Job Evaluation of all Library staff


Best Value




SUBJECT
2001/2002
2002/2003
2003/2004
STRATEGIC ISSUES

8.
Income, fees and service adjustments

Rec. 32 - 41
Reduce loan period to 3 weeks


Best Value

Social Inclusion



Increased income c.£1500






Develop and market bookshop and book ordering facility


Best Value

Social Inclusion



Increased income C.£3,000






Pilot  4 drinks/food vending machines in Main Libraries


Best Value

Social Inclusion








7

THE WAY AHEAD

7.1

ACTION PLANS

2001/2002

2002/2003

2001/2002

STRATEGIC OBJECTIVE 1:  TO IMPROVE EFFECTIVENESS AND EFFICIENCY

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1.   Continue to assess existing library sites and new sites

2. Plan phasing out of Mobile Library Service

3. Rationalisation of services to those with Special Needs

4. To evaluate and cost alternative forms of stock selection


LMT

PLO/MLS staff

Lead Member

PLO/MLS staff

Project Manager
Ongoing

April 01

April 01

April 01
Dec 01

Dec 01

ongoing


Staff time

£30,000 saved in full year

£20,000 revenue for lease of new vehicles

Staff time


Nil

Nil

Nil

Use of IT
· Identification of partners

· Identification of new sites

· Rationalisation of expenditure

Plan completed and approved

· Vehicle specifications determined

· New rotas devised

· Vehicles ordered

· Staff time saved

· Increased suppliers discounts
Best Value

Access to ICT/LLL

Social Inclusion

Best Value

Best Value

Access to ICT/LLL

Social Inclusion

Best Value



2001/2002

STRATEGIC OBJECTIVE 1:  TO IMPROVE EFFECTIVENESS AND EFFICIENCY [continued]

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

5. Develop the purchase and availability of videos

6. Continue the strategy of user and non-user surveys and quality assurance

· User survey

· Non-user survey

· Mystery shopper

· Business Excellence Model


Project Manager

LMT
April 01

April 01
Dec 01

Mar 02
Increase audio-visual budget by

£12,000.

CIPFA Plus fees

Other survey costs to be determined


Nil

Staff briefing

BEM meetings
· Increased issues + 25%

· Increased AV income +10%

Amendments to strategies

Amendments to staff induction and training
Best Value

Access to ICT/LLL

Social Inclusion

Best Value

Social Inclusion



2001/2002

STRATEGIC OBJECTIVE 2:  TO INCREASE PUBLIC ACCESS TO ICT/LIFELONG LEARNING

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1. To implement Staff ICT Training Plan 

2. To implement the People’s Network Project

3. To pursue external funding for ICT training for the public and ICT outreach work


Divisional

Librarian

Project Manager

Steering Group

Team Leader

PLO
June 01

April 01

April 01


Mar 01

Mar 02

Mar 02
NOF funding £65,000

NOF Funding £486,000 + 10% City revenue

3 fte staff

[£50,000]

NOF, SRB5, ERDF bids
N/A

See above

N/A
100% staff at ECDL level

· 17 Learning Centres connected to Internet

· 168 PCs available to the public

· 2Mb access installed

ICT development staff funded, leading to increased use of ICT


Best Value

Access to ICT/LLL

Social Inclusion

Best Value

Access to ICT/LLL

Social Inclusion

Access to ICT/LLL

Social Inclusion

2001/2002

STRATEGIC OBJECTIVE 2:  TO INCREASE ACCESS TO ICT/LIFELONG LEARNING [continued]

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

4. Evaluate spending requirements to address backlog of spending on materials

5. To reduce the loan period to 3 weeks

6. To ensure that the service plays a full part in the development of community heritage and the digitisation of materials

7. To ensure that the service plays its full part in city wide and regional initiatives.


PLO

LMT

PLO

Cabinet approval

PLO + Heritage Dev. Officer

Team Leader/

Assistant Director
April 01

April 01

Ongoing

Ongoing
July 01

ongoing


Nil

Nil

NOF-Digitise [c. £400,000]

Wolfson Award [£35,000]

Staff time
N/A

Staff awareness

ICT Training

Staff awareness

N/A


3 year stock development plan produced

· Change implemented

· Issues monitored

· Fine income monitored

· Customer feedback

Projects complete

Libraries become integral to broader strategies


Best Value

Access to ICT/LLL

Social Inclusion

Best Value

Access to ICT/LLL

Social Inclusion

Access to ICT/LLL

Social Inclusion

Access to ICT/LLL

Social Inclusion



2001/2002

STRATEGIC OBJECTIVE 3:  TO CONTINUE THE INSTALLATION OF A COMPUTERISED STOCK MANAGEMENT SYSTEM

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1. To complete the installation of 3 library catalogues

2. To install complete circulation system in 1 library


Project Manager + Team

Project Manager + Team
Apr 01

Apr 01
Mar 02

Mar 02
TALIS fees [£20,000]

Hardware [£12,000]

As above
TALIS updates

Branch staff

As above


3 libraries completed

Eccles library online


Best Value

Access to ICT/LLL

Best Value

Access to ICT/LLL



2001/2002

STRATEGIC OBJECTIVE 4:   TO DEVELOP, PROMOTE AND INCREASE ACCESS TO BOOKS AND MATERIALS TO ALL MEMBERS OF THE PUBLIC

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1. Digitisation of materials

2. Address the backlog of materials spending

3. Develop and begin a strategy of stock and service promotion, and reader development


SEE 2.6.ABOVE

PLO

Reader Development Officer
Apr 01

Apr 01
ongoing

ongoing
£30,000 book fund

£300,000 capital investment over 3 years

· Staff £40,000

· Marketing budget £8,000

· ICT Outreach [bid for funds]
Staff briefing
See 4.3 below

· Rising visitors

· Rising issues

· New readers
Best Value

Access to ICT/LLL

Social Inclusion

Best Value

Access to ICT/LLL

Social Inclusion

2001/2002

STRATEGIC OBJECTIVE 5:   TO CONTINUE TO PRIORITISE AND PROVIDE EXCELLENCE IN SERVICE TO CHILDREN AND YOUNG PEOPLE

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1. Continue implementation of C & YP Strategy

2. To develop and promote library services to under 5s


Children’s Team

Children’s Team
Ongoing

Ongoing

Staff and resources recommended by final strategy.  See also 4.3

See 4.3 above
Branch staff briefing

Staff briefing

Customers with special needs
· Increased usage

· Satisfaction rates in Children’s Plus survey

· Increased usage

· Satisfaction rates in Children’s Plus survey

· Parent/carer feedback
Best Value

Access to ICT/LLL

Social Inclusion

Best Value

Access to ICT/LLL

Social Inclusion

ACTION PLAN

2002/2003

2002/2003

STRATEGIC OBJECTIVE 1:  TO IMPROVE EFFECTIVENESS AND EFFICIENCY

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1. Continue to assess existing library sites and new sites

2. Establish new community site

3. Continue the strategy of user and non-user surveys and quality assurance

4. Develop an opening hours strategy for implementation in April 03
PLO/LMT

PLO/LMT

PLO/LMT

PLO/LMT


Ongoing

April 02


March 03

March 03

March 03


Staff time

£20,000 revenue

£40,000 capital

CIPFA plus fees.

Other survey costs to be determined

Staff time

Publicity


Nil

Staff training

Staff briefing


· Identification of partners

· Identification of new sites

· Rationalisation of expenditure

· New site established

· Surveys conducted

· Strategies amended

· Costed options
Best Value

Access to ICT/LLL

Social Inclusion

Best Value

Access to ICT/LLL

Social Inclusion

Best Value

Social Inclusion

Access to ICT/LLL

Social Inclusion

2002/2003

STRATEGIC OBJECTIVE 1:  TO IMPROVE EFFECTIVENESS AND EFFICIENCY [continued]

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

5. Continue to implement stock management policy

6. Implement, monitor and evaluate rationalised service to special needs users

7. Implement staff training plan

8. Prepare for IIP status


Project Manager

Divisional Librarian/ Mobile Services Librarian

PLO/LMT

PLO


Apr 02

April 02

April 02
Sept 03

Mar 03

Ongoing

March 03
Staff time

Staff time

Publicity

Staff time,

Budget for external courses,

SLA

Staff time


Staff briefing

Staff briefing


· Branch profiles produced

· Stock action plan produced

· Service operational

· Number of users

Expected outcomes successfully met

· Application completed to IIP status
Best Value

Social Inclusion

Best Value

Social Inclusion

Best Value

Best Value



2002/2003

STRATEGIC OBJECTIVE 2:  TO INCREASE PUBLIC ACCESS TO ICT/LIFELONG LEARNING

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1.
Continue to implement Staff ICT Training Plan 

2.
Continue to develop access to ICT via the People’s Network Project

3. Monitor and evaluate People’s Network Project


Divisional Librarian

Project Manager

Project Manager


Ongoing

Ongoing

Ongoing


Ongoing

Ongoing

Ongoing


NOF funding 

Staff time

Availability of PC’s

NOF Funding  + 10% City Revenue Partners


N/a


80% staff ECDL accredited

· Increase in use of ICT

· Increase in use of first-time users of library ICT

· Use of ICT
Best Value

Access to ICT/LLL

Access to ICT/LLL

Social Inclusion

Access to ICT/LLL

Social Inclusion

2002/2003

STRATEGIC OBJECTIVE 3:  TO DEVELOP AND PROMOTE AND INCREASE ACCESS TO ALL SERVICES AND MATERIALS

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1. Continue to address backlog of spending 

2. To implement the Stock Management Policy

3. To develop and implement a reader development policy


PLO/Project Manager

SEE 1.5

PLO /Project Manager


Ongoing

April 02
Ongoing

Dec 02


£30,000 bookfund

£300,000 capital investment over 3 years

Staff

Marketing budget

Stock


· Customer Care training

· Policy training


· Rise in visitor numbers

· Increase in issues

· New readers

· Written policy completed

· 4 organised events

· see 3.1
Best Value

Access to ICT/LLL

Social Inclusion

Access to ICT/LLL

Social Inclusion



2002/2003

STRATEGIC OBJECTIVE 4:  TO CONTINUE THE INSTALLATION OF A COMPUTERISED STOCK MANAGEMENT SYSTEM

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

3. To complete the installation of a further four library catalogues

4. To install complete circulation system in one library


Project Manager + Team

Project Manager + Team
April 02

April  02
March 03

March 03
TALIS fees [£20,000]

Hardware [£8,000]

As above
TALIS updates

TALIS training  for branch staff

As above


· Library stock inputted

· Computer catalogue available to the public

Swinton library online


Best Value

Access to ICT/LLL

Best Value

Access to ICT/LLL



2002/2003

STRATEGIC OBJECTIVE 5:   TO CONTINUE TO PRIORITISE EXCELLENCE IN SERVICE TO CHILDREN AND YOUNG PEOPLE

Action
Person/Team

Responsible
Start Date
End Date
Resources Needed
Training Needs
Success Criteria/ Outputs
Strategic Issues Addressed

1. Analyse the results of the CIPFA Children’s Plus Survey

2. Preparation of Action Plan as a result of 5.1

3. Pilot Bookstart and Beyond Project


Senior Librarian Children and Young People + Children’s Team

As above

Senior Librarian Children and Young People
June 02

Oct 02

April 02
Sept 02

Dec 02

March 03


· Staff time

· Strategic Information Unit

Staff time

· Bookstart Development Officer

· Bookstart packs

· Beyond packs

· Sure Start Partnership

(funding)

· 

· Results analysed

· Action Plan produced

· Increase in library use by under 4’s at Broadwalk Library and satellite branches

· Development of under-4’s areas in 2 libraries

· 12 active library membership promotional events
Best Value

Social Inclusion

Best Value

Access to ICT/LLL

Social Inclusion

Access to ICT/LLL

7.2
OUTLINE ACTION PLAN – 2003/2004

The outline Action Plan for 2003/2004 flows from the strategy developed in the Library Review and is characterised by the continuation of the major service initiatives agreed in June 2000.


KEY OBJECTIVE
ACTION
ESTIMATED FINANCIAL IMPLICATIONS

1.
Improve effectiveness and efficiency
Continuing to assess existing branch sites against cost, partnership opportunities etc.


Est. £20,000 saving



Establish new community site
£20,000 revenue

£40,000 capital





· CIPFA Plus surveys

· Non-user survey


CIPFA fees only





Implementation of Opening Hours Strategy completed in 2002/3


To be determined

2.
To Develop public access to ICT/LLL
Promote and develop People’s Network:Salford


New Staff -£25,000



Complete ECDL training for all staff


Total £65,000 [NOF]



Complete Digitisation Project
Total £102,000 [NOF]



3.
Develop, promote and increase access to all services and materials
Increase materials fund and address backlog of spending
£100,000 one-off spend

£30,000 new revenue



Reader Development Projects


Internal budgets

4.
Computerisation project
Complete 100% access to on-line catalogue


£35,000 licenses



Continue circulation roll-out


To be determined

5.
Prioritisation of services to children & young people
See section 3. above


7.3
KEY PERFORMANCE TARGETS [2000 - 2004]





[NB. These refer to those ‘core’ Indicators over which the Libraries & Information Service can have some influence by its planning and management systems and which reflect some element of quality of service.  

[Targets for 2003/4 are now based on the Public Library Standards]

INDICATOR
2001/2002
2002/2003
2003/2004

1. ISSUES




  -  books/1,000 pop.
6000
6200
6300

  -  audio vis/1,000 pop
  360
370
400






2. STOCK TURN




  -  AF
6.5
6.6
6.7

  -  ANF
3.2
3.3
3.4

  -  CHILDREN’S
4.0
4.2
4.3






3. VISITS/1000 POP
4300
5000
6000






4. OPENING HOURS PER 1,000 POPULATION
128
128
128






5.  INCOME/1000 POP
+5% TO 1514
+5% TO 1590
+5% TO 1670






6.  REQUESTS




SUPP. WITHIN 7 DAYS
25%
35%
50%

   “             “       15  “
50%
60%
70%

   “             “       30  “
80%
85%
85%






7.  FAMILY LEARNING CENTRES  -  USES
15,000
16,000
18,000






8. HOMEWORK HELP CLUBS   -   USES
450
500
550






9.  PCs FOR PUBLIC USE PER 1,000 POPULATION
0.26
0.74
0.74






8. 10. % OF SERVICE POINTS WITH ONLINE CATALOGUE
12%
50%
100%






11. IT 4 ALL ACCREDITATION




                     -  CENTRES
12
12
16

    -  LEARNING CENTRES
8
8
8






12. ECDL ACCREDITED STAFF 
80
110
130

APPENDIX

LIBRARY REVIEW – MAY 2000 

RECOMMENDATIONS

NO.
RECOMMENDATION

1.
That a network of Main, Neighbourhood and Community libraries is established within 3 years which reflects the needs of the various communities and centres of the City.

Each of the three categories of libraries should have predefined levels of service, stock and opening hours, which reflect current user, and potential user need, and should be sited in the most appropriate and accessible place, regardless of whether or not they are stand-alone library buildings.

A  Main Libraries – Swinton, Eccles, Broadwalk, Walkden [4]

· Situated in main shopping and administrative centres

· 50+ hours per week opening including weekends

· Access to the widest range of books, materials, sources and audio-visual materials, as well as parents’ and teachers’ collections, Lifetimes access facilities and newspapers and periodicals.  The ability to listen to/watch audio visual material in the library

· A Learning Centre in each

· Access, at all hours to professional library staff, including those specialising in Children’s books, information and reading development; and staff trained to ECDL level of IT awareness.

· At least 10 PC’s for public use

· Photocopier, fax machine, drinks machine, bookshop/book ordering

B  Neighbourhood Libraries – Broughton, Irlam, Little Hulton, Height [4]

· Situated in significant population centres

· 35+ hours per week opening including weekends

· Access to a wide range of books, materials, and sources.  A range of newspapers and magazines.  Some audio-visual material.

· Access to some ICT based learning materials

· Access, at all hours, to staff trained to ECDL level of IT awareness.  Some access to professional staff specialising in children’s books, information and reading development.

· At least 4 PC’s for public use

· Photocopier.  Fax machine.  Book ordering.

C Community Libraries – sited in community facilities in Cadishead, Peel Green/Brookhouse, Winton/Monton, Worsley, Boothstown, Clifton, Weaste/Seedley, Ordsall, Kersal/Charlestown, Lower Broughton/Blackfriars [10]

· Situated in identifiable communities

· Staffed opening for at least 25 hours per week, more hours if technology and site allows

· Access to a limited range of reading material and information sources.  Some daily newspapers

· IT access to reference and information sources and Internet

· Access during staffed hours to staff trained to ECDL level in IT awareness

· At least 2 PC’s for public use

· Photocopier



2.
That the provision of Community Library services becomes part of a corporate strategy aimed at defining and supporting the needs of local communities in every part of the City.



NO.
RECOMMENDATION

3.
That the General Mobile Library is closed and the vehicle used for visits to schools that are not within easy walking distance of a branch library.



4.
That the Housebound and VIP Mobile Services are combined to provide the fullest possible service for those who cannot reach a branch site.



5.
That a broad survey of users and non-users takes place to assess citizens’ requirements for library opening hours, which will be put into operation in 2001 or when funds allow.



6.
That pilot Sunday opening takes place at appropriate sites as soon as funds allow.



7.
Increase spending on new stock to the average or Statutory Standard



8.
Address the backlog of spending on books



9.
Ensure that the installation of a complete computerised stock management system is completed.



10.
Reduce the book loan period to 3 weeks



11.
Officers should evaluate and cost alternative forms of book selection to confirm current policies provide value for money



12.
The Library Service should formulate a stock rotation policy



13.
To underpin decisions on stock management the formation of a stock policy should be seen as a high priority



14.

Stock standards should be defined for each Main, Neighbourhood and Community Library service point once the overall policy is approved



15.
A stock requirement profile should be drawn up for each library based on the stock audit which is used to guide book selection guidelines



16.
Improve and increase the active promotion of books, reading, and literacy.

17.
Increase spending on audio-visual services to the national average



18.
Stop buying cassettes. Withdraw cassettes from the four main libraries- Swinton, Eccles, Broadwalk and Walkden.



19.
Redistribute cassettes to collections in smaller libraries – Little Hulton, Broughton, Height, Irlam and Mobiles.



20.
Widen selection of videos available for loan and use the increase in income to provide ‘non-fiction’ videos free of charge.  These to be shelved within the book stock.



21.
Increase subscription charge and offer free cassette loans.



22.
Monitor cassette loans to provide evidence of an increase in issues if a free loan policy is adopted.



23.
Research Audio-visual services across the City and make decisions regarding future provision, charging policy and level of investment.



24.
Offer people the opportunity to listen to music in the library.

NO.
RECOMMENDATION

25.
Research the viability of a trading account for AV to enable investment in the service.



26.
Monitor new formats such as DVD and their impact on the audio – visual service.



27.
That corporate and Directorate IT strategies are prepared as a matter of urgency so that all external funding can be accessed.



28.
That corporate strategies ensure that the Library Service fulfils its potential role in the development of the Information Society in Salford



29.
That Internet access becomes free when budgets allow.



30.
That staff numbers are brought to the national average:

1)  To increase and rationalise opening hours and increase access to services

2)  To increase promotion and service development

31.
That management services evaluate the pay scales of all library staff



32.
That fines income targets are set at the predicted level of issues multiplied by the family average return on fines levied [currently 4p per issue.]



33.
That reservation fees for items held in Salford’s stock are charged at a nominal 10p to cover some of the cost of informing the customer when it is available.



34.
Fees for reserving items not held in Salford should more closely meet the cost of obtaining the item:-

  Items from the North West Regional Library Service                £2.00  [about ½ the cost]

  Items from the British Library          photocopied articles £2.00,  books £3.00 [about ½ cost]

 

35.
The current levels of photocopying, fax and PC print out charging are maintained and should consistently be set at a level which generates enough income to match cost plus reinvestment.



36.
That corporate resources are found to develop marketing and sales in all city outlets.



37.
That bookshops/ordering is managed by existing library staff as a core service



38.
That sourcing of book orders undergoes a market test to include speed of supply, stock held and profit margin, and should include current suppliers as well as new methods such as ‘amazon.com’.



39.
That the current sundry debtor system should continue



40.
That discussions take place with officers from Corporate Services about: -

· The funding of a Book Recovery Officer

· Ways to enable sundry debtors to pay their fines/compensation at libraries



41.
That investigations take place as to the supply, siting and management of appropriate drinks/refreshment vending machines.
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