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Foreword – Structure of Report 

This final evaluation report falls into three parts.  We call the first ‘Setting the Scene,’ and it
consists of two chapters.  In the first of these we set both the People’s Network and ICTL
initiatives in their wider policy and programme context, and describe their main features. We
look also at the baseline for the two initiatives and conclude with some observations about the
challenges ahead for public library services.  The second chapter provides an overview of the
methodology we adopted for the evaluation study and highlights some of the issues arising
from it. 

In the second part of the study the main findings are presented in six chapters.  In Chapter 3
we look at how access to ICT has expanded with the People’s Network. Chapter 4 is about
the ways in which library staff are developing the capability and confidence of users of public
library services to ensure best usage of the People’s Network. In a chapter entitled Digital
Citizenship we move on to look at using ICT in service provision for the benefit of users.
Impacts on users themselves are examined in Chapter 6.  Staff are the focus of Chapter 7,
where the impact of ICTL on staff is examined.  In the final chapter of part two we look at the
effects of PN on the library service as a whole.

Part three of this report is a discussion chapter in which we reflect on leadership and
management in public libraries and the way they shape PN achievements.  We also discuss
directions of movement observed in the study and how far these represent an emergent
paradigm.
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Executive Summary

1. The People’s Network 

The People’s Network was launched in 2000.  Its main aims were to connect all 
public libraries to the internet as part of a UK government commitment to provide
universal access to the internet by 2005, and to ensure that all citizens were able to
benefit from the new opportunities offered by information and communication
technologies.

There are two intersecting storylines in this report.  One is about the People’s
Network as a time-bound programme, with an account of its objectives, ICT service
developments and activities, and wide-ranging effects on users, library staff and the 
public library as an entity.  The other is the process of change and transformation
triggered by the introduction of the People’s Network, which was brought to the fore
as public libraries sought to modernise themselves for the information age of the 21st

century.

The policy context
The public library’s potential contribution to addressing the digital divide was twofold: 

To encourage and support the take-up of ICT among those people lacking
the knowledge, skills and confidence to use the internet (the digitally 
excluded); and
To provide a safety net for those sectors of the population excluded by dint 
of social inequality (the socially excluded) through provision of public access
points.

Another important policy agenda framing the initiative was the goal of lifelong
learning.

The building blocks of the programme
There were two main strands of the People’s Network programme which together
provided the threshold conditions for effective access and use of ICT: 

ICT physical infrastructure: the installation of computer terminals and
broadband connections throughout the public library network.
ICT skills development of library staff: ICT training for approximately 40,000 
library staff so that they could deliver the range of ICT services expected of a 
modern library.

The modernising agenda
For the public library service the People’s Network was timely, coming at a relatively
low point in the standing and performance of the public library system.  The scale of 
investment (£120 million) was widely seen as a once in a lifetime opportunity to jump-
start public libraries into the new electronic era by modernising and transforming their 
established ways of doing things.

2. This evaluation
This evaluation adopted a multi-method approach, with an emphasis on qualitative
research methods, supported by quantitative data where available. The primary
vehicle for gathering data was a set of sixteen case studies. Regional and Home
Country workshops with a wider group of library services were convened between
case study rounds to test out emergent findings.

3. Expanding physical access to ICT 
Two years after the launch of PN, the connectivity objective has been very largely
achieved. As a result of PN, a citizen anywhere in the UK can now go to any public
library service point and be confident of gaining access to the internet and of finding a
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standard platform and a package of services free or at low cost.  Rolling out such a 
large scale infrastructure initiative within the scheduled timescale and budget has 
been a remarkable technical achievement as well as an organisational feat involving
multi-stakeholder collaboration.

The numbers provide a sense of the scale of what has been achieved.

Over 4,000 public libraries provide broadband access to the internet and
other online services.
Bandwidth averages hugely exceed the minimum specification of 2MB. 
PN has added in excess of 30,000 computer terminals to the public library
system, an average of seven per branch.

4. Developing users’ ICT competence and confidence 
Over the two-year period since the launch of the People’s Network, libraries have 
helped tens of thousands of adults and young people to become confident and
competent in handling information technology and exploiting its uses.

5. Digital citizenship
Managing information and resources
For many citizens, the sheer volume of digital resources is not so much a solution to 
their information needs as it is an additional burden.  Library staff in many libraries
are seeking to reduce information ‘smog’ by placing discovery tools and finding aids
on the library’s web pages with the intention of helping citizens more easily discover, 
locate and retrieve potentially relevant resources.

Development of digital content
The lack of sufficient high quality content, relevant to users’ needs and interests, was
often cited as the biggest challenge to the sustainability of PN. Content development
initiatives or planned activities included:

Information on local services.
Directories of local education and training provision.
The digitisation of collections held by the library service and other cultural
institutions.
Library participation in partnership with other providers to develop and 
deliver learning materials.
Creation of community websites. 
Digital story-telling, using new media as a tool for celebrating 
the stories of people and their cultural heritage in diverse 
towns, villages and cities.

Interactive learning environments
Further emergent service development is the creation of interactive learning
environments.  Reader development is at the forefront of developments in this area.

What difference does ICT make to the library service?
Actual service changes ranged between:

Service enhancement, where ICT made a small or incremental change to 
the service.
Service improvement, where ICT added a new dimension or functionality,
extending the existing service in ways that brought new benefits.
Service innovation, where ICT brought about a change of state in the 
service or created a quite new service not previously possible with 
available technologies.
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Research findings suggest that where ICT is buttressed by appropriate social and 
organisational arrangements, it is more likely to contribute to social goals such as 
local capacity building and cohesion. Stand-alone resources are typically effective for
self-directed, self-managing learners but may be much less so for the kinds of 
learners from socially excluded and under-served groups that libraries are hoping to 
attract.

6. The outcomes and benefits of PN for users 
Are the PN terminals being used? 
Survey findings underline the importance of public libraries as key points of public
access to the internet.

The government’s most recent UK online report (2003) claims that 10% 
of all internet users in the UK recently accessed the internet from a public
library, up from 3% in 2001.  In sheer scale of use, monitoring data on PN 
collected from all public libraries in England, reveal 11.7 million user
sessions on the networked terminals in 2003. 

Which facilities and applications are being used? 
Findings from case studies suggest a clear hierarchy of the facilities and applications
being used:

By far the most common usage of PN was for the internet or email.  In 
some libraries internet use predominated, in others email.
The next most common usage was for computer applications, especially
MS Word.
The use of information services on the library or council website, other 
MS applications (Excel, Access) and subscription information packages
lagged significantly behind the first three uses.
Other applications (Photoshop, desktop publishing) and technologies
such as videoconferencing represent the tail end of use. 

The main reasons for using email included keeping in touch with family and friends,
helping with studies, learning how to use the computer and improve ICT skills and
pursuing a hobby or interest. Generally users use the PN facilities in a variety of
ways, for specific practical tasks; for learning; and for general self-improvement.

Who are the users?
The MORI survey suggests that the profile of PN users is broadly consistent with the
library user population and profile, and is skewed towards the middle class.
However, the survey also showed that a higher proportion of people from ethnic
minority groups were using PN than from the white population (with the caveat that 
this could be a sampling effect related to age.)
Netbase data from PN monitoring returns, based substantially on library staff 
perceptions rather than systematically gathered data, paints a picture of the new
kinds of users coming into the library to use PN: 

Younger people, aged 16-25 were the most dominant user group.
Teenage boys and young males tended to predominate – a new
phenomenon.
Older people aged 50-70, of whom a significant proportion were lacking
in ICT competence and confidence.
People from groups categorised as socially or digitally excluded, the 
particular profile varying with regional demographics but include
unemployed people, asylum seekers and refugees, migrant/seasonal
workers, people whose first language is not English, including foreign
students and tourists, black and ethnic minority groups, and people with a 
disability.
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Users’ view and experiences of PN 
Focus groups with users in all case study libraries showed high levels of user
satisfaction with PN:

Users were overwhelmingly positive about ICT in libraries, especially free 
access to the internet, the speed of the connection, state-of-the art 
technology and the range of software applications.
A majority of participants said it would be difficult or impossible to access
the internet if their library did not provide this service.
The supportive, informal atmosphere was especially attractive to novice 
ICT users, and library staff were widely seen as helpful (though not
always up to speed on trouble-shooting).

Not every focus group member was happy about the opening of the digital window on
the world.  Some users worried that this signalled the end of libraries’ paper-based
resources and services.

7. The effects of ICTL training on library staff 
Overall, training was limited in its impacts because the organisational changes
required for it to be effective were not in place.  That said, there were many positive
benefits and outcomes of training, and a solid basis laid for future workforce
development.

Views on and experiences of ICT training
The majority of staff were positive about their training experiences, especially once
over the minimal threshold of competence in handling ICT.  It provided a much
needed impetus to improve morale, engendering a greater sense of professionalism
and of being part of a modern library service. 

Applying ICT skills to the work setting 
A main area of application of ICT skills was in everyday work tasks.  An important
application of library staff members’ newly acquired  ICT skills was helping PN users
to develop their skills in handling and using the new technologies. 

There was broad consensus amongst front line staff that work roles and the
workplace had changed as a result of PN.  One effect was work intensification, with 
library staff taking on an increasingly broader set of tasks and activities.  Another was
greater fluidity between professional and sub-professional roles, with more prospects
in some places for mobility (although many still saw these as very limited).

Changes in work roles as a result of PN 
More generally, library staff as a whole were taking on a number of promotional,
support and management roles appropriate to the new networked library
environment.  These included:

identifying needs, recruiting learners
liaising with agencies and brokering partnerships
assessing learners, tracking their progress
managing volunteers
signposting learners to training and further learning opportunities
managing user consultation processes
managing the library/learning centre as a ‘community space’ and creating
a supportive environment for learning
collecting (and sometimes analysing) monitoring data

8. Impacts on the library service 
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In conjunction with a number of previous and parallel activities in the public library
system, PN seems to have crystallised and brought to the fore a vision of a modern
public library, yet to be fully realised.  PN has opened up a range of possible futures
for the public library, and helped begin to shape new professional identities.

External relations 
Our evaluation has indicated some important effects on external 
relations:

PN has created a reservoir of credibility and goodwill towards the library
service – among citizens, other agencies, councillors and departments
within the local authority.
It has changed the common perceptions that many citizens have of the 
library service, helping the library to reposition itself at the heart of the
local community.
The public library is more attractive as a partner to other external
agencies: its reputation and standing is higher as a result of PN, and it 
has resources to bring to the table.
Within the local authority, the library is also seen as an attractive partner:
PN facilities and free internet access offer other departments the 
opportunity to extend the reach of their services into all communities
served by the public library.
PN, and the demonstration of the capacity to handle the implementation
of such an initiative, has enabled some library services to leverage
additional funding for new services and activities.

Future scenarios
The People’s Network, with its strong agenda of modernisation,
opened up new visions1 of the library of the future.  We identified three 
emergent visions from our discussions with heads of library services
and members of their senior management teams: 

An information hub 
Supported learning and lifelong learning 
Community development and lifelong learning 

9. Synthesis and reflections 

Organisational change and ‘strategic inertia’
The People’s Network was seen by its architects and advocates as a 
catalyst for modernising the library service.  What it has exposed is the 
need for concerted action on a number of different fronts,
simultaneously. Neither technology nor training, on its own, is sufficient
to launch libraries, fully fledged, into the digital world.

Running through our report is a paradox or ‘competing stories’. On the 
one hand, our findings suggest a great deal of energised activity,
change and an embrace of digital technologies and the new network 

1 These different visions, and their organisational implications, including in particular
the future profile of the workforce and workforce development strategies, will be taken 
up in more detail in a separate forthcoming report commissioned by MLA.
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library.  On the other, a recurring theme in our discussions with library
staff has been wariness, inertia and sometimes resistance.

We identify a number of structural, cultural and organisational factors 
contributing to what appears to be a state of ‘strategic inertia’: 

Different views about what a viable alternative model might
look like.
Senior managers’ lack of experience in managing change in
a turbulent environment, requiring partnership, advocacy and 
higher level strategy skills. 
The gap between the current competences, identity and 
composition of the workforce and that needed for the future.
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Towards a new paradigm? 

Table: Technological change - old and new paradigms

Old Paradigm New Paradigm
From individual 
learning

to social learning to building 
learning
communities

From formal learning to informal 
learning

From outreach as a 
strategy for working 
in the community

to working with 
the community to 
identify needs

to local animation
and building
communities

From top down or 
external push

to community pull 

From provider-led
service planning

to participatory
design and 
creation of local 
ownership

From using digital 
technologies to 
support one to one 
interaction

to one to many to many to many

From access as 
enabling the citizen 
to consume and 
receive

to access as 
enabling the
citizen to produce
and distribute

From emphasis on 
the transmission of 
information

to the co-creation
of knowledge

From content 
management

to content
creation

In many ways the new information technologies, and other changes in 
social systems and practices, represent a paradigmatic challenge for
public libraries. As the above table illustrates, the paradigm change 
involves a shift from seeing ICT as a source of information, a conduit 
for ‘commodified’ learning, a medium for transmission, and ICT access
as primarily about being able to consume and receive; to a view of ICT 
as an empowering tool that can be used for social and community 
purposes.

Looking at directional movement across the various dimensions, there 
are signs that public libraries are taking steps towards the use of ICT to 
support community activity, active citizenship and democratic 
participation, alongside more traditional information transmission and 
retrieval roles.  To make their mark on the 21st century as they did in 
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past centuries, public library services will need to continue on these
trajectories into the future, as is increasingly reflected in the national 
strategies for public libraries in England, Scotland, Wales and Northern 
Ireland.
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SETTING THE SCENE 



1

1. The People’s Network – Policy Context and 
Programme Features 

Introduction
This chapter sets the People’s Network (PN) and ICT Training for Public Library Staff 
(ICTL) programmes in the wider policy context, noting their expected contribution to
delivering government objectives in a number of different policy areas.  It then looks
at the programme context, specifically the various strands of the Community Access
to Lifelong Learning initiative of the New Opportunities Fund2 (NOF) and the key
design features of the PN and ICTL programmes, as well as providing a more specific
focus on the objectives and purposes of both programmes. A following section
describes the way the programmes were managed and implemented.  We consider
the baseline for the two programmes, noting the wide diversity between library
services in their starting conditions and the intention to create ‘a level playing field’.
We conclude with some observations of the most recent Audit Commission report
(2002) about the challenges ahead for libraries in the light of several downward
trends.

1.1 Policy context and programme features 
This evaluation report concerns the People’s Network, a major initiative to bring
internet access and online services to the whole UK population via public libraries.
The aim of the programme was to enhance the role of the public library as a key
agent in enabling all citizens to prosper in the information society and to benefit from 
new opportunities offered by information and communication technology (ICT).

The original vision for the People’s Network was set out in two reports 
produced by the then Libraries and Information Council (LIC) in the late
1990s: New Library: the People’s Network (1997) and Building the New
Library Network (1998).  These two reports set out three main strands
or building blocks for the People’s Network:

ICT physical infrastructure: the installation of PCs and 
broadband connections throughout the public library network. 

2 The New Opportunities Fund was established as a Lottery Distributor by the National Lottery 
Act 1998.  The Fund, which is a UK-wide non-departmental body sponsored by the 
Department of Culture, Media and Sport, was responsible for making grants for health,
education and environment projects under initiatives specified by government.  In June 2004
the New Opportunities Fund merged with the Community Fund to create the Big Lottery Fund.
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ICT skills development of library staff:  training in the use of ICT 
for all 40,000 public library staff across the UK. 

Content creation: the development of a ‘community bank’ of
learning resources and materials in electronic format. 

Funding for the first two strands of the People’s Network was provided 
by the New Opportunities Fund through its PN and ICTL programmes. 
By the end of 2002, the two programmes had been largely 
implemented with funds distributed to public library services in all four 
countries.  The total investment for the two programmes was £120m 
and represented the largest ever investment in the 150 years of the 
public library service.

Both programmes were managed in partnership with the strategic
agencies working with the public library sector in England, Scotland,
Wales and Northern Ireland.3  Resource was responsible for 
coordinating and managing the planning, roll-out and future 
development of the project across the UK, in consultation with the 
agencies in Scotland, Wales and Northern Ireland.  The New 
Opportunities Fund administered the application, assessment and 
funding allocation process, provided overall programme management 
and undertook ongoing compliance and monitoring. 

NOF also provided funding for the third, content-creation strand of the 
People’s Network through its £50million digitisation of learning 
materials programme.  This programme however provided funding to a 
very wide range of organisations and, indeed, library services were a 
small minority of the 149 funded recipients.  Evaluation of this
digitisation programme is outside the scope of this report. 

1.2 The policy context 

The People’s Network sits at the junction of several public policy
initiatives. These are principally in the areas of lifelong learning, social 
inclusion, active citizenship, e-government and e-commerce.  The 
programme was informed by two parallel, mutually reinforcing strands 
of policy thinking, one coming from the public library side and the other 
from government.  An important impetus for both was the policy
statement Our Information Age: the Government’s Vision, (Central

3 The strategic agencies for the four countries are:
England: Resource, renamed the Council for Museums, Libraries and Archives (MLA) in 2004
Scotland: the Scottish Library and Information Council (SLIC)
Wales: Library and Information Services Council Wales (LISC Wales). CyMAL: Museums
Archives and Libraries Wales was created as a new division of the Welsh Assembly
Government, operational on 1 April 2004.
Northern Ireland: Library and Information Services Council Northern Ireland (LISC NI) 
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Office of Information, 1998), which sought to position the UK as a 
world-leader in the new knowledge economy.

The government policy agenda for the UK 
Central to the government’s agenda for the information age has been 
the drive to exploit the new network technologies for economic and 
social transformation, giving every individual, business and community
the opportunity to participate fully in the benefits flowing from these 
changes. The new technologies were seen as not only the key to 
economic competitiveness but also vital for achieving the government’s
social objectives – helping, for example, to reinvigorate public services;
to drive the regeneration of rural communities and; through e-
democracy, to improve citizen engagement in the democratic process
(Brindley, 2002). 

UK online was launched in 2000, as the flagship policy initiative. Its
three overarching objectives were: 

To ensure that everyone who wants it has access to the Internet by
2005.
To make all government services available electronically by 2005. 
To make the UK the best and safest environment in the world for e-
commerce by 2002. 

In tandem with the strategy to drive up the rate of connectivity and 
increase access to the internet, was a concern to promote equality in 
the new knowledge economy by ensuring that the gap between the 
‘haves’ and ‘have nots’ did not widen as ICT became increasingly
influential and pervasive.  A Policy Action Team (PAT 15) within the 
Social Exclusion Unit was set up to develop a strategy to increase the 
availability and take-up of ICT for people living in poor neighbourhoods.
Its report Closing the Digital Divide was published in March 2000, with
a series of recommendations for joined-up government initiatives
aimed at tackling the social exclusion agenda.

Two of the recommendations were that: “Each community should have 
at least one publicly accessible community-based facility” and that “IT
learning centres should offer an ICT familiarization programme 
developed in conjunction with local organisations”.  Both 
recommendations were enacted through UK online, with the objective 
to establish 6,000 UK online learning centres by 2002, including among 
them 3,500 public library service points.

A third area that was an important part of the policy context for the 
People’s Network was lifelong learning, especially its relationship with 
economic competitiveness and employment.  ICT skills were seen by
the then DfEE as “the indispensable grammar of modern life” and an 
essential “tool for lifelong learning” (DfEE, 2000).  Opportunities to
participate and engage with both formal and informal education, 
training and information would require technological literacy. Failure to
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tackle the ‘digital divide’ and increase ICT skills could reduce the 
nation’s ability to compete effectively in an increasingly global
economy.  Gaining and exploiting ICT skills were increasingly a
requirement for full participation in local and national economies.

Central to the government’s lifelong learning strategy was the creation 
of learning pathways for individual learners: from informal learning into
formal learning; from basic adult skills to more advanced skills; from 
piecemeal learning to more coherent packages of accredited learning.
The People’s Network, along with LearnDirect and UK online, were
policy instruments for achieving this objective.  Furthermore, they were 
a potential show-case of joined-up government, and important for the 
Department for Culture, Media and Sport (DCMS) in positioning itself
as ‘the partner of choice’ for delivering government objectives.

The public library service agenda 
The introduction of the new technologies presented a challenge and 
opportunity for public libraries.  Potentially, libraries could be a powerful 
agent for change in helping to achieve the ambitious goals for the 
Information Age.  As a local institution, serving over half the population,
they were the ideal vehicle to foster the spread of vital new 
technological skills among the population, and to provide community
access and support.  Realising these goals called for a strategy for the 
radical transformation of the character and importance of the UK’s
public libraries.

Two linked seminal reports, published in 1997 and 1998, laid the 
framework for the People’s Network. The first, entitled New Library:
The People’s Network (LIC, 1997) set out the broad vision and strategy
for a public library network with potential to deliver resources for
information and learning to citizens across the whole country.  The 
second, Building the New Library Network (LIC, 1998) produced firm 
proposals and costings to translate the vision of the earlier report into 
reality.  The key elements were network infrastructure, training for 
library staff in ICT skills and the creation of content for the network.  At 
the time the report was drafted, the likelihood of funding, at least for 
training and content, from the New Opportunities Fund for the People’s
Network had already been signalled by government.  The report thus 
became, in its essentials, the blueprint for the People’s Network
programme finally launched by NOF in 2000.

The policy context for public libraries, mirroring the wider government 
policy agenda, also included a focus on social inclusion.  Despite the 
wide public use of libraries by over half the population and their ethos 
of inclusion, the service priorities and resourcing strategies have
consistently worked in favour of existing library users rather than 
excluded or disadvantaged communities or groups.  The Review of the 
public library service in England and Wales (Association of Library 
Information Management (ASLIB), 1995) found that whole groups in 
the community were not being served effectively, despite the overall 
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positive image of libraries. Libraries for All: Social Inclusion in Public
Libraries (DCMS, 1999) identified the barriers to socially inclusive use 
of libraries and outlined a range of strategies that libraries could take to 
help combat social exclusion.  Included among these was providing 
affordable access to ICT.   A research report Open to All? The Public
Library and Social Exclusion (Resource, 2000) examined the record of
the public library in tackling disadvantage. It concluded that if public
libraries were to take a lead in addressing the social inclusion issues
around ICT and the digital divide, it would need to undergo rapid 
transformation and change towards a far more proactive, educative 
and interventionist public institution.  The People’s Network offered a 
timely opportunity to meet these challenges.

A dynamic policy context 
The policy context has continued to evolve in the period since the 
People’s Network was launched.  In England, a key initiative has been 
the release of the government’s ten year vision for public libraries, set
out in Framework for the Future: Libraries, Learning and Information in 
the New Decade (DCMS, 2003).  The central themes of the Framework
are: Books, Reading and Learning; Digital Citizenship; and Community
and Civic Values.  In Northern Ireland, a similar document entitled 
Tomorrow’s Libraries (LISC NI, 2003) sets out a future vision for the 
service.  It too emphasises the key role for libraries in supporting 
government policy around social inclusion and learning, and delivering
modern public services online.  In Wales, the Welsh Assembly’s
flagship programme Communities First set the framework for a report 
on Mapping Social Inclusion in Publicly-funded Libraries in Wales
(LISC, 2003). Finally, the Scottish Executive have asked the Scottish
Library and Information Council to develop a standards and evaluation 
framework with the key themes of Information, Reading, Access and 
Community which, it is expected, will be piloted next year.

1.3 The programme content 

NOF ran a very wide range of education, health and environment
initiatives, often with complementary or overlapping aims.

The several strands that come together around the People’s Network in 
public libraries are drawn from two different Fund initiatives: 
Community Access to Lifelong Learning and ICT Training and Content
Creation (see table 1.1).

The Community Access to Lifelong Learning Initiative
One of NOF’s core initiatives  is Community Access to Lifelong Learning Programme
(CALL).  Its aims are to: 

Improve access to lifelong learning through the use of ICT, with 
a particular focus on socially excluded adults and those in 
disadvantaged communities. 
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Further develop the creation of community-based content to 
encourage people to use ICT and encourage them into lifelong 
learning.

Table 1.1 The New Opportunities Fund Programmes 

Initiative Programme
Community
Access to 
Lifelong Learning 

The People’s
Network

ICT infrastructure
for public libraries 

ICT Learning 
Centres

Revenue funding to 
support learning 
centres in a variety 
of locations

Community
Grids for
Learning

Websites
containing
information on 
community learning 
opportunities and 
materials

ICT  Training and 
Content Creation

ICTL ICT skills 
development for all 
library staff 

ICTT ICT skills 
development for 
teachers and 
school librarians 

Digitisation of 
learning
materials

Electronic content 
creation to support 
lifelong learning

Library authorities were allocated funding under the People's Network 
programme and were permitted to apply for funding under the two 
other programmes (see table 1.1), providing that bids did not duplicate 
activities funded via the People’s Network. 

The People’s Network strand within CALL
The core of the People’s Network programme was ICT infrastructure. A 
total allocation of £100m was distributed to library authorities
throughout the UK to put computers with fast internet access into every 
public library, of which there are more than 4,000.  The idea was that 
every library should have an ICT learning centre, comprising a cluster
of public access terminals with supporting networking hardware 
(printers, scanners), a suite of software applications, and peripherals. 
The network requirement was for a bandwidth of at least 2 megabytes
(MB), permitting libraries to deliver networked multimedia learning 
content.
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Within England, the People's Network included an Excellence Fund,
which was targeted at showcase or innovative ICT infrastructure 
projects.  The Excellence Fund was available to all public libraries in 
England with priority given to those services that had received low 
allocations under the People's Network due to them having already
invested heavily in ICT infrastructure.  A total of £2.3m was awarded to 
30 projects.

ICT training and content creation initiative
Workers in various settings were supported in developing ICT skills
This £300m initiative included £230m for ICT training for teachers and 
school librarians, £20m for training for public library staff (ICTL) and 
£50m for the digitisation of learning materials. 

Digitisation of learning materials
The digitisation of learning materials (NOF-Digitise) funded the 
development of a ‘community bank’ of learning resources and materials
in electronic format, spanning arts, heritage and culture, community 
and civic information, and materials to support basic skills.  The aim 
was to make the resources of libraries, archives, museums, galleries,
educational institutions and other public-sector organisations and 
charitable foundations in the UK more accessible, and free to users of 
the People’s Network and the National Grid for Learning.

Funding
In total, the NOF funding exclusively distributed to libraries for the 
People’s Network and ICTL amounted to £120m.  The allocation for 
NOF-Digitise was a further £50m.  The budget for the different
programme strands, and the distribution between the four countries of
the UK is set out below. The financial split was based on population,
weighted to reflect levels of deprivation in each country.

Table 1.2  Programme budgets by strand and by country 

Programme budgets (in £s) 
Home country People’s

Network
ICTL

England 77 500 000 16 100 000 
Northern Ireland

4 500 000
                600 000 

Scotland 11 500 000 2 400 000 

Wales 6 500 000
                900 000 

Total budget
100 000 000 20 000 000 

1.4 The purpose and objectives of the People’s Network and 
ICTL
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People's Network
In setting out the main purpose and objectives for the People’s
Network, NOF essentially adopted the strategy and framework set out
in the LIC (1998) report Building the New Library Network.  At the same 
time, however, it built on and extended the areas identified in the 
report, giving a much stronger emphasis to the learning and social 
inclusion dimensions.  These were core values and elements of its 
CALL programme, within which the People’s Network programme was
located.

The over-arching purpose of the People’s Network, as set out in 
guidance on the programme distributed to library authorities, was: 

“To provide access to digital content and e-services, 
government and community information, and learning 
opportunities for all, which will place public libraries at the heart 
of the government’s lifelong learning and social inclusion
agendas.

At the heart of the People’s Network funding programme is a 
commitment to social inclusion, ensuring that no citizen is
excluded from obtaining ICT literacy and gaining access to 
networked content.  It is expected that these networked 
resources will normally be free at the point of use”4.

The guidance notes set out six areas of ICT service development and 
activity where the People’s Network could make a distinctive
contribution to the overall aims. These are outlined in table 1.3. 

ICT Training for Public Library Staff Programme 
The main aim of this programme was to equip public library staff with the skills, 
knowledge and confidence to use ICT effectively in their day-to-day work and to use
new technology to benefit the users of public libraries.  As with the People’s Network,
NOF essentially adopted the recommendations of the LIC report and also the training
needs analysis report by British Educational Communications and Technology
agency (BECTa).

4 Programme aims, as set out in the PN1 guidance on the People’s Network allocation
programme.
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Table 1.3  Areas of ICT service development and activity

Education and 
lifelong learning

Acquiring skills in the new literacies. 
Access to relevant learning
resources as well as on-site support 
from library staff. 

Access to 
information

Widen access to electronic
information via the internet, including 
online databases. 
Increase learners’ confidence in 
using the internet. 
Offer access to web-based email 
facilities.

Citizen’s
information

Access for the citizen to local and 
central government services. 
Opportunities for the citizen to 
interact with government, helping to 
stimulate and shape new 
government services. 

Business and the 
economy

Offer increased opportunities via ICT 
to promote and disseminate business
information in most types of media. 
Increase the skill base of citizens in
using ICT effectively, helping to 
increase their employability.

Community history
and identity

Provide access to family and local 
history resources via PN learning
centres.
Work with communities to develop
services that are relevant to them. 

National digital 
library

Help make unique heritage materials
available to a wider audience. 

Both bodies were keen to ensure that all public library staff were able 
to fulfil the four principal roles and functions they had outlined.  These 
were to:

Support learning 
Provide access to information 
Promote reader development 
Provide assisted access to remotely delivered public services

With these in mind they were built into the main aims for the training.
LIC also noted that they did not wish to be too prescriptive about
training beyond the basic package, but identified a series of advanced 
roles they expected staff to be taking up in the future. 
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Table 1.4  Main aims for training programme

Library Information 
Commission – 
Building New Library
Network

To support users and ensure effective
learning.
To provide access to information to support
and promote reader development.
To help find things out on behalf of users. 
To provide assisted access to remotely
delivered public services. 
To equip key staff in the library service will 
skills required to deliver high quality service.

BECTa – Training
Needs Analysis

To ensure staff:
Have basic ICT skills.
Are able to navigate the internet.
Have ICT equipment trouble shooting skills.

NOF went on to adopt three levels of training that would correspond with the training
needs identified in the two reports. These were expressed as Expected Outcomes
and are set out in table 1.5 below.

The overall package of training was designed to ensure that public library staff 
achieved a basic level of competence in the use of ICT as well as acquiring skills
which had a more direct relationship with library work.  All public library staff were
required to take core training courses to achieve the skills required to implement the
new library network.  While outcome one tied in with the ECDL package, there was
no specific requirement to take this course.  Supplementary and advanced training
could be delivered by approved training providers, or in-house.

The approach taken by NOF was to specify a range of competences 
that all staff should attain (Expected Outcomes 1 - 8) but leave it to the 
library authorities to determine how they could best attain that degree 
of competence among all their staff.  Advanced  training was optional 
and not a requirement for all staff, but an opportunity to provide skills
over an above Outcomes 1 – 8 for appropriate staff. 
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Table 1.5  Levels of ICTL, Expected Outcomes 1 – 8 and 
Advanced training

Basic
competence

Expected
Outcome 1 

1. Library staff to have knowledge 
understanding and competence with ICT. 

Additional/
supplementary
competences

Expected
Outcomes 2-8 

2. Library staff should know those features of 
ICT, which can be used, separately or 
together, to support their work. 

3. Health and safety and legal issues.
4. Library staff should know how to find things 

out on behalf of users. 
5. Supporting reader development.
6. Supporting users to ensure effective

learning.
7. The effective management of ICT 

resources in libraries.
8. Library staff should know how to use ICT to 

improve their own professional efficiency
and to reduce administrative an 
bureaucratic burdens. 

Advanced
training roles 

Net Navigator
IT gatekeeper 
Information consultant 
Information manager 
Educator

1.5 Programme management and implementation 

In this section, the main features of programme management and implementation are 
outlined.

Management of the People’s Network
NOF was responsible for overall management of the People’s Network and ICTL 
initiatives, working in partnership with the home country strategic library agencies.  In 
managing the programme, the partnership made use of the strengths of the several
bodies to good effect.  NOF brought high level programme management expertise to
the task of rolling out and implementing the programmes, providing a robust and
transparent framework for the allocation of funding and ongoing monitoring and
compliance. It sought to build inherent flexibility into the programme design, as well
as to exercise flexibility once the programme was in place.

Resource, SLIC, LISC (Wales), and LISC (NI) provided expert advice and guidance
using knowledge and experience of the sector to both NOF and public libraries as
well as managing the strategic and policy elements of programme implementation.
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NOF organised seminars and sometimes venues, identified best practices, worked
with GCAT (short routes to procurement) and encouraged library services to share
experiences.  The home country strategic agencies provided the intellectual content 
for seminars and workshops, as well as administrative support. Working together,
NOF and the strategic agencies sought to create an environment which would secure
engagement and trust from public libraries.

Implementation of the People’s Network
An in-principle decision was made to take the library service as the ‘unit of funding’.
The principle of universality argued against a bidding process, and so PN was 
designed as an allocation rather than a grants programme.

There was a basic choice to be made between allocating funds on the basis of need 
or size. There was also an issue about the different starting conditions. On the one
hand, NOF did not want to penalise those who had taken a lead in installing ICT, nor 
on the other hand unduly reward those who had undertaken no initiatives at all. 
Resource worked on a funding model based on what would constitute an average
ICT library service in a branch library and a central library and then working out 
average costs of wiring a terminal in a library (costs of installation, data, furniture, 
technical support etc.).  The formula devised took into account the number of 
libraries, previous infrastructure and the library service population.  The model, 
applied to a library service, predicted the number of terminals it would receive, and
library services were then invited to estimate their needs using a data gathering form, 
PN1. The actual allocation was made on the triangulation between the model and the
library’s estimate of needs, with some adjustment if required (in most cases,
downsizing of the budget by NOF).  Even though some big libraries already had an 
ICT infrastructure, this often needed replacing or upgrading.  Scotland, through SLIC,
worked in a slightly different way. The model based on the proxy number of PCs 
required was not favoured, instead SLIC tried to balance the PC requirements with
the size of the library as a whole.

Allocations varied widely.  The smallest allocation was a single library in London at 
£25,000.  The largest was £2.7m for Kent County Library Services with around 100 
libraries, translating into 883 terminals. The Excellence Fund was used to help 
compensate for some of the anomalies of the allocation model within England.  Some
library services which had previously invested in ICT infrastructure and provision,
may have been slightly disadvantaged by the allocation model.  They received
additional weighting when it came to selecting projects for funding.

On the basis of their funding allocation, library services were required to submit a 
business plan for how they proposed to install and deliver their ICT infrastructure and
services.  A template was provided, the PN2. Half of the PN2 concerned the 
technical side (bandwidth, number of terminals, network support), half the operational
elements (service delivery, monitoring of service take-up and usage), and marketing
and publicity.  Applicants also had to show how they were addressing the issue of 
social inclusion, and to indicate how the roll out of their training plan related to
infrastructure planning. Most business plans were put together in partnership with
local authority IT managers.

Library services were given three opportunities to submit PN2 forms over a 12-month
period.  Most were funded at the first and second rounds. There were several
reasons behind the decision to stagger the funding rounds.  First, NOF believed that
not all library services would be able to complete the costing work involved by the first 
deadline and NOF itself would not have the capacity to process them within the 
scheduled timeframe.  Second, it seemed likely that the early movers could act as a
resource of stimulus for others.  The third reason was one of risk management.
Spreading the ICT purchase procurement over a period mitigated the likely effect that
peak demand for ICT hardware/infrastructure could have on the market and so drive
prices up.
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Teams of expert assessors were identified by the home country library agencies to
assess each of the business plans.  They worked alongside NOF, assigning grading
and recommendations: 20% were accepted in full, 60% were agreed, subject to 
satisfactory modification, and 20% were rejected. All library services were funded in
the end.  Those whose proposals were rejected, were led by NOF and relevant
strategic library agencies through a process of modifying and refining their bid to the 
point of acceptance.

There were some differences between the home countries in the way that PN was 
implemented.  For example, whereas in England, Scotland and Wales PN was
established on an authority by authority basis, it was implemented differently in
Northern Ireland.  Here, a ten year PFI contract was signed in January 2002 so that 
PN could be delivered jointly by the five education and library boards and a service
provider (the Electronic Libraries Project).  This has meant that Northern Ireland has 
become the first region of the United Kingdom to establish electronic library services
via a single network across all library authorities with sustainability and refreshment
built in over the ten years of the contract. 

More generally, sustainability was addressed in different ways.  The People’s
Network is a capital based programme, with only a 3-5 year life.  For National Audit
Office monitoring, the net value reduces to zero after three years.  Specifying
bandwidth was one way of making PN sustainable: it was an attempt at ‘future-
proofing’ and so was set relatively high at 2MB. Part of the process was also intended
to identify PCs that were already so outdated that they needed replacing.  It was not
possible to hold the head of library service responsible in the long term for capital
replacement. Instead, the PN2 form asked for a ‘statement of intent’.  In the final 
resort, it was recognised that once up and running, it would be very difficult to local 
authorities to take away a service.

Management of ICTL
A robust and transparent framework was put in place by NOF, working
with Resource and the Home Country strategic agencies, to handle the 
allocation of funds, quality assurance and project monitoring and 
compliance.  A mass training programme of this scale had never before 
been attempted in the public library system, necessitating the 
development of systems, mechanisms and appropriate forms of
guidance and support.

The main programme management activities related to set up 
activities, quality assurance, support and guidance, and ongoing 
project monitoring.  The details of these are presented in table 1.6. 

Implementation and roll-out of ICTL
PN and ICTL were rolled out in parallel, but authorities were expected 
to have sufficient infrastructure available for staff to practice their skills, 
both to ensure that staff were equipped with the basic skills for 
handling the technology and assisting users and also to provide 
opportunities for training practice back in the workplace.

Initial start-up activities were begun at the end of 1999.
The training programme itself ran from April 2000 to September
2004.
There were three rounds of applications and approvals:
March/April 2000, September/October 2000 and April 2001.
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The strategic agencies in each of the home countries were actively
involved throughout the implementation of the ICTL programme 
ensuring expert advice and guidance was available to both NOF and 
library services.  For example Resource provided extensive support 
materials through the People’s Network website, Resource and SLIC 
convened a series of workshops to discuss training issues.  Both have
also undertaken evaluations.  Resource commissioned an independent
formative evaluation of the design and implementation of ICTL in 
England, Wales and Northern Ireland to inform future ICT training and 
distil the lessons from a large-scale training programme, while SLIC 
undertook its own internal evaluation of the training initiative. 

Table 1.6  ICTL programme management 

Set up activities An initial data gathering exercise was undertaken by all
library authorities to determine the number of permanent
staff. This return was used to allocate an entitlement for
training, based on a formula of £400 per capita of core
funding and £45 for supplementary funding.  Adjustments
were made for small libraries and to cover such issues as
rural location, higher cost per unit etc.
Library authorities were required to undertake a training
needs assessment of all permanent staff and to submit a
training plan for approval.
Training plans were considered by expert panels, and
approved or returned for modification or revision.

Support and
guidance

Training needs material commissioned by the Fund to
assist in the preparation of training plans was distributed to
library authorities
Exemplars and plans of best practice were posted on the
websites of Resource, SLIC and CWLIS
Feedback was provided on those plans where approval was
initially withheld.

Quality assurance Expert panels were set up in each Home Country to
consider all training plans.
Library authorities were required to include monitoring and
evaluation activities in the training plan, with data to be fed
back to NOF annually.
Libraries were able to choose a training provider for each
level of training, within an approved set of quality kitemarks.

Project monitoring
and compliance

Funding entitlements were fixed for the life of the
programme.
Any changes to a plan had to be notified and approval
sought to implement such changes.  Variations within a
10% margin incurred no budgetary change. A decrease in
training throughout would incur a downward budget
adjustment; there was no guarantee of additional funding
for an increase in numbers.
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1.6 Baseline and starting conditions 
Behind the People’s Network initiative was an intention to ‘level the playing field’, 
providing all public libraries with the opportunity to modernise their services for an
information age.  Prior to PN, investment in ICT infrastructure in the library service
depended greatly on the local authority’s ICT strategy and level of resourcing for the
library service.

Whilst library services welcomed the massive investment in ICT, the initiative also 
aroused some concerns.  As a national initiative, tied in to various policy agendas
with a strong ‘brand’, it represented a level of imposed authority and instrumentality
from above that was worrisome to those who felt they might lose a level of local
control.  There was also some apparent resentment and concern about impending
change, particularly a shift from book stock to the virtual world of information.  At the
heart of these concerns was a growing sense of a loss of identity and relationship
with the local community of users, aside from the older generation.

Baseline description of ICT services and organisational capacity
The configurations for ICT prior to the People’s Network were very diverse: 

For some libraries, there was little or no internet access and sometimes not
even an electronic library management system in any form.  In some cases,
card and paper catalogue lists were still being used.
Another sizeable group of libraries had dumb terminals on the LAN with 
access to the public access catalogue (OPACS) including some pay-to-use
access (pay booths) run independently from library services through a
modem connection.
A few library services had installed an internet infrastructure and network.

Overall, there was no consistency in coverage or provision of internet services.  For 
example, a user could not go from one library to another and expect to find the same
sorts of platform or the same package of services.  Services were patchy, especially
at branch libraries.  There were no standards for ICT infrastructure or services which
local authorities were required to adhere to.

In ICT training and levels of staff competence, similarly, there was no consistency in 
the level of training and no training requirements to be met.  Whilst there were
enthusiasts who were knowledgeable about the internet and PC applications, they 
were a small minority.

Library services, and local authorities, also differed widely in their organisational
capacity to handle a large scale infrastructure development.  Some authorities could
draw on a pool of local expertise, relating for example to project management, routine
network maintenance, dealing with operational difficulties and estimating materials
costs.  Others were not at all clear about what needed to be done to roll out the 
technology, and they required considerable hand-holding at all stages along the way.

Organisational capacity in the case study libraries 
An implication of the above was the need to acknowledge and take account of the 
different starting points or baselines for the People’s Network and ICTL in the
evaluation.  For a few of the 16 case study libraries, NOF funding for ICT began at or 
about point zero, for others it came on top of several rounds of funding from the 
DCMS/Wolfson Public Libraries Challenge Fund. The concept of ‘distance travelled’
suggested that the evaluation should seek to establish what progress individual
projects were making over the lifetime of the initiative and to assess outcomes and
impacts in relative terms. The starting point might more accurately be depicted as the
starting conditions.  We are not just talking about the level of technical infrastructure
here but also the organisational arrangements and culture, the capacities and
dispositions of staff and the openness and willingness of senior library staff to rethink 
the role of the library. 
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With this in mind we developed a typology for understanding library services which, in 
part, took account of their starting conditions.  They were located on a continuum
both in terms of achievements and aspirations. The four main categories in the
pathway of development and change are:

Progressive
On the Move
Getting Started
Stuck

The key factors in determining which category a library service was placed in were
the nature and characteristics of leadership within the authority; how they were
aligned with the local authority, in terms of strategic objectives; and the focus of PN. 
Our Interim Report (Sommerlad, L., Child, C., Ramsden, C., Barkat, S. and Kelleher,
J. 2003) details the main characteristics of these categories, and where the case
study authorities lay along the continuum.

In a Progressive authority many of the organisational arrangements for the networked
library were already in place, and there was also a receptive environment or culture
among the library staff and a pool of knowledge and know-how on which to draw for 
roll-out and implementation.  Library services On the Move were also prepared for the 
arrival of PN.  Hardware and infrastructure was implemented with few major 
difficulties (e.g. building rewiring), and, in some cases, the PN network architecture
had been integrated into the backbone of the corporate network and pre-existing
library service networks.  This was in contrast with those in the Getting Started and 
especially Stuck categories where the library services were in transition, pulling
themselves around after a period of inertia or fragmented activity.  PN was seen to 
come at the right time, providing the impetus and funding to make changes.

Library services in Wales had no prior investment in ICT as DCMS/Wolfson Public
Libraries Challenge Fund money was not available to them. One result of this was
lower levels of infrastructure development and ICT know-how amongst staff, which 
meant that the distance to travel to become a Progressive service was greater than
for some authorities in other home countries.

The wider public library context
The People’s Network and ICTL initiatives also need to be seen in the wider context
of library service provision, use and local standing.  The most recent Audit 
Commission report in 2002, covering England and Wales highlighted several 
downward trends in book-stocks and opening hours, in visits and loans, and identified
areas of declining service provision and use over the decade since 1992/3: 

Use of libraries is in steady decline: visits have fallen around 2% every year 
since 1993/4.
Loans are down by a quarter since 1992/3.
Twenty-three percent fewer people are using libraries for borrowing than just
three years ago, and the proportion of the population who are ‘active
borrowers’ has fallen significantly from 37% in 1997/8 to 29% in 2000/01.
Spending on books is down by one-third.
Over one-half of library services use buildings that are poorly located or in 
poor condition.
Nine per cent fewer libraries are open for 30 hours or more per week than a
decade ago.
User surveys show a decrease in the proportion of users aged under 55, with
some library services having less than one-half of their users in this age
band.

On a more positive note, the report commented that libraries still have a very
important role in the community, with 290m visits in 2001.  There were more than
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14,500 computer terminals for public use in libraries, 10,000 more than five years 
earlier, and good reader development work going on.

An important area where libraries need to change in order to reverse the decline in
use, the report suggested, was to cater to a wider audience, and to design services
with the user at the centre.  This means getting people through the door in the first 
place.  Rethinking services from the user’s point of view will require staff to challenge
traditional ways of thinking.

The Audit Commission report noted that libraries are operating in a much more
competitive environment.  They face increasing competition from bookshops, which
have responded to and encouraged the public’s rising expectations by extending
opening hours and improving layouts.  At the same time, libraries are competing with 
an increasing range of other services and activities for people’s leisure time. 

The internet provides both an opportunity and a potential threat to library services.
The introduction of internet facilities in libraries enables the library to offer 24-hour
access to information and other services and to open up a range of new value-adding
information services to users.  However, the internet is also competing directly with
libraries as a source of reference information and leisure as an increasing number of
people get internet access at home.  Latest figures from CIPFA surveys suggest that 
visits to public libraries since the introduction of PN have increased several fold.  The 
challenge for the public library service is to re-define and maintain its unique place in 
the 21st century networked world.
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2. Evaluation Methodology

Introduction

This report is the culmination of an evaluation of the People’s Network.  There are two
intersecting storylines in the report.  One is about the People’s Network as a time-bound
programme, with an account of its objectives, ICT service developments and activities, 
and wide-ranging effects on users, library staff and the public library as an entity.  The 
other is the process of change and transformation triggered by the introduction of the
People’s Network, which was brought to the fore as public libraries sought to modernise
themselves for the information age of the 21st century.

These two storylines or themes present the conundrum of ‘figure and ground.’  In some
parts of the report, the People’s Network as a programme is the figure; in others,
especially where we try to make sense of the big picture, PN is in the background.

We arrived at this point after studying aspects of the PN in detail over a 
period of nearly two years and in this chapter we present the evaluation 
methodology.  In the first section we present the approach we took to the 
evaluation and outline the core objectives for the research.  The specific
research methods are detailed in the second main section, which also 
highlights issues arising from the methods adopted which impacted on the 
research.

2.1 Evaluation approach and objectives 
In Spring 2002 the Tavistock Institute was invited to undertake an evaluation of the New
Opportunities Fund’s People’s Network and ICT Training for Public Library Staff
Programme. The evaluation, initially to be completed in Spring 2003, was extended by a
further year so that impacts and outcomes of implementing the People's Network and 
ICTL could be more properly assessed.

In funding the evaluation, the New Opportunities Fund was interested in 
understanding the extent to which primary policy and organisational
objectives were achieved, as well as the secondary objectives associated 
with the programmes.  Primary policy and organisational objectives for the 
People’s Network were about promoting social inclusion and encouraging
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adults into learning.  Secondary objectives included those more directly 
related to the development of ICT infrastructure and staff training.

NOF were also interested in seeking out examples of best practices at 
library services level and looking at the overall impacts and outcomes of 
the programmes at regional and national level.

More specifically it was hoped that the evaluation would be able to
consider a wide range of issues, such as the impact of ICT training on the 
ability of staff to assist library users; evidence of users accessing 
educational and lifelong learning resources; effectiveness of approaches
in attracting ICT use from disadvantaged groups; the links made between 
the programmes and other relevant local and national strategies and 
programmes (e.g. UK online centres and national strategic frameworks for 
ICT development); and the sustainability of the programmes beyond the 
funding period.

Our approach to the evaluation and social research more generally is
influenced by a range of ideas and schools of thought.  These encouraged
us to adopt a ‘constructivist’ orientation to evaluation (Guba and Lincoln,
1989), which recognizes the different interests of the multiple stakeholder
groups in any evaluation.  We also started from a recognition that most 
programmes operate as ‘open systems’ which led us to focus on the wider 
contextual field and the organisational and political processes in which the 
People's Network is embedded (Chen, 1990).  Another fundamental 
feature of the overall evaluation was to understand the process through 
which the programme was delivered and implemented, as well as the 
focusing on the outcomes and impacts of the programme. 

Drawing on these different traditions and taking into account the concerns
of NOF, the evaluation addresses the following main objectives:

To examine:

The overall impact of the programmes on meeting broader NOF
and government policy objectives.
The overall impact of the programmes on developing library 
services.
The overall impact of the programmes on library users. 

More specifically we constructed a methodology which would allow us to
look at: 

Outputs, outcomes and impact of the infrastructure development. 
Outputs, outcomes and impact of the staff training. 
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The relationship between infrastructure and staff training outcomes
and impacts. 
‘Distance traveled’ by library services. 

The methodological approach adopted for the evaluation was
characterised by: 

A multi-methodological orientation, with an emphasis on qualitative 
research methods, supported by quantitative data where available.

A balance between process and outcome analysis.  The evaluation 
Interim Report published in 2003 (Sommerlad et al. 2003) has a 
primary focus on processes and implementation of the People's 
Network, and this final evaluation report concentrates on outcomes 
and impacts of the People's Network.

A combination of both primary and secondary source data (using 
official statistics and documentation such as Netbase, as well as 
original data collected in field studies). 

An emphasis on triangulation of research data, both to maximise
‘objectivity’ in relation to research findings by bringing different 
methods to bear on the research questions and to accommodate 
different perspectives and needs of stakeholder groups. 

2.2 Research methods

Within this general evaluation framework the evaluation was made up of four main
activities:

Stakeholder interviews 
Documentary analysis
Case studies 
Regional workshops with library service personnel. 

Stakeholder analysis
Initial interviews took place with key stakeholders with an interest in the 
People’s Network infrastructure programme and in ICTL.  Representatives 
from the following organisations were interviewed: 

Table 2.1 Stakeholders interviewed

Interest Group Bodies represented
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Non-governmental public
bodies:

New Opportunities Fund programme 
managers

Government
departments:

DCMS, DfEE (DfES) 

Professional
organisations:

CILIP, Society of Chief Librarians

Home Countries
organisations:

Resource
Scottish Library and Information Council
(SLIC)
Library and Information Services Council
Wales (LISC Wales),
Library and Information Services Council
Northern Ireland (LISC NI)

The different perspectives each brought to the study were incorporated
into the overall evaluation framework.

Documentary analysis
Analysis of available documents and papers supported the more qualitative data provided
by stakeholders and participants in case studies.   We gathered data from the following
sources:

NOF programme documentation 
DCMS and Resource documentation 
Publicly available data from e.g. PAT 15, Department of Trade and 
Industry (DTI) surveys, Deprivation Index, Learning Skills Councils
Netbase data 
Other related material from People’s Network website 
10% sample of project files and annual library plans purposefully 
selected in proportion to home country and nature of local authority
(county, London borough, metropolitan or unitary).

NOF provided a rich source of programme documentation including the applications from
individual library services for People's Network and ICTL and updates of these as well as
other related documentation.  These, along with others from DCMS and Resource
allowed the research team to orientate the evaluation and provide specific details of
financial allocations and implementation processes.

One of the issues which arose from the review of PN documentation 
became the concern over the variable quality of the Netbase dataset, 
which was to provide overall data for the evaluation as well as specifics for 
individual case study authorities.  However, despite its limitations it 
remained an important source for programme-wide assessment of outputs 
and outcomes
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Also highlighted by analysing available documents was the difficulty of 
establishing an infrastructure baseline for the projects and programme as 
a whole, given the complex and varied technical platforms in use and the 
problems of identifying simple and unambiguous indicators, such as
number of terminals. 

Case studies 
The primary vehicle for data gathering in the evaluation was the set of 16 case studies.
The evaluation findings outlined in Part 2 of this report draw principally on data gathered
from the various elements of these case studies.

Case studies were chosen as they represent a primary vehicle for learning 
and continuous improvement, at a programmatic and project level.  The 
case studies selected included those where there was a capacity for 
learning among the project actors, a willingness to share their learning 
with others, and ideally some innovative or novel features where there 
was a chance for some new learning.   We were as much interested in 
uncovering how PN projects could work as in how they were working. We
were concerned as well with the ways in which librarians/libraries were 
adding value to information and communication resources made 
accessible through a networked learning environment. 

A first phase of the case study was a set of familiarisation activities.  Visits
to three library services took place - Westminster, Birmingham and 
Derbyshire.  Researchers met with different library professionals in senior 
management, training and service delivery roles.  As a result of this 
familiarisation phase, we had a better understanding of the nature and
comprehensiveness of the datasets available to the evaluation, and of
their limitations.

From the familiarisation activities undertaken we identified a number of 
variables or parameters, which reflected the diversity of projects across 
the programmes, and which appeared likely to influence outcomes and 
impacts.  There were too many variables for systematic sampling so we 
used the variables as a kind of check-list to ensure that our final selection 
of sixteen case studies captured much of this diversity.  Full details of how 
these were selected are included in an appendix to this report.

Table 2.2 Case study library services

Home Country Library Service/Board
England Barking and Dagenham

Bournemouth
Bradford
Derbyshire
Kent
Liverpool (first round only)
Norfolk
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Sandwell
South Tyneside

Scotland East Ayrshire
Glasgow
Moray

Wales Caerphilly
Denbighshire
Wrexham

Northern Ireland Belfast

There were two rounds of case study activity.  The first were conducted during a period
from Autumn 2002 to Spring 2003.  The second round activities took place close to a 
year following the first round visits, with the majority taking part during early Spring 2004.

Case studies comprised a number of complementary activities, see table 2.3.
The purpose of the documentary review was to provide the contextual
background for the case study, and to allow for customisation of the 
research methods and instruments. A main output from this task was a 
library profile, situated within its local authority context. 

Documentary review within case studies included any available 
quantitative and qualitative data on users and non- or lapsed-users, 
(changing) patterns of ICT use, user satisfaction and perceived benefits. 
This was in addition to Annual Library Plans, Best Value Reviews where 
available, relevant documentation including policy papers, needs analysis
studies, local evaluations about ICT related services and other information 
suggested to us by library staff.

Table 2.3  Case study activities

First Round Second Round
Documentary review

Individual Interviews

Focus Groups 5

Observation studies

Log books

Micro case studies

5 Focus groups were held with staff about their training experiences.  These were held under the
aegis of the sister, formative study of training funded by MLA, but relevant data was used in this
report.
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Face to face individual interviews (or occasionally interviews in pairs) were 
held using a semi-structured questionnaire and instruments aimed at 
recording evidence of outcome and impact.  There was generally an 
extensive list of personnel to interview in both rounds, and each case 
study service was asked to identify a relevant selection from the following, 
according to criteria presented by the evaluation team:

Heads of library service 
Library service managers
Branch library staff in two libraries
Front line staff in two libraries
People's Network coordinator
People's Network training manager
ICT manager (corporate and PN coordinator)
Key partners from external agencies

Staff were expected to be those actively involved in developing ICT services or
supporting users, engaged in ICT partnerships or other innovative activities with external
agencies.

Second round interviews tended to be held with a subsection of those we met in the first
round.  Often staff had moved on to other posts, or now held different responsibilities and
therefore clear follow up data was often difficult to find.

Two focus groups were held during the first round of case study visits.  The first of these
was with a group of staff, with a range of designations at working at different levels in the 
service. All of these had undertaken some ICTL training. We were looking at the
experiences that staff had of the training and the impact it (and PN more generally) had
on their work.

The second focus group was with a group of ICT users that staff assembled for the team 
to interview.  Their views of PN were sought – including how they felt about its
introduction into the library, how they were using the services that were offered and the
type of support that they received.

Observations of ICT facilities were held in situ in two libraries during the case study visit. 
The following areas were addressed during the observation:

Physical setting, layout and distribution of terminals. 
User interface (usability criteria, including customisation to user
group and adaptability for disabled or non-English language users).
Deployment and behaviours of staff. 
Behaviour of users and their interactions with other users and/or
staff.

There was one additional activity in the first round.  Front line staff in 
individual libraries were also asked to complete a log book of benefits and 
impacts. These recorded instances where the provision of a service, a 
resource or other library activity involving the use of ICT resulted in 
significant benefits or impacts for a library user or group (identified as
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something that the user was now able to accomplish, something that could 
not have been done without the service from the library).

The final activity related only to second round case studies.  In the micro-
case studies we explored in some detail, three examples or cases of ICT-
enabled service provision.  We asked case study authorities to select
three from among the following four types of service to present to the 
evaluation team: 

A service or activity designed to meet the needs of a particular client group.
An outreach service or activity which has actively involved the community in its 
development.
A service providing support for individual learning, development and progression.
An example where ICT has added significant value to an existing library service.

In some cases authorities suggested other examples of ICT-enabled service provision for
us to examine.  Data was collected through interviews with the main protagonists and
supporting documentation.

Regional workshops
The other source of data which has informed this report was a series of regional
workshops held in June-July 2003.  This period marked the close of the first part of the
evaluation.  The main aims of the workshops were:

To discuss the findings that emerged from the case studies, to 
explore their plausibility and wider application, and to help interpret 
findings and draw conclusions, and 
To share knowledge and experiences with library colleagues from
other library services about activities, developments and new
initiatives associated with the implementation of PN.

These six workshops were held in different locations across the home countries (two in 
London, one each in York, Birmingham, Glasgow and Cardiff).  They provided an
occasion for the evaluation team to share our findings and emergent understandings with
library staff from around 50 library services, generate new data on some specific areas of
service development, and verify the conclusions we were reaching.

Reporting
The evaluation team has delivered a number of progress, preliminary and 
interim reports before this final report.  The interim report, covering 
progress and results from the first round of case studies, was published in 
2003.
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3. Expanding Access to ICT: Connectivity

Introduction

A main aim of the People’s Network was to connect all public libraries to 
the internet, as part of a government commitment to provide all UK 
citizens with the opportunity to use and benefit from online services.  The 
basic building block for realising this goal is adequate connectivity. 
Connectivity comprises at least three elements:  telecommunications
infrastructure (essentially bandwidth); the availability of adequate
compatible hardware and software; and access to needed technical 
support.

The findings in this chapter deal with: 

The macro picture: the achievements of PN in expanding physical
access (connectivity) to ICT across the UK public library system.
The micro picture: connectivity in the case study libraries. 

3.1 The macro-picture: expanding access to ICT and online 
services

Levels of investment in ICT infrastructure and hardware prior to the launch 
of the People’s Network varied greatly from one library authority to 
another, as well as from one home country to another, resulting in wide 
disparities in public library connectivity and services.  A main goal in 
connecting all public libraries to the internet was thus about ‘levelling the
playing field’.  In addition to rolling out ICT infrastructure and hardware 
across the UK public library system, PN also sought to ensure a common
platform and package of ICT services, no matter how small or remote the 
library.

Two years after the launch of the People’s Network, both these goals have 
been very largely achieved.  A citizen anywhere in the UK can now go to 
any public library service point and be confident of gaining access to the 
internet, available free or at low cost.  Even small rural communities are 
being reached through mobile phones using wireless networking to 
provide internet access.  More than this, the user can go from one library 
to another and expect to find the same platform and basic package of 
services.
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This universality of physical access and consistency in standards
represents both a remarkable technical achievement as well as an 
organisational feat in implementing such a large scale infrastructure 
initiative within the scheduled timescale and budget.  At a programme 
level as well as at the level of the individual library service, it has involved 
entering into partnerships, and managing relationships, with a number of
different stakeholders, including telecom providers, local authorities and 
corporate IT.  We touch on some of these organisational and management
issues in later sections as well as in the final chapter.

Below, we consider in more detail four aspects of the technological or 
physical access afforded by the People’s Network, namely ICT
infrastructure, hardware, bandwidth and software. We draw principally on 
data from monitoring returns submitted by library services and compiled in 
NETbase.  In the next section, we complement this UK-wide picture with 
findings from the case studies which add qualitative insights into what
physical access means in practice at the level of the individual library and 
individual terminal.

ICT infrastructure 
The People’s Network has been successfully rolled-out across the UK,
connecting all library authorities to the internet.  Over 4,000 public libraries
provide broadband access to the internet and other online services.

This amounts to a huge leap in connectivity from just 1% in 1995 to almost 
100% of branch library coverage in just short of a decade.6  At the start of 
the People’s Network in 1999, only a minority of library authorities could 
be described as ‘early adopters’ of ICT.  As we saw in Chapter One, the 
level of ICT development at that time covered the full spectrum from fully
networked to entire county library services that had only a single terminal.
Three lacked even the most basic of electronic management systems and 
were using old card indexes.

Hardware
The People’s Network has added in excess of 30,000 computer terminals 
to the public library system.  The growth in sheer numbers of networked 
computers in public libraries is evident in table 3.1 below.  The average 
figure masks wide divergence between libraries of different sizes.  The 
central libraries of some large metropolitan library authorities now have as
many as 100 terminals, whilst at the other extreme some small branch 
libraries have just two terminals because of limited space.

6 Findings from a survey in December 1995 showed that fewer than 1% of service points (as
opposed to library authorities) were connected (Ormes and Dempsey, 1995).
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Table 3.1  Growth in numbers of networked terminals (Resource
figures)

Apr 01 Oct 01 June 02 Nov 02 July 03 

6 805 8,638 13,428 18,578 30,000

This expansion in hardware capacity, coupled with increased opening 
hours in many libraries to make ICT more accessible, is now providing
over 68.5 million hours of potential internet use a year, across the UK.

Hardware includes more than terminals.  The People’s Network has
provided a cluster of networked technology and facilities that include
principally scanners and printers. In many library authorities, video-
conferencing facilities were also incorporated into the technology package.

Other hardware found in around half the library authorities includes
assistive and adaptive technology appropriate to older users and those 
with disabilities.  These include keyboard and trackball mouse 
alternatives, height adjustable workstations and lap trays, sound cards
and headphones and large 22” screens.

Monitoring returns indicate that adaptive technologies are commonly 
restricted to one workstation/terminal point within a library and not all 
branch libraries are kitted out.  Specific hardware is also found in 
individual library services, reflecting local population characteristics and 
requirements.  An example is multi-language keyboards and software.

Bandwidth
The technical requirements for the People’s Network specified a minimum
2MB connection.  Although small libraries were not expected to need this
capacity in the short term, the infrastructure allowed for the likelihood that
web-based resources would become increasingly broadband dependent.
Bandwidth is now impressive: while averages do not tell the whole story,
libraries reported a mean of 23MB connections (although this needs to be 
interpreted with care as it probably does not represent the downstream 
bandwidth available at the individual PC).

Software
Nearly all People’s Network terminals are providing access to a suite of 
applications, including Microsoft Explorer, Word, Excel, Access and 
PowerPoint.  There was no requirement on libraries to extend this basic
package, although some library authorities have done so in response to 
demand from their more sophisticated ICT users, or as library staff have 
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themselves increased their knowledge and skills of what software is on
offer.  Proprietary software available across the network of some library 
services includes desk-top publishing packages, desk-top digital imaging 
such as Photoshop, web page design programmes such as Dreamweaver 
or FrontPage.

For people who have particular disabilities which inhibit their use of ICT, 
access to adaptive software is especially important, and particularly so if
income levels are low.  The same is true of those with low levels of 
literacy.  A good proportion of libraries have catered for users whose 
access to ICT is impaired by a physical or learning disability, although, as
with the hardware, software may only be available in one library or on one 
terminal per library.  Different software packages have been installed to
support blind or partially sighted users, people with learning difficulties
such as dyslexia or low levels of literacy.  Common software packages
found in case study libraries include SuperNova, Jaws, Widgit Writing with
Symbols, Kurtzweil 1000, Kurtzweil 3000 and SpeakOut.  Other software, 
found in a tiny handful of libraries with large Asian populations, included 
language translation software (Bengali, Urdu, Punjabi) and Global Writer 
which gives access to many languages through a word processing 
package (a pilot project in one library).

Examples of adaptive hardware and software installed on PN computers 
are listed below. 

Table 3.2  Adaptive hardware and software found in case study
libraries

Personal login profiles for users with special needs. 
Keyboard glove which fits over keyboard, with characters
coloured black on yellow as an aid for people with a visual 
impairment.
Text/screen enlargement and magnification. 
Hearing loops. 
Text to speech, Braille support (Jaws). 
Text to speech, writing and editing tools for blind/partially sighted 
people (Kurzweil 1000). 
Software using symbols, speech and activities for people with 
special needs (Widgit Writing with Symbols, SpeakOut). 
Reading, writing and learning software for those with low literacy 
levels/learning difficulties (Kurzweil 3000). 
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3.2 A ‘bottom up’ perspective on internet access: connectivity
in the case study libraries 
Extending the reach of library services
Library services have traditionally used mobile libraries as a way of reaching users
remote from library service points or physically unable to access the library.  Many of the
case study libraries had mobile libraries, but not all offered access to PN services.  CALL
PN funding was for static library access points only and so any equipment available in
mobile libraries was funded from other sources (or in three cases as PN Excellence fund
projects).  Just one or two had equipped the mobile library van with full ICT access,
including disability access to the vehicle. Another, serving remote communities in 
Scotland where internet access is not possible, was looking at packages that would
enable staff to download complete websites on a non-networked PC.  Other libraries
similarly provided access to a PC, but no network access.

Laptops were the other way of reaching physically and socially isolated groups, although
again these did not always provide real time access to the internet or networked
resources.  Library services with advanced library management systems were better
placed to provide users in community settings with access to on-line catalogues and
services, using high spec lap tops.

The reality of internet access
Physical access involves more than rolling out the technology.  Once in place, it is 
important that the system works reliably, that the hardware and software are relatively
trouble free, and that back up technical support is readily available when needed.

Case studies provide a window for looking at the realities on the ground of the internet 
access afforded by PN.  In the first round of field visits, libraries had many tales about
hiccoughs in rolling out the infrastructure and problems with bedding down the hardware
and setting up appropriate management systems for PN to ensure its smooth running.
By the time of the second round visit, these had mainly dissipated.  Not surprisingly
though, given the scale of PN, individual libraries have encountered various obstacles to
keeping systems running and providing reliable open access to the terminals and the
internet for library users.  Here, we give a flavour of these: 

A major source of technical difficulty was the peripheral hardware (printers and
scanners) rather than the computers, which for the most part were technically
robust. One county library service described its decision to go for low-end
scanners as a mistake - the PN coordinator had come round to the view that
photocopying was a more cost-effective alternative.  Several libraries reported
systemic failures with print management software. Because printing is 
networked, a local problem on one printer often impacted on other printers,
clogging up the entire system.  Such problems could be exacerbated by lack of
inter-operability between hardware and software in different libraries.
Viruses were a problem for several libraries, occasionally requiring the whole
system to be closed down, in one case for several weeks during the busy
summer period.  This caused the staff endless problems, but made them realise
how embedded PN had become and what a useful asset it is. 
Systems failure was a periodic occurrence, in one library service taking all PN 
terminals out of action for five weeks.  This particular library service also had a 
high failure rate on its computers, eventually dealt with by the supplier replacing
the hardware.
Not all library services had fully installed PN hardware and software.  In one
case, the terminals only provided access to email and internet.  The computers
didn’t come with MS Office already installed and the library service had waited
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more than a year for corporate IT to load them and give them a common ‘cyber
café’ look.  Delays were also experienced in installing video-conferencing
hardware.
Providing free internet access for all in a public space raised particular concerns
about information abuse and the censorship of illegal or inappropriate material
which could be displayed and downloaded by users.  Open information access
also created potential issues of liability, culpability and accountability for the local
authority and library service.  Firewalling and filtering were the common ways of 
dealing with these issues, although a heavy hand could restrict users from
accessing legitimate sites and was a common cause of user complaint.  Several 
libraries had installed software that allowed them to reboot the machines clean.
Securing adequate bandwidth was a problem for two library services.
For many libraries, the main software deficiency was the lack of an automated
booking system. Instead, staff were spending many hours manually logging
users into the system or using a paper based system.

The experience of technical support varied widely across library services, reflecting such
things as relations with corporate IT, the appointment of staff to dedicated posts for 
frontline ICT support and the existence of service level agreements with suppliers.  The
following is a not uncommon experience:

Experience of ICT support

“Where there is a problem, like the whole printing system jams up, a call
comes through by email to an automated management system that
identifies the problem area.  The central IT support staff monitor these
systems and would pick up a problem area and talk the library staff
member through it on the phone.  If the problem is serious enough, they 
would send it off to Allied (the people who deal with the proper technical
faults - they provide level 1 support).  For all category 1-4 problems, we
set a response time to get a problem fixed. We keep a log of calls,
including when we solved a problem and when Allied solved it." (Library 
manager)

Some libraries had no funding for frontline support and were dependent on a central ICT
support desk; others could call on the services of an in-library ICT support team or officer.
One county library service had included a high level support agreement as part of its PFI 
contract, with a rapid response time and penalties for failure to deliver within targets.  Our 
observation studies in library settings revealed that many PN terminals were out of action 
at the time of our visits. 

Configuration of PN computers and their siting within libraries
An aspect of physical access to PN computers and online services is the way they are
grouped and located within the library setting, and the social and cultural ambience of the
library more generally.

With a few notable exceptions, our case study visits to libraries showed that many were
housed in municipal or council buildings which were several decades old or more and in
need of modernisation and refurbishment.  However, libraries were aware of their image
and have been proactive in improving décor and internal layout – creating an energetic,
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vibrant and interesting space given the overall architectural, interior design and resource
restrictions. Our observation studies revealed that PN terminals were sited in well lit and
functional spaces, and that the social and cultural ambience of the library was generally
pleasant, informal and friendly.  At the same time, we noted that marketing of electronic
services and library websites was generally low key and not always obvious to the user.

We observed many different configurations or groupings of terminals. Some libraries had
located PN terminals in a separate learning centre or suite, away from book stacks and
other services; others distributed small banks of computers in different parts of the library,
often zoned areas for particular user groups such as teenagers; still others integrated 
them with the physical stock wherever space allowed.  Physical space could sometimes
dictate the arrangement; other times the library made a conscious choice about location.
In one library for example, a conscious decision had been made about where to locate
the terminals as a result of earlier experience of working alongside adult education.  In 
this particular case, the PCs were integrated with the physical stock, in groupings that 
were sufficient to ensure viable numbers for adult education courses.  Another library 
which had chosen to locate all its computers in a large learning centre alongside the
reference section of the library was reconsidering the appropriateness of this choice.

PC location in libraries 

“If we were going to start again we would probably take more of the
terminals out of the reference library and leave space for quiet study
areas.  ICT facilities tend to create quite noisy spaces….PCs perhaps
should have been scattered throughout the libraries so that people
perceived terminals as just another service amongst the book stacks,
and not seen as different to other library services by staff or users.  PCs 
should be seen as part of and integrated into other activities and
services.” (Library manager)

3.3 A note on the user perspective 

The users of ICT in public libraries represent the ultimate test-bed or litmus-test of the
connectivity afforded by PN, and their experiences of its accessibility, reliability and 
comparative advantage over other modes of ICT access.  Focus groups with users
explored some of these aspects, and users’ experience and overall satisfaction with the
‘hard’ end of PN.  The findings from this data gathering activity are reported in the
Chapter 6.
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4. Developing the Skills and Confidence of Citizens to 
Function Effectively in an Information Age 

Introduction

Functioning effectively in the information age of the 21st century is not just 
a matter of computer or technological competence.  It also calls for a new 
kind of information literacy or intelligence attuned to the digital world and 
the changing nature of what counts for knowledge, and for what we have 
termed civic literacy.  The ‘C’ in ICT represents a new communitarian 
capability of technology that can strengthen a host of civic purposes and 
can be harnessed to other kinds of learning.

Today’s citizens thus need to be competent and confident in at least three 
different facets of Information and Communication Technology:

The technical side of handling technology and exploiting its 
multiple uses
The information side of dealing with the chaotic nature of the 
internet, including discovering, evaluating and making sense of
information encountered in a web environment 
The civic side of familiarity with ICT as a tool for participative
citizenship

The main thrust of the efforts of public libraries in developing citizens’ 
capability and confidence in using ICT has been on the first facet.  Some 
library services have paid attention to the second, but the third remains a 
largely neglected area.

This chapter considers each of these facets in turn.

4.1 Technological competence

A main purpose of the People’s Network was to reach out to citizens
whose lack of awareness and familiarity with ICT placed them at risk of 
being disenfranchised from the mainstream of society.  Beyond helping 
citizens to achieve a basic threshold in ICT competence, public libraries 
were also expected to play an important role in helping learners along a 
‘learning pathway’, developing and building on their basic level ICT skills 
to take advantage of the full range of learning opportunities on offer.
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Public libraries have taken on this new area of work with enthusiasm,
generally in partnership with other agencies. In our first round visits, ICT 
training and support was the most prominent PN activity of most library 
services.  In second round visits, a significant proportion of micro-case 
studies also focused on this area of work.

Over the two year period since the launch of the People’s Network, the 
case study libraries have helped many thousands of adults and young 
people to become confident and competent in handling technology and 
exploiting its uses. This is clearly evident in users’ testimonies. Those 
attending structured or formal sessions or courses are readily counted, but
for many others the support offered is one-to-one and is less visible. 
Several libraries have also made effective use of volunteers and peer
support which again do not surface in routine data gathering by library 
services.

In this section, we review the approaches, strategies and 
teaching/learning methods taken by case study libraries to develop 
citizens’ ICT competence and to support their further learning.   In 
particular, we draw on the findings from the micro-case studies relating to
ICT training and support.

Building blocks of ICT competence
Library staff have generally viewed technical competence as cumulative 
hierarchy, with four main building blocks.  A novice user needs to master 
one before moving on to the next. So awareness and familiarisation are
followed by simple use of online and computer applications, and lead on to 
more structured basic, intermediate and advanced training.  Many libraries 
have provided opportunities for ICT skill development at these different 
levels, in partnership with other agencies.  These have commonly included 
the adult education service of the local authority, local colleges or other
ICT training providers.  Libraries funded as UK online centres were in a 
position to fund one or more training positions which were filled by non-
librarians with ICT training expertise. Other libraries, especially some of 
the smaller branch libraries, offered training and support at the lower 
levels only.

The citizens or users who were attracted to the library as an environment 
where they felt comfortable either to explore ICT for the first time or to 
develop their ICT competence and confidence, were not a homogenous
group: they varied widely in terms of awareness, motivation, purpose and 
confidence.  Our impression from talking with library staff was that many 
recognized this diversity and steered individuals towards the appropriate 
level of ICT training and support.  Often, library staff found that a 
substantial proportion of ICT learners had no specific purpose in mind and 
were only vaguely aware of its potential uses.  Thus, the kinds of support, 
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guidance and ICT training provided by the library or learning centre could 
be very important in shaping users’ experiences, expectations and 
ultimate use of the technology. As a front line staff member noted: 

“An important part of my job is talking with people who want to find out
or learn more about the internet. They often set their sights much too
low, and I try to build up their confidence and to place them on a course
where they can progress further than what they might originally have in 
mind.”

At the same time, as discussed further below, it seemed from our 
discussions with staff, that motivations and interests of different kinds of 
users were often construed or interpreted within the hierarchy of training 
rather than either as expressions of interest in learning more generally or
to accomplish a specific task in which ICT played a very subsidiary or 
secondary role.  In one community based library, for example, a survey 
was undertaken to gather information on the interests of local people in 
ICT.  It was framed only in training terms, asking respondents to indicate 
what level of training (taster, basic or intermediate) they would like the 
library to provide. 

The table below describes the characteristics of the different kinds of 
learners or users, matched with the kinds of ICT training and support 
provided by the case study libraries as a group.  The few individual 
libraries within our case study sample of library services that were funded 
as UK online learning centres or received other external funding (for 
example, Leader Plus initiative), were more likely than other libraries to be 
providing the full range of ICT training and learning opportunities for the 
several different categories of users.  The majority of libraries however,
offered a more limited repertoire of ICT training and support focused on 
awareness and familiarisation, with more tenuous links to advanced
training through signposting to other providers.
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Table 4.1 Characteristics of learners and ICT training and support offered 

Learner Type Level of ICT awareness Training/
support offered 

Type of support offered 

Neophytes Unaware, probably 
unmotivated, require 
convincing of the benefits
of ICT; others want to 
know what this WWW 
thing is all about but may 
not be looking to use 
ICT.

Awareness - Taking lap tops out to 
communities and residential
settings.

- One-on-one ‘show and try’
sessions.

- Using volunteers and peers
to provide reassurance. 

- Dedicated sessions and
spaces for complete
beginners.

Novices Aware, little or no 
experience, receptive to 
trying out computers and 
fining out more about its 
uses; others are aware, 
inexperienced but 
motivated and have 
some particular purpose
in mind. 

Familarisation - Turning on the computer, 
use a mouse/ keyboard, use 
computer package. 

- Taster sessions, introducing
users to different uses: 
emails, internet, writing 
letters.

Purposeful
ICT learners 

Aware and well 
motivated, needing to 
develop ICT capability 
through pressure from 
work, education or to 
gain employment; others 
are aware and well 
motivated, wanting to be 
more confident and 
competent in using the 
internet or the PC for a 
particular purpose.

Functional ability
and basic online
applications.

- Pre-ECDL, pre-CLAIT
courses.

- ECDL, Sandscript modules. 
- Desk top publishing, graphic

design, digital photography.
- Business packages – Excel, 

Sage.

Purposeful
learners

Aware, motivated,
interested in ICT as a 
subsidiary activity that 
adds value to some other 
interest or hobby.

Skills targeted to 
specific purposes
or applications.

- Creative cards.
- Family and local history.
- Gardening. 

Advanced
ICT learners 

Aware, well motivated, 
wanting more in depth or
broader base of ICT 
skills and experience (at 
intermediate or advanced 
levels).

Structured
training following
a curriculum,
often leading to a 
qualification or 
accreditation.

- CLAIT Plus.
- LearnDirect. 

37



Developing the Skills and Confidence of Citizens to Function Effectively in an Information Age

Complementary strategies: skill based and use based 
We identified two main strategies taken by libraries: one, a skill based or
vertical strategy, the other a use based or horizontal strategy.

The skill based vertical strategy was aimed at moving people up the 
technical competence hierarchy through a deliberate programme of 
instruction and development.  Success was measured by progression
from novice to basic to intermediate to advanced levels, and often 
reflected in numbers completing certificated courses.  Developing ICT
capability was very much its own end, or a route to other organised 
learning (e.g. courses offered by LearnDirect or REAL in Glasgow), or into 
employment.  The emphasis here was on generic ICT competences, 
developed outside their immediate context of use.

The use based horizontal strategy was aimed more at helping people put
their newly acquired computer skills to good use, and to extend the
number of activities or purposes involving the use of ICT.  In the process 
of ‘learning by doing’ in themed sessions, assisted by various kinds of
tutor and peer support, individuals were also able to develop their ICT 
competence and confidence, but in less formalised ways.  It might involve
developing a higher level of skill on a particular piece of software to 
accomplish some learning project or task, or extending beyond a text
activity such as email to learning how to scan, download and send photos 
to family and friends; or finding out more about online family history 
resources and how to use search tools to locate specific information.  In 
this strategy, ICT was primarily seen as a means or a tool to add value to 
some other activity or to accomplish a learner’s purpose.

Most library services in our sample began with the first strategy, and it was
predominant when we made the first round of visits. At that time, however, 
a few libraries were already questioning its appropriateness for some 
kinds of library users or they had already begun to offer themed sessions. 
At the time of our second round visits, we found more evidence of a 
horizontal approach, or at least recognition that the library service needed 
a balance between the two approaches. Others remained wedded to the 
skill based strategy.  The comments below illustrate some of the diversity 
in thinking and activity: 

“We are moving on from providing learning support for IT as an end in
itself to using IT as a means to supporting learning around customer’s
interests.  For example, we have put in a joint bid with the county and our
local university, focused on the Dorset coast, which is a World Heritage
site, and creating a digital archive through volunteers taking part in the
digitization.  This builds on the interests of local people.  We also have 
started a gardening adult education evening class which includes using
online gardening websites.”  (Head of Library Service, 1st round visit)
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“We would like to encourage more people into using learning content.  ...
there are a great many people needing that one to one support with ICT 
and literacy.  People may be put off accessing learning content because 
they actually think that its all about ICT.  We have to persuade them that
the learning content has an IT component but that it is about using IT as a 
tool to achieve other goals.”  (Learning Centre Manager, 2nd round visit)

There are many people who think they have no reason for using ICT.  We
want to give them a reason.  Two things we are looking at are online
shopping and local history. Another possibility is online banking and doing
your tax return online.  We want to start from people’s interests as a hook
for getting them interested in ICT.”  (PN Coordinator, 2nd round visit)

“We are looking at developing services to boost ICT use during morning
and other quiet times.  We want to develop themes aimed at different
groups, involving using computers. For example, gardening and family
history. We will ask users about their interests and organise a session on
that theme.” (Professional Librarian)

We are not doing very much to develop lifelong learning.  One of the
places our PCs are not getting used is local history.  Staff do not feel
confident in showing users around the vast amount of information
potentially available.  We need to get a specialist tutor in and the staff are 
not really involved in these sessions.”  (Head of Library Service)

We noted a number of drivers or pressures on libraries towards a skill 
based strategy.  A key one was the preoccupation with measurable 
outputs and evidence of ICT progression, reinforced by funding agencies.
The targets commonly included completion of formal training, or numbers
of formal training sessions.  Another driver was a consequence of the 
close partnership between the library service and the adult education 
service, local college or Workers’ Educational Association (WEA) in the 
provision of ICT training.  These agencies tended to have a strong 
preference for instructional modes of teaching ICT, leading to formal 
qualifications and tied into progression routes.  Other pressures came 
from the external environment.  One library service, with a strong 
commitment to an informal learning and community learning approach, 
found little support from its regional Learning and Skills Council:

“The Learning and Skills Council have not been a good partner, in terms
of starting up any new initiatives or furthering existing projects.  They
were not interested in informal learning or community based learning
initiatives for older members – basically not interested in working with
libraries period.  They were only interested in accredited or formal 
learning and not even interested in developing links, which lead to 
pathway development in libraries – from informal to formal learning.  A 
community based outcomes approach is anathema to the LSC.” (Head of
Library Service) 
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Supporting learner progression 
As we outlined above, the idea of learner progression was nearly always 
construed as progressing up the technical competence hierarchy and 
along a formal learning pathway.  In a few library services, staff were 
thinking about progression along horizontal lines, for example where 
libraries were providing building blocks along an informal learning 
pathway.  In both cases, the conception was of progression from one kind 
of learning onto another, whether formal or informal, or of building 
cumulatively on different layers of skill.

Progression could be seen as an individual learner responsibility, or as an 
appropriate area where library or other agency staff might play a role. 
Approaches to facilitating learner progressions took weak and strong 
forms, as seen below.   Many of the library staff interviewed saw advice 
and guidance beyond their remit or level of professional competence (see 
Chapter 7).

Table 4.2  Level of support for learner progression

Weak level of 
support for 
learner
progression

Strong level
of support for 
learner
progression

Signposting users to other ICT 
learning opportunities or sources of 
support e.g. referring them to a 
website of local providers, or to the 
LearnDirect website. 
Collaborating with other agency staff
to put in place a ladder for 
progression.
Creating a network of skills tutors from
the different agencies and looking at 
how to work in partnership. 
Active monitoring of individual 
progress on ICT courses, and tracking 
them on to other kinds of learning. 
Providing a scaffold for learning,
including initial assessment and
‘setting expectations’, hand-holding 
individuals as they progress through a 
course, proferring guidance and 
opening up new possibilities. 
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Comments from library staff illustrate some of these different approaches.

“My aspirations for the course are that users will want to move onto ECDL 
pathways. I would like them to be confident to move on themselves.
However, there does not seem to be any evidence of this shift.” (ICT
Librarian Tutor)

“We see our role as supporting, encouraging and facilitating users. If
people register with the library and only use the email or the internet at
the beginning, we would like to encourage them into learning.” (Front line 
staff)

“Our library service has been building partnerships with other agencies so 
as to provide a pathway for learning progression.  We’d run taster
sessions, computers for the terrified, for instance, and handhold them 
through.  But we didn’t have the capacity beyond that.  So a lot of what 
we’ve done recently has been building partnerships so that others can 
provide the ladder of ICT.   We hosted a meeting of all the basic skills
tutors, to see how we might work in partnership.”

Teaching and learning methods aimed at developing learners’ ICT 
confidence and competence 
Library services were using a variety of teaching and learning methods 
aimed at developing learners’ confidence and competence in using ICT. 
Some were instruction based, others relied much more on situated and 
informal learning methods.  Not all approaches were found in all library 
services, and some were favoured more than others.  Individual libraries, 
especially the smaller ones, sometimes provided only one or two kinds of 
guided learning and support.

The different methods and examples of each are set out in table 4.3. 

The micro-case studies included twelve examples of ICT training and 
development activities.  They showed that:

Tutor-led instruction, based on standardised courses at taster, 
basic and intermediate levels, was the sole or predominant
mode in two-thirds of the libraries.  Four of these libraries were 
externally funded centres (NOF/UK online/LeaderPlus) with 
target numbers for course completions. 
Training was generally supplemented by other kinds of coaching 
and support, either as an additional form of available support or
as a kind of ‘bootstrap’ to move people back onto the 
instructional track, or as an alternative mode for certain groups
of users/learners.
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Table 4.3  Teaching and learning methods to develop confidence and competence in ICT 

Teaching and
learning
method

Examples of use

Instruction/
training

Commonly, this took the form of group training by a tutor following a structured course format
(e.g. 3 hour sessions for 10 weeks) and leading to certification (of completion or level of 
competence reached).  Many providers offered a benchmarked qualification (ECDL, new
CLAIT, CLAIT Plus).  Training/tutoring was generally delivered in a learning suite or centre, or 
dedicated part of the library.

A transmissive approach to ICT skills development could also take the form of self-managed
online learning, using a skills learning package such as Computers Don’t Bite or Webwise or
more advanced LearnDirect/REAL ICT course, accessible on the library’s network or on CD 
Rom.  In this case, the instructional element was embedded in the learning design of the
courseware.

Structured
coaching and
learning
support

Several libraries organised regular sessions, staffed by a tutor or experienced ICT staff/agency 
worker who provided individual and group coaching and support. It could be a drop-in session,
with coaching tailored to the individual, or a more organised group-based coaching session
around a particular application.  Coaching might be offered in-situ at the computers, in a 
learning centre or in an outreach setting (where lap tops were used).

Organised coaching and support  in the use of assistive software and hardware was
occasionally provided on a group basis for people with a disability or special learning need.

Taster sessions, designed to introduce new learners to ICT, could be instruction based but
were more likely to involve structured guidance and coaching of a less formal kind.

Informal
coaching and
support

Some libraries provided one-on-one coaching, in situ and on a just-in-time basis.  Informal
coaching could be provided by a peripatetic tutor, a library staff member or a (trained)
volunteer.

Several libraries provided one-on-one coaching for individuals in the use of assistive
technology and software. 

Situated or 
context-based
learning

Some libraries favoured situational learning approaches for some kinds of learners.  Specific or
relevant ICT knowledge and skills were acquired and practised in a particular context of 
application, and generally in a social or group setting.  A library staff member or agency worker
would play an enabling, coaching or guiding role.  This might be a job club, a family history 
group, women returners to work or an adult education class. The focus might be the discovery
and use of internet resources, use of an advanced application such as Desktop Publisher or
Photoshop to produce leaflets, posters or Christmas cards, or use of Word to write a job 
application.

ICT was sometimes introduced indirectly in the context of a different learning activity such as
family reading or basic skills courses. Library staff would assist participants in acquiring some 
basic knowledge and ICT know-how through a practical activity such as looking up train
timetables or tourist information, or locating a website for ideas on children’s reading.

Problem
based
learning

Confident library staff sometimes used troubleshooting, or the resolution of a user’s immediate
difficulty with some ICT activity, as an opportunity to develop or hone the learner’s computer
competence, rather than just fixing the problem or moving the user on.

Mutual
learning and
support

In some libraries, staff arranged the setting around the computers in ways that would optimise
interaction and mutual support between ICT users.  This might mean seating a novice user
next to a group of more experienced users, or setting a group of readers a joint ICT based task
or activity.
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In one-third of cases, the preferred approach was to provide 
structured or informal coaching and support, either because the 
library had no facilities for training, or it was delivered in 
outreach settings via laptops and was more suited to informal 
methods, or the tutor/librarian judged a less formal approach as
more appropriate to the profile of the learners/users. 
Peer and mutual support was a strong feature of four of the 
twelve examples. Volunteers and peers were given training or
coaching for their roles. In two libraries, a peer support group 
had been set up to take the pressure off staff and as a more 
sustainable model for the longer term.

Findings and observations about approaches to developing users’ ICT
competence and confidence.

The following are the main findings and observations about the different approaches
libraries took to develop user ICT competence and confidence that were derived from the
16 case study library services:

The tutor-led instructional mode was best suited to moving 
individuals up the ICT competence hierarchy, with progression 
along a well sign-posted route leading to recognised 
achievements along the way. 
Training of this formal kind was in all cases performed by staff 
from other agencies, mostly adult education services or the local
college.
Library staff almost uniformly felt a formal training role was
beyond their level of ICT competence as well as outside their 
remit.  This was reinforced by external agency staff who saw 
ICT training as their own domain.
A high proportion of the staff we spoke to were also reluctant to 
offer structured coaching sessions, and in some libraries, staff 
at some levels were uncomfortable with an informal coaching
role as well.  They were more likely to offer just-in-time support 
if there was a fall-back position: i.e. they could refer a user on to 
some other person or service if the query or help needed was
beyond their competence. 
Although a needs analysis or assessment was sometimes 
undertaken prior to provision of ICT skills training and
development to ascertain the kinds of training and support users 
wanted, this was generally framed within a training paradigm or 
approach.  A survey in one learning centre, for example, asked 
users of the community library learning centre whether they 
wanted training at taster, basic or intermediate levels, and what
applications they were interested in.  The priority group for this
centre was people aged 50+.
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The valuing of formal learning over informal learning, and the 
visibility of progression into formal courses compared with the
more invisible journey of the informal learner.  This too pushes
library staff towards encouraging individuals along the course 
based route. 
The situated or context based approach to ICT skills
development and use was a new development for most library
services, and except for very small number, it was apparent only
at the time of our second round visits (and not always then). 
Some library staff saw it as a more effective method of
developing ICT competence - learning through using ICT in a 
real or authentic activity - or as more appropriate to some kinds
of learners than formal training, for example older people or 
retirees.  In other places, ‘themed sessions’ such as ICT for 
local history or family learning, were introduced as horizontal 
building blocks, leading people on from basic taster and 
awareness sessions to using ICT for some wider purpose.
We encountered many examples of ICT ‘dead-ending’.  That is 
to say, where computer novices completed a taster course or
developed their ICT skills to a very basic level, but were not 
given any guidance as to how they might use them.  Many 
library staff seemed not to see it as their role to open up new
learning and lifeskill possibilities for the user/learner. 
On the other hand, it was clear from conversations with library 
managers that they saw libraries as having a role to play in 
helping people move on from limited ICT use such as email and 
the internet to other kinds of learning.  The themed approach
offered one set of learning possibilities, but the choice was
usually quite narrow.  What is currently missing in nearly all 
public libraries is a well designed and extensive range of online 
courseware with content that is relevant to people’s needs and 
interests as well as being fun and enjoyable.

4.2 Developing information literacy skills 

Technical competences are required to participate fully in the digital 
environment.  In addition, there is a separate set of attributes around the 
ability to solve information and learning problems, more or less
independent of the form in which that information is provided.  This is
commonly referred to as ‘information literacy’.  It involves an ability to 
recognize when information is needed and to locate, evaluate, and use 
effectively the needed information, whether it comes from a computer, a 
book, a government report or any number of other possible resources.

Locating, evaluating and assessing the utility of the information for a
particular purpose in a web environment is not simple. The sheer volume
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of material in digital form makes it vital to have an appropriate array of 
skills for locating needed information. Not only is the amount of 
information constantly growing, which makes it difficult to locate, but much 
of it is constantly changing.  Indeed, much information is dynamically
generated at the time of the enquiry and is created specifically in response
to a search enquiry (Candy, 2004).  Knowledge is seen as provisional and 
evanescent.  Increasingly, people will need to be able to deal with a 
shifting mixture of words, images and sounds.  The normal cues one uses
in an offline environment to evaluate information are often not available,
so that different ways of assessing currency, truthfulness and 
trustworthiness of various knowledge claims may need to be re-learned.

In our case study visits, information literacy for a digital world was not a 
main pre-occupation of library staff.  In part, we suspect that it was 
commonly assumed that if one is ICT literate, this must inevitably entail 
the ability to be discerning with respect to information as well.  It may also 
reflect the current reality that the majority of ICT users in the library are not
advanced information seekers.  More generally, library staff did not appear
to be well tuned in to self-directed learners, and the ways they might 
support their information needs at different stages of the learning cycle.

On those occasions when library staff did talk about the importance of
information literacy in a web environment, it was usually presented as a 
skill to be exercised by the librarian on the part of the learner or mediated 
by the librarian, rather than as a capability that learners need to develop 
for themselves.  This view was reflected in such comments as: 

“Library staff are there to make sense of the anarchic structure of the 
web.  It is the library role to make the sense of the information, and to
benchmark the value of it.” (Head of Library Service) 

“Library staff need to signpost people more to vetted, validated websites.”
(Information Services Manager) 

There was also recognition that library staff need to be better at fulfilling 
their information literacy role: 

“We recognise that we will need to enhance ICT literacy and lifelong
learning skills among the public – we need to be more contemporary in 
how we think about these things.  It is part of higher levels of customer
care”. (Head of Library Service) 

”There is a tendency for staff to do it for the person and the person is 
none the wiser.  How do you interpret IT for other people?  What is the
appropriate level to start at if taking on the facilitative mediator or
interpreter of information role?  What NOF training has exposed is the
very real need to deliver training in communicating and in understanding
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learning support.  There is a very real lack in supporting anyone.” (Head
of Library Service) 

A few of the case study libraries were running tasters or short courses on 
searching the web and strategies for finding needed information.  In some 
places, reference librarians conducted training or held drop-in sessions for
users of electronic databases to familiarize themselves with the library’s
electronic holdings and to learn how to access them effectively.

In just one library service we came across an activity where library staff 
were seeking actively and purposefully to develop information literacy
skills for a digital world.  The example was a homework club for young
people from socially disadvantaged areas in Glasgow: 

“Within the school visits and the homework clubs, we also get them to
undertake different types of searches using both internet and book based
media and ask them to compare the outcomes/difference in speed of 
access.  Importantly, we get them to consider issues around the
verification and validity of information that they get back from the internet.
When we started these general exercises we found that children were just 
printing out great reams of text without really thinking about the output or
the quality of information.” (Young Persons’ Services Coordinator)

4.3 Developing civic literacy

One of the defining features of ICT is its potential for communication between people,
whether one to one as in email, or one to many and many to many involving the use of
other tools (bulletin boards, list-serves, chat rooms, real-time collaboration).  Where the
medium is supported by videolinks, the range and depth of potential exchange is even
greater.

The new technologies can be used in a variety of ways to strengthen a 
civic agenda: 

E-democracy or e-cultural forums on local and national issues and 
debates (bio-genetics, GM food, health issues such as obesity,
local development issues). 
Dialogue between local groups and communities and local
government planners and service providers. 
Creation of information and knowledge sharing groups. 
Creation of ‘communities of practice’.

Active engagement in civic activities using ICT requires not just 
awareness of the possibilities, but also the skills of using different 
networking and communication tools.  It also calls for specific kinds of
competence and competence in online communication practices.  The use
of communication tools in e-learning, for example, has highlighted the 
need for a set of ground rules and conventions about appropriate 
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discourse, issues of confidentiality, norms for involving group members
etc.  The nature of online text-based communications is very different from 
the oral and visual communicative practices of ‘hard to reach’ and ‘at risk’
learners.

Apart from ICT awareness and familiarisation (tasters) sessions
introducing users to email, library services were doing very little to support
the development of civic literacy as a distinct kind of ICT competence. 
This finding reflects the low exploitation by libraries (with occasional 
exceptions) of the communitarian, networking and knowledge sharing 
dimensions of the new technologies although there are some emergent
developments in this area around reading in particular.  In their own ICT
training, even where opportunities for collaborative online learning were 
part of the course design, library staff made very little use of virtual 
learning environments and communication tools.  One or two libraries
came at civic literacy from another angle, with sessions for parents on 
‘safe surfing’ and the use of chat rooms.
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5. Digital Citizenship – Developing and Delivering ICT-
Enabled Services 

Introduction

In this chapter we look at how library services have gone about addressing
issues of digital citizenship in their service provision.

In the first three sections, we describe the different ways in which libraries are 
enabling citizens to access networked information resources and to exploit the 
communication potential of the new technologies.   These relate to:

Helping users discover and retrieve electronic information relevant to their
needs and interests. 
Organising, presenting and creating new online content, especially local
content.
Facilitating interactive learning environments and creating virtual learning
communities.

We then take four examples of an ICT service, as illustrations of how ICT has
been used to enhance, improve or add significant new value for the user.

Next, we look at ICT-enabled services generally and look at the different ways in 
which libraries have incorporated ICT information resources and tools into 
services and service delivery, as well as the different organisational and social
support mechanisms which have emerged to support the service and the user.

Effectiveness is at the centre of our thinking in the following section.  We focus on 
usability in so far as ideas about it have been part of the development process for
ICT tools applications and services.

In the final sections of this chapter, we look at the domains where libraries have been most active
in developing and delivering ICT-enabled services and the issues which have arisen over the
course of our research in relation to these.  We have taken the six main domains of service
development which we identified in Chapter 1.

The findings and analysis presented in this chapter are based on two main 
sources of data: first and second round interviews with library managers and 
library staff at various levels; and a set of micro-case
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studies (up to three per case study library) undertaken in the second round of 
fieldwork.

Our analysis is informed by the perspectives we bring to bear on the new 
technologies, notably a concern with what makes for effective and 
productive use of ICT.  In keeping with the democratising intent of the 
public library service, we see the conditions for effective use as involving 
users not only as consumers but also as producers of information and 
knowledge, and as active participants in dialogue about what applications
or uses would be most beneficial in particular local contexts.

5.1 Helping users discover and retrieve electronic information 
relevant to their needs and interests 

Libraries were providing or developing (or sometimes only anticipating)
different discovery tools or navigational and finding aids intended to help 
users more easily discover, locate and retrieve networked information and 
other knowledge resources.

These were of two main kinds:

Those to do with the content, organisation or accessibility of 
websites.

Those relating to online catalogues and advanced search and 
retrieval functions.

Discovery tools and finding aids to do with the content, organisation 
or accessibility of websites 
In many case study libraries, but by no means all, library staff were placing 
finding aids which were to do with content, organisation or accessibility on 
the library’s website, signposting users to information and other resources.

Examples of these included:

Signposts or hyperlinks from the library home page to useful, new 
and interesting websites. These might be sites of general or specific
interest, sites with top-rating hits or sites hosting databases of
interest to particular user groups.
Web pages with content or links relevant to a particular group 
stored in a database.  For example, legal rights materials relevant 
to asylum seekers, or family and local history sources and 
resources.
A ‘walled garden’ of sites and resources suitable for children and 
linked to the curriculum, available via the library’s portal. A 
homework club might sometimes have it’s own dedicated site or
web pages.
Portals to authenticated or validated information resources in 
specific topic areas such as health and well-being, with browsing 
and retrieval functions.
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Websites with a specialist interface, providing a range of information 
content and interactive services aimed at different client groups such 
as children, businesses, teenagers, readers. 
Advanced search and browsing facilities on the council interface for 
finding information about council services, including library services. 

These aids varied greatly in their level of technical sophistication, usability
features and potential usefulness to the end user.

Effective discovery tool and finding aids 

Netways was developed by Norwich Library Service and can be 
found at: http://www.norfolk.gov.uk/leisure/libraries/
It provides a unified entry point to websites hosting information 
services on different topic areas customised to different client groups.
They include the following: 

Community Information Netway

Equal Opportunities Netway

Family History Netway

Fast Facts - Quick Reference Netway

Health Information Netway

Internet and Computing Skills Netway

Learning Opportunities Netway

Local History Netway

Music Netway

Literature Netway - Links for writers

What Are You Up To Tonight? which can be found at: 
http://www.whatareyouuptotonight.com/welcome/, is an innovative
website for teenagers to support them in their choices for reading.  It 
also allows users to reserve the book through the website.  Using 
teenager input, it was co-developed by staff at Derbyshire library and 
heritage service and Open the Book.  The website has two halves – 
“staying in” and “going out”. There are various annexes in the site and 
activities: for example, you can get a blind date with a book after 
putting in a series of preferences about what you would like to read. 
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Online catalogues and related services 
Libraries were at different stages in creating an electronic portal or 
gateway to all library services and catalogues, with links to other services
of interest to library users. A few had interactive online catalogues with 
advanced service functions up and running; others were in the process of 
implementing or changing over to an advanced library management 
system; and a few were still in the throes of mounting a static version of 
the library catalogue onto the PN network, accessible from any Internet-
PC.

The more advanced systems allow users to: 

Remotely access the full range of library services, including the
ability to renew or reserve books and other stock, and to check the 
user’s own borrower record. 
Hire a meeting room or book internet sessions and classes. 
Access an electronic database of community information, tailored to 
the library. 
Post an inquiry to the ‘Ask a Librarian’ service.
Use the electronic portal to access the digital resources of the 
library and partner organisations. 
Find information helpful to selecting reading material e.g. ‘top ten
reads’ of the month. 

Other developments, already implemented or in the planning stages, allowed/would allow
users to retrieve catalogue information or resources from more than one library service.
East Ayrshire has a number of collaborative catalogue developments in train, some using
the Z39.50 protocol (see below).  The public library services in Northern Ireland, through
the Electronic Libraries for Northern Ireland project (ELFNI) also plan to make the local
history resources in all Northern Ireland libraries available through a single library
catalogue to users anywhere in the province.

There were instances of library authorities providing additional services on 
the back of catalogue-based resource discovery.  Kent Library Service, for 
example, was piloting a revenue-based online document search and 
delivery service based on its genealogy and local history resources, using 
an online secure payment system. Its service attracted worldwide usage. 
In Northern Ireland, library services acting together are exploring the 
feasibility of a genealogy related service based on library resources,
involving a partnership between the Service Provider and other
complementary bodies on a revenue-sharing basis.
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An on-line catalogue service 

East Ayrshire Library, Information and Registration Service (EA LIRS)
is the only public library member of CAIRNS, a cooperative academic
information retrieval network for Scotland.  Through the CAIRNS 
portal, a user can search the whole library catalogue clump, gaining 
access to EALS’ vast local history archive as well as to the resources
of other network members.

EA LIRS is seeking funds to create a geographic clump within 
Ayrshire, involving public libraries, schools and colleges in partnership 
with the University of Paisley.  Use of Z39.50 will allow the user to 
search all the library catalogues in the county and to borrow books
from the home library, wherever the book is held.

The EA LIRS is in the development phase of a project through 
Ayrshire Libraries Forum to link up four local NHS hospital libraries
through the LIRS intranet.  This should enable NHS personnel to 
search across library catalogues and share clinical information.

5.2 Organising, presenting and creating new online content, 
especially local content 

Activities we identified were clustered around four main areas: 

Organising and presenting local services, events and activities.
Creating and organising learning content tailored to local need.
Digitising and displaying collections held by the library service 
and other cultural institutions.
Co-creating new knowledge. 

Organising and presenting local services, events and activities 
Locally relevant services took a number of different forms:

Information gathered by library staff and entered into a database
or presented in MS PowerPoint format (for example).  Examples
of these were information on local community groups and in one
particular case, information on local tourist attractions were 
presented with commentary and images alongside. The 
information could be hosted on the library’s website or loaded
onto a CD-ROM and networked. 

Gateways to information compiled in collaboration with other
agencies.  Examples of these include local education and training 
opportunities; local services and support agencies for people from 
ethnic minority groups; information for carers about available 
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support services and rights entitlements; learning materials
dedicated to sport education and training.

Creation by the library of a website, into which community groups, 
interest groups or social enterprises could paste (and sometimes 
update) their own information. 

Creation of a gateway to quality community websites, providing 
citizen access to information about their community, local services
and parish business.

Help for community groups in developing websites and web pages, and in
ensuring conformity with house look and style, was sometimes provided by
the library service. For example, workshop sessions were provided on web 
page design, guidance on the council library style and format, or the 
development or templates.

The Kentish Villages Project is a leading edge example of an initiative in
which the library took the lead in setting quality standards for community
web design.  It involved the development of an exemplar community 
website, and support for Kent villages in designing quality local websites
accessible through a gateway.

Presenting local services – a community website

The Kent Villages Project can be found at 
http://www.kentishvillage.org.uk/
The aim of the project is to encourage quality dynamic and content 
rich community websites, linked through the web ring and portal.
The project encourages and supports the sustainability of Kent web 
communities and their information by pooling resources and 
stimulating both the technical skills and the creativity of local groups.

The Kentish Village Project has five aspects: 
An exemplar community website. 
A toolkit of resources. 
A web ring and portal designed to bring together existing Kent. 
community sites which are maintained and accessible, and links 
to other useful Kent resources. 
Events, with news of activities relevant to web masters and their 
communities.
Forums in which local people can share information with each 
other and members of the team. 

A key objective was to get Kent communities involved in the 
production of quality local websites providing access to information 
about their community and local services available to citizens. 
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Creating and organising structured, non-accredited learning content 
tailored to local need 
This is seen by many library services as a priority but is relatively under-
developed, partly due to the funding streams attached to formal and 
structured learning compared with non-accredited informal learning.  One 
major exception was Glasgow Library Service which offers access to many
opportunities to learning (both informal and formal) through the REAL 
project, see below. 

A structured non-accredited learning project 

REAL is the brand name for learning in Glasgow.  It can be found online at
http://www.intoreal.com/

It is a partnership between the key learning providers in Glasgow who have
collaborated in setting up a network of Real Learning Centres and developing new 
content.  The Learning Centres are located in libraries, businesses, universities and
colleges and they provide support and information as well as learning resources.

One of the features of the REAL project is the sophisticated pedagogic design of
the learning materials.  Bite sized non-accredited chunks of learning are mixed with
more formal qualifications so the learner can choose for themselves, with support
where needed, which direction to take.  Bite sized chunks, as much as the formal 
qualifications, support an overall aim to upskill the population of Glasgow and
support employers in bridging the skills gap. They also allow learners to create
their own projects in a fun, structured and informal way. 
Examples of some ‘Learning Bites’ offered are: 

Managing a Learning Centre

Online Learning in Pioneer

Online Guide to Pioneer

Real: Routes to Learning

Sharpen Up

Supporting Adult (online) Learners

Creative Learning Bites

Hygiene (Food Preparation)

Health and Safety (Food Preparation)

Cleaning (Food Preparation)

Introduction to the Internet

Publishing on the Internet

Another of the case study libraries was a member of the SRB-funded 
CLICK e-learning partnership in the West Midlands.  A main purpose of 
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CLICK is to produce e-materials to support adult and community learning. 
At the time of our visit, the partnership was buying off-the-shelf materials 
and work was going on in Sandwell Library Service to create a portal to 
access the resources.  The central library provides non-accredited learning 
around basic skills and ICT. 

Elsewhere, two initiatives in the creation of learning materials were either getting off the
ground or under active development.

Derbyshire libraries and heritage service was hoping to join a European
funded project called ‘IT for Me’, (http://www.itforme.org.uk/index.htm)
in partnership with Sheffield University and the four South Yorkshire 
authorities.  The aim of the project is to create community based content 
and to improve IT literacy, in collaboration with small businesses and 
community based organisations.

In Wales, Denbighshire library service is in discussion with Bangor
University about a proposed project in North Wales involving six local
authorities on civic literacy or ‘skills for life’.  Topics include how to manage 
your money, citizenship, how local government works and how to get in 
touch with your councillors. The intention would be to create learning 
packages on the various topics, using the People’s Network to deliver
them.

The digitisation and display of collections held by the library service 
and other cultural institutions
These could be relatively modest or technologically sophisticated, offering 
different levels of user interaction with the material.  Examples of the 
former included the digitisation of photograph collections and images of 
objects where user interactivity was limited to simple browse and search of 
a largely static collection. Some offered additional functions such as online 
ordering.  Not all digitised collections were available on the web; some 
were only accessible from the library’s intranet, and the occasional one 
was not even networked.

A case study example of a technologically advanced application, offering 
sophisticated Boolean searching methods combining up to four elements, 
is Norfolk Online Access to Heritage (NOAH).  It provides a one-stop show 
case of the authority’s cultural repositories and resources, bringing
together digitised photographs from the library’s collection, museum 
objects, library catalogues, index of local newspaper articles and archive 
records that can be searched in parallel.  In contrast to a static resource, 
new information is incorporated as soon as it is added to the individual 
collections.
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The Picture Norfolk database, included in NOAH, is developed and 
maintained by Norfolk Library Service and can be accessed independently
from its libraries.  Its value has been significantly enhanced, however, by
its inclusion in NOAH which allows users to combine and relate material 
across collections.  From April 2004, NOAH has been fully accessible from 
the council’s cultural services home page, with links also through the 
council’s education department. 

A digitised collection of cultural resources 

NOAH can be found at http://www.noah.norfolk.gov.uk/

NOAH provides a one-stop show case of the authority’s cultural repositories and
resources, bringing together digitised photographs from the library’s collection,
museum objects, library catalogues, index of local newspaper articles and archive
records that can be searched in parallel.

-
-

-

There are several ways to search:
Quick search
Categories search such as ‘Local History’ or ‘Arts and 
Humanities’
Database search available by ticking (or unticking) 
boxes next to each data source 

Search results also give relevant information on ‘Whats On’ 
locally, education packs and opening times of libraries and 
museums where resources are held and provides links to the 
service

The co-creation of new knowledge
This approach to content creation, involving citizens or community groups 
as actors not just consumers, was not widely found in our case study
libraries.  The purpose is not simply, or mainly, to make local content
accessible through the library’s website, but to create local ownership and 
build community identity.

The examples we came across were mostly in association with the BBC,
and often the prime mover locally was the Council’s cultural services
officer rather than the librarian. The launch of the BBC’s People’s War
project and website was used by one library service as an opportunity to 
run a ‘reminiscence’ activity in each district, feeding back into the BBC 
website.  In Wales, two of the case study libraries are planning to connect
with the BBC’s Capture Wales project, involving citizens and community
groups making mini-videos of their life in the valleys from the 1930s to the 
1980s.  These will be accessed through a shared history portal with Welsh 
museums.

57



Digital Citizenship – Developing and Delivering ICT-Enabled Services 

5.3 Facilitating interactive learning environments and creating
virtual learning communities
This area of service development is emergent, with promising signs most evident in the
area of reader development.  Library services leading the way have incorporated into 
their website/reading pages such interactive facilities as: 

Voting online for the BBC’s Big Read.
Email reviews, with reading groups reviewing new books for publishers such as
Penguin.
Real time online links between authors and readers on World Book Day. 

Almost all libraries took part in the 2004 World Book Day online festival  and a few 
libraries are actively exploring the idea of virtual reading groups.

Examples of interactive learning environments 

Norfolk Library Service launched an interactive site for readers as part of Netways, a
unified portal to library facilitated services on the internet in different topic areas.

The Reading Room has its own home page at 
http://www.norfolk.gov.uk/leisure/libraries/Reader%20Development/literaturelinks.htm
It includes:

Links to websites of interest to readers, evaluated by librarians 
Lists of new items added to stock, with plot summaries and precis by staff
Contact details for reading groups held in libraries in Norfolk 
An email review section, with reviews by reading groups and staff
Highlighted national and local initiatives e.g. the BBC’s Big Read, with a facility for 
voting for the top 21 
A pilot on e-books, allowing business and ICT-books to be downloaded to a PCT 
Customer review comments on ‘good reads’ 
Reading group recommendations
The librarian for reader services uploads content, encourages reading groups and 
library users to respond, and mediates responses.

East Ayrshire LIRS and South Lanarkshire Library Services, in collaboration with 
Opening the Book, have launched an interactive reading and writing development
site and aimed at teen readers.   It was created by public and school librarians with the
help of young people in the area. The site, http://www.4ureaders.net/welcome/ offers: 

Help with homework, using an ‘ask your question’ online form 
Suggestions for hot titles to read along with a discussion forum
Links to local schools and organisations’  websites
Links to other websites of interest to young people 
Links to the library catalogue 

5.4 What value does ICT add to the information or learning 
service?
ICT could make either a small or a big difference to a library service or activity.  At one
end, it might be little more than an incremental change to an existing service, with quite 
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modest added value for the user. At the other, it has the potential to transform the service 
and the relationship between library and user, opening up new possibilities and conferring
significant new benefits for the user.

In table 5.1, we have taken four examples of ICT tools and services:  a library catalogue
and related reading services, a homework club, a database of local organisations and a 
heritage collection.  In the case study libraries, we found instances of each where ICT 
added value, but to a varying degree depending on the functionalities incorporated into 
the tools and what users were able to do with them.  We have distinguished between:

Service enhancement, where ICT made a small or incremental change to the
service.
Service improvement, where ICT added a new dimension or functionality, 
extending the existing service in ways that brought new benefits.
Service innovation, where ICT brought about a ‘change of state’ in the service or 
created a new service not previously possible with available technologies.
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Table 5.1  Value added by ICT to library services

Use of ICT in 
service

Service Enhancement Service Improvement Service innovation

Library
user/interface

The library’s catalogue is now online,
allowing users to perform basic
search/browse functions from any
networked PC.

The library’s new look web interface links directly
to the online catalogue and allows users to 
reserve books and renew loans from any PC with 
an internet connection, 24/7. Readers can view 
new book titles, see what the top ten reads are, 
register a vote for the BBC’s Big Read and
browse ‘the virtual shelves’.

The library’s website provides reading groups
with access to their own site, increasing their
capacity to be self-managing. Members can
access details about membership, look to see 
what they missed if unable to attend a group
session, post reviews online and access staff 
and publishers’ comments on new books suitable 
for reading groups and  conduct a ‘virtual reading
group’, mediated by the librarian. 

Homework clubs Members of a homework club have access
to the PN terminals. Library staff have
signposted websites of interest to young
people and placed curriculum materials in a 
database.

The homework club has its own web page, with
direct links to websites and resources. Students 
can access it at home (and post a question to a 
homework tutor) or use it in the library.

One or two homework clubs did include
additional features, but these added up to a more
improved service rather than a service
innovation, at least in terms of the use of ICT. 

Community
Organisations

Information on community organisations
was formerly available in print format but is
now accessible online in a database.
Further enhancements include links to other
services and websites.

Community organisations have their own web
pages, mounted on the library’s website and
accessible through a unified interface.
Organisations can update information directly.

The library has developed a toolkit and exemplar
site with ideas about how community
organisations can build dynamic and content rich
community websites, linked through a web ring
and portal to each other and to other useful
county resources. A forum brings together 
experienced users and novices, who can
exchange ideas, expertise and best practice.

Digitisation/Heritage An archive of local reminiscence materials,
based on citizens’ stories, photographs and
objects from an earlier period of the town’s
history, have been digitized. The resource is
not networked or mounted on the web but
can be accessed from a PC located in the
reference library.

A collection of the library’s photographs has been
digitized and is accessible through a portal to the 
LA’s cultural resources, on the Council’s website. 
The interface allows the user to browse the
collection and download images.

The combined heritage collections of the county
museum, archives and libraries are accessible
through a single interface, accessed through the 
Cultural Services home page of the local
authority website. The resources are
automatically updated Users can search all the
databases in parallel, combining up to four 
search terms.  The application provides access
to other information such as opening times of the
cultural institutions, special exhibitions and
events, and to other services such as ordering
photographic prints or downloading images.
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5.5 Incorporating ICT information resources and tools into 
services and service delivery
In this section we consider how libraries have incorporated ICT into the service and
the different organisational and social support mechanisms for the user that different
types of services demand.

ICT discovery aids, resources and learning packages can be mounted on a terminal
or PC as a ‘stand alone’ or self-help service with minimal librarian support, or they 
may require a much stronger enabling social and organisational structure in which the
librarian plays a mediating or animating role.

From the examples we saw in the case study libraries, ICT-enabled services
displayed varying levels of social and organisational embeddedness:

Stand-alone, open-access tools. 
ICT enabled services, loosely supported by social and organisational
arrangements.
A service with ICT at its core, strongly anchored in a social and organisational
infrastructure.

Stand-alone, open-access tools 
The most simple case is where the tool or resource itself is the service.  It is stand-
alone and has open-access. Included here are the various online catalogues,
databases of cultural resources, and gateways with links to information resources and
materials of all kinds. In ICT-enabled services of this kind, the knowledge and skills of 
the librarian (and sometimes also of other professionals) are embedded in the tool or 
application, whether in the design of the interface, the compilation and organisation of
the content, or the functionalities on offer. The social and organisational support is 
minimal.

Although many users access these information resources from within a library setting,
increasingly the new library management systems will allow the service to be 
delivered 24/7, independent of context. So a user or learner could access the content
on demand, from a terminal in any location so long as it has internet access and
sufficient bandwidth for the application to run.  This might be in the home, library,
community centre, work or internet café.

Stand-alone open-access services

The Denbighshire library service website includes sections on: books 
and reading which has book reviews posted by library users, 
information on local women writers, book groups and writers groups, 
books in welsh; local history, with links to other resources; local 
services; online services, such as an ‘internet directory’ providing links 
to websites library staff have found useful, informative or interesting; a 
children’s  section; and a local community societies and organisations 
register.  (http://www.denbighshire.gov.uk/libraries ) 

www.ni.libraries.net is being developed by the five Education and 
Library Boards as a portal to provide access to local and national 
services and resources.  It includes: direct access to the Northern 
Ireland wide library catalogue and information on the library services;
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eGovernment links; lifelong learning links; a locally developed site for 
children and young people.  It will also provide other local information, 
and there are longer term plans for developing access to local history 
resources.

Behind the design of an ICT-enabled information service of this kind is usually an 
image of the independent learner or information seeker.  It is effectively a self-help
service that relies on the motivation, confidence and ICT competence of the user.
These days, the interface and usability features are intuitive (part of the artificial
intelligence built into the system) and so the competence level required may be quite
modest.

For some kinds of learners or information seekers, the service level embedded in the 
ICT tool or application is not sufficient to meet their particular needs or level of ICT 
competence, i.e. the user, usually a beginner, needs some help.  So these ‘stand-
alone’ resources, openly accessible in library settings, are supplemented with the 
‘human service’ of a librarian.  The librarian might access the resources on their
behalf, help them find the wanted information, or show them how to use the tool or 
resource. The librarian role is primarily one of facilitation.

ICT-enabled service, loosely supported by social and organisational
arrangements
Many of the applications of ICT observed in the case studies were loosely supported
by social and organisational arrangements.  The library provided a social setting or 
context to support use of the tool, with the librarian role sometimes extending beyond
a facilitating role to a more active mediating one.

Some homework or after-school clubs run by libraries fitted this description (others
with a much stronger social and organisational infrastructure are described below).
Elements of the service included:

Creating a social space or setting (zoning of the library with dedicated
terminals at specific times,  creation of a ‘learning is fun’ atmosphere).
Organising different activities.
Providing on-hand learning and ICT support: by library staff, trained 
volunteers or newly recruited staff to specialist part-time homework support
posts.

The ICT resource element might include:

Lists of websites with appropriate content for learning discovery, reading or
homework assignments (available in print format). 
Signposting from the library’s home page to these websites.
Creation of a database with downloadable resources of curricula materials
assembled by the librarian.

The librarian role, as we observed it in some library settings, was primarily an
organisational one: logging young people on and off the computers, invigilating use of
the computers to ensure there was no inappropriate use, setting boundaries for
appropriate behaviour, managing volunteers. Library staff also provided help with
homework enquiries, using the full range of the library’s resources.

A variant on the homework club in one library service was the Game Zone, a library
initiative sparked by a community consultation, which identified antisocial behaviour
of young people as a local concern.
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A service with loose organisational support – a youth drop in service

The Game Zone in Sandwell Library Service was launched in 2003, with funding
from the New Regeneration Fund for hardware and software, in three areas.  The 
aim was to generate a new image for the library as a fun place to be, a relaxed and 
safe place for young people and their friends to meet.  A main group the library aims
to attract is disaffected youth, many of whom lack access to computers.  The service
operates on a drop-in basis, and a young person can ask for a game they want.  The
hope is that if they use computers in libraries and enjoy it, they might move on to
use other services or engage in other kinds of learning.  A target figure of 40 young
people using the Game Zone each week has been exceeded.

A different and unusual variant is a service where library staff provide support for
local businesses and individual enquiries:

A service with loose organisational support – a business support service

Wrexham library service has close links with the local business community.
Businessline at Wrexham library provides support to individuals (prospective
business start ups, students and unemployed people) and established businesses.
It takes a strong customer oriented approach and offers a number of services
including: drop-in sessions in the library where support is provided on all aspects,
including: access to online services resources and materials; business planning; a 
network club; referrals to learning organisations; newsletters keeping members up-
to-date with legislation and local issues.

A service with ICT at its core, strongly anchored in a social and organisational
infrastructure
In service developments of this kind, the ICT application is often designed for 
identified end users. Effective use involves more than providing a supportive social
setting and minimal organisational structure.  It involves linking the ICT service
component into local organisational structures and related delivery and support
systems.   The tools and services are not self-running, but have to be animated. The 
full value of the service involves more than ICT itself.

The role of the librarian is an animation one: 
creating links to local social networks
mobilising resources of local and regional authorities as well as of 
communities
coordinating planning and design and animation of the supporting structures
to make the service usable
supporting facilitation since the service is unlikely to be effectively 
implemented spontaneously

Two examples, one a homework club the other a planned cultural heritage initiative, 
illustrate a community embedded service of this kind in which the ICT is at the core,
but its value is only realised through its connectedness with other supporting
components.
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Services embedded in the community – the homework club and heritage trail

A homework club project, targeting 30-35,000 children is being delivered by 
Glasgow Central Library.  Community and young people’s input into the service
development included a needs analysis and focus group discussions. The
homework club was rebranded ‘The Learning Post’, and kids worked with council 
staff to do the graphic design and come up with ideas for marketing the club to their
peers.

The homework club and schools systems are tied, with the library’s young people’s
services team working proactively with local schools.  Library staff put together 
resources that will link directly to what children are studying at school.  These are
mounted on a dedicated  website.

Tutors come from various backgrounds (librarians, youth workers, teachers) and
work in pairs.  They run regular sessions in different libraries, developing one to one 
relationships with the children. Children help library staff select and buy the book 
stock they like.  Tutors are then given their own book stock to manage within the 
homework clubs. 

The aim of the project is to ‘bring the child on’ through using ICT and dedicated
learning packages such as Grammar School. Tutors also help children to use Word
and Excel for projects and course work. They provide encouragement and 
scaffolded support aimed at helping children become independent learners.  Efforts 
are made help children learn how to verify information from the internet and to link
ICT activities with reading.  To encourage children in their general interest in books
and into further reading, they are introduced to such activities as designing a book 
cover, using PCs to create the designs, or sending text messages about books they 
are reading.

A pilot scheme for Saturday morning clubs for families is now running, after parents 
expressed an interest in finding out what was involved.

The initial measure of success is repeat visits to the club, and on this measure they 
score positively.  Staff are looking at other ways of measuring benefits and impacts, 
including soft skills, interactional and behavioural changes.  A technique for
measuring the soft indicators is asking the children to write a story about
themselves, as a way of assessing their written and communication skills.  This
would need to be repeated, to assess changes longitudinally.

A heritage trail and digitisation project is being developed by South Tyneside
Library Service in collaboration with Culture and Community Services. The project
has three elements: a heritage trail, a digitisation project, and employment of
heritage stewards (local employment generation). The library component involves
creating a web-based database of oral narratives, local photographs and images of
objects, especially relating to the former industrial base of shipbuilding and mining.
The heritage trail is both a CD-ROM with links to the web resources and also a
physical trail with information boards.  Nine heritage stewards will be employed,
presenting oral histories and managing small scale events.

5.6 The effectiveness of ICT-enabled service development
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There are many criteria one might use for assessing the effectiveness of the ICT
services developed by libraries. Usability is often singled out as the most important
one.

With the People’s Network, the ultimate test of effectiveness of the many different
tools and products being developed is whether people are using them, whether they 
find them easy to use and useful, and whether they result in the hoped for benefits or
outcomes.  The evidence we have is addressed in Chapter 6.  Here, our focus is on 
the extent to which usability ideas have been part of the thinking and development of
ICT tools, applications and services. 

The key to usability is ‘user centred design’.  That is to say, an approach which
begins with the user’s needs and a concern with how the tool or application is to be
used, rather than with the technology or the provider’s view of what users want or
need. And it involves users, either directly or indirectly, in the ongoing design and 
development process in ways that foster their ownership of the end product or
service.

Our evaluation did not include a formal assessment of the usability of the ICT tools 
and applications that were being introduced in libraries.  We did however gather
information in the course of our field visits on how far usability issues were at the
forefront of librarians thinking about ICT developments, and the different ways that 
users needs and expectations, and the wider context of use, were taken into account
in the design and development process.

This could extend from steps taken to improve the user-friendliness of the interface,
to the level of user interactivity built into a resource, to the identification of needs
through surveys or focus groups, to more participatory efforts at involving users and
building local ownership.  In particular, the micro-case studies on the innovative ICT-
service developments asked questions about how the innovation or initiative came
about and whether and how users were involved at different stages of service
planning and development.

Involving users in service development
In any service development, users can be involved in a variety of ways and at one or
more stages of the development process.  The table below presents these as a
matrix.

Users can be simply the end consumers or recipients of a 
service, or they can be consulted, involved as collaborators or 
take a more active role as co-creators or co-producers of a 
service

Users can be involved at the stages of needs analysis, design
and development of the service, delivery and implementation or 
throughout the whole process.

The table below summarises the findings from 31 micro-case studies
presented to the evaluators in the second round visits to library 
services.  User involvement was identified in advance as one of the 
issues for discussion with library staff.

Table 5.2

Stage of development process 
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User
involvement

Needs
analysis

Design
and
develop-
ment

Delivery
and
implement-
ation

Evalua-
tion/
Feed-
back

More
than
one
stage

Consultation 5 1 3 3
Collaboration 2 2 6
Co-creators
None 9

Although there were many instances of user involvement at different 
stages, on the whole user involvement was not a strong feature of the 
micro-case studies.

Indeed, almost a third of projects or activities had no element of user
involvement and where it existed it took the weaker forms of 
consultation and collaboration, although there were some good 
examples of each of these.  There was no example of user-centred 
design, in which users were involved throughout the process from 
original inception through to ongoing feedback and evaluation.  Three 
projects/activities did however involve users in more than one stage.
One of the more participative examples was the Kentish Villages
project, described below.
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Participative user involvement

Kent Villages project has been a successful attempt to involve
communities in a locally based initiative from design to use. 

A key objective was to get Kent communities involved in the 
production of quality local websites providing access to 
information about their community and local services available 
to citizens.
A blanket mail shot was sent to clerks of Parish councils asking 
whether they had a website, if they needed one, and to register 
their interest in the project. Of the 100 Parish councils
contacted, 65 responded. All were interested, some already 
with sites, some without. 
The exemplar site was launched at a one-day seminar, with 30 
delegates taking part.  Two contributors talked about their 
experience of developing websites, and this was followed by
discussion groups on different aspects of web design.
An online discussion forum was set up, and a meeting 
convened with library staff to discuss how to move the 
discussion forums along.  They operate with an approved 
membership and can remove users’ inputs if they go off 
message.
No data have been gathered on use, benefit or value.   An
indirect measure of the website’s value to intermediate users is 
the number of Parish councils/villages listed on the website.

Out of the 31 projects, six started with some kind of needs analysis or
market research to establish the level of interest or need in the activity. 
Usually this involved a survey, but in some cases it was undertaken as
a more collaborative activity.  The Emerald project website for 
teenagers, for example, was intended to be a reader-centred website
for and by young adults, not librarian led. The library staff leading the 
project undertook scoping research with the target user group and 
found out about the kinds of books they would like to read, what their
interests were and what features or functionalities to design into the 
various annexes and activities on the website.  There was no ongoing 
user consultation however, and no formative evaluation.

Collaborative modes of user involvement were strongly represented in 
the delivery/implementation stage.  This was a feature of two 
homework and youth study clubs, and three learning centres with an 
ICT training focus.  Examples are given below.

There was only one instance of usability testing, as reported by our
informants.  In this particular example of a heritage website, no needs
analysis or user consultation was undertaken at the outset.
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Forms of collaborative user involvement in the delivery of
services

A study support club for young people at risk of social exclusion
involves young people in making decisions about the service in a 
variety of ways:

Young people set the ground rules for the club, in discussion
with library and project staff. 
A youth group, drawn from volunteers, meets monthly to plan 
the programme, organise different activities and talk though any
behaviour problems. 
Young people have the ‘freedom of the library’ in a closed 
weekly session which gives them ownership of the whole library
space.

A homework club involves the community in its running.  A 
committee, with members drawn from the agency partners, library
members and community volunteers meets once a term to monitor 
and evaluate what the homework club is doing and how to develop 
it further.

A learning centre with an ICT training suite is setting up a 
learners’ pool and a community focus group.  The learners’ pool 
will provide feedback from local users about the services they 
would like to see provided.  The community focus group will take a 
more active role in organising, providing peer support, community
advocacy and publicity.  A peer support group is already in place,
providing ICT novices with one-on-one help.

In another community learning centre, users came up with the 
idea of a computer club.  Although librarian led in its current form, 
the intention is for the group to become self-sufficient.  The 
computer club invites guest speakers, provides peer support, and 
a forum for making suggestions about how to improve the service.

5.7 The main areas of ICT service development and delivery
This chapter and the preceding one have described the different kinds of networked
information and ICT training and support services offered by libraries.  In these 
concluding sections, we look at the domains where libraries have been most active in
developing and delivering these services and the issues which have arisen from
them.  We have taken the main domains identified by NOF and referred to in Chapter
1.

These are:
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Education and lifelong learning
Social inclusion
Access to information 
Citizen’s information
Business and the economy
Community history and identity
National digital library

Within each domain, we have identified one or more specific ICT service activities.

Table 5.3 summarises the level of current activity in these different domains, looking
across the case study library services. We have included pilot activities which have
already begun, but excluded anticipated activities, and those in a feasibility stage or
were presented as future plans.  The assessment is based on three nominal levels of 
activity, derived from reports of service activities in interviews with library staff at all
levels:

minor activity - five or fewer library services
moderate activity - between six and ten  library services
significant activity - eleven or more library services
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Table 5.3 Levels of ICT service development and activity in key domain areas 

Level of activity Domain of ICT-enabled service development

M
in

or

M
od

er
at

e 

Si
gn

ifi
ca

nt

acquiring skills for handling technology 
acquiring information literacy skills 
acquiring skills for civic participation 
supporting school education, including homework clubs 
access to information resources for families and 
support for  family learning 
access to learning resources and support for adult 
formal learning  
access to learning resources and support for adult non-
formal or informal learning 

Education and 
lifelong learning 

promoting and facilitating reading and reader 
development 

Access to information widening access to electronic information via the 
internet
increase learners’ confidence in using the internet 
offering access to web-based email facilities 

supporting job seekers, helping to increase their 
employability 
promote and disseminate business information 

Business and the 
economy

customizing services to small business and self-
employed people  
access to information on local services, voluntary 
organisations,  community resources  
opportunities for citizens to interact with government 
service providers and make transactions 
access to citizens’ advice services and consumer 
support networks 

Citizens’ information 
and empowerment

empowering citizens and community groups and 
promoting democratic participation 
providing access to family and local history resources  Community history 

and identity building collections, resource and, visual presentations 
aimed at strengthening community identity 
working with communities to produce new resources, 
drawing on their own stories, memories, visual 
materials and objects 

National digital library making unique heritage materials available to a wider 
audience 
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5.8 Issues arising from ICT service development and 
delivery
The following are some concluding observations and comments on the findings from 
the overview of service activity in the different domains, based on the 16 case
studies.

Unevenness in ICT service development across domains and between library
services
Although the evidence indicates some level of activity across all domain areas, the 
development of ICT-enabled services has been very uneven.  Lifelong learning for 
example has been an area of significant activity, whilst initiatives around the e-
government agenda have been slow to develop.  Using ICT to support local economic
development has similarly had a low profile in the case study library services, with
one or two exceptions.

The unevenness is also marked between library services.  Setting aside activities in 
the making and future plans, there were two library services who were not able to 
point to any ICT information management or development initiative that was up and 
running, and several more where only one or two were identified.  Progressive 
libraries, on the other hand, accounted for much of the activity reflected in the table 
above.  Moreover, their activities were often spread across different domain areas,
reflecting broadly spread staff interests and capabilities.

Progress over a year between field visits
At the time of our first round visits, the efforts of most library authorities were directed
towards developing citizens’ competence and confidence in using computers and
acquiring the skills for email and internet use.  All the case study library services have
made significant progress in widening access to digital technologies and the
opportunities it opens up for learning, cultural pursuits, employment and the like.

In the second round of visits, a year on, library authorities were more actively
developing their information role although this tended to be more piecemeal,
reflecting local priorities, or the particular interests and capabilities of staff or the 
availability of funding. In one place for instance, the priority was putting together
information resources on health and healthy living; in another, web-mounting an
existing resource database for parents with high-quality information about registered
childminders, playgroups, nurseries and schools and parenting issues; and in a third, 
a database of lifelong learning opportunities.  Fewer than five libraries have created a 
unified portal or interface to information and learning resources in different domain
areas and for diverse user or citizen groups.  The one area where there has been
fairly widespread activity has been in creating access to information on local services
and community resources. Here again though, there were differences between case
study library services  in the user-friendliness and other usability features of the
interface to this resource.

Another difference that was evident in our second visit was the move towards a
‘themed approach’, introducing ICT indirectly or even incidentally within the context of
family or local history, reader development, basic skills education or a heritage
project.  This approach was sometimes represented to us as ‘an aha’ experience or 
an awakening as to an alternative to the training route.  Its focus was on encouraging
people into learning that is enjoyable and relevant to their lives, with ICT as a new
enticement or an enhancement of that learning experience.

A third area where we found a noticeable step-up in activity between visits was in the 
use of ICT to support reader development.  The spectrum of activity ranges from 
simply signposting young and adult readers to websites with reader development
material such as booklists, to using the advanced functionalities of interactive library
management systems to inform readers’ book selections (recommended books, ten
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big reads, reviews by staff and other readers) and facilitate exchange with other
readers, authors and publishers.  In many places, the new library management
systems were not yet in place or fully implemented, and these more interactive reader
development possibilities were anticipated but yet to be realised.  Several factors may 
account for the upsurge of ICT activity around reading and reader development. The 
first has to do with national initiatives in this area that are promoting new thinking
about the library, such as the charitable body The Reading Agency and private
organisations like Opening the Book as well as popular activities like the BBC’s Big
Read which libraries have effectively tapped into.  The second relates to the
prominence of support for reading in ICTL training outcomes 2 – 8.  Another relating
to England in particular, is that one of the main strands of activity in Framework for 
the Future is a focus on books, reading and learning.

Education and lifelong learning 
Although libraries talk about social and community purposes for lifelong learning, the
individual learner remains the dominant paradigm.  Much activity in this area is locked
into training and education, rather than being about lifelong learning in its broadest
sense, with libraries buying in to the ‘upskilling of the workforce’ and economic 
competitiveness agenda.  ICT skills development generally leads to formal learning
and advancement along the qualifications pathway, or into employment or
‘worthwhile’ activity.

Libraries reported that in part this is due to the funding pressure (and 
emphasis on uniform targets and outcomes), which pushes lifelong
learning efforts to one side.  However, several were aware that many 
novice ICT users experiencing ICT in the library setting have no wish to 
be on the formal learning pathway and older people especially are 
frequently looking for different kinds of learning and social benefits from
ICT.

In several library services, managers were clearly seeking a rebalance between ICT
training and wider learning purposes with the introduction of a themed approach
which we noted earlier.

Library services were also becoming increasingly active in areas around supporting
children and schools through the provision of homework clubs and other facilities to
develop reading skills, occasionally at the level of the family. Some of the better 
services linked closely with local schools to develop local, relevant curriculum
material, as well as providing a fun place to be. 

Activities to achieve social inclusion 
Social inclusion was an area of marked uneven activity, both in the kinds of ICT
services provided and the groups reached.  Although the majority of libraries have
promoted and supported access to ICT and the take-up of training by socially and 
digitally excluded groups, only a small number have made special efforts to reach the
‘hard to reach’ priority groups with services tailored to their distinctive needs.
Provision of assistive technologies for people with physical and learning disabilities
has been widespread, although support for their take-up and use was much less 
apparent (see earlier in Chapter 3 for examples of proactive activity in this area,
undertaken by a small minority of library services).  When it comes to information
services, only a few library services were actively developing ICT resources or finding
aids, or giving amplification and voice to marginal groups in their local communities
through content creation initiatives.

A focus on access to information
Much of the reported activity concerns access to information resources and services
rather than proactive service development and delivery. We encountered a
widespread view that simply putting content onto the web as an open access
resource was sufficient in itself to create use and bring value to the user.  The more
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effective applications of ICT in a library context entailed an animating role on the part 
of the librarian, both in development as well as delivery.

On the other hand, ICT has made a significant difference to where and how libraries
deliver services. The dominant paradigm of the user or learner coming to the library
has been recognized as obsolete, and there were many examples of libraries taking
services out to users as well as making it possible for users to access a range of
library services from their home computers.

Citizens’ information and empowerment
The emphasis in the citizens’ information area was largely on access to information
about local council services as a government-to-citizen activity.   Providing access to 
up to date information on citizen rights and entitlements, on the other hand, was 
barely visible.  New developments around e-government seemed to be placing more
emphasis on information access as a transactional activity between service provider
and citizen.   The use of ICT as a tool for empowering citizens to stimulate and shape
new government services, or for fostering democratic dialogue and participation
around issues of local, regional or national importance, was very much a minority 
activity.

Community history and identity
Community history and identity was a developmental area for many library services in 
the use of digital technologies, often involving other local authority cultural institutions.
Building digital collections was one main activity. Another was introducing users to
the range of family and local history resources available online. Several library
services organised themed sessions in family and local history as an ICT taster
course, or as a follow-on activity to initial ICT familiarization and training.   A minority 
activity, although strongly represented in three library services, involved communities
as active participants and contributors to the creation of new cultural resources
drawing on their own stories, reminiscences and historical artifacts.

National digital library
A few library services were concerned to digitise unique materials in order to provider
greater access to the population, both local and national.  The skills and funds to do 
this were only available in a very small number of library services.
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6. Users: Benefits and Outcomes of the People’s 
Network

Introduction

A central purpose of the People’s Network was to open up access to 
digital content and e-services, government and community information 
and learning opportunities, placing libraries at the heart of the 
government’s lifelong learning and social inclusion agendas.  In the 
previous chapter, we looked at the range of ICT-enabled services
offered by public libraries to encourage citizens into learning and to
meet the needs and interests of socially excluded groups.

In this section, which is divided into two parts, our focus is what use is being made of 
these services and what benefits and value users are deriving from them.

First, we look at use, usage and users and answer the following 
questions:

How much use is being made of PN terminals and ICT-enabled services in
libraries by citizens?
Which PN facilities/services are people using and what for? 
Who are the users? 
How are they using PN? 

Secondly, we look at the evidence for benefits and outcomes for users which came 
about as a result of using the library’s ICT facilities and services.   We ask what the 
users’ perceptions and experiences of using ICT in public libraries are and look at
examples of how individuals and groups have benefited from the PN basket of
services.

Our analysis of the what, who, how and why of PN use in libraries, and 
the benefits and outcome for users, has been constrained by the lack of 
systematically gathered data by case study libraries, beyond that 
provided on monitoring returns. Even where libraries have collected 
data, there are no consistent measurements and therefore it is not 
possible to make valid comparisons or to generalise.  In the Interim 
Report, we commented on the current state of ICT-related data 
collection in public libraries, and the pre-occupation with 
participation/log-on measures to the neglect of data on outcomes and 
impacts.
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Sources of data
We draw on two main sources of data for this section of the report: 

Table 6.1 Primary and secondary sources of data

Primary sources of 
data:

NETbase data, compiled by Resource,
which is based on PN monitoring returns 
from a high percentage of public libraries
in England. The data used come from the 
last monitoring round at the end of 2003. 
Qualitative data from the case study 
library services, gathered from two 
rounds of visits, one year apart.  The 
data came from interviews, focus groups
with users, logbooks on benefits and 
outcomes, and the observation tool.

Secondary sources 
of data include:

Summary findings from a MORI survey
undertaken for the National Audit Office
(NAO) in April 2004, as part of the NAO’s
value assessment of the PN programme 
Findings from the final report of the 
evaluation of the DfES funded UK online 
centres in England.  Included among 
these centres was a number of CALL-
funded public libraries, including two 
library centres from the case study library 
services.

6.1 Use, usage and users 

In this section we are looking at the use and usage of PN as well as
looking more closely at the user perspective.  By use, we refer primarily
to the numbers of users and numbers of PN sessions counted by public
library staff.  To make sense of use of PN, we also include some 
information about the characteristics of the ICT library users.  Usage, on 
the other hand, refers both to the different purposes of ICT use, (such 
as internet, email, chat rooms, software applications and information 
resources ) and the way it is used (individual or socially, in groups).

How much use is being made of PN terminals in public libraries? 
Findings on the overall level of usage of the PN terminals in public
libraries, based on different data sources, reveal a consistent picture of 
significant demand for public access.
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Survey findings reported in the government’s most recent UK 
online report (December 2003) indicate that 10% of all internet 
users in the UK had recently accessed the internet from a public 
library.  This figure compared with 3% in 2001, prior to PN 
coming on stream and despite the rapid rise in home internet
access over that period (OFTEL, 2001). 

A recent survey conducted by MORI for the National Audit Office 
as part of its independent review of PN, put the usage rate even 
higher.  It found that 16% of the public aged 16 years and over
have used the internet at a public library (NAO, 2004).

In the MORI survey, 10% of interviewees from households with 
children under 15 years of age reported one or more of their 
children had used the internet at a public library.

Funded UK online centres, which include a substantial number of 
public libraries, reported a steep increase in use from Spring 
2002 onwards, rising from 80,000 to 280,000 to the first quarter
of 2003.

Monitoring data on PN, collected by Resource from all public
libraries in England, reveal 11.7 million user sessions on the 
networked terminals in 2003.  In England alone, total usage of 
internet access amounted to 44 million hours.  Although no 
figures are yet available for the UK as a whole, it follows that 
countrywide PN connectivity will be higher.

Qualitative data from case study libraries reinforces this picture of 
significant use levels.  Not only was demand higher than anticipated, but 
many libraries have had to institute systems and strategies for 
managing over-demand for the available terminals, especially at peak 
periods.  Booking systems, express lanes, limits on repeat use and 
dedicated zones and times for particular client groups were among the 
strategies employed.  A knock-on effect of the high usage was that staff 
in many libraries were unable to gain access to a PN terminal for staff 
training purposes.

Booking terminals in libraries

A typical user, to be sure of getting access to a terminal in a busy library, especially
at peak times, usually had to sign up a day or more in advance for a half-hour or hour
time slot to use a terminal.  Even with booking systems in place, many users
preferred just to turn up.  Many libraries set aside some PCs for open access
turnover, or for express email use. Waiting periods of fifteen to twenty minutes were
common at peak times, but in some libraries this could extend to an hour or more.
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By the time of our second round visits in late 2003/early 2004, several
library services reported impressions that demand had peaked and was
plateauing or slackening off.  In some cases, new automated library 
management systems were generating data on online usage but few 
had comparative figures for earlier periods that could clearly establish
trends.

Which PN facilities are people using, and what for? 
Although there was a general expectation that the advanced library 
management systems being rolled out would in future generate useful 
data, most of the case study libraries were unable to provide data on 
either the type or purpose of use. However, a handful of libraries had 
undertaken surveys of users and occasionally conducted focus groups. 
Although these were generally small scale, they did provide some 
insights into what people were using PN for.  Two library services had 
undertaken substantial surveys of users and non-users, with published 
findings.

PN facilities being used 
A consistent picture emerges from the focus groups we conducted in our first round of 
visits, from the two surveys of users undertaken by library services, and from our
interviews with library staff.  Some caution in interpreting the findings is however called
for.  Only some activities were ‘counted in’ by library staff, often leaving out those
where ICT was embedded in another activity or service.  Second, much of our data on 
uses of PN was gathered in the first round of visits when the predominant activity in 
public libraries was creating physical access to the internet and computers, rather than
the development of ICT-enabled services.

By far the most dominant uses of PN were for the internet and 
email.  In some places, email use was predominant, in others, the 
internet.

Internet uses included web surfing and searching, downloading 
music and mobile phone ringtones, online games, and activities
such as internet banking, online shopping and flight booking.
Web-based chat interaction was also a common use among 
young people until banned by most library services for 
safety/security reasons.

Email uses were generally through hotmail type web-accounts.

The next most common use was for Microsoft applications,
mainly MS Word. 

After these three most common uses of PN, the use of other 
applications and services drops off significantly and then tails 
away to dwindling numbers.  Use of the library or council website,
including community information services was very modest, and 
use of the library’s electronic information services was even more 
so.  Library services also reported very low levels of use of 
applications such as scanning photos and text, MS Excel and 
Access, and publishing software.  (These data were gathered 
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prior to the more advanced catalogue systems, refined websites
and other reader and information services coming online.) 

Use of videoconferencing facilities in case study libraries by
users  (other than library staff for internal management purposes) 
was miniscule, other than in the two library services actively
exploring its use with different user groups as a deliberate 
strategy or project.

Use of software for people with physical and learning disabilities,
installed in at least one library in every library service, was also
minimally used in the majority of case study libraries.  Again, 
there were exceptions where a library service was proactively
engaging with disabled users as a key strand of their social
inclusion strategy.

These findings differ in some important ways with findings from the 
evaluation of UK online centres in England.  Whereas the dominant use 
of PN in public libraries was for the internet and email and only
secondarily for computer use, the reverse was true for the UK online 
centres.  Although general interest in internet use was increasing in 
these centres, it was not the main focus other than for users under 25.
This qualification provides the likely explanation.  In libraries, as we saw 
above, the predominant group of PN users is young people under 25. 
The majority of these users are ICT-literate and so not starting at the 
bottom of the skills ladder where computer use comes before internet 
use.  Several library services also encouraged users to attend local UK 
online services for formal learning and computer use, while preserving
the PN terminals for generalist use. 

What are people using PN for? 
Data from a range of sources suggests that the overall picture of what most people are
using PN for is not entirely clear, although the range of activities is fairly similar from 
data source to data source.

Each of the data sources present different purposes and patterns of usage as listed in 
table 6.2. 

Data from the NAO/Mori survey of PN users and NETbase monitoring of library 
services in England provide one set of findings on the purposes of PN usage.  Our 
own focus group data, as can be seen in the table above, showed variants of these
sets of purposes.  Whilst email use to keep in touch with family and friends and use of
the internet for a variety of leisure and hobby activities were central, learning did not 
feature strongly.  On the other hand, use of the internet to look for work came high on
the list.  Our findings are likely to reflect the particular selection bias of the focus
groups, whose membership was more likely to be drawn from identifiable user groups
such as those using a job club or retirees than from self-directed individual learners
accessing the internet for their studies. The evaluation findings from UK online centres
in England also provide a point of contrast, as the table indicates.

 78



Users: Benefits and Outcomes of the People’s Network 

Table 6.2  Different data sources: contrasting purposes of usage 

NAO/Mori survey
(based on the small 
numbers of PN users in 
their sample)

38%  to help with studies 
28% leisure/hobbies
27%  email 

NETbase data 
(in descending order of 
importance)

Email – to keep in touch with family and
friends
Learning – to improve ICT skills 
Learning – to help with studies 
Hobbies/leisure/civic activities 
Finding work 

Tavistock Institute focus 
groups
(findings reflect the 
selection bias of the focus
groups)

Email use was central 
Use of internet to look for work 
Learning not a strong feature

UK online centres Nearly three-quarters (73%) were using ICT 
facilities in the centre to learn how to use a 
computer
28% to send emails 
27% to pursue a hobby or interest. 
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Table 6.3  Users of the People’s Network

MORI
survey
(April 2004) 

Higher levels of library usage of computers and the internet were
associated with high social class, degree level education, car ownership
and broadband readership; and negatively associated with age.
The findings also support the lack of strong relation between internet
usage and ethnicity.  Levels of usage amongst black and ethnic minority 
populations were in fact greater than amongst the white population (35%
compared to 14%), although the BME sample is small and it is suggested
that the result could be a sampling effect related to age.
Usage was highest in London and the eastern regions and lowest in 
Wales

UK online 
centres

Just over two-thirds of users were in at least one of the six UK online 
centre target groups. 
The highest percentage group of socially excluded target groups was the
unemployed, followed by people from black and ethnic minorities, the over 
65s, disabled people and lone parents.
The centres were attracting higher proportions in all groups of the overall 
England population apart from the elderly.
The majority of new users (around 64%) had some prior contact with
computers and the internet – either because they had an internet
connection at home which they could not use, or because they already 
had a computer at home.
55% of all new users were female, and 45% male. 
The proportion of ethnic minority users has increased steadily from 15% to
over 20% 

PN library
services
monitoring
data

Age – younger people in the 16-25 year old age bracket was dominant
user group.  This group also represented the biggest change in the public
library user base, post PN.   Older people, aged 50-70 were a second
group.  Many of these individuals were also new library users, although
the demographic profile was a familiar one. 
Gender – generally, men outnumbered women, although the gap was 
narrowing.  Many libraries reported a significantly higher number of 
teenage boys and young males.  In a few places, gender was balanced
and occasionally, women were more numerous than men (usually in 
individual local libraries, or for particular activities such as taster sessions).
Occupation – four occupational groups were identified as PN users: job
seekers/unemployed people; retirees and older people; students; foreign
students.
Ethnicity/social inclusion – Asylum seekers and refugees, especially in 
areas close to points of arrival or settlement, such as the Channel
coastline; foreign/migrant/seasonal workers, in counties like
Worcestershire, Herefordshire and Somerset; other people whose first 
language is not English, such as foreign students and tourists  (York,
Oxford); Black and ethnic minority groups.
Disability – small numbers of PN users with a physical or learning 
disability were reported by library services, but a recurring theme was the 
under-use of the software and services available to people with a disability
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Who are the users?
Findings about the user base for PN varied according to the different surveys and data
sets. For example, the MORI survey findings (April 2004) based on a small but
random sample of PN library users, suggests that the user population of ICT in public
libraries is broadly in line with the characteristics of internet users anywhere. To put it
another way, the evidence overall does not suggest that libraries are attracting
disproportionate numbers of users from socially excluded groups, as table 6.3, above,
identifies.

Public libraries, as a particular class of institutions providing public access to the
internet, differ from the DfES funded UK online centres in England, taken as a group.
The UK online centres, which included some funded public libraries, had a specific
remit to provide access and training for six identified target groups, with funding
attached to the achievement of targets. Findings for these centres indicate a higher
level of success in reaching target groups, as a proportion of their total user
population, see table 6.3.

Monitoring returns for PN include data from library services on the 
demographic profile of PN users.  Of the sample of library services 
providing such data, most reports were based on perceptions of library 
staff of their overall user profiles rather than systematically gathered
data.  In many cases, what was being reported was the new users
coming into the library as a result of PN.  PN users were categorised by
age, gender, occupation and disability.

Overview of findings from case study libraries
Qualitative findings from the case study libraries round out the picture 
presented above: 

Most library services were unable to provide data on the profile of 
their users of open access PN services.  Age and gender were
the easiest markers for impressions of the user base.   In 
particular cases, mostly in relation to externally funded projects, 
library staff gathered data on certain groups of users.  DfES 
funded UK online centres for example, set targets for the six 
priority groups and public libraries with this status gathered data 
systematically on the users of prescribed services.
Across the board, it appears that younger age groups are the 
predominant users of the PN terminals.  The biggest cohort is
people in their 20s and 30s.  In some places, the 20-24 group 
tops the list, in others, it is those aged 25-34.  Teenagers and 
youth come next, followed by those aged 55 or older.  The 
younger age groups have not been well represented among 
library users in the past, and thus PN has been markedly 
successful in broadening the library’s user base.
Library services could all point to individual successes in 
reaching out to socially and digitally excluded groups.  These 
included: young unemployed people, asylum seekers and 
refugees, older people and retirees, people with disabilities,
housebound and others remote from service centres, and those 
with low educational achievements. Many had strategies aimed 
at drawing these groups into the public library and encouraging 
internet access and use (discussed).
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Working to attract ‘hard to reach groups’ was very resource 
intensive.  The case study libraries were more likely to 
concentrate their efforts in localities and on particular groups 
where they could attract external funding for this area of work.
The micro-case studies included many examples of special
projects and activities aimed at fostering internet access, skill and
use among hard to reach groups or those at risk of social 
exclusion.  In general, these projects were successfully engaging 
with users from socially excluded groups, although success was
sometimes patchy.  In a number of cases, ‘success’ in meeting 
targets was measured only by ‘participation’ and not any outcome 
measure.
Three were CALL funded UK online centres. These tended to be 
set up as ring-fenced ‘learning centres’ within or alongside a 
library, with a remit for attracting people from the programme’s 
six socially excluded target groups onto the ICT skills learning 
pathway.  Targets for some groups were exceeded whilst others 
were under-achieved.  But there was no consistent pattern, 
beyond success in attracting retired people.  One library saw a 
massive increase in performance against the target for adults
with learning disabilities; another found it difficult to meet their 
targets for unemployed people and younger age groups.
Several projects were aimed at young people living in areas of 
high social and economic deprivation. Two had a focus on ‘latch-
key’ children, another on disaffected youth with low educational 
attainment; and a fourth on children living in socially deprived 
areas or from families on income support.  Two projects with a 
fixed term were exceeding their targets and a third was still in 
start-up phase; a fourth had been mainstreamed and no longer 
gathered data but the impression was a drop-off in participation 
over time among the 9-12 year old target cohort.

How are PN users using ICT facilities and services?
From our in-situ observations and conversations with library staff and 
users, we identified several different categories of users and the 
different ways in which they were using PN.

Users could be categorised into six distinct groupings:
Instrumental users 
Self-improvers
Virtual and informal learners 
Creators and producers 
ICT novices 
Social participators 

Table 6.4 details the kinds of activities that the different users were involved in. 
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Table 6.4  Using PN facilities and services

Instrumental
users:

Email drop-ins – a heterogeneous group of ICT-literate regular users who drop-in
to the library primarily to access their email or do a quick internet search.  An
important sub-grouping are foreign students, tourists and visitors who are temporary
drop-ins.
Transactors – those who use PN services and facilities for personal banking and
on-line shopping, or to access council services for e-government business.
Task-focused information seekers - users looking for specific information,
primarily from local and community information sources relating to an immediate
need or interest such as health care options, child care facilities, pension and tax 
queries.

Self-
improvers:

Special interest users - a mixed group of users including those using the
information resources of the library for leisure and hobby pursuits such as family
and local history;  accessing the library’s website to inform book selection or 
enhance their experience of reading; or using advanced applications for video,
music and animation activities.
Advanced information seekers - the small group of users who have complex
internet search requests, often needing help from library staff who are able to use
more sophisticated search engines and techniques.
Explorers - the informal learners or general information seekers who use the 
internet to explore. 

Virtual
learners:

The group of users accessing courseware and other learning materials, as part of a 
structured programme of study or learning or for self-directed informal learning.
This group includes school and college students using the resources of the internet
to support their study; individuals studying online bite-size taster courses; languages
or accredited learndirect courses; and users accessing the packages for self-
directed learning produced by the BBC such as ‘Journey into History’.

Creators and
producers:

A sizeable group is using the range of software applications on offer to create their 
own products and services.  For example, setting up web pages, writing CVs and
job applications, digitising photos and incorporating them into email messages,
designing Christmas cards or producing newsletters for voluntary groups, or 
producing materials to support business enterprises such as printing menus, flyers 
or business cards.

ICT novices People who have come to the library to find out how to use computers and
understand the internet – so they can ‘speak the same language’ as family and
friends, keep up with their children and help them with homework, improve their ICT
skills, learn how to send an email and find information on the web.

Social
participators:

Youthful set - who view the library as a public space to ‘hang out’, and as an
infotainment time-filler.  The attractions of ICT include games, chat rooms, and ‘net
surfing, as well as providing a general backdrop to socialising with friends.
Silver set likewise use PN not so much to achieve some purpose as to have a 
chance to participate in something and feel a part of the local community. The
library is valued as a space in which individuals do not feel judged by others and
where there is no requirement to ‘produce something’.  PN provides another reason
or focal point for coming to the library.
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There were plenty of examples of wonderful stories told to us by focus 
group participants.  Just a few of them are presented below. 

Memorable stories told by focus group participants

Asian women from the Bengali and Pakistani communities who use the internet 
to attend to ‘matrimonial matters’ (arranging marriages).

An eighty year old man who uses the library to study six languages on the 
computer, taking home cassettes and CD-ROMs as well.

A tattoo artist who uses the library to email tattoo designs to her brother in 
Marseilles for his business.

A grandmother who is excited at just having seen the first photos of her newly 
born grandchild.

An elderly man who wants to move with the times and do his banking through the
internet as it gives better returns and access.

Asylum seekers who come in to use the library to learn news from their country
and to keep in regular contact with family and friends.

The person who comes in everyday to use the computers to play chess with 
people round the world, and to look at the results and bulletins of chess games.
It has become part of his life now, and he feels he can’t do without it. 

The man who used to come to the library to find answers to quiz puzzles and was
introduced computers.  He doesn’t use books any more, he uses the internet.  He 
joined a LearnDirect course which he attends every morning for three hours.

The woman who bought a motor home in Germany after doing all the searching
on the internet including initial viewing of motor home features, in advance of a 
visit.

The young man who was introduced to the library’s computers through his
grandmother who is regular book borrower.  He has used the computers to get
information on the Army and to look for plumbing jobs for his uncle.

6.2 Perceptions, experiences and evidence of benefits and 
outcomes for users 

In this section we are concerned with finding evidence of benefits and 
outcomes for the people using the PN.  We begin by taking a look at 
what users themselves felt about this new tool in the library, and their
experience of it, before looking at the comments made by library staff. 
Evidence of outcomes and impacts has come primarily from focus group 
discussions, logbooks completed by members of staff across the case 
study authorities and from NETbase returns.   We have assessed the 
evidence across a range of dimensions, which we present below. 
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What are users’ perceptions and experiences of using ICT in public
libraries?
In focus group discussions with users, a common picture emerged 
about the value of PN and its positive features, some problematic 
aspects of a technical and social kind, and users’ expectations of the 
types of services and improvements they would like to see in the future. 

Positive aspects of PN 
There were many positive comments given by users about PN.  They
include the following: 

Users were overwhelmingly positive about ICT in libraries,
especially free access to the internet, the speed of the
connection, the type of technology and software on offer and the 
up-to-date equipment.

A majority of participants said it would be difficult or impossible to 
access the internet if their library did not provide this service.
Even those with a computer at home preferred to use the library’s
internet service to avoid the expense, the limitations and 
frustrations of connectivity and to have access to ready support
and guidance.

The computer hardware and internet connection was generally
considered reliable and ‘hassle free’, although much less so for 
printing and other peripherals.

Library staff were widely seen as helpful and taking a generally
relaxed approach, although were not always perceived as being 
up to speed on the more advanced software or about ICT
developments.

The zoning of areas, often with new furniture and décor to suit, 
was much appreciated by users.

The supportive, welcoming, informal atmosphere was very
attractive to people who were just starting to consider learning 
about ICT. 

Service improvements
Users’ expectations of the types of services/service improvements they 
would like to see were generally high. Those most commonly described 
are listed below.  They do not apply uniformly however, as libraries
varied in the level of PN service provision and stage of roll-out.
Automated userlog-in for example was already a feature of some 
libraries whilst others were still logging-in users manually, adding to 
queuing and delays.  The hoped-for improvements fell into four 
categories:
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Table 6.5  Hoped-for improvements for PN

Learner and
technical support 

More learner support (especially for 
novice users).
Better on-site, just-in-time technical 
support.

Management of PN Centralised monitoring (e.g. I-CAM 
systems which allow library staff to
monitor user sessions at will, 
electronically from a central terminal) 
instead of restrictive and sometimes 
frustrating filtering systems which could 
bar access to valid content. 
Automated logging systems (where the user
had their own password and can log
themselves in and out). 
Improved booking systems for sessions
to better manage queuing and waiting 
times for terminals.
Dedicated areas for teenagers away
from ‘serious’ adult users, and 
relatedly, dedicated times for different 
types of users in the library. 

Upgrading/extending
range of software
applications

More varied software applications
especially web design and desk-top 
publishing software. 

Hardware upgrades 
or improvements

Storage on server USB keys, CD-ROM 
burners.
Additional hardware peripherals: digital 
cameras, scanners. 
More efficient printing systems. 

Dissatisfactions with PN facilities and services 
PN also attracted unfavourable comments from those using the service.

One persistent source of dissatisfaction concerned the heavy
demand for the PN terminals, and the necessity or requirement for 
pre-booking to be sure of getting access.  This could be more than 
just an irritation about rationing of a scarce resource.

Frustrations and irritations at having to book or wait for a terminal or 
have time limits imposed were commonly directed towards non-
locals and non-UK residents, but also spilled over onto staff.  Some 
focus group participants expressed views that non-UK tax payers
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such as foreign students and asylum seekers should not be entitled
to free internet access, or that local residents should have priority
use over non-locals.

Some negative comments were highly localised, often to do with 
particular network systems or the idiosyncracies of particular
computers or connections.  Examples of persistent difficulties 
included an inability on one network system to access planning 
applications by number, and in another to download hotmail from
one particular library location.

Other unfavourable comments were directed towards the new users 
attracted into the library by PN and the changing atmosphere of the 
local library.  Teenagers and other young people were often singled 
out, and disapproval voiced about their social behaviour and 
occasional unruliness.

Several older users, although users themselves of ICT, were 
resentful of the displacement of books and shelving to make way for 
the new banks of computers, and expressed anxieties about future 
reductions in book budgets and the prospect of a more diminished 
service for traditional library users. 

What are the benefits and outcomes for the people who used the 
People’s Network?
An indicative picture of the benefits and outcomes for the users of the 
People’s Network comes from two sources.  NETbase survey returns, 
giving data collected from a sample of library users, provide the broad 
level picture across library services in England.  The second source is 
data gathered in the logbooks of user outcomes and benefits from the 
case study authorities, which provide a more nuanced picture, as 
revealed by individual stories.

The evaluation reports from the funded UK online centres (the final 
report for England, and forthcoming reports for Wales and Scotland)
deal much more comprehensively with benefits, outcomes and impacts 
of public access to ICT in these centres, based on survey data. 
Readers are referred to these reports for findings on ICT public access 
benefits for individuals and communities.

Broad level findings 
The table below presents the survey findings from the People’s 
Network: Moving Forward, compiled by Peter Brophy. (MLA 2004) 
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Table 6.6  Benefits and outcomes: broad level findings 

Learning 23,600 people say they have started a 
formal education course. 
62,400 people report gaining a new skill. 

Finding work 8,000 users have found new jobs thanks
to the People’s Network. 

Personal identity 74,500 people have been able to keep in 
touch with their families.
20,500 have made new friends. 

Community
enrichment

52,500 people have used the People’s
Network for activities supporting their local 
community.

Culture and 
creativity

13,500 people have started a new hobby. 

The micro-picture:  individual accounts of outcomes and benefits7

Findings from the logs of individual instances of outcomes and benefits 
from using ICT services amplify the broad picture outlined above and 
are largely consistent with it.  The examples in this section are taken 
from the log books that were filled in by library staff.  Before detailing the 
more specific findings, we make some general comments on the nature 
of outcomes and benefits reported.

The majority of recorded instances of outcome and benefit of ICT 
services concerned direct internet use rather than use of software 
applications or peripherals (e.g. scanners or other equipment).

Findings tended to be strongly individualistic; there was little 
evidence of group or community based outcomes resulting from 
ICT usage.

A significant number of reported outcomes and benefits were as 
the result of interventions and interactions between the library
staff and users themselves. 

Overall data quality was variable. The data was skewed towards
short-term consequential benefits of use rather than longer term 
impacts.

7 These findings are based on 159 instances of user outcomes and benefits recorded in the 
logs by case study libraries.
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There were no analytic differences between the type, quality or 
frequency of reported user outcomes between branch and central 
library sites. 

Related to the above points, findings indicate that there has been 
a spin-off benefit for users of PN in that there has been a level of 
‘re-distribution’ of resources and information services for users 
across branch and central libraries. Users are now able to access 
the same grade of internet services and resources in both central 
and branch libraries. 

Outcome categories
We identified five main categories of outcome from the data and they
are presented below in descending rank order of frequency.  The 
examples given below come from log reports made by front line staff.

Personal and social 
Learning outcomes (includes lifelong learning, formal and 
informal learning and skills transfer) 
Access to e-government and council information services 
Vocational and employment 
Economic and business

Personal and Social 
Within the category of personal and social outcomes, communication 
and maintaining contact was a common activity resulting in a range of 
benefits and outcomes for users – including sustaining the quality of 
interpersonal relationships with friends and family and participating in 
wider social networks through email. Augmenting electronic text
communication with photos and other media attachments was also 
commonplace.

Maintaining contact 

A scanning and printing course held in the learning centre attracted an 
elderly lady who wanted to learn how to scan photographs and email 
them to family members abroad. She was delighted to discover how
easy it was to email photos as attachments.  This brought her closer to 
her expat family and she now keeps in regular touch via the learning 
centre PCs.

Using ICT in this way enabled visitors to keep in contact with friends and 
family whilst travelling and many others kept in close contact with family 
members in many parts of the world.

For more senior members of the community the library itself provided a space for 
sociability and safety.  Good quality interaction with library staff was seen as key. For
one or two users the library space was seen as a ‘safety zone’. Furthermore, for a
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small number of users the library and ICT facilities were critical in reducing their sense
of social and rural isolation.

Social contact and support networks

A significant number of elderly users across focus groups reported how 
much they valued the social contact and interaction with other library
staff and users in their local community libraries. Email and the internet 
provided a new focal point. The importance for older people of “getting
out, seeing people you know in the library” and “being on first name
terms with the librarian” was underscored.  Several participants 
implicitly articulated how the library was functioning as a hub for both 
immediate social interactions and wider, electronically-mediated social 
networks. One participant described how using email gave her a voice
and an opportunity to participate in her community.  She had used her 
new skill not only to keep in contact with members of her family but
also to communicate her views and opinions to interactive TV and 
radio programmes.

“We have a regular user who has been coming to trace her 
family tree for many years.  She has a computer at home but
reports that she loves to come up to the library as access to the 
internet is faster and she feels help is at hand, she has access
to resources and she also gets to meet other people.”

For many people, access to taster sessions provided them with the 
basic skills to use PCs either at home or in the library.

Library staff also reported that PN helped individuals with leisure, recreation pastimes
and personal administration.  Equally, a number of users reported benefits which were
related to both the enhancement in the quality of existing leisure and recreation
pastimes and the facilitation of new activities which included: researching family
history; genealogy; and local history writing. In addition, users also reported that library
ICT facilities/internet provided easy, free and comprehensive access for personal
administration and planning purposes such as planning and booking holidays; planning
routes; accessing online banking and financial systems and savings accounts; and
online ordering of videos, CDs and DVDs.
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Learning basic ICT skills to keep up to date 

As a result of staff help and facilitation an existing PC owner was given 
basic instruction into how to use the mouse and keyboard and basic
software packages. The user was able to transfer these skills to their
PC at home. 

An 80 year old lady had been given a computer by her son and was 
unable to switch it on. By the end of the course she could send and 
receive emails and surf the internet.  She had found a new form of 
communication and something useful and modern to keep her up to 
date and found she could achieve it. 

One of the major benefits for all users was enhanced access to local
information and global information pathways; particularly in terms of 
speed and coverage. This included a whole range of e-services 
including online phone books, local entertainment and news information,
weather and traffic information as well as streaming video and audio 
information and worldwide broadband news services.

There were also reports that the services were used by users to find medical and
health information.  There were one or two reported instances where access to ICT 
through the library provided critically important health related information and support.

Health information and support

“User suffers from a rare disease and through the internet has 
found information and help. She has no computer at home and she
comes here regularly. She also used Word to compose a letter she
wishes to send.  She has now joined a self help organisation and 
received an introduction pack. She has also managed to get her 
young son tested which was refused to her in the past.”

Learning Outcomes (includes lifelong learning, formal and informal
learning and skills transfer) 
The second most common major category of benefits and outcomes involved the 
broad spectrum of lifelong learning, formal and informal learning and skills transfer.
Often these outcomes occurred as a result of ICT user-taster and training sessions
held within the library. On a significant number of occasions library training led to the
successful completion of accredited courses.
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Formal learning and lifelong learning

There was a pensioner who began a basic computer course and 
moved on to a follow up course. The user has now moved onto ECDL. 

A distance learning student was able to use PN terminal and its
resources which helped her in her studies and she emailed the 
results back to the tutors. The user was also able to attend a 
course online which was not available locally.

A user attended adult learning service courses and introduction to IT and
internet courses. The user attended both courses which were held using NOF
machines at Dovecot Library. The user has a computer at home but would like
to make better use of it. Since completing the courses the user has progressed
to Liverpool community college to study for a new CLAIT qualification.

Some people were keen to attend courses or engage in activities which 
would help them with their own particular informal interests.  Such self-
directed learning sometimes led to additional, unforeseen benefits.

Self directed learning 

A grandfather came into the library and wanted to improve his ICT 
skills since he wanted to help his grandchildren without
embarrassment.

A user attended adult learning services courses which ran for ten week
from September to November. He could use a mouse, and he plays 
cards on a computer at home but wanted to be able to search for 
information on the ‘net and send emails.  He now regularly comes into 
the library to email his family and can now attach files and download 
email attachments.  He also realised he could use the library to 
produce notices for the club where he is treasurer. 

Access to e-government and council information services 
For a significant number of users there were clear benefits in terms of 
access to high internet-based information and e-government sources 
provided by the PN grade of service.
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Finding information using e-government and council 
services

The customer had a query about planning regulations and 
boundary of plot was in dispute with neighbours. The customer 
was able to obtain information for local regulations, contact for
advice and view large scale mappings. 
Customer used set aside PCs to look at electronic resources for
course funding. Customer was able to research electronic 
resources for course funding. Customer was able to undertake 
research quickly and make choices based on information. 
A user asked how she should go about obtaining childcare
provision in order to be able to go out to work. She accessed the 
childcare database with staff assistance and has subsequently
been able find childcare.

Vocational and employment
There were a small number of positive outcomes and benefits which 
occurred as result of ICT usage in terms of vocational, employment and 
job seeking activities:

Users upskilling existing skills and increasing their professionals
self-confidence
Gaining IT skills and confidence in preparation for return to work.
Improving job market prospects through CV writing and formal 
letter writing. 

There were three recorded instances in the dataset where users gained 
employment as an outcome of using ICT facilities.  There was a report 
of a person who, as a result of ICT taster sessions in Microsoft Word, 
had gained employment.  A different user had prepared a PowerPoint
presentation and as a result it was reported that they had succeeded in 
getting a job.  Staff at a UK online centre reported a positive outcome for 
one of their users, outlined below.

Gaining employment

An unemployed lady who had gone out of business with her small firm 
came into the learning centre in hope of acquiring word processing 
skills which would help in her search for employment. She later 
returned to thank the staff for the role the learning centre and staff had 
played in enabling her to write a job application and create a CV which 
led to her gaining employment.
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Gaining employment

A young man came in and used Microsoft Publisher to create a poster
for a new community radio station he is starting.  He printed off some in 
colour and photocopied many in black and white.  Attending the 
training courses means that he can now publicise the new radio 
station.  He had free training on Publisher as has never used it before. 

Economic and Business
Across the entire dataset there were only three reported instances of economic and
business related benefits.  One was an occasion where ICT and software applications
had enabled user to do accounts for a small business.  A second was an occasion
when use of ICT had facilitated a small restaurant business to order supplies.  Finally 
there was an instance where as a result of library training and the use of dedicated
software, a user had been able to build their own their own website to start a business
in the community.
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7. Impacts and Outcomes on Staff of the ICT Training 
Programme

Introduction
This section of the report assesses and evaluates the effects, outcomes and impacts
of the People’s Network ICTL training on public library staff in their  daily life the 
workplace, and how the training is likely to affect staff in the future.  The comparative
analysis is based upon source evidence collected as part of the first and second
round case studies, including multi-stakeholder interviews with a wide range of staff, 
staff focus groups and documentary data and an analysis of the micro-case studies
conducted at each site.

This section covers the following main topic areas:

Practical considerations and methodological reflections.
Evaluation and monitoring.
Progress to plan on ICTL training. 
Uses of ICT and application of learning.
Psychological, attitudinal and affective impacts of ICTL training.
Self confidence, value and basic ICT competency. 
Ongoing training and workforce development. 
Impacts and usefulness of Expected Outcomes 2-8 and 
Advanced training roles.
Impact of ICTL training on work roles and work practices. 

7.1 Practical considerations and methodological reflections 

An assessment of the specific impacts of PN ICTL training in isolation is analytically
complex.  The effects of ICTL training on staff are likely inter alia to be interwoven
inextricably with the implementation of PN generally, as well as processes of
organisational change, ongoing workforce development and modernisation.
Furthermore, training impacts are likely to be qualitatively and quantitatively different
depending on staff role, remit and designation within the organisation as well as the 
type and level of training staff members received.

Although this section builds upon and relates to the Interim Report it contains a more
specific analysis of the impacts of training on staff and the consequences of these 
impacts for staff roles and service delivery.  Whilst staff will have necessarily
undergone a range of different training courses including CLAIT, ECDL, Expected
Outcomes 2-8 and
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Advanced roles, the impacts and outcomes are mainly described generically, unless
reported specifically in terms of particular types of training.

The findings from this study are taken up and elaborated in the final report of a 
formative study of the ICTL in England, Northern Ireland and Wales also undertaken
by the Tavistock Institute, for the MLA. 

7.2 Evaluation and monitoring
Second round case studies revealed that one or two libraries had undertaken small
scale, self-evaluation of the impacts and effects of People’s Network  ICTL training
(e.g. using basic survey techniques) on staff’s self-confidence, competency and 
satisfaction with training.  Whilst interesting, these evaluations tended to be small-
scale, localised and self-referencing and data generated from such studies could not
be robustly generalised from, since it was context specific.

However, for a significant majority of library services there had been little formative or
summative evaluation of the outcomes of ICT training. Whilst there was continued
collection of data in terms of monitoring, take-up and usage of services, libraries
generally appeared to be in stasis, in terms of evaluation, since the first round of 
visits.  For a number of library services undergoing change and restructuring,
evaluation had simply been given a relatively low priority.  For one or two library
services, evaluation was effectively ‘on hold’ until staff were up-skilled with the
necessary knowledge and skills to mine data from newly installed central
management systems.

At the second round of visits many of the issues discussed in the interim report were
still relevant.  In particular, there seemed to be an ongoing conceptual ambiguity
around the differences between the activities of monitoring and evaluation. However,
this met positive recognition by library services that “we really ought to be evaluating
our services and training”.  As the following quotes from a PN coordinator and
training officer typifies: 

“At the moment we do not have any plans for evaluation and 
monitoring systems.  I know that sounds terrible but we have so much
on our plate.”

“There has been no evaluation work undertaken. I firmly believe that
what is needed is a contextual analysis of what workers actually need
in terms of training.”

7.3 Progress to plan on ICTL training
Actual levels of progress in rolling out and completing People’s Network ICTL training
will obviously affect resultant impacts and outcomes of training on staff, the 
organisation and users. At the time of the second round visits qualitative data 
indicated that, although library services had progressed towards completing their 
planned/agreed training targets, many library services were still involved in delivering
both basic outcome and Advanced roles ICT training to a significant proportion of 
their staff. This provides an important caveat to findings generated from the dataset
and indicates that a formal assessment of the longer term impacts of ICT training
may still be somewhat premature.

Aggregated spreadsheet quantitative data recently supplied by NOF (May, 2004) also 
indicates progress in completing agreed training targets. However, actual data on
progress to plan is challenging to interpret and may be influenced by a number of
factors:
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A considerable number of libraries have deviated from their 
original training plans. Although it can be considered positive
that library services were able to re-evaluate their training plans
in response to organisational change and need, a significant
number of libraries have trained additional staff and a variety of 
others have trained a lower number of staff than originally
planned.

A significant number of staff have left their positions at various
library services, having either part completed or completed their
training, with the library services themselves committed to the 
full cost.

As well as the above mentioned factors, ICTL training progress may 
also have been affected by the following factors: 

Although the initial training plan was for the sequential roll out of
training i.e. basic ICT skills, Expected Outcomes 2-8 and 
Advanced roles, a significant number of library services’ 
implementation plans were ‘bottlenecked’ by the time taken to 
roll out the basic ICT skills training.

There were varying levels of commitment by management to 
training and ICT. This commitment was often related to the 
underlying managerial culture of the organisation and its vision 
of the role of ICT which varied from an enthusiastic training 
culture to a more mechanistic and operational role of ICT.

In some instances, across the board training produced considerable logistical
challenges in terms of staff travel to the training site. This was particularly the 
case when training was offsite and where staff were dispersed over wide
geographic areas.

Prior to the inception of the PN and ICTL training programme, a number of
library services already had a history of ICT based services as well as a 
baseline of trained staff whilst other services did not have pre-existing
experience of ICT.

Analysis revealed that library services held different understandings of the 
purposes of ICT training. For some services ICT training was about filling a 
skills deficit gap, whilst for others ICTL training was viewed as integral to
future professional, organisational and strategic development.

7.4 Uses of ICT and application of learning

In Chapter 8 we look in some detail at the uses made by library staff of ICT in their
day-to-day routines and back office procedures.  For many staff these kinds of
changes would not have been possible without ICTL training.  Indeed, as the
following quote from a head of library service highlights, the impact of People’s
Network ICTL training across the entire programme has been extensive:

“ICT training has made a real impact on working practice, in the basic 
types of everyday transactions that go on between library staff and
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their customer base…  I think that they have changed as a result of
training and PN.  I think that staff may not be fully aware of the skills 
that they have picked up – particularly now that they can help users 
with their ICT enquiries whereas before they could not.”

Short-term impacts and outcomes of ICTL training should also be 
visible in staff’s general uses of ICT and their application of learning.
At the second round of visits there was a definite increase in the 
number of staff who reported using the internet routinely to deal with
customer reference enquiries.  However, overall comparative changes
in the general uses of skills or applications of ICT learning were very 
similar to those reported in the first round of visits:

Providing one to one assistance for users. 
User training and taster sessions.
Setting up email accounts for users. 
Creating publicity materials and assisting other agencies 
in the design of newsletters and other materials. 
Responding to reference enquiries. 
Specific small-scale project work and cross-agency 
collaborations, such as homework clubs and reader 
development initiatives.
Streamlining of work routines (especially by middle 
management staff). 

However, as a result of PN training, second round visits revealed a 
stronger strategic focus on the deployment of ICT-based library 
services aimed at improving the targeting of ICT-based service delivery 
to excluded and new user groups, including asylum seekers, people 
from black and minority ethnic groups, learning and disability groups, 
deaf communities and older people, as we reported in earlier chapters.

7.5 Psychological, attitudinal and affective impacts of ICTL 
training

At an emotional and psychological level it was clear that there had 
been extensive impacts – both negative and positive - of both PN 
implementation and ICTL training. However, the overall experiential
and affective impacts of People’s Network ICTL training were also 
moderated by factors which included not only the mode of training 
delivery and existing staff skill baselines, but also the wider 
organisational culture, staff morale and staff training support
structures.

Many staff were genuinely positive about their current and previous
training experiences (as we reported in the Interim Report).  For many 
staff this was the first significant training input they had received for 
many years.  It represented a validation of their efforts with the service, 
and provided a much needed impetus to improve morale in what has 
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often been described as a ‘Cinderella service’ in the local authority. 
We look at staff attitude to training in more detail in a later section. 

However, a significant proportion of front line operational staff reported 
that they had experienced considerable anxiety and negative feelings
towards the training.  This anxiety was not only anticipatory (occurring 
before the training had begun) but tended to be enduring over time. In 
particular, front line staff reported that there had been considerable
stress associated with coursework assessment or portfolio work
around ECDL training.  For a small minority of staff the psychological 
impacts of training and the effects of wider organisational restructuring 
had been sufficient for them to leave their positions or take voluntary 
redundancy.  Staff often articulated their feelings in terms of emotive 
descriptions such as “it was a nightmare to begin with” or “it’s been 
very stressful.” As one of the main independent training providers 
reported, staff attitudes tended to fall into three categories: (i) “Don’t
want to be here – its an imposition”; (ii) frightened (iii) “its going to be 
hard but worth it” (the latter being in the majority). As a training officer 
also stated:

“The reluctant ICT users are in two groups. Around 70% say its not
going to help me, no matter what. And 30% say I am not going to do
this, its not part of my job. A lot of it comes down to personality and 
age.”

Interestingly, as in the first round, second round focus groups provided 
a ‘cathartic forum’ for staff to air a variety of concerns. For some staff, 
training had been especially traumatic and they required considerable 
psychological and emotional support during training. At one or two 
library services this had resulted in a persistent culture of resistance 
and resentment to the use of new ICT based technologies. This issue 
was especially apparent in the second round when the organisation 
had been slow in meeting targets for basic ECDL training or where 
there were pre-existing issues around morale and organisational 
climate. For some staff the training “seemed to be going on forever”.

For many operational staff, the practicalities of engaging with users 
had ameliorated their anxieties and uncertainties. However, a level of
anxiety remained at the second round visits and gains in self-
confidence over time were commonly affected by: (i) anxieties
concerning the continuing increase in user expectations of service 
delivery; (ii) the rapid advancement of technology and proliferation of 
the internet; (iii) managing the influx of new user groups into the library; 
and (iv) being accountable to provide a professional ICT-based
services. The following quotations highlight these issues:

“One overall thing from PN is that we are attracting people into the
library who are new users. Their expectations are entirely different 
and often aren’t realistic. As the population becomes more
technologically literate expectations are higher.  Customers expect a
level of understanding that staff just don’t have.  We have to keep up 
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all the time.  They come in expecting a certain level of technical
expertise.” (PN  Co-ordinator)

“There has been considerable resistance by staff – many staff did not
want to use the technologies and required considerable psychological 
support. Staff were anxious about the possible influx of new users 
and their behaviours.” (Service Development Officer)

“Staff are (still) fearful of looking silly in front of a user.” (Training
Officer)

7.6 Self-confidence, value and basic ICT competency

Given the generally low ICT skills baseline from which the majority of
frontline staff began, a key impact of the ICTL training programme has
been to produce a marked increase in not only staff’s self-confidence 
and sense of value but also in their actual ICT competencies and skills. 
As the following quotes from interviews and focus groups with front line 
staff indicate, ECDL was particularly effective in both the positive 
development of ICT skills and enhancing self-confidence:

“One of the most important things that the training has achieved is
that it has increased staff confidence. When people come in and ask 
to use the PN machines for something in the library, they don’t want a
‘techy type’. They want people who can say – I don’t know, but lets go
and find out together.”

“The ECDL was useful and helped with my self-confidence. It meant
that I bought a computer of my own. It represented a major shift in the 
way that I work.  I am more confident as a result of this training.”

“As a result of ICT training staff feel they are more valued within the 
service. ECDL has given them a transferable skill.”

“Having a qualification was equally a boost to confidence.”

“All staff considered that their confidence and knowledge of ICT had
generally increased as a result of training.”

One library service had undertaken a comprehensive self-evaluation,
staff survey (which included senior management, community librarians,
operational and non-front line staff) in order to assess staff’s ratings of 
their self- confidence in the following ICT-based skills and knowledge
areas:

Promoting reader development 
Supporting users to ensure effective learning 
Providing access to information 
Using IT systems in the running of the library 
General ICT skills and knowledge
Knowledge and understanding of the characteristics of 
information

100



Impacts and Outcomes on Staff of the ICT Training Programme

Survey results indicated a significant proportion of staff were self-
confident in their competency and ability to deliver ICT-based services
as a result of ICTL training across these areas. Importantly, survey
results also reflect a more general trend in areas of reported 
improvements in self-confidence and competency associated with 
ICTL training, found across the case studies.

7.7 Ongoing training and workforce development 

An outcome of People’s Network ICTL training, and ECDL in particular,
was that it had provided a solid backbone of basic ICT skills and 
facilitated the delivery of ICT-based library services.  However, at the 
second round of visits there was a notable change in library services’ 
orientation to the future of staff training and workforce development. 
Libraries recognised that basic ICT competency (e.g. internet usage) 
was not sufficient in itself for the effective delivery of ICT-based
services either now or in the future and that there were identifiable 
gaps in the existing ICT skills of staff.  This recognition was related to 
two main factors: (i) the increasing expectations of enhanced levels of
ICT service delivery by both service users and colleagues; and (ii) the 
rapid advancement of ICT and web technologies which required a 
sustained and targeted approach to training, as following reports from 
PN coordinators and senior management highlight:

“Raising the professionalism – we have higher expectations of the
quality of our work.”

“Customers tend to go back to one person – its about meeting
customer expectations."

“PN is throwing up training needs. For example, the legal implications
of using CD Rewriters to copy music.  This whole area is moving very
fast.”

“What we need is more targeted training in terms of the skills we now 
require – for example training in JAWS, using scanners.”

“Training has given the group skills, self-worth and confidence. There 
are also stronger expectations of your competency by your
colleagues and users. Now that staff have had training they are more
confident in being proactive – helping others and users.”

In order to meet these increasing expectations and responding to staff 
requests for further technical training in the first round, a significant 
proportion of libraries had extended their basic levels of  ICT training 
(Expected Outcomes 1-8)  to include; CD-writing, using a scanner, 
specialised disabilities software, troubleshooting and basic
maintenance of hardware.
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From their local understandings and from data collected by regional 
surveys a number of library services have also recognised that a 
broader range of ICT skills are required as well as extended or ‘deeper’
competencies. These skills will move staff away from the more 
procedural based knowledge which tends to be associated with basic
ICT training to the higher level interpretative, information handling and 
critical thinking skills. As a result of the Advanced roles training there 
was already evidence of staff’s consolidation and implementation of 
these higher level skills when dealing with user enquiries. A training 
coordinator reported:

“The ICT training has helped staff to deal with user’s information
enquiries more effectively. One or two staff felt it was their
responsibility to ‘override’ users assumptions about search outcomes
or queries – trying to educate them in the best method for finding the 
answer they want.”

However, the importance of ongoing workforce training and 
development in these types of heuristic skills and competencies was
generally viewed as important to the future of ICT-based service
delivery and the development of library staff’s job roles. A service 
development and planning officer and head of library service concisely
summarised these issues and their relevance for the further training 
development of front line staff:

“Staff have a basic level of competency but it is not enough in itself.
You need a person in the department who can work with information
and interpret it. The public are struggling with the amount of
information that they can access and the choices they need to make
on the basis of information selection. Library staff are still doing the 
same sorts of things that they were doing. They have always helped
people search for information and interpret the data. With ICT and 
public enquiries they still have that role – helping people interpret the
data. We need to do more training like Net Navigator and Educator so
that library staff can function effectively in that role.”

“The work around ICT requires a different type of training  - it calls for
more interpreting and validating of the resource.  Supporting people
in accessing ICT requires them to be aware of a far wider set of
resources.”

Whilst elements of the Advanced roles training were aimed at fostering 
the development of these types of extended skills, a number of library
services were placing considerable strategic emphasis on additional 
workforce development in order to enhance the breadth and depth of
staff skills and knowledge.  This training covered a diverse range of
ICT- and non-ICT-based areas of library work including customer care 
skills, core job induction training, ICT-based reader development,
advice and guidance, time and project management, stock 
development, ‘soft skills’ training and line-management skills, policy
and strategy familiarisation courses.  These packages were aimed at 
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both senior and middle management, supervisory as well as
operational staff.

For one or two libraries services, professional development of staff was 
tied to an organisational strategy to ‘grow staff from within’ and 
promote mobility for non-professional library staff through the
organisation.  In one case a regional training partnership was formed
to develop a professionally accredited modular course which contained
units which could be found in professional, university-based library
courses.  The modules under development focused on: 

Literature development 
Children’s Librarianship 
ICT
Stock work 
Enquiry work 

These workforce development initiatives were either planned or in train 
or in various stages of inception.  At the second round it was too early
to determine the impacts of this additional workforce development
training on service delivery or to determine the extent to which training 
and development in non-ICT areas would be linked to ICT services and 
training.

Future staff training and development may need to take account of
both the affective impact of training on the workforce and staff’s
ongoing anxieties around the exploitation of ICT in the library service. 
Findings indicate that gains in self-confidence and competency could 
be potentially undermined by increasing anxieties around ICT, (as 
reported in Section 7.6) and the realities of continuous change and 
advancing technology systems.  This would point towards a model of
integrated training, development and support which is (i) sustainable;
(ii) contextualised around relevant practice; and (iii) targeted to job role
and future ICT service delivery strategies. 

7.8 Impacts and usefulness of Expected Outcomes 2-8 and 
Advanced roles training 

Whilst a very significant proportion of all staff had been trained in 
Expected Outcomes 2-8 and the Advanced roles (especially Educator, 
Net Navigator and Information Consultant) it was not analytically
possible to differentiate: (i) the specific short-term effects or impacts of 
Expected Outcomes 2-8 or Advanced roles training from the overall 
aggregate of different types of training, or (ii) determine the added 
value provided by Expected Outcomes 2-8 or the Advanced roles over 
and above basic ICT training such as ECDL. A contributing factor may
be that since Expected Outcomes 2-8 and Advanced roles training was
often completed across very short timescales (eg one day) the impacts 
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of this training on competence, learning outcomes and knowledge 
development may have been more limited.

For some libraries there had been a considerable latency in delivery of
the Expected Outcomes 2-8 training in relation to ECDL which had
affected training outcomes. In these cases staff reported that the 
training had “only taught them what they already knew”, since they had 
already gained considerable experience in working with users and 
dealing with internet enquiries.

However, whilst ECDL and Expected Outcomes 2-8 generally received
positive evaluations from a broad range of staff, front line staff and 
management offered somewhat mixed reports of the benefits and 
value of the Advanced roles training. A service development officer 
succinctly expressed one of the two main themes concerning the level 
of competencies that the Advanced roles had delivered and staff’s 
ability to exploit ICT technology creatively:

“The problem is that users walk in off the street and expect that they
can access PCs or receive the training they need there and then. We
simply cannot offer that – especially at the branches.  The Advanced
roles were not delivered as well as they could be. The regional survey
has been showing that staff need to know how to make the most of
the technology itself.”

and

“The library service would like to have seen the Advanced roles 
deliver more interpretative and critical thinking skills (although Net
Navigator had made a contribution to the development of these types 
of skills).”

A second theme arising from mixed focus groups concerned the 
relevance of the Advanced roles training and the match between 
training, job role and work context. The actual targeting of staff and the 
rationale for particular staff to receive Advanced roles training may not 
have been optimal. As a training officer reported: 

“Advanced roles could have been better targeted in line with role. 
(There were) fewer staff actually doing them and they were not
wrapped around the job or the work role effectively.”

A third theme apparent in stakeholder interviews concerned the 
relationship between the assumed purposes of the training, initial 
needs assessment and an analysis of the context of relevant practice. 
A service development officer highlighted this issue:

“We considered that the advanced courses should have really been
designed around an analysis of needs and the problems that staff
face rather than ‘what they need to know’.”
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A number of staff reported that on some occasions doing the 
Advanced roles training “was a case of being told or just volunteering”.
At one site an IT manager was simply told by senior management that 
he must go on the course but he was not clear why he was on it.

For one or two library services the actual delivery of Advanced role 
training and its work-related relevance were a combined issue. As a 
community librarian stated:

“If they had done it in-house, the training could have been embedded
into what they were doing.  There seemed to be no connection with 
the work they do.”

Furthermore, there may also have been early mismatches between the 
expectations of staff and those of the trainers as to precisely what the 
training entailed for each specific advanced role. A training officer and 
reference librarian and information officer reported that:

“The roles implicit in the info consultant role were seen as someone
else’s job – such as the community librarians.”

“Staff were not sure about what to expect from the Advanced roles 
training and there may have been misunderstandings between staff
and the trainers.”

“It was very disappointing. It was pitched more to what I would expect
from the information management course rather than the consultant.”

However, the Net Navigator role was viewed as relevant to a wide range of
staff – from front line staff to outreach and community librarians”

“It would be useful for any member of staff. It dealt with the kinds of
skills we use everyday with our users.  Because the context is 
changing all the time,  we need always to be using new skills.”

“There’s a scale from feeling confident in using ICT, to training or
supporting others in ICT use, to using it proactively.”

“The work around ICT requires a different type of training  - calls for
more interpreting and validating of the resources. Supporting people 
in accessing ICT requires them to be aware of a far wider set of
resources.”

As the above reports from a member of front line staff and training 
officer exemplify, there was evidence across library services of a 
rationale and strategy for training staff in the Educator role and 
extending their skills and competencies (e.g. in order to provide a 
formative basis for further cascade ICT training within the organisation;
offer a formative basis for reader development activities for supporting 
user development and training sessions).  However, evidence of 
successful outcomes and impacts of this approach to Advanced roles
training tended to be found outside of the case study sample. Within 
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the second round sample planned activities such as cascade training 
were embryonic or had not yet materialised. 

Although it was hypothesised that as training in the Advanced roles
proliferated we might expect to see a greater shift in work that 
professionally qualified staff were doing we did not discern such a 
significant shift in the second round in terms of service delivery, 
extended levels of innovation or operational activities which could be 
directly attributed to the outcomes of Advanced roles training.  Indeed,
many of the innovative service developments described in Chapter 5 
drew on skills of library staff that pre-dated PN or were acquired in
other training contexts.

A positive outcome of Advanced roles training was that it had 
concentrated library service’s attentions to the limitations of a ‘skills
deficit model of training’ and helped to illuminate gaps in current
training as well as future training objectives. 

7.9 Impact of ICTL training on work roles and work 
practices

To briefly reiterate a selection of the main points found in the interim
report (based on our first round of case studies) on the impact of 
People’s Network ICTL training: 

There was an almost unanimous consensus amongst front line 
staff that their work roles had dramatically changed as an 
outcome of PN training and the opportunities it afforded. Many
staff have been able to extend their roles and offer new services
to users.

Training had increased staff confidence in their breadth and 
depth of skills and for many has improved the quality of
relationships with users.

PN and ICTL training had led to work intensification, especially
in terms of marshalling, censoring and policing that has become 
routine since PN and the advent of the networked library.

Staff identified a number of new activities and roles they were 
now involved in as a result of PN and ICTL training. In dealing 
with new clientele staff portrayed these new roles in terms of 
“nursemaids”, “youth club leaders”, “supervisors”, and even 
“surrogate parents” to many young adults and younger children 
who visit the library unaccompanied.

These thematic findings were again reiterated by staff in return visit 
focus groups and stakeholder interviews. However, since the first 
round of visits the following reported shifts to working practices and job 
roles had occurred: 

106



Impacts and Outcomes on Staff of the ICT Training Programme

A more significant impact of the routine use and embedding of
ICT into general working practices. 

Evidence of the increasing specialisation and extension of ICT-
oriented roles (e.g. training mentors) and more outreach work
undertaken by non-professional staff.

For some library services when ICTL training was integrated
into job restructuring and redescription, accredited ICTL skills
facilitated mobility through the organisation. In one or two 
organisations, ICTL qualifications formed the basis for the 
promotion of non-professionally qualified staff. In second round 
visits, however, empirical evidence of these changes was small-
scale.

In the first round of visits the change in work roles was represented in 
two ways: (i) as both a categorical or foundational change (to a new 
role, using terms such as a “complete change”); and (ii) in terms of a 
bolt-on, extended or additional set of activities to work encompassed
within the boundaries of an existing role. Staff represented ICTL 
training, PN and the change that it has bought to their jobs in terms of 
a plurality of definitions: For example: “I am now an information 
consultant and not just a library assistant” and  “Staff feel their roles 
have become more IT based and books have become secondary”.

At the second round of visits, these competing representations of work
roles were still extant. However, there was a stronger tension, dilemma
and uncertainty around the actual boundaries of the work roles of front
line staff. These uncertainties were especially manifest when staff were 
handling the multiple demands and expectations of users’ requests for 
support, education, guidance and hands-on ICT training. Interestingly,
both front line staff and management often held competing 
understandings of the level of support and guidance that was
considered reasonable to deliver as well as the role of library staff in 
delivering ICT services to users. The following quotes from both front 
line library staff training and service development officers and heads of 
library service highlight these issues.

“In all these things (involving ICT) we can only offer so much – just
access and hopefully instil some confidence in them to move on – 
perhaps into educational courses.”

“ECDL put everyone on a level playing field. Most staff feel confident
to have a go.    The tricky part is getting caught with a needy IT user.
There is a real tension in the role - more work to do with less staff to 
do it…. More often than not, a query on the computer turns into
something else.”

“…..We expect library assistants to take and handle ICT queries the
same way they would handle book queries. Staff are not expected to
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teach users, but should understand they are required to guide users 
on, say, the internet. Some staff who are comfortable with using ICT 
will show users how to do things.”

“PN (and ICTL) has been instrumental in engendering a change in
staff roles and job descriptions. Staff are now customer support 
assistants. This is a real change for staff – it signals a change away 
from the ‘book stamper’ towards supporting people in ICT.”

“A significant number of staff see their work roles changing towards 
tutors or trainers. There was a certain resistance to this shift amongst
many staff: They felt that their work roles need to be redefined and 
they are reluctant to take on the training roles unless they are paid
accordingly. Many staff viewed themselves as para-information
professionals rather than library assistant staff.”

“Staff generally feel confident in using computers, finding information
themselves, and using the packages. But the support role is still rather
daunting.  They are not as confident in this. We are trying to address 
this through cascade training, and the emphasis we’ve placed on the 
Educator role.”

For one or two library services there were indications of specific policy
guidance on the issue of level of support and role when dealing with 
users and ICT.

“We have created a set of guidelines for how much support to give
learners. Staff are asking, ‘how long should I support someone?’
Before ICT, they used to ask the same question about how much time
to spend on helping someone with an enquiry.  We have to be able to 
give staff what we see as acceptable parameters.”
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8. Effects of the People’s Network on Library 
Services

Introduction
This chapter discusses the effects of the People’s Network on library services.  We
look at these effects in terms of the key impacts and efficiency gains on internal
library operations and management process and on library services as a whole.  In 
the parts relating to operations and management we present current findings and
identify any comparative shifts or changes that have occurred since the first round of 
visits.   In looking at effects on the library service as a whole, we concentrate on how
the service has changed following the implementation of PN and where it can go into
the future. 

Comparative analysis is based upon source data from first and second round case 
studies which includes multi-stakeholder interviews with a wide range of staff, staff
focus groups, documentary review and an analysis of the micro-case studies 
conducted at each site. 

This section covers the following main topic areas:

Impacts of PN on policy and management tasks 
Embedding of ICT into administrative routines and work practices
Impacts on public library administration
New and temporary staff positions
Facilities management
Impacts on public reference services
External relations
Future prospects and possibilities 

8.1 Impacts of PN on policy and management tasks
Previously, we reported that a major challenge for all library services was managing
the unanticipated high levels of user demand associated with the installation of ICT
based infrastructures.  At the outset, many libraries had onerous user logging-in
systems, requiring individualised allocations of passwords and staff log-ins and log-
outs.  During second round visits, we saw that a significant number of libraries still
retained arduous booking and logging-in systems. Although many of these libraries
had moved to an early procurement or technology assessment stage, considerations
of reliability, costs and interoperability with existing network management systems
were the
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main reported factors preventing a more rapid take-up of such products.

“The current proprietary library MIS (Bibliomondo) is quite an insular
system which does not communicate with other systems and 
packages such as TALIS or DS Galaxy, which does provide a natural 
link back into PN packages.  The MIS is presently inflexible and will 
not allow you to gather data on usage of ICT services or monitor
users.” (Head of Library Service)

At the first round of visits, we also reported that customer services in 
many libraries were allied around the core activities of book lending
and reference enquiries, and these had to be maintained at the same 
time as putting in place a new set of processes, procedures and 
protocols to handle PN.  At that time one or two libraries were 
reviewing work flows and processes as well as looking to introduce 
new library management software that would automate routine tasks
such as book reservations and renewals, self-issue of books, and 
aspects of book ordering and stock control.  Whilst one or two library
services had implemented self-service book issuing, however, the
sheer financial costs of these services were beyond the reach of most 
smaller library services.

“We now have self-service terminals in 22 libraries. Currently 6% of
issues are handled in this way.” (Head of Library Service)

At the second round it was also notable that in many libraries there had been
transitional shifts in several main ways. One was a shift in terms of the strategic
development of ICT-based services, for example: 

“For the management team we are looking to rationalise our service 
provision: if we are spending our resources/buying books and lending 
stock that no one really wants but on the other hand we have 70,000 
Real Learners we are looking to divert our resources towards more
ICT-based services.  Of course the library has statutory 
responsibilities but we would like to home in on certain areas and 
divert library service budget resources into ICT.   We need to remain
relevant and ICT provides a vehicle to help keep us relevant and well 
positioned.  For us libraries are about providing support and
information: helping key groups in the city realise their potential and
making a difference to people’s lives.” (Head of Library Service)

Other shifts noted were the increased levels of implementation and bedding down of new
processes, procedures and protocols designed to manage PN which were already
identifiable and identified at the time of writing the Interim Report (Sommerlad, et al.
2003).  The comparative changes were especially evident across three main operational
areas.

� Installing and managing filtering systems
� Providing an effective technical support system
� Strategies for managing new and unfamiliar groups of library customers.

8.2 Embedding ICT into administrative routines and work 
practices
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An indicator of the operational impact of both PN and the related ICTL
training was the degree to which ICT has been embedded into 
everyday operational and administrative processes.  Marking a positive 
comparative shift since the first round, there were significantly higher 
levels of mainstream use of ICT in office routines, across the second
round case studies. 

A significant finding reported by several library managers was that an 
impact of ICT had been to streamline administrative and operational 
processes, leading to performance and efficiency gains (although these 
were not quantified). This finding was typified in the following
statement:

“As a result of PN/ICT network across the library service, 
administrative operating processes have been streamlined.  We can
communicate with staff electronically and send instructions.  Staff can 
access standard proformas and templates for admin procedures.
Before PN/ICT we were faxing instructions out to staff at branch 
libraries.”  (Head of Library Service).

In second round visits it was also evident that staff appeared more 
comfortable in routinely adopting software applications for a diversity of 
back office activities. Although difficult to qualify with precision, for 
many staff there was also more of a sense of ‘naturalness’ about the 
incorporation of ICT into daily work practices.  As a quote from a library 
manager highlights:

“Staff use email for all communications.  They produce monthly
reports, using the Excel spreadsheet.  This is all seen as a natural 
aspect of their work.  Staff also produce leaflets etc.”

This naturalness indicates that ICT was embedded at a deeper level 
than had been previously noted and a normative acceptance of the role 
ICT was now playing in the library of the 21st century.

Interestingly, general office routines and administration provided the 
main forum for deploying the knowledge and skills gained from 
software application training within ECDL and Expected Outcomes 2-8. 
For example, a head of library service noted: 

“The modular ECDL training has been successful in equipping staff 
with a basic level of ICT training which can be employed in their job 
roles for both back office routines and customer enquiries.”
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Elsewhere, a head of library service and members of front line staff 
stated that: 

“ICT is now embedded in general processes.  In administration and in 
management also. The staff are more professionally focused – it has 
had greater impact than they have ever realised.  They are able to
provide information on proformas, use formulas in spreadsheets,
reports in Word and PowerPoint.”

“I’m more organised – I use Excel in my work to do things.”

However, several library services remained in a transitional phase, in 
terms of adopting new ICT-based administrative working practices over
traditional ‘pen and paper’ routines.  As a training officer reported:

“Staff are at a stage where they are doing things both in parallel on 
paper and using ICT.  The whole building and its work practices is
geared up to a massive administrative and pen pushing exercise.  At
the moment things have only just started to change.”

At several library services, front line staff also recognised that PN with 
associated training had contributed enhanced intra-organisational
communications, social networking and interaction: 

“Email has made the biggest change to how we work.  There is an 
enormous amount of networking and interaction.”

The use of certain software applications such as databases tended to 
be less relevant to the roles and remit of front line staff.  However, for 
professional and managerial staff involved in streamlining and 
controlling work processes (e.g. arranging staff rotas) training in 
electronic spreadsheets and databases had been especially useful.
Overall, the use and relevance of software applications training for
administrative and managerial purposes is strongly dependent on role 
and remit.  As a library assistant reported: 

“Some modules were more relevant – WP, Excel, Internet, email.  I
haven’t ever used Access – but you need to have awareness of it.”

Until the introduction of PN, libraries were often considered to be 
important but ‘old fashioned’ places with a firm foothold in the 20th,
rather than 21st century.  A spin-off outcome of PN and ICTL training on 
the library services has been to help connect staff to the changing
identity of the 21st century library and the new ICT-based services it is
delivering and will go on to deliver: 

“Many staff feel more connected to a modernising and modern
service. Staff are much more able to deal with public enquiries and
the library service is better positioned to improve its service delivery.”
(Library Manager)
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8.3 Impacts on public library administration 

For many library services initially lacking a network infrastructure, the 
onset of PN represented a considerable shift in the sheer scale of
administrative and planning activities.  Particularly as the programme 
represented such an enormous ‘gearing up’ for many services, in terms 
of installation, configuration and ICT implementation.

Planning services
The addition of a whole new set of services to consider in addition to 
the traditional stock has necessarily had an impact on planning the 
library service and its future development.  As well as planning the 
service on a day to day basis, senior management, for example, has
become involved in outfacing activities often for the first time, and in 
partnership arrangements which  we explore in more detail below.

Planning training
For all library services involved in the PN programme, NOF made a 
formative requirement that services plan for ICTL.  This involved 
undertaking a training needs analysis, conducted with a template
designed by NOF: 

“We expect library services in their proposals to us to set out how 
many of their staff need training to achieve this level, how they plan to 
manage the training and what proportion of their allocation they have 
to commit to achieve this.” (NOF Guidance)

However, it was reported to us by NOF programme managers in
stakeholder interviews that realising this planning had proved difficult
for many library services for two main reasons:  they had very limited 
experience in planning for training and also in undertaking formal 
needs analyses.  In recognition of this, NOF provided welcomed early 
support and guidance in planning training and undertaking needs
analyses.  However, several library services reported that a year or so 
following the early training needs analysis, they needed to undertake a 
fresh one, or they took another look at what they were doing with the 
training and re-jigged it.  One example, which occurred in several
library services, was to introduce parallel training activities (Advanced 
training alongside, Expected Outcomes 1, and Expected Outcomes 2-8 
training) rather than sequential training only (Expected Outcome 1 
followed by Expected Outcomes 2–8, then Advanced) as they had
experienced a ‘bottleneck’ in their training schedules.

Organisational capacity to sustain continuous training
Although NOF monies provided considerable resources for ICTL 
training, there was a policy expectation that management would 
sustain workforce training after 2004: 
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“Our funding should be seen as start-up money, not the be all and end
all of ICT training for library staff, and we expect library services to
build provision of continuing training into their budgets thereafter.”
(NOF Guidance)

A significant number of libraries were planning to continue with 
workforce development and further training following the PN ICTL
training.  Training managers interviewed often informed us, however, 
that they had welcomed the input of funding for ICTL from NOF, and 
they were concerned that the level of funding and widespread training
provision was unlikely to be sustained.

8.4 New and temporary staff positions 
PN had a profound but short term impact on library management in terms of the
creation of a number of dedicated staff posts, or, more usually, the secondment of 
staff into new positions.  Two new dedicated roles in particular were PN coordinators
and PN training managers.  On a number of occasions these posts were
amalgamated into one position.  In a smaller number of cases there was a PN 
technician or IT officer on hand to provide technical support specifically to libraries.
While these designations provide pragmatic solutions for library management, there 
is a danger that learning gains can be lost when a post holder moves on or when the 
post is no longer sustainable. In one or two cases it was also clear that the
knowledge capital and organisational learning that had occurred as a result of PN and
ICTL was predominantly held by one or two individuals within the organisation.  One
organisation recognised the inherent risks with this approach and was planning to
redistribute ‘PN and ICTL’ knowledge capital across the organisation through
management and workforce development.

8.5 Facilities management

With the arrival of PN, library managers with a specific remit for 
managing the library space were faced with new and additional sets of 
activities.  Many library services expressed a range of concerns about 
the impact of installed ICT infrastructures and associated technology
systems on the management of library facilities and the utilisation of
space.

Often workstations were introduced into library buildings and needed to 
be accommodated in existing space.  Many of the smaller branch 
libraries visited simply did not have this additional space.  In several 
library services book stock and shelving (often reference stock) had to 
be reduced in individual libraries to create space for the PN terminals. 
This issue was particularly acute in those library services where there 
was poor library building stock combined with small libraries.

There was also the issue of not only where to position existing
workstations (in banks, or individually, see Chapter 3), but also how to 
allow enough space to anticipate future growth of ICT facilities.  Some 
heads of library service were lucky enough to be planning new 
buildings, where the technology could be ergonomically built-in from
the outset and arranged around the user needs. A head of library 
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service propounded a vision for these new constructions and how they
would relate the library of the 21st century:

“In the long term future it will become a more democratic space, a
space to exchange ideas.  Learning is an activity that can be done in
isolation but collective learning is always more agreeable.  People will
go to centres which provide content and an environment where ideas 
are discussed and enlarged.  In the new space there will be loads of 
breakout spaces.  We want to encourage informal learning.  And with
pressure on housing, there are no spaces for homework – there are 
noise and intrusion elements.  Here there won’t be silence, but a
place where the pace and change of the outside world is slowed 
down.”

8.6 Impacts on public reference services 

The main change in public reference services over the last few years
was a shift by users from automatic use of central reference services
for information seeking to using their local libraries.  This was 
discernible to many of the staff interviewed during the course of the 
study and was attributed to the introduction of PN which provided 
online access to a far wider range of reference information than 
previously held in local libraries.

Staff in these libraries reported that they were more able to help with 
casual enquiries, which could be answered though using standard 
internet search engines.  Access to this information offset, to some 
extent, the concerns expressed by library staff about the loss of their
reference book stock to make space for PN terminals.  It was widely
believed by managers that the ICTL training provided staff with the 
confidence to undertake these enquiries:

“Once staff have had some training it really makes a difference.
Most staff are now OK with the internet.  Staff are getting more
confident about dealing with reference enquiries but some still
refer on to the reference section in the central library.”

However, there continues to be a role for central reference libraries.
We identified differences in the level of need and demand for 
proprietary reference systems between smaller libraries and their larger 
affiliates and the activities that occur in the libraries.  For example, in
some cases on-line subscription services were confined to the central 
resource:

“A lot of people come to the reference library – they like the
access to magazines and newspapers online.  These include
asylum seekers who also use PN to communicate with people and 
their families abroad.” (Library Manager)

In case study libraries, there have been marked changes from the use 
of paper-based reference collections to user services aimed at 
providing integrated access to collections in a variety of electronic 
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media (including paper, CD-ROM, internet, video, etc).  One 
development has been the increase in take-up of reference
subscription services, such as xReferplus and cross-linkages to 
external libraries and archival databases.

“Users have access to xReferplus, an online reference resource of
reputable publishers which library staff and PN users can use.  People 
can access it in the library and remotely. It is really useful for staff as it
provides accredited information.” (Library Manager)
http://www.xrefer.com/libraries/index.jsp?m=7

“PN has been good for branch libraries as there had been a real issue 
about space.  With the online resource we can select what we want
and offer the customers what they want.’ (Front line staff member)

“We are keen to further develop networked reference systems which 
can be accessed all over the LS (e.g. encyclopaedia, archives of e-
journals). This will help us save money on book stock and give staff
full access to these reference systems.” (PN Coordinator)

Furthermore, as a result of the People’s Network there was a 
considerable interest amongst several library services in buying-in 
networked reference systems to assist reference staff in dealing with 
user enquiries.

“We are putting a lot more money into networked data. We are in the
process of buying Galaxy – which keeps a record of all stock in the 
libraries and helps us keep track of stock. New software will allow us 
to print off in Word and Excel.” (Library Manager)

8.7 External relations

Many library services were able to point to positive impacts of the 
People’s Network on the status, credibility and standing of the library 
service in its external relations. In many cases, these were self-
ascribed by library managers, in the course of our interviews.  In our 
first round of interviews, we spoke with staff from other collaborating 
agencies and occasionally with local councillors.  These sources 
provided an external view or perception of the library. 

It was evident from our first round field visits that library services
differed considerably in their relationship with the local authority
corporate management, and other departments within the LA.  The
nature of these relationships was explored more fully in our Interim 
Report (Sommerlad, et al. 2003).  The extent to which the People’s 
Network has had a positive impact on the library service’s external 
standing is affected by its strategic links with the local authority, its 
location within the local authority structure as well as other factors to do 
with leadership and management.

The following are the main effects of the People’s Network on the 
external relations of the library service, as revealed primarily through
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interviews.  The first grouping was widely shared by most if not all 
libraries; the second grouping was more restricted. 

Widespread effects 
PN has created a reservoir of credibility and good will towards the library service
– among citizens, other agencies, councillors and departments within the local
authority.

It has changed the common perceptions that many citizens have of the library
service.

PN has made the library more attractive as a partner, both because its reputation
and standing is higher as a result of PN and also because it has resources to 
bring to the table.

“Since the library has won so many prizes for its services, the council
are keen to be associated with us.” (Head of Library Service) 

“PN has given the library a new status within the local authority.  PN 
has provided a significant amount of money to make a difference.”
(PN Manager)

Other government departments have recognised that the public library
infrastructure of terminals and free internet access could be used electronically to
extend the reach of these agencies into all communities in the region or area
served by public libraries.

“With the PN has come a raised profile within the authority and for
many of the current developments we have the community locations
and the infrastructure. There are now requests from the community
about what we can offer them.   PN has created demand.  ICT access 
is that catalyst for bringing about change.” (Head of Library Service) 

More restricted effects
The expertise gained by library staff through working in a networked environment
and developing electronic information services for citizens has strengthened their
working relationships with corporate IT services.

“We bring information expertise to the group and we have been
developing the council’s website with corporate IT and other partners.
A particular innovation will be the Thesaurus. This is nearly complete
and allows the user to access council services using an intelligent
tool.”  (PN Coordinator) 

The library is seen as a pilot or test site for local authority initiatives.  Examples of
these were in areas of electronic voting in local elections, and a project known as
‘Easy Access’:

“We are piloting electronic voting for local elections, and linked up with
other council departments such as housing and social services.  We 
are about to build a branch library that will become an extension of an 
e-government agenda, using libraries as a safe public place.”

“Modernising government gives us the routeway to establish
ourselves as a government service and council corporate service.  We 
will provide key access points to council services through library 
access and council access points. We are setting up a pilot under the
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‘Easy Access project’.  Staff will be trained to help answer service 
queries and facilitate transactions, during out of hours service or 
weekends.”

PN has opened up prospects for increased synergy with other departments of the
local authority.  In three instances, the library service has incorporated what was
previously a separate department; Trading Standards in one place, and Births,
Deaths and Marriages in two others.

“Early on, we set out a clear mandate for the library service to be the
council’s information provider.  This has been strengthened by the
incorporation of births, marriages and deaths into the library’s remit.”

PN has leveraged new and enhanced partnerships and funding as we reported
on in the Interim Report.

8.8 Prospects and possibilities for library services 

Although case study library services were grappling with the day to day
issues which arose with the implementation of PN, we were also able 
to identify emergent visions of the library of the future which went hand 
in hand with the more immediate plans for PN.

Key features of future library services
The table below outlines some of the key features of the three main 
scenarios for the future that we identified: 
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Table 8.1 Key features of future library services 

The information hub Library services embrace e-
government agenda - council services
delivered through libraries which may 
incorporate one-stop-shops; a related 
model has an emphasis on content
development providing relevant local 
content; staff are experienced
providers of, and searchers for, a 
wide variety of information, therefore 
information literacy skills honed; civic
participation encouraged.

Supported learning and life
long learning 

Main objectives of local authority to 
increase basic skills (often to fill skills
gaps and re-educate workforce); to 
be achieved through working in a
range of partnerships with service 
providers; widening participation in
learning is a primary objective.

Community development
and life long learning 

Community development initiatives
are at the heart of corporate and 
library services.  As above, aims are
to encourage and develop learning,
but approach differs: informal learning 
opportunities and participation in local 
cultural activities are encouraged
alongside formal training
opportunities.  Libraries work with
museums and archives to develop
access to heritage services – content 
development also important. 

Overall observations
For several library services these plans were aspirations – current
preoccupations overtook future planning.  For example, two heads of 
library service said the following: 

“Restructuring has been the first immediate priority.  We have now got 
a clear set of responsibilities and remits:  information, support and 
operations.”

‘We work towards the councils priorities.  Rather than spending so
much time on strategy, the focus is on operations. We simply don’t
have the facilities for high level strategic plans.’

Some of the services had more of the starting conditions in place prior
to the introduction of PN and had the kind of leadership which
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facilitated strategic thinking.  PN was central to the development of the 
future of these library services: 

“PN has given a framework for the future of the library service and e-
government. Rather than concentrating solely on educational
resources there was another way to give people access to ICT
facilities and informal learning.” (Head of Library Service) 

All libraries were already working in the area of supported learning and 
following the introduction of PN they were able to link up with other 
service providers to deliver basic training or taster courses and then 
signpost on to formal training opportunities.

Others were beginning to place an emphasis on a particular strategy. 
This could depend on overall corporate strategies – for example 
working with the chief executive in delivering the e-government agenda
provided the service with funds as well as kudos.

Developing content to support the service of the future was an area 
which preoccupied at least two of the heads of service:

“Now and in the future, there is a key role for libraries in developing
content and managing content. We want to place our own regional 
collections of archives online and develop learning materials content. 
However, an important function of the library is to collate and verify 
content resources.  These may be commercial products or web based 
resources. The library can verify and authenticate content, pulling
together resources that would otherwise be fragmented. The library 
has always been involved in representing information in an unbiased 
way, for public consumption for many years. So we see this as an
extension of existing traditional services.”

“The need is to put resources and effort into content development.
With the current push on digitisation this must be the way forward. 
Otherwise, the investment in the technology will not be maximised, in
fact it will be wasted. More and more people are getting their own
personal access and the convenience factor is not likely to be as 
critical as before.  Libraries will not be relevant if we don’t put on the 
information that can be accessed via the libraries’ portal.  The service
will be sidelined if this does not happen.  If the libraries don’t do it (put 
the content on) any other commercial organisation with an interest in 
e-publishing will get there.  What we can do is play to our own 
strengths. We have unique information and access to local history 
resources and there is a strong market to be developed here.  If we
are imaginative about how we put the stuff together and how we 
package it, we will have the market.”

As well as following a corporate agenda, some heads of service held a 
clear vision for their own library services: 

“I see the library service as being more of a hub – a multi use building
which incorporates health services, social services, citizens’ advice.
We will become more of an effective signposting service and
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operational staff will need to be informed about the types of services
on offer.”

“We see our primary function is to develop social capital and social 
inclusion – responding to the needs of the community.  We want to 
support the development of learning communities through family
learning and intergenerational learning and heritage, through local 
history and family history.”

A small number of library services were already branching out in a 
number of different areas, and were working on several strands at 
once.  For example, combining formal and informal learning
opportunities was important for several heads of library services.  ICT 
has meant that library staff can take on a slightly different role and help 
to develop the library as a space for multiple opportunities and 
experiences:

“The library of the future is a community space where people learn,
study and relax in a way that’s right for them, without imposing any 
particular route on them.   ICT has taken away the imposition we used
to make – the knowledge supremacy that staff used to take and hence
the need to be self-accessible.”

Future-based scenarios clearly have implications for staff development and training,
which we noted in Chapter 7.  These issues will be addressed in some detail in the 
forthcoming report of the formative study of the PN ICTL training for library staff in
England Wales and Northern Ireland.
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9. Reflections 

Introduction

In this final chapter, we try to provide a more holistic picture of where 
libraries are going with PN, and the nature of change and development. 
Drawing on the frameworks we developed in our analysis of the first round 
of field visits to case study libraries, we review and recap on the main 
directions of change and development evident at the time of our second 
round visits, both as a group and then for each of the four clusters of 
libraries.  In the next section, we explore some issues around 
organisational change and ‘strategic inertia’, and the continuing 
challenges of realising the ambitious goals of PN as a catalyst for 
modernising the library service. We go on to explore ‘old’ and ‘new’ 
paradigms, locating library service developments in ICT along different 
dimensions and then present some of the key challenges for library 
services in creating the ‘new’ library paradigm.  In a short final section, the 
strategic library agencies from each of the home countries provide an 
update on the continuing developments related to the People’s Network in 
each of their countries. 

9.1 Progress along the pathway of change and development 

In our analysis of findings following the first round of field visits to case 
study libraries (Sommerlad et al. 2003), it was evident that libraries were 
starting from different points and travelling at different speeds in their 
implementation of PN goals and objectives.  We posited a pathway of
change and development, with libraries clustered at different stages along 
it.  Early on in the evaluation, we found the notion of ‘distance travelled’ a 
potentially useful one.  Recognising the different starting points of library 
services, we had in mind to assess how far along the track library services
were able to move with the substantial investment in PN.  There was an 
expectation that those library services with little in the way of ICT 
infrastructure but in receipt of significant PN funds would travel more 
distance or make more progress than a library service already well 
endowed with ICT.  Our analysis of first round data gave little empirical 
support to this conjecture.  Our findings suggested that what library 
services were able to achieve with PN was very largely shaped by their
organisational capacity and by the exercise of leadership.  The evaluation
also showed the importance of alignment between the library service and 
the strategic objectives of the local authority, and the range and maturity 
of linkages with other local authority departments and divisions. 
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Figure 9.1 – Pathways of Development and Change
1.  PROGRESSIVE 2.  ON THE MOVE 3.  GETTING STARTED 4.  STUCK

PN Focus PN Focus PN Focus PN Focus

PN
 F

oc
us

PN moved on from frontline services to 
developmental activities

Major frontline issues dealt with, and
pressures eased on staff 
Staff are mostly excited to be part of 
the new LS 
Beginnings of more active user 
involvement in service development 
and delivery
Focus of PN moving on from ICT
access to service developments that 
exploit the potential of ICT 
Strategies for community profiling,
engaging with users and identifying
needs are part of normal 
organisational activities

LS is looking to the next phase of PN development
LS has bedded down PN and is looking 
forward to developing new ICT services
LS actively bidding for funding for projects 
(homework clubs, foster parents, health care) 
Newly created posts to develop service areas, 
work with community groups, and liaise with
partner agencies 
PN moving beyond a main focus on ICT 
training to explore other potential uses of ICT 
Staff are excited about ICT, feel valued in their 
roles; concerns of frontline staff are listened to 
and taken seriously

Plans to address frontline issues 
Plans to deal with frontline 
implementation difficulties (testing 
electronic booking systems, employing
security guards, ironing out printing
problems)
Main PN focus on meeting demand for 
ICT terminal use, and managing flow of
users
One or more areas identified for 
developmental work on ICT services or 
strategic partnerships
Some partnership work, mostly building
on existing links 
Enthusiasm among some staff for PN; 
others more apprehensive
Fairly basic approach to community
profiling and needs identification 

LS not yet addressing frontline issues
Staff bogged down with teething 
problems of PN – logging on, booking,
printer problems
Reactive mode to PN – responding to 
user demand for ICT access and 
learning support
Few efforts so far on targeting or 
providing services for specific groups 
High levels of staff frustration with, and 
apprehension about, PN – low morale,
little sense of commitment to vision of 
the ‘future library’

Alignment with LA Alignment with LA Alignment with LA Alignment with LA

A
lig

nm
en

t w
ith

 L
A

 Close and mutually reinforcing relationship
with LA 

LS carries weight in LA, with visible
corporate support
Good connections with key 
corporate policies, and recognition
of LS potential contribution to their
achievement
Effective partnerships internally
across departments and directorates

LS well connected with corporate LA
LS has good working relationships with
internal LA departments, and collaborates on 
joint projects and activities
The value of PN as a key driver for LA 
strategic priorities is recognised by LA 
LS policies are linked to corporate strategies 
The LS has good links to LA management 
decision-making, across major departments

LS developing closer links with Corporate LA 
LS not well connected to LA decision-
making, although good links with some 
internal departments
LS connecting to one or two strategic
priorities of the LA
PN welcomed by LA but little 
recognition by LA of its potential to 
contribute to corporate objectives

LS further down LA Structure –
Distant relationship with LA

LS not well connected within LA 
management structure
LS low priority, first to be hit by cuts
Little leverage on LA funding and lacking
support from senior management
Library feeling its way with partnerships
Links with other internal departments not 
well developed or activated 

LS leadership LS leadership LS leadership LS leadership

LS
 le

ad
er

sh
ip Strong leadership and vision 

Strong vision for LS and PN, widely
shared by staff 
PN integrated into library systems
and moves to embed it in library
culture
LS successful in creating and seizing 
opportunities, leveraging funds, 
making connections 
Strategic partnerships providing 
direction and energy
PN a main driver for specific 
corporate strategies
Capability for managing change and
bringing staff on board

PN seen as key to future of library service 
Library has clear, well articulated vision for the 
future of LS and where PN fits into this 
Management talks and listens to staff about 
the implementation of PN and the changes 
happening
LS is successful in leveraging funds for PN 
related projects, activities and new posts
Partnerships seen as very important to the 
delivery of PN
Understanding of, and commitment to, the 
goals of PN widely shared across staff
Staff mostly excited about being part of the 
new electronic library

Emergent leadership and vision for PN 
“We’re just at the beginning and haven’t
even scratched the surface of PN and 
ICT, but lots of ideas and places to go.”
Potential for PN recognised by senior
managers but vision for LS and PN
only partly articulated 
Idea of the ‘hybrid library’ not fully
grasped by staff or reflected in 
integrated working
Some success in leveraging funds for 
PN related project work
Micro partnership activity, rather than
strategic partnerships for PN 

Weak leadership – No clear vision
No clear vision for where the LS wants
to go, or what type of LS they want to be
No strategic direction for PN – seen as 
pot of money for ad-hoc, add-on
activities
PN not well connected to policy drivers
(SI, LL, e-gov etc.) 
No strategic partners to help take PN
and LS forward
Capacity for managing change not well
developed in senior management team
Lacking an energised staff group to run 
with PN 
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The Interim Report (2003) identified four main clusters of case study
library services.  We labelled these: Progressive, On the Move, Getting 
Started, and Stuck.  Figure 9.1 above describes the features of library 
service leadership and the nature of the relationship with the local
authority which together constituted the enabling conditions for PN. 
Through empirical study, we explored how these shaped, facilitated and
constrained the actual and potential achievements of the People’s
Network, in the period following its launch.  The findings are described in 
some detail in the interim report. 

Progress as a group 
A year on, we are in position to review the progress made by the case
study libraries as a group and by the distinctive clusters.  There is no end 
point to the pathway of development and change. Digital technologies
have a short shelf-life and new technologies coming behind push out the 
boundaries of what is possible with ICT.  Change and change 
management has become an endemic state for public libraries.
Specifically:

Our findings from the second round indicate that change is 
generally slow and incremental.  PN has not been a ‘big bang’ 
initiative transforming the face of the library service.  Many of the 
ideas for PN mooted in our first round of case studies were still in a 
planning phase or remained no more than a ‘gleam in the eye’, a 
year on.  We observed in Chapter 5 on Digital Citizenship, that the 
majority of ICT tools, finding aids and resources were minor 
enhancement or improvements and only occasionally could be 
described as a creative innovation or as embodying ‘state of the art’ 
design and technology.

Much of the effort around PN in the second year has gone into
consolidating earlier developments rather than forging new 
applications and services.

Streamlining ICT operations in the back office and at the interface
with the customer has been a continuing pre-occupation.  Library 
services were looking to realise the benefits from new library
management systems, including in particular the more interactive
forms of customer service they make possible.   For some libraries,
basic operational aspects are still uppermost. 

Although ICT training was still the staple form of learning provision,
more library services (not just the progressives) were keen to 
develop informal learning opportunities in which ICT was an 
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element or added interest, and providing opportunities for horizontal 
learner progression.

Information services and content development or an online 
environment were widely seen as important priorities for the next
phase of development. 

Evolving understandings
We also found evidence of a maturing understanding of the nature and 
contribution of PN, moving on from seeing it as a marginal add-on activity
to a more integrated one. This was more marked among senior library 
managers and to a lesser extent, middle managers and other front line 
staff.  Individual library services were positioned at different points, with 
the more progressive ones tending towards new paradigm thinking, and 
those Stuck or still Getting Started more inclined to interpret PN within
existing frameworks.  Below, we describe these evolving understandings
of the relationship between PN and the library service.

PN viewed as a separate electronic service, running alongside
other library services and not impinging on them in any substantive 
way i.e. PN as an add-on.  The locations of terminals in a learning 
centre or suite, away from other library services, was a physical
manifestation of this view.  Branding sometimes served the same
purpose.

ICT as simply another information or knowledge tool, no different 
from other forms of media in libraries, such as books and videos.
This orientation helped to normalise ICT, but holds library staff back 
from breaking out of the straitjacket of normative thinking and 
practice.  The ‘business as usual’ mental model. 

ICT as an integrated element in the current range of services 
delivered by libraries, enhancing the quality of the service and 
bringing some added benefit for the users.  Recognition that the 
key issue is not simply access and take-up but effective use, and 
introducing ICT as a tool or trigger for learning rather than its own 
end.

The possibility for ICT to become not just the deliverer of content 
but also the means of production through opening up the possibility 
of information and knowledge collaborations by and for 
communities, increasing community engagement and empowering 
citizens as agents of their own change. 

Recognition that ICT in an information age, with its capacity for 
many to many communication, is qualitatively different from other 
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media forms.  It involves a paradigm shift, requiring new ways of 
thinking and behaving.

Progress by cluster

Progressive libraries 
Among the Progressive group of six libraries, consolidation and 
incremental change were characteristic. A feature of this group was that 
their ICT activities spanned several domains and kinds of services, so 
there was a strong base for consolidation.  Most of the PN activities and 
services described, including those put forward as micro-case study 
examples, were underway at the time of our first visit.  Comments made 
by PN coordinators or network managers, in response to the question 
“what has changed in the library since our last visit?” evoked such
responses as: 

“Consolidation has been the main focus.”

“There has been no change in strategic direction since your last visit.  We
have been building on the initial success of the ICT and roll-out of the
programme and developing a number of initiatives.”

Respondents in several library services indicated two areas of
developmental activity: one was reader development, the other more 
positive outreach activities and effective targeting of users.

On the reader development side, library staff were developing or
strengthening the interactive features of the library’s website and reading 
pages:  linking local reader development initiatives into national initiatives;
creating synchronous links between authors and reading groups; involving 
library users and groups in the BBC’s Big Read; setting up a reader
centred website for teenagers; exploring the feasibility for virtual reading 
groups.

More effective targeting of users followed from recognition that some ICT
services were not being taken up by the user groups for whom they were
intended, or that the library service was failing to reach the most 
disadvantaged groups in the community. Several libraries in this cluster 
described initiatives aimed at promoting the take-up of assistive 
technology by disabled people and delivering training and 
information/learning content relevant to their needs and interests.  Other 
activities centred on intelligence gathering, market research and 
community profiling as a first step to developing ICT services that were 
responsive to needs of particular groups and local contexts.
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On the Move libraries 
At the time of our first visit, four library services were characterised as On
the Move, including one on the cusp with Getting Started.  One library 
service, which we had been unable to categorise with certainty following 
the first round of visits is firmly in this category, having strong leadership, a 
sense of direction, and a clear understanding of what needs to be done to
develop further.  Of the others, a year on, one had slipped backwards,
both on our own observation and acknowledged also by the head of library
service.   But two libraries, previously in the Getting Started group, had 
made significant progress from a low base, and were benefiting from 
stronger library leadership (two new library heads had taken up post) and 
closer linkage with the local authority and with wider public policy
agendas.  We noted more optimism and confidence and a widening vision
for PN, although this was not always evident among all staff.  The PN 
coordinator of a county-wide service commented: 

”Staff need to be more proactive, thinking of different ways of doing
things.  They are starting to think differently, but its very much an evolving
process.  They have much more sense of what you can use ICT for.”

In the first round visits, we noted that ICT services were ‘standard fare’: 
ICT tasters, homework clubs, themed ICT family history events.  There 
was not much integration of ICT into mainstream services such as reader
development, although some libraries had plans to develop interactive
reading sites.  Other plans were to develop learning pathways from ICT 
tasters to other kinds of ICT training and formal learning.

A year later and libraries in this group reported on a number of ICT
developments in lifelong learning, the use of volunteers, cross-library
content development initiatives and in one isolated case, community web 
design (the same library service reported a lack of web design activities in 
other libraries within the county).  There was little going on in the area of
information services.  One library service with a CALL funded learning 
centre was successfully reaching its targets for socially and digitally
excluded groups and creating pathways into further learning.  As with the 
Progressive libraries, some libraries within this cluster were adopting a 
more targeted approach and customising services to socially excluded 
groups.

Getting Started 
With the exception of the two libraries which had ‘moved on’, the progress 
made by the remaining four libraries in this cluster was slow, with little 
evidence that plans had materialised into actual services.  Two of the 
Welsh libraries were experiencing major funding constraints in realising 
their PN plans, and one was trying to tie in more closely with corporate 
plans for a one-stop-shop but was still marginal to these developments.
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In three services, library staff were unable to provide ‘up and running’ 
examples of ICT service developments, although there were several ideas
at the planning stage. In one or two cases, there was a sense that the 
library was poised to move forward and had the building blocks in place, 
but the lack of local authority support and backing fostered an 
organisational inertia.

Some good initiatives in this cluster included ICT training, a homework
club and job club, and a joint activity with a school using the library’s ICT 
facilities to provide health related education.

Stuck
The single library service in this category remained Stuck, a year on. 
Despite individual good members of staff, there was an impoverished 
vision of PN and a marked lack of organisational capacity to manage the 
change process which PN required.

9.2 Organisational change and ‘strategic inertia’ 

The People’s Network, as conceived by NOF and the two major Library 
and Information Commission reports New Library, the People’s Network 
(1997) and Building the New Library Network (1998), had three main 
building blocks:  infrastructure, ICT staff training and digital content. 

Building the New Library Network also noted that a great deal of cultural 
and organisational change would be necessary to achieve fully the vision 
for PN and for the future development of the public library service.  A 
strand of activity, then, that could therefore very well have been included 
in the original formulation was not present from the outset.  This could 
have addressed the very real challenges public libraries were facing in 
managing the changes associated with the ambitious goals for PN, by 
tackling issues around leadership, understanding and vision in the library, 
and managing change.

Huge strides have been taken in library services across the UK in 
implementing PN.  Only now though are issues relating to leadership and 
cultural change in libraries, which were not hitherto taken up in any
systematic way, being addressed by home countries, such as in the work
developed by MLA in the Framework for the Future action plan.

At the broadest level, we could say that the full potential of the People’s
Network for the public library service has not been yet been realised for a 
range of cultural, social and organisational reasons.

Running through many chapters of our report is a paradox or ‘competing 
stories’. On the one hand, our findings suggest a great deal of energised 
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activity, change and an embrace of digital technologies and the new
network library.  On the other, a recurring theme in our discussions with 
library staff has been wariness, inertia and sometimes resistance.
Although a lot seems to be happening, our findings suggest it is
incremental, piecemeal and in most places not connected with strategic
thinking and planning. There are lots of good ideas, and recognition of the 
potential of ICT, but often these failed to materialise – either because
funding or resources weren’t forthcoming, a lack of a champion to drive 
them through, or insufficient organisational capacity to make them
happen.

This picture was reinforced by our micro-case studies which we expected
to ‘show case’ the best of ICT-enabled service developments.  More 
illuminating in one way than the presentations themselves, many of which 
were disappointingly mundane, was the unreflectingly held views and a 
reluctance to accept that ICT might call into question established ways of
thinking and acting.  This observation is borne out by other research 
findings.

“There is considerable evidence that libraries, even virtual libraries, have
sought to contain and domesticate the potentially incendiary effects of the
digital revolution by trying to corral these new information forms under
familiar categories and practices.” (Candy, 2004) 

There is also a considerable volume of research on how organisations get
stuck within established norms of thinking about what they do and how 
they should do it, a condition sometimes referred to ‘strategic inertia’ or 
‘strategic paralysis’.   The insights we gained from our sustained 
engagement with public libraries over a two year period as they have
sought to ‘manage’ the digital world suggested that strategic inertia was a 
common dynamic.  Holti’s  (2004) generalised description seems most apt 
to the public library sector, as we have observed it. 

“Common symptoms are very selective attention to what is happening in
the market and wider environment, and a tendency to interpret most
developments as requiring the same response that the organisation has
always been good at.  A particular variant occurs where there is 
widespread awareness within the organisation that the existing ‘paradigm’
is no longer relevant or viable.  Although this is obviously stressful, people 
may also accurately perceive that pursuing an alternative strategy
requires very different competences or modes of relating.  The alternative
to pursuing current models is then also very difficult to face and begin 
work on.  The result can be a continuous, highly uncomfortable,
postponement of paying serious attention to how the organisation might
function differently… Postponement may take the form of overt or obvious
avoidance, but it can also take the form of taking apparently bold 
decisions in a kind of ceremonial way, without giving sufficient thought to
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what implementing them might involve, so that they fail and the existing 
models can re-assert themselves.”

Some of the structural, cultural and organisational factors contributing to 
‘strategic inertia’ in the public library system include the following: 

Different views about what a viable alternative model might look like 
– whether to be generalist or specialist, to maintain or not maintain 
an information retrieval or lending core, whether to ‘go it alone’ or
become part of a multi-agency hub.

Senior managers’ lack of experience in managing change in a 
turbulent environment, requiring partnership, advocacy and higher 
level strategy skills. 

The gap between the profile of competences of the workforce and 
those needed for a digital network library.  Although ICTL training 
has served to raise threshold levels of ICT competence, it has been 
limited in its effects for different reasons. One is that the 
organisational changes required for it to be effective were not in 
place; another that it was not integrated with other forms of 
professional development.

The workforce composition and ‘identity’ of the public library 
profession.  Public libraries are staffed to a large extent by an 
ageing workforce, of whom substantial numbers are part-time. 
Research has also identified an absence of frameworks for staff 
retention and progression (Usherwood, 2001).  There is in some 
ways, a sense of the public library profession as a ‘craft guild’,
protecting its mental (core ideas and concepts), social (identity,
social bonding, separateness) and physical (formal structures, 
modes of interaction, execution of task), boundaries. 

The People’s Network was seen by its architects and advocates as a 
catalyst for modernising the library service.  What it has exposed is the 
need for concerted action on a number of different fronts, simultaneously.
Neither technology nor training, on its own, is sufficient to launch libraries, 
fully fledged, into the digital world.  The challenges listed above require 
strategies for developing leadership, understanding and vision in public
libraries; better relating public libraries to wider public policy agendas; and 
a vision for future workforce composition and development.   In short, a
new paradigm, and a vision which is shared between all the major 
stakeholders.  In the final section of this report the home country strategic 
agencies outline their plans for addressing these issues.
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9.3 Dimensions of technological change: old and new 
paradigms

The People’s Network was conceived within a public policy context and 
was expected to make a contribution to achieving public policy goals.  It 
was also conceived within the dominant paradigm of the public library
service, notwithstanding recognition that the network library of the future 
would look very different from one based on print media.   Its architects on 
the library side were in some senses caught between the desirability of 
emphasising the radical novelty of the digital era and grasping the 
opportunity it presented, and a keenness to portray the information
explosion as essentially an extension of the familiar - books and bytes -
and so reassuring a traditional profession.

In the seven years since publication of New Library, the People’s Network
and Building the New Library Network, technological advances especially
in the area of convergence have proceeded apace.  Not only in the 
intervening period has the maturing of the internet increased access to 
unimaginable amounts of previously inaccessible information but the 
networking capacities of the new technologies have marked an 
unprecedented amplification of opportunities for people to communicate
with each other, to transfer knowledge and indeed to co-create 
knowledge.  The huge potential of digital technologies to support enquiry,
collaboration and sharing, both one to one and in a group, both real-time 
and in delayed time, has not yet been fully realised by the majority of 
library staff.

The highly decentralised nature of the technologies potentially opens up
opportunities not just to consume Internet enabled services or information,
but to be a producer as well.  Access to the new technologies means more 
than being able to consume and receive; rather, it is about placing users in 
the privileged position of designing and developing the uses and 
applications to which this access is being put.

The new technologies are also abolishing once sacred boundaries.  As
Candy (2004) has observed: “the concept of technical convergence, which 
refers to the confluence and inter-operability of formerly discrete and free-
standing technologies, is mirrored by convergence between various social 
systems and practices, including learning”.  Learning, once seen as a 
distinct and separate activity is now more integrated with other life 
activities; self-directed or self-managed learning blends with more formally
structured learning such as courses and programmes of study; online 
learning is increasingly incorporated into formal and informal learning and 
as a part of everyday life.  This entanglement is facilitated by, even 
amplified by, digital technologies.
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Realising the vision and potential of the People’s Network as part of 
modernising the library service implies re-imagining these in a dynamic
way.  It also means challenging some of the core cultural values and 
assumptions which have underpinned the library service.  Libraries, for 
example, have centred themselves on a global knowledge base, but the 
new technologies privilege multiple layers of knowledge including local,
highly context specific knowledge.  Although it might be comforting and 
reassuring to view PN and ICT as a new technology for providing basically
‘more of the same’, there is recognition by many public library staff and at 
senior management levels of the public library service that the public
library needs to re-invent itself for a knowledge and information society of
the 21st century.   A key dimension of leadership, at the level of individual 
library services, is having and articulating a vision that reinterprets the 
mission of the public library service in the contemporary realities of a 
knowledge society.  There is recognition of this across the home 
countries, from the plans in Northern Ireland in Tomorrows Libraries
(2003), to MLA’s work on leadership as part of the “transformation” strand 
of Framework for the Future.

Although it might be overstating the case to talk about old and new 
paradigms, in many ways the new information technologies, and other
changes in social systems and practices, do represent a paradigmatic
challenge for public libraries.  Some key dimensions which differentiate 
the old from the new paradigm8 are set out below.  These relate to core 
themes of learning, local capacity building and empowerment and the 
effective use of ICT to achieve social and community objectives.  They are 
reflected in the different understandings of PN and its relationship to other
areas of library services that we described above.  Whilst these themes
are found in public policy pronouncements for the public library service, 
they may be interpreted within a domesticating public policy agenda or a 
transformative one.

The left hand side represents the ‘old paradigm’ and the right side ‘the 
new paradigm’.  Within the case study libraries, we saw some signs of
movement along these dimensions from left to right, where new 
technologies were being harnessed to a new vision of the public library. 
Although a bi-polar presentation is given here, libraries can, and probably
should, operate in both paradigms.

8 The new paradigm has many features in common with what has been termed ‘community 
informatics’ which recognises that the internet is not simply a source of information but also a 
fundamental tool in the new digital economy that can be used for transformative purposes.
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Table 9.1 Technological change: old and new paradigms 

Old Paradigm New Paradigm 
From individual 
learning

to social
learning

to building
learning
communities

From  formal 
learning

to informal
learning

From outreach as 
a strategy for 
working in the 
community

to working with 
the community 
to identify needs 

to local
animation and 
building
communities

From top down or 
external push

to community
pull

From provider led 
service planning

to participatory
design and 
creation of local 
ownership

From using digital 
technologies to 
support one-to-one 
interaction

to one to many to many to 
many

From access as 
enabling the 
citizen to consume 
and receive

to access as 
enabling the 
citizen to 
produce and 
distribute

From emphasis on 
the transmission of 
information

to the co-
creation of 
knowledge

From content 
management

to content
creation

9.4 Creating the ‘New Paradigm’: key challenges 

In this section of the report, we put forward some of the key challenges for 
public library services so that libraries can model themselves in the image 
of the ‘New Paradigm.’ 
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Learning
Although libraries talk about social and community purposes for lifelong 
learning, the individual learner remains the dominant paradigm.  The 
primary emphasis has been on the transmission of information, and 
libraries have seized on and exploited the capacity of technologies for 
transmission.  In the area of cultural development, for instance, many of
the web-based heritage collections have been designed as information 
resources, to be used by individuals at remote site terminals with no social
interactivity.  ICT skill development, as we saw above, most commonly
takes the form of instruction.  Much online learning, offered through 
LearnDirect for example, is conceived within a transmissive rather than a 
constructivist paradigm.

Yet libraries are valued by users as social environments, and at different 
places in this report we have drawn attention to new applications and 
services where there has been an element of social learning, and where 
library staff have made use of the capability of the technologies for 
communication and participation.  Many users have rewarding 
experiences in groups of two or three, discussing what they find as they
work through an educational exercise or search on the web.  Family
learning involving the use of ICT, exchange and shared learning among 
reading group members in a virtual environment, and videolinks between 
deaf people across a county are different examples of a collaborative 
learning approach.

One head of library service spoke of the potential for building 
‘communities of interest’.

“We are moving away from defining communities through defined
physical space.  We are moving towards communities of interest.  How do
we link the two?  By seeing, for example, refugees and asylum seekers 
as a community of interest and creating a hub within libraries to develop 
this further. This is about libraries without walls.”

The ‘learning communities’ idea is broader than the ‘communities of 
interest’ notion.  It pushes out the boundaries of learning well beyond 
institutions, and is as much concerned with local capacity building as with
learning within communities.  One or two libraries with a strong community 
education orientation shared some of these ideas although they were not 
tied into the ‘learning community’ discourse.  The DfES is exploring the 
potential of ‘learning communities’ in a series of test-beds, suggesting a 
widening of the current government agenda on learning that might open
up new possibilities for public libraries in this area.

Elsewhere in this report, we have remarked on the emphasis given to 
formal learning (in the form of ICT training) and progression along 
pathways that lead to certificated learning. This was particularly evident in 
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our first round visits.  We noted also, a main change at the time of our
second visit, with many more libraries looking to provide informal learning 
opportunities using ICT through a themed approach.  Here, the goal of
learning was not to meet some policy objective but to encourage people
into learning that was enjoyable and relevant to the learners, and 
responsive to needs and interests identified by rather than for them.

Outreach and local capacity building
Outreach has been a strong theme in the public library service in recent
times, and has been a key feature of many libraries’ strategies for
widening access and reaching hard to reach groups.  In many examples 
we came across in the case study libraries, it involved taking lap tops or 
ICT-equipped mobile libraries out to communities and groups, especially
those disadvantaged in some way, and providing them with a range of 
ICT-enabled information, training and learning services.  Sometimes, there 
had been some form of prior consultation or needs analysis.  We also
found instances where library services had adopted energetic and 
proactive strategies and initiatives which attempted to take the needs of
excluded people as their starting point, linking with and building upon the 
cultures of local groups.

For users to be more than passive recipients of services, there needs to 
be active participation on the part of the local community to ‘animate’ the 
process of technology acquisition and implementation.  This is sometimes 
referred to as the need for community ‘pull’ as well as, or in advance of,
‘top down’ or external ‘push’.  Sometimes, it will be necessary to create 
this local pull since in many cases local users will be unaware of what 
types of opportunities are available through ICT.  Two of the Scottish case 
study libraries were taking more of a community pull approach, reflecting 
the much stronger tradition of community education and community 
empowerment in Scotland.  Library staff in one service  were members of 
community action teams working in areas of high social deprivation, 
adopting community development methods to explore what applications or
uses would be most beneficial in particular local contexts.  ICT was used 
to support social and community objectives, not simply to provide access 
to information and learning opportunities  for individual citizens.

User involvement in service planning and delivery
Most of the service planning and development involving the use of ICT 
was provider-led, although it was often informed by market research and 
other forms of feedback from users and non-users, including surveys and 
focus groups.  Promotion and marketing have featured prominently as
strategies for increasing the uptake and use of the libraries’ ICT services.

In the analysis of first round fieldwork, we noted that the user was mostly
constructed as the ‘consumer’ or ‘recipient’ of services rather than as 
‘actor’ in their design and development.  In the second round, many library 
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authorities were instilling a customer service ethos, as part of a more 
responsive, demand-led service.  Even so, there was not much evidence
of services being shaped in interaction with the users.  An earlier chapter
in this report (Chapter 5) commented on the different forms that user 
involvement took in the micro-case studies.  We found that users were 
often involved at the planning stage of a service, but their role was to 
provide an input to service planning rather than to be engaged in a 
participatory design activity.

At the same time, there were signs in some library services of a stronger
user voice. We drew attention to the efforts of some library staff to set up
user groups with a role in shaping and moulding the service to the needs
and interests of different user constituencies.  Among the micro case 
studies, we also found the occasional example of a user-centred design 
process including a participatory design of a quality ‘web shell’ or template 
for use by local Parish councils and community groups.

The internet as a tool for consumption and production 
Much of the focus on access to the internet has been about being able to
consume and receive information produced elsewhere by others, as has 
traditionally been the case for other media such as print, radio and TV.
Participation in the information age is widely seen as being concerned with 
the capacity to purchase, to download and to interact passively with one or 
another externally created website.

However, the new technologies can be used not simply as deliverers of 
content (to those with access) but also, and crucially, they can become the 
means for the production and dissemination of local content.  They can 
also be used far more creatively, not just for the consumption of
information but as a tool for learning and knowledge sharing.

As we have observed in different chapters of this report, libraries are 
providing services that support both roles for users: as consumers as well 
as producers. 

The massive use of email facilities is itself a productive use of PN, 
on a one to one basis.  Emergent developments, for example the 
use of videolinks and the creation of virtual reading groups, involve
the use of PN to support one to many and many to many modes of 
communication.

On the consumption side, an area service development has been 
the development of portals, gateways and other finding aids to 
information and resources on the internet.
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Another development has been local content creation around local
services, cultural heritage collections and life experiences (health, 
ageing, parenting).

We found limited evidence however, that library services were addressing 
gaps in internet content for people whose needs are not served by
mainstream provision, such as content geared to low literacy levels,
minority languages and culture, and alternative life experiences.  Recent 
research reported by London’s e-envoy (Shawcross, 2003) revealed that
local, regional and national government websites were among the least
useful to socially excluded people. 

The learning value of digital learning content can be greatly enhanced 
when users and communities contribute to its development as well as
professionals.  Much of the learning content accessible on the internet or 
networked through LearnDirect is packaged, homogenised and 
commodified, catering for a mass audience.  Its learning value is
questionable for many kinds of users and uses.  There were, however, 
some examples of individual and community involvement in content
development, described in Chapter 5, and other kinds of digital story 
telling which capture and celebrate people’s stories about the events,
people and places in their lives, were nascent.  Several libraries,
illustrated by the following comment from a library head, saw locally
generated content as an important area for future development: 

“A priority is to look at content rather than focus on infrastructure.  There
are two sides to content. We can buy in content such as learning
packages, newspapers, reference material – all of which can be digitised
and networked.  But we also need to generate our own material.  This 
area is different to other parts of the country – its not got an identity as a
city, but rather as individual communities. We need to do a lot more to 
digitise content and help to create a sense of a city.”

Finally, looking at directional movement across the various dimensions,
there are signs that public libraries are taking steps towards the use of ICT
to support community activity, active citizenship and democratic 
participation, alongside more traditional information transmission and
retrieval roles.  So as to make their mark on the 21st century as they did in 
past centuries, public library services will need to continue on these 
forward trajectories into the future.

9.5 Continuing People’s Network development across the UK 

Strategies and programmes related to ICT in public libraries across the UK 
have continued to develop over the lifetime of the People’s Network. This
final section provides an update on initiatives in each country and gives a 
sense of how such initiatives are building on the work of the People’s
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Network.  The information that follows was provided by the strategic library 
agencies from each of the countries involved in this study: England,
Northern Ireland, Scotland and Wales.

England
The government’s ten year strategic vision for public libraries in England is
set out in Framework for the Future, published in February 2003 by the 
Department for Culture, Media and Sport, and already mentioned in this
report.  The framework both anticipates and addresses many of the 
challenges identified in the evaluation of the People’s Network.  It 
proposes a vision for public libraries where they support people in reading,
learning, finding information, and connecting to government and other 
online services, free of charge.  MLA is leading a three year 
implementation plan that includes a number of actions designed to 
develop and spread good practice, build the capacity of library services, 
and establish standard levels of service in some key areas. 

One of these key areas is digital citizenship, which includes supporting the 
development of online communities and personal development through 
access to digital skills and services, including e-Government.  This is
being implemented through the People’s Network service and will provide,
for the first time, a single national online presence for England’s public 
libraries.  It will deliver a growing set of national digital services for the 
public including an online real-time enquiry service, community
information, reader development support, learning materials, a virtual 
reference shelf and access to digital content.  It builds on the success of
the People’s Network, makes effective use of the new ICT skills of public
library staff and will further promote access to newly created digital 
content.

Northern Ireland 
The People’s Network was implemented through the Electronic Libraries
for Northern Ireland (ELFNI) project, a 10-year PFI contract between the 
five education and library boards and a service provider.  As well as the 
People’s Network, the project has delivered a single library management 
system (whereby library membership allows users to borrow or return 
items to any library), and a web portal enabling remote access.  This 
approach has enabled Northern Ireland to become the first region of the 
UK to provide electronic library services though a single network across all 
library services, with sustainability and refreshment built in over the ten 
years of the contract. 

The contract has also demanded, and is achieving, a much higher degree 
of collaboration between the five library boards leading to greater
harmonisation in customer entitlements and charging policies.
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Because of the high level of computer provision (1,200 terminals in 126 
libraries), libraries have been able to attract other partners from the further 
education and community learning sectors to develop learning 
opportunities, particularly for hard-to-reach groups.  The library boards
have also recently begun a programme of advocacy with a range of
stakeholders demonstrating how services deliver on and contribute to 
multiple agendas, with the ultimate aim of attracting funding for the service 
from a variety of sources. 

Scotland
Scotland's public library standards, first published in 1986 and revised in 
1995, are currently being updated.  The revision of the standards has 
been postponed to ensure that the significant service changes brought 
about by the People’s Network could be embedded within them.  The 
revised standards and evaluation frameworks are being developed by
SLIC, the advisory body to the Scottish Executive and Scottish Ministers 
on library and information matters, in partnership with key stakeholders.
Key themes are information, reading, access and community.  It is 
expected that documentation will be piloted in 2005.

The public library service continues to be part of the Openscotland 
initiative, and a number of pilot projects are ongoing with wireless 
technology and information skills for the digital age.

In April 2004 the Scottish Executive established a Cultural Commission to 
review existing cultural provision and make recommendations for the 
future.  The Commission will advise on the wider cultural sector, including 
libraries, and on the development of national strategies to protect and 
support Scottish cultural heritage and deliver quality information services 
for everyone.  Public libraries and the People's Network have a significant
contribution to make to cultural provision through reading and supporting
literacy, access to lifelong learning, information skills development for 
individuals and communities and working with partners to close the digital
divide.  The Commission's final report, due in June 2005, is likely to have 
an impact on the future role of library services in Scotland. 

Wales
As a result of Rhwydwaith y Bobl/the People’s Network the number of computers in
Welsh libraries rose from around 200 to 2,000.  As a parallel development, the Welsh
Assembly Government implemented the Lifelong Learning Broadband Network which
links schools, libraries and community ICT centres in local authorities to further and 
higher education institutions connected by the Super JANET network.  (The target
connection for public libraries has been set at 8MB).  This initiative, which is being
extended to wireless and satellite links, provides substantial opportunities for public
libraries in Wales to redefine the range of services they provide. These will build on
the pathfinder services the People’s Network has already enabled, such as providing
free access and loan facilities across the public library and education sectors in a
region of north west Wales.
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The future approach in Wales will be led by the Welsh Assembly Government policy
as outlined in the document ‘Wales: A Better Country’ (2003).  It is taken forward in
their work by CyMAL, established in April 2004 as a policy division of the Welsh
Assembly Government.  It has a strategic library development programme included in
its initial prospectus.  This programme builds on the three strands of the People’s
Network (infrastructure, skills development and content) and will further develop many 
of the services enabled by it.  Over 100 projects are being supported during 2004/05.
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Appendix One

Summary of Emergent Findings – Report presented to Expert 
Group Forum, May 2004 

There is ample evidence to demonstrate the value of PN for the public library 
system, in terms of increasing use and take-up of ICT, adding value to 
existing services, developing new services, bringing a range of new client 
groups into the library and addressing the needs of socially excluded groups.
That PN has been a good thing is not in question. 

PN was introduced into libraries at a relatively low point in the standing and
performance of the public library system, as indicated by BVR, audit reports,
market surveys, statistical data.  PN has helped shift the public library system 
into a more positive, optimistic space, and brought about a reversal of some 
downward trends.  It has had a discernible impact on some libraries in helping 
them move forward or accelerating progress, although less so in others.

Our evaluations have highlighted the following areas where PN and ICTL
have delivered benefits to users and enhanced library capacity and standing 
in the community: 

- significantly increased public access to the internet
- improved ICT awareness and competence amongst citizens
- brought new user groups into the libraries, particularly among socially excluded

groups or those sectors of the population least well positioned in a new information
society

- fostered the creation of local information and knowledge resources and improved
access to cultural content

- enhanced the skills and capacities of library staff
- repositioned the library as a key centre of local community services
- enhanced the library’s standing in the local authority and among other agencies
- leveraged new partnerships and funding and enhanced existing partnerships

PN was, however to be the catalyst to jumpstart public libraries into the new 
electronic era. It was seen as a ‘once in a lifetime’ opportunity.  If we look at
where public libraries want to position themselves, and where they could be if
they were able to exploit ICT to the full, then there is a long road still to travel.
PN has delivered piecemeal and incremental change rather than 
transformation. The reasons for this are primarily social and organisational.
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PN has clearly demonstrated ICT art of the possible within the public library
sector.  There are many good examples of service innovations and 
improvements that are exploiting what the technology has to offer. These may
not be technological ‘state of the art’ but the best of them stand up to 
benchmarks of effective use that will benefit individuals and communities.
These are found across the range of services: reader development, family
and young people, health and well-being, culture and heritage, community 
regeneration and civil society.

What is striking, though, looking across the face of all the libraries of our case
study library services, is that a great many ICT-related activities are small 
scale service innovations and improvements that benefit relatively small 
numbers, and often delivered in just one library.  Many times we found library
staff in the same library service had no knowledge of ICT-related activities 
going on elsewhere. There was an element of serendipity in which ones we, 
as evaluators, got to hear about.

Innovations were commonly bottom up, reflecting the enthusiasms of 
individual staff members and often also their capacity to attract funds. There 
were notable exceptions, where ICT activities connected with strategic
thinking and plans and where issues about mainstreaming and sustainability
were addressed as a policy issue at the outset.

A central question is how innovations and best practice can best be diffused 
in a way that others can learn from and customise to their own settings.  If 
innovation is heavily dependent on special funding, as so many appeared to 
be, how realistic is it for others to emulate?

The patchiness of ICT-related service provision was very evident in our 
second round case study visits. As part of the evaluation, library managers
were asked to select three ICT-related activities or projects for closer
examination.

In a third of the fifteen library services, staff were only able to identify one or 
at most two examples.  Two among this group struggled to find even a single
example although with probing the evaluators were generally able to uncover
a relevant ICT-related activity or practice.  There was no obvious country 
difference – the five were located in each of the home countries.

In several instances, the examples put forward were potential rather than 
actual applications of ICT.  Some were at an advanced stage of planning, 
waiting on confirmation of funding or some final negotiation.  Others had been 
mooted at the time of our first round visit twelve months earlier and showed 
little evidence of progress in that period.
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Good exemplars of the effective use of ICT in service delivery were mostly
found in libraries categorised as Progressive (see Evaluation of the People’s 
Network and ICT Training for Public Library Programme, Interim Report, TI) .
This cluster of libraries was also likely to have more than one such exemplar.
But single good practice examples were also found among the Moving On
and Getting Started groupings. In a small minority of libraries, the case 
studies were of such poor quality that it was difficult to see any potential 
benefits for users.

This data gathering exercise was revealing in another respect.  It provided 
insights into how the middle level library managers and frontline staff are 
thinking about ICT and its connection with their work. We observed a 
continuing tendency, more evident in some libraries than others, to view ICT 
as an add-on, a separate activity alongside mainstream library services rather
than permeating all library services and operations.  Many times, we 
encountered unreflectingly held views and a reluctance to accept that ICT 
might call into question established ways of thinking and acting.

The evaluative framing of our questions was quite unfamiliar to some staff, 
and they found it difficult to conceptualise their work in these terms.  Take-up 
and use were readily understood, but looking beyond high levels of use to
effective use was not widely evident. A mental leap still to be made is that ICT 
is not its own justification – that just because you can do it does not 
necessarily mean that it adds value to a service.

Although libraries talk about social and community purposes for lifelong 
learning, the individual learner remains the dominant paradigm.  Such an 
orientation constrains the creative and innovative potential of ICT as a tool for 
more communitarian purposes. In the area of cultural development for 
instance, many of the web based heritage collections have been designed as
information packages, for remote access by individuals and with limited 
interactivity.  It is much less common to find heritage information resources
that are embedded in a wider service, with a strong learning development
aspect and incorporating the capacity for social or communitarian interaction.

Most library services pointed to ICT training and support as the main area of
ICT service development.  For several in fact, this was the sole example of a 
micro case study provided.

Much activity in this area is locked into training and education, rather than 
being about lifelong learning in its broadest sense.  There is an 
unquestionning buy-in to the ‘upskilling of the workforce’ and economic 
competitiveness agenda.  ICT skills development is widely seen as its own
end, or as a means to some social or economic goal, as defined by policy
makers ie leading to formal learning and advancement along the 
qualifications pathway, or into employment or ‘worthwhile’ activity.
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There are very real benefits for learners in this ICT skill development model 
(as well demonstrated by the CALL evaluation).  However, many novice ICT
users experiencing ICT in the library setting have no wish to be on this
pathway. Older people especially are frequently looking for different kinds of 
learning and social benefits from ICT.

The funding pressure (and emphasis on uniform targets and outcomes)
however is driving libraries’ lifelong learning efforts towards the 
commodification of education and the delivery of content produced elsewhere
by others, as has traditionally been the case for other media such as print, 
radio and television.  Informal or community learning, and local knowledge 
production, is not so valued in the policy agenda, other than as a stepping 
stone to formal learning or employment.  But it is in the area of informal 
learning, and the potential for collaborative learning, that libraries have so
much to offer.

In several library services, managers were clearly seeking a rebalance 
between ICT training and wider learning purposes.  A main difference 
between our visits in the first and second rounds was the more widespread
introduction of a ‘themed approach’, introducing ICT indirectly or even 
incidentally within the context of family or local history, reader development,
basic skills education or a heritage project.  This approach has a different 
focus. Its about encouraging and engaging people into learning that is
enjoyable and relevant to the participating learners and is responsive to
community priority and needs identified with people rather than for them. A 
problem, theme or context based approach is consistent with good pedagogy
and also puts the librarian back at the centre of the learning process.

In the majority of the thirteen examples of ICT training and support we looked 
at in some detail, library staff were not providing any tutoring or coaching of a 
structured kind. This role was being performed by staff from other agencies,
usually in a partnership arrangement. There were some suggestions that
staff lacked the confidence to take on tutoring; but other reasons behind the 
demarcation of roles included territorial disputes and the staking out of
tutoring and training as the domain of adult and community education, and 
issues of remuneration.

Library staff were however playing a number of promotional, support and
management roles including: 

- identifying needs, recruiting learners 
- liaising with agencies and brokering partnerships
- assessing learners, tracking their progress 
- managing volunteers (which may also include training) 
- signposting to training and further learning opportunities
- managing  user consultation processes 
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- managing the library/learning centre as a ‘community space’ and 
creating a supportive environment for learning

- collecting monitoring data

Not all library staff performed all these roles, and some felt more comfortable 
with certain roles rather than others.  Quality issues around new roles such as
advice and guidance and project management are being addressed by some
libraries through staff development.

There is a lot of activity around social inclusion, but it takes relatively weak
forms.  A main focus is reaching out to marginalised groups and increasing
their access and take-up of ICT  as a universal service.   There are also
examples of a more reformist social inclusion agenda, based on selective 
intervention to assist disadvantaged groups.  This area of work often attracts 
project funding, with targets to be achieved for different categories of social
excluded citizens.  This could be a problem for managers: not uncommonly, 
they found it difficult to fill ICT training places with individuals from designated
target groups, whilst having a waiting list of older users.

-

-

-

-

We observed over the period of our two rounds of case study visits signs of a 
maturing understanding of the nature and contribution of ICT in the public
library context.  These understandings ranged across the following spectrum: 

PN viewed as a separate electronic service, running alongside
other library services and not impinging on them in any substantive 
way, ie PN as an add on to existing services. The location of
terminals in a learning centre or suite was a physical manifestation 
of this view. Branding sometimes served the same purpose. 

ICT as simply another information or knowledge tool, no different 
from other forms of media in libraries such as books and videos.
This orientation helped to normalise ICT, but holds library staff back 
from breaking out of the straitjacket of normative thinking and 
practice.  This is the ‘business as usual’ mental model. 

ICT as an integrated element in the current range of services 
delivered by libraries, enhancing the quality of the service and 
bringing some added benefit for the user.  Recognition that the key
issue is not access and take-up but effective use, and introducing
ICT as a tool or trigger for learning.

The possibility for ICT to become not just the deliverer of content 
but also the means of production through opening up the possibility 
of information and knowledge collaborations by and for 
communities, increasing community engagement and empowering 
citizens as agents of their own change.
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- Recognition that ICT in an information age, with its capacity for 
many to many communication, is qualitatively different from other 
media forms.  It involves a paradigm shift, requiring new ways of 
thinking and behaving.

Library services remain on a learning curve, as the development of skills and competences
catches up with the potential afforded by ICT for new and enhanced service development and
delivery.  ICTL has provided staff with the welcome opportunity to learn or upgrade their ICT
skills, and in some cases, develop new understandings about the creative uses of ICT.
However, training is not itself the driver of innovation.  It is important therefore to ensure that
ideas, good practice and know-how are shared and spread.  Where innovation is associated
with special project funding, a key issue is how to build in prospects for sustainability,
including mainstreaming.
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Appendix 2 

Evaluation Methodology

Case Study Selection
The basis for selecting sixteen case studies was one of purposeful sampling. 
This required identifying the key criteria or variables that needed to be 
represented by the set of case studies so as to capture the diversity within the 
programme and to maximise the chances of picking up on the range of outcomes 
and impacts as well as the explanatory variables.

Although the main focus of our evaluation was the library service, the unit of 
analysis was the library service in its environment.  This includes not only the 
organisational context of the local authority within which the library service is
located, but also the wider social, economic and cultural context of the district or 
region.  Beyond this, the public policy context sets a yet wider framework that 
intersects with these other levels.

Taking such a systemic view adds to the complexity of variables that might be 
considered relevant to the selection of a limited set of case studies.  The way we 
approached the selection task, therefore, was to privilege the ‘communities of 
need’ and the public policy agendas that the People’s Network is intended to 
serve.  Given the emphasis in the evaluation remit for identifying outcomes and 
impacts, it seemed appropriate to ensure firstly that the primary audiences or
client groups for the People’s Network, and the relevant policy agendas, were 
well represented within the sampling frame.

We also identified a number of other important variables to be incorporated into 
the sampling frame.  Sites should: 

be selected from each of the Home Countries in order to ensure geographic
balance proportionate to the number of library services in each HC. 
include different types of libraries: single location and multi-branch; urban,
suburban and rural; and city and country. 
include the different types of local authorities: metropolitan, unitary, London 
Borough and shires.
be selected so as to ensure inclusion of the different models of staff training 
in ICT because this is such an important component of the project. 
be active and purposeful in the People’s Network initiative, and willing to 
participate in the evaluation.  Overall, the selected sites should reflect the 
diversity in the programme but at the same time be chosen so as optimise 
the opportunities for learning by the different stakeholders across the public
library system. 

From our analysis of relevant variables, we proceeded to identify types of 
idealised contexts or settings that provided a sampling frame for selecting 
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appropriate case studies. The idealised contexts were based on composite sets 
of criteria (socio-economic variables, communities of need, local authority types, 
policy priorities in local authorities and the library service, organisational 
characteristics).

The idealised contexts were: 

1. Metropolitan local authority, high levels of deprivation in most wards,
strong corporate commitment to lifelong learning, emphasis in library 
service strategies on lifelong learning.

2. Inner city local authority with significant black and ethnic minority 
population, high levels of unemployment, low skill levels and low levels of
educational attainment, library service initiatives around access to ICT 
services for black and ethnic minority communities.

3. Local authority with areas of considerable wealth and extreme poverty, a 
mix of very high and very low internet connectivity, corporate commitment 
to citizen’s information and involvement in society through expansion of
ICT based services, strong user orientation in library ICT innovation.

4. London borough, poorly resourced although with a developmental
orientation, strong corporate commitment to improving access to/quality of
public resources and services, library service policies and  strategies 
linked to corporate policies on deprivation.

5. Local authority with significant representation of ‘high need groups’, well 
developed corporate ICT infrastructure and vision of the information 
society, innovative approaches to delivery of ICT library services for high 
need groups in local area.

6. Local authority with traditional industrial base in steady decline, high 
unemployment levels among young people, high numbers of lone parents, 
low take-up of employment, education and training opportunities, library
services aimed at lifelong learning, training and employment. 

7. Rural local authority, highly dispersed rural population with poor access to 
services and resources, corporate commitment to transforming service
delivery to rural communities through e-government initiatives, library 
service integral to these developments. 

8. Local authority undergoing economic regeneration, corporate support for 
SMEs (especially micro enterprises), low penetration of ICT in local 
businesses, commitment in library plans to fostering ICT access for local 
businesses and meeting the needs of the local economy.
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9. Local authority where the traditional economic base has collapsed,
damage has been done to the sense of community, local regeneration 
policies include a cultural component aimed at revitalising community
history and identity, and library an active player in this cultural
revitalisation process.

10. Local authority with high levels of deprivation, multiple initiatives for
regeneration and renewal, low ICT connectivity and skills base, significant
opportunities for library service in partnership activity with other agencies.

11. Local authority with low levels of Internet connectivity, an ageing 
population with a high proportion of older adults (including housebound),
and a LA and library service committed to improving access to services 
and resources through ICT. 

In seeking to identify local authorities and library services that were a match to 
these idealised contexts or profiles, we reviewed databases of programmatic 
initiatives in regional areas, indexes on local deprivation9, ICT trend data 
produced by DETR, PAT 15 and related reports, annual library plans and PN 
proposals and other publicly available information, as well as consulted persons
knowledgeable about library services.

First Round Case Studies 

Orientation for case study sites 
Extracts from orientation document for case study participants 

The purposes of the evaluation are to: 

examine how the People’s Network and the ICTL initiatives are being 
implemented and how well they are working 
identify the uses, benefits and impacts for library users of networked 
information and resources and to demonstrate what added value they are 
delivering
identify areas of difficulty in achieving the hoped for benefits and any 
unanticipated consequences
learn from the experiences and share these lessons with others 
look to the future and draw out lessons that can be transferred to other 
initiatives

9 Deprivation ranking derived from the 1998 Index of Local Deprivation (DETR). The Index is 
produced at three spatial levels (LA, ward, E.D).  Ranking for the LA is based on 12 indicators; 
‘ward intensity’ ranks the severity of deprivation in the worst 3 ward;  ‘ward extent’ is the 
proportion of the LA population living in wards amongst the worst 10%; ‘E.D extent’ is the 
prooportion of E.D’s that fall within the 7% most deprived E.Ds.The ranking employed in the case 
study profiling is based on the local authority level using 12 indicators.  The ranking quoted in
library plans may differ as they use different scales.
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Broad research questions: 

Has the library service implemented infrastructure according to planned 
targets and delivered training to the required number of library workers? 
What has been the experience of implementation in meeting these 
targets?
What actions or approaches have been taken for achieving the social
inclusion goals set for the People’s Network initiative?  Were these novel 
or innovative for the library? 
What has the experience been?  What has been learned along the way, 
and how has the library staff modified its strategies or approach in 
response?
What measures to library managers use to evaluate their public access
ICT services? 
What evidence is there of the effectiveness of their strategies and 
activities?  What has worked well, what has not gone well or to plan, what
have been the unanticipated consequences?
What data has been systematically gathered on users, use, benefits and 
impacts?
What evidence is there about success in promoting ICT uptake and use
among disadvantaged, hard-to-reach or other socially excluded groups?
How useful and effective has the ICT training and related staff 
development been? 
What have been the main impacts of the People’s Network and ICTL
initiatives on the job content of library staff, the services offered, the library 
operations and the way staff perceive and perform their role?
What is the library’s assessment of the benefits and impacts of the 
People’s Network (and ICTL): 
- for the library as a public institution 
- for library staff
- for individual library users and citizens 
- for community groups and local neighbourhoods (especially those 

considered marginalised or socially excluded)
What steps are being taken with respect to sustainability and long term 
resource issues? 
What are the strengths of the People’s Network (and ICTL) initiative (the 
concept, the way it has been implemented, and the local implementation)?
What are the weaknesses? 
What might be done differently next time? 

Face to Face Interviews

Head of library service schedule 
Topic headings: 
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1. Strategic overview of the library service and library management 
2. Outcomes, benefits and Impacts of PN and ICTL 
3. Sustainability 

Multi-stakeholder schedule 
Topic headings: 

Introductory Questions – Implementation 
1. Marketing, promotion and publicity
2. Library management and operations 
3. Library services
4. Partnership arrangements
5. Staff training and development 
6. Users and usage of ICT services 
7. User and volunteer training; support for users 
8. Impacts on users and communities 
9. Impacts on library staff 

In Situ Natural Observation Study of Library Settings 
Structured Observation Instrument  - extracts from the brief 

This brief natural observation study has a descriptive focus on the in situ 
processes concerning (i) organisational arrangements and operations (ii)
implementation and delivery processes related to ICT services in library settings.

Two 45 minute observation periods are very small windows to observe the life
and social practices of a library setting. In particular, there will be obvious
fluctuations in library usage terminal traffic at different times of the day, which 
may be associated with general factors (eg school hours, school holidays 
lunchtimes, after work hours) and more particularistic factors (staff training days, 
local movements of mobile libraries). However, although it is envisaged that the 
study will empirically contribute to the wider evaluation objectives and offer 
indicative evidence of ICT uptake, use and impact on users and socially excluded
groups. In particular, as an aspect of an integrated set of case study methods,
resulting findings can be triangulated against findings from other instruments
describing implementation processes and evaluating the effectiveness of output, 
outcome and impact.

The emphasis in this study is to “look and listen” and in some scenarios act, 
question or test.  Although the library and staff will be aware that an evaluator will 
be conducting a range of interviews and observing the work of the library. whilst 
the present study is not a participant or covert observation method, the 
researcher should be mindful of the accountable effects of their own presence of 
others in library settings when conducting the fieldwork and in particular the 
direct observation study in close-settings.

The observation study focuses on ten main areas:
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1. Accessibility of library setting 
2. Identifying booking arrangements and rules of terminal use 
3. Regulation and administration of user sessions
4. Design of learning setting and psychospatial context 
5. Cultural and social ambience of the library 
6. Design of interface and hardware 
7. Librarian tasks and activities in terminal area 
8. User-librarian behaviour in the library setting 
9. User support and training 
10.Uptake and use of library ICT service
11.Additional fieldnotes and researcher log 

Benefits and Impacts Log
Extracts from pro-forma

Instructions: Thank you for agreeing to keep a log of instances where your
provision of a service, a resource or other library activity involving the use of ICT
(information and communication technologies) resulted in significant benefits or 
impacts for a library user or group.   A significant benefit or impact is one that 
from the user’s perspective markedly improved their personal, educational,
economic or other key aspect of their life; the benefit or impact may have had an 
effect such that the person was able to accomplish or do something that
otherwise could not have been done had he/she not obtained this service from 
the library.

Include incidents from your personal experience or from incidents reported to you 
by other library staff.  You may glean the benefits or impacts from your
interaction with the library user or you may wish to ask them to identify or clarify 
the impacts.   If you can offer any evidence to support the impact or benefit of
ICT services to the user, please use the spare sheet at the end of this log.

The logs should be completed over a two week period.

Thank you for your help.

Data included in the log was under the following headings: 

Date of incident 
Library staff member 
Library service used 
Description of incident 
Benefit or impact on user 

Second round case studies
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Micro-case study
Extracts from the brief 

The purpose of the return visit to library services is to explore further the 
outcomes and impacts of PN and ICTL initiatives and networked information, for
its users. During this visit we wish to focus on micro case studies of three 
different areas/activities of service delivery involving the use of ICT.

We would like to explore in some detail, three examples or cases of ICT-enabled service
provision.  Below, we list some criteria for selection of examples.  We ask that you select three
from among the following four: 

1. An example of a service or activity that has been designed to meet the needs of a particular
client group.

2. An outreach service or activity which has actively involved the community in its development.

3. A service providing support for individual learning, development and progression.

4. An example where ICT has added significant value to an existing library service.

The examples chosen may be embedded in mainstreamed service provision, or they may be
discrete or bounded in some way, perhaps as a pilot activity or externally funded project. Ideally, 
we are looking for cases which exploit the potential of ICT in imaginative ways or which are novel
in some respect for your library, which make good use of skills and competences acquired by
staff through ICT training, and which have been a source of learning for staff (whether positive or 
negative).  But cases may also be interesting in other ways.

If you cannot identify an example for each of the three categories above, you may propose an 
alternative case study which we can agree on with you.

Method
For each of the cases, we would like to address through interviews with the main actors involved,
the following topics and questions:

How the service came about
The key features of the service, including the ways in which it is innovative or novel for
your library, and any partnership dimension
How ICT is incorporated into the service and what value it adds 
The hoped for benefits to users and longer term outcomes and effects 
The kinds of knowledge, skills and competences required on the librarians’ part in
planning, developing and delivering the service (and how important/relevant ICTL training
has been in acquiring these skills)
The involvement of users in developing the service
Key factors underpinning and/or undermining the success or effectiveness of the service
or activity
Any evidence that the service is valued and effective - available data or evidence on use,
value (benefit) and impact, or if not what might be the kinds of measures you could use
for this purpose.
What has been learned

The table below sets out some possible outcomes or effects at the level of individuals,
communities and the library service.  You might find this useful for reflecting on your case study
services.
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Individual learning outcomes
Knowledge and
understanding
Skill development key (transferable) skills – literacy and numeracy, ICT, information literacy

new skills, work skills
Personal development development of positive identities (personal identity, self-esteem,

confidence, identity as a learner)
independence, sense of personal achievement, self-reliance
raised aspirations e.g. about career and future 

Creativity, enjoyment,
inspiration

personal enrichment,  enjoyment of learning 
enhanced quality of life 
making and producing things
generation of new ideas or actions
invention, experimentation

Active citizenship positive sense of self in the community
broader values and commitments relevant to individual and community
development and civic concern

Learner progression progression to employment and further study
acquisition of qualifications 

Behaviour doing more of something (reading, learning, helping kids with homework,
the arts, local history) 
doing something different (volunteering, joining a club)
persevering with something
maintaining contact with distant family and friends

Social and community outcomes
Developing community
links

people feel more connected with their local area and wider  community
local action and participation is strengthened

Community
organisational capacity

new community groups are nurtured 
strengthening existing groups and networks

increased voluntary activity and volunteer commitment
networking and collective problem solving 

Rights, responsibilities citizens exercise a voice in  local and community affairs 
strengthening people’s rights,  increasing take-up of entitlements, making
resources more accessible, empowering citizens to secure fair treatment

Local culture and identity validating the local experience
creating new local knowledge
strengthening local confidence in the value of the community and its 
people
promoting a sense of inclusiveness

Cultural development engaging people’s interest and involvement with the arts

The image of libraries and local authorities
Revaluing the library more positive attitudes towards the library, broader user base and re-

evaluation of existing services
Recognition and status library service sought after as a partner

success in leveraging funds
adoption of LS standards and procedures by other agencies
LS seen as strategically important for achievement of other agencies’
(incl. Local Authority) goals
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