How Good is Our Public Library: a Public Library Improvement Model for Scotland  

Benchmark Statements
The evidence in the benchmark statements contained in the following pages has been sourced from the previous quality improvement framework, Public Library Quality Improvement Matrix, self evaluation reports from 2010 – 2013, and adapted to suit this new revised framework and the changes in the Quality Indicators. The levels have also been recalibrated to reflect both developments and improvements in public libraries, and user expectations.

The Benchmark Statements will be revised on an annual basis to ensure that they remain appropriate and relevant.  The onus is, therefore, on Peer Reviewers to consider and identify how the statements can and should be updated to reflect continuous improvement in the delivery of public library services in a contemporary idiom.  The observation of practice during How Good is Our Public Library reviews will be crucial for informing the revision of benchmark statements.
The six point scale - the quality indicator levels  
The effectiveness of performance is assessed on a six point scale, in line with other public service and education quality assurance frameworks. Awarding levels to the Quality Indicators requires considerable professional knowledge and experience. The starting point for allocating levels should always be positive, using a combination of the evidence, the level descriptors and performance illustrations at level 2 and level 4 to identify a level for the service. There should be sound arguments to support the level backed up with evidence. The six levels are

● Level 6 Excellent – Outstanding, world class

● Level 5 Very good – Major strengths

● Level 4 Good – Important strengths with areas for improvement 

● Level 3 Satisfactory – Strengths just outweigh the weaknesses

● Level 2 Weak – Important weaknesses

● Level 1 Unsatisfactory – Major weaknesses

Quality Indicator 1 - Access to information

Key themes:

· 1.1 Sufficiency, range and suitability of resources

· 1.2 Arrangements for access

· 1.3 Staff interaction and support

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5
	Level 6

	
	Online information familiarisation and training needs updating
	Basic staff knowledge of online subscription services but use not embedded across staff 


	Regular monitoring of usage statistics and related action

Need to develop consistency in the quality of staff support
	Wide range of online subscription services, in relation to library context  e.g. wide range for a small authority, extended business services in cities, etc
	

	
	
	Online subscription services contracted through SLIC consortium purchase
	Plans to develop training in and familiarisation of online services for users
	Embedded use of online subscription/enquiry services in IT taster sessions/library induction
	High level of participation by users in the community, with the library taking a key role in the community to support the digital participation agenda

	
	
	
	Participation in AskScotland or Library Enquire
	Staff regularly briefed on new subscription services in cpd programme
	Staff are clearly supported to take the initiative to develop new resources and innovative approaches to information access

	
	
	Regular review of information resources
	Revised layout and information resources to reflect changing information needs/formats
	Dedicated spaces for computer use, drop in and wi-fi
	Innovative partnerships with other agencies to support the development of digital literacy skills to address employability skills 

	
	
	
	Development of heritage information resources
	Digitisation projects in collaboration with others to widen access to resources
	

	
	
	
	Strategic review of local studies

Good use of resources from external partners such as Skills Development Scotland, the BBC and other corporate partners
	Strategy for development of digital resources


	Creation of heritage hubs in libraries, whether physical or virtual

	
	
	
	Wide range of information provision including careers, business, tourist, heritage, young people’s information, European, health and Scottish parliament information
	
	Exceptional information provision such as sexual health, health information centres 

	
	Plethora of community information notices with little evidence of organisation
	Community information lists and folders
	Attractive balance is achieved between displaying public notices in an organised and timely manner, whilst avoiding unattractive clutter or information overload
	Local ownership of community information


	

	
	Lengthy waits of 4 weeks to resolve issues by corporate IT
	
	
	Effective links with corporate IT which enable rapid response to problems or remote access to desktops/administrative rights by library staff to fix minor problems
	Strategic level inclusion in corporate IT 

	Inability to count wi-fi log-ins and report in library statistics
	
	
	Wi-fi in main centres
	Wi-fi in all libraries

Devices and laptops for use in libraries with wi-fi access
	

	
	Social network tools with low levels of activity
	Need to develop social network tools as part of strategy for community engagement
	Use of social networking websites for community consultation
	Use of social networking tools and QR codes to push out services
	Innovative approaches to the use of social networking with a high level of staff engagement

	
	Lack of information strategy
	
	Information resource management clearly expressed in Stock management policy
	Regularly updated information strategy with clear roles for staff,
	Staff involved in developing the information strategy and clearly encouraged to be innovative in their implementation

	Staff unclear about their role as information providers
	
	Staff qualified to ECDL or equivalent
	Programme of staff development or access to cpd opportunities in wider corporate environment 

Annual training programme for staff which covers customer care, reader development and using assistive technologies
	CEOP Ambassador training for staff members

ICTL training for library staff
	Effective refresher training and involvement in mentoring schemes


Quality Indicator 2 - Readers’ Experience

Key themes:

· 2.1 Identifying and satisfying of readers’ needs and interests

· 2.2 Reader development activities and resources

· 2.3 Provision for readers with differing needs

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5
	Level 6

	
	Opportunities to raise profile of reading/literacy in council SOA are not implemented on because of constraints
	
	
	Libraries embedding reading into Single Outcome Agreement
	Building reading into council life stages approach

	
	Old or no policy for Stock Management
	Stock Management Policy in draft form or large time lapse since last review (e.g. new formats added to stock but not covered in policy), need to monitor impact
	Stock Management Policy reviewed every 2 years and publicly available on library website
	Systematic, annual review of Stock Management Policy and evidence of its implementation

Stock Management Policy which underpins Reader Development Strategy
	

	Inadequate budgets
	Staff have little or no input into what stock their library is getting


	Supplier selection, Scotland Excel procurement
	Supplier selection managed by stock analysis or ESBM


	Staff selection groups and monitoring of performance by stock analysis or ESBM 


	Staff involvement in stock selection (Stock Development Groups), performance monitoring and devolved budget, linked to training and strategy

	
	Library management system data is not systematically extracted and used to underpin service/stock development
	Passive reporting and collection of data
	Use of council performance monitoring tools to track performance towards targets
	Benchmarking of reading activities with  neighbouring services

Evidence of staff understanding and action to respond to performance fluctuation
	

	
	
	Use of stock analysis
	
	Benchmarking and reporting
	Systematic use of evidence based stock management which is reflected in increased activity in stock rotation, rising issues and the quality of the stock

	
	
	Scottish average for stock performance

Programme of action for improvement
	Upper quartile in performance in range of categories, including investment and issues
	Upwards trends in performance across a range of categories, including investment and issues
	

	
	
	24/7 online library catalogue, linked to single searching

Range of online transactions for customer convenience
	Easy access online to downloadable audio/e-books
	Use of alerting services – RSS feeds, Library ELF, texting, emails etc used proactively for customer convenience
	

	
	Out of date/broken links
	Website with links to reader development websites
	Links to library-based reading activities 
	Use of social networking to promote reading to target audiences
	Links to Reader Development and Marketing Strategies

	
	Customer care for readers is minimal and transaction-based
	Reader development and customer care embedded in job descriptions
	Evidence of lively engagement between staff and readers during visits, staff talk knowledgably about books and readers have wide reading experiences
	Programme of staff training which focuses on customer care, retail techniques and reader development, linked to performance review and development
	Reader Development ethos is evidence across the service – not transactional or performance seeking, it’s about making reading experiences wholly satisfying

	
	Guidelines, induction training and procedural manuals need updating
	Need to update customer care with all staff
	Progressive customer care training from recruitment process to competency reviews, appraisal or Employment  Review and Development

Staff training programme includes complementary training like Equalities and Disability awareness
	Accreditation of staff skills, for example through SQA PDAs – ICTL reader Development, ITALL, Customer Care
	High percentage of staff have completed accredited training, with clear evidence of impact for the library service and users experience

	
	
	Collections are in place but not promoted
	Use of community profiles to target stock, such as health, ESOL, literacy etc
	
	

	
	
	
	
	Use of tools like wikis/shared drives to share good practice and drive towards consistency 
	Rigorous monitoring and evaluation; inclusion of staff and customers in development and change through various channels of consultation

	
	
	
	Free requests
	Free use of all formats for housebound/disability or partner groups
	

	
	
	
	e-Book services
	Sharing catalogue to increase e-Book services
	

	
	Grubby and uninspiring spaces, old furniture
	Tidy and attractive library spaces
	Programme of refurbishment
	Programme of staff analysis of library spaces as part of customer care/charter
	Exceptional spaces which support reader-centred ethos

	
	
	Regularly changed reader displays
	Attractively presented reader displays
	Guidelines for reader displays, underpinned by staff training either in-house or online such as Frontline/interActive
	Monitoring of performance and improvement programme by staff/readers/mystery shoppers

	
	
	
	Welcome packs reflect range of reading activities
	Proactive readership promotion to new library members
	Community outreach intrinsically linked to proactive promotion of reading and re-engagement with library service

	
	
	Participation in national reading promotions
	Local reading promotions
	Clarity for public what their reading offer from library is in Strategy/policy
	Reader Development Strategy, planned programme of promotions and linked training programme

	
	
	Active participation in Bookbug programme or equivalent for early years
	Co-ordinator post or equivalent staffing focus
	Linked to authority wide strategy and running whole programme, linked to other council early intervention strategies
	Assertive and effective Outreach clearly demonstrating impact

	
	
	
	Summer Reading Challenge or equivalent

Programme of summer reading activities
	Linked to year-round programme for children, Curriculum for Excellence and Literacy
	Innovative reader development activities

	
	Need to increase levels of activity in some libraries
	Reading and book groups
	Book groups for specialist groups – children and young people, Chatterbooks, poetry, VIP
	Exceptional level of activity, linked to author visits, readers’ days and book festivals
	Ongoing and rigorous analysis of impact and clear links back to library activity and SOA

	
	
	
	Standards, guidelines and policies for service for children and young people
	Regularly reviewed, underpinned by staff training and customer feedback
	

	
	
	Need to review impact of new and ongoing programmes 
	Targeted initiatives such as young library users member cards and induction programme
	Incentivised schemes and links to wider council programmes and activities
	Reader/Writer in Residence to enhance the readers’ experiences

	
	
	School visits
	Programme of engagement with schools, use of Live Literature funding to promote interest in reading, reading collections and curriculum support
	Shadowing of national book awards


	Book awards such as Catalyst/Lennoxlove/

RED/Angus Book Award, young writers’ events

	
	
	
	Information literacy programmes for children
	Well developed information literacy programmes for children
	Inclusion in programme of CPD for teachers

	
	Need to review provision for older readers and those more isolated, who might be attracted back by outreach services
	Range of formats easily available
	ESOL, literacy collections
	Partnership working promotes use of library reading resources, good links with communities and partners
	Targeted programmes and literacy development partnership teams

	
	
	
	Family book services
	Dual language books for children are aimed at ESOL families
	Integrated strategy for family literacy development with partners


Quality Indicator 3 - Learning Culture

Key themes: 

· 3.1 Stimulating and motivating learning environment

· 3.2 Lifelong learning opportunities in the library and in partnership with others

· 3.3 Provision and support for all learners

	Level 1 
	Level 2
	Level 3
	Level 4
	Level 5
	Level 6

	
	
	
	Wide network of community libraries, underpinned with mobile, home delivery and outreach services to hospitals, care homes, schools and prisons (as appropriate)
	Integrated services or close partnership working with schools to offer wider opportunities for young people and intergenerational working
	Strong and effective Community Planning/Learning Partnership/ and provision linked to SOA

	Inability to count wi-fi log-in, not in library statistics
	Noisy or lacking in privacy
	Groups of PCs for adult learners
	Privacy and quiet for adult learners

Wif-fi in main centres
	Attractive, dedicated learning facilities for classes

Wi-fi in all libraries
	Very high standard of study provision with very good and reliable connectivity

Portable classrooms with wi-fi and laptops to address capacity issues

	Lack of space for study activities
	More spaces in libraries for quiet study
	Good light, connectivity and attractive furnishings
	Friendly, flexible spaces
	Environment which mixes comfortably the formal and informal, evidence of recent enhancements and upgrades
	Stimulating learning spaces in libraries, across the strategically placed network, with some excellent facilities

	
	
	
	Use of library branded learning materials


	Library learning materials are updated regularly
	Bespoke materials for individual learners and in response to demand for new programmes

	
	
	Basic IT skills assistance on request
	Programme of IT Taster sessions like First Click
	Family history, heritage, digital photography and other leisure course

ICT Learning sessions tailored to the needs, interests and abilities of individual learners
	Wide range of Accredited IT learning for adults

Each learner sets own learning goals with their tutor

	
	
	Improve support for the development of information literacy skills in children, young people and adults
	Plans to introduce Information Skills inductions for school class visits

Wide range of appropriate resources for children and young people, which are well promoted
	
	Innovative information literacy programmes to support work in schools or part of Literacy Strategy

	
	
	
	Simple, clear registration and administrative procedures
	Standardise registration and evaluation system
	Tracking of learners for reporting through SOAs, effectively demonstrating impact of the learning in the library

	
	
	Library staff facilitate learning
	Library staff take an active role in stimulating demand for learning and delivery programmes like First Click, Computer basics and IT Taster sessions
	Staff training programme, including qualifications and accreditation, is comprehensive and up to date
	Specialist posts are provided as core provision or funded by ILAs

	
	Lack of evidence of staff engagement in learning agenda
	Staff understand it is their job to signpost to learning opportunities


	Responsibility for supporting learning in job descriptions and supported by training and development
	Widely shared understanding of and enthusiasm for the contribution all library staff can make to learning


	Staff proactively seek opportunities to develop their skills and deliver learning programmes

	
	Need for updated disability awareness training
	Staff understand how to use the assistive technologies in all service points
	Assistive technologies in all service points are promoted well by staff
	Easy access to assistive technologies and regular refresh of assistive technologies training programmes for all staff

Staff training needs are identified and disability and special needs training all been carried out
	Staff effectively support all learners in the library showing a high degree of professionalism and innovation in their approach

	
	Clear need to develop links with other education providers
	Partnership working is not equitable; lack of evidence of partnership contribution, limited range of partners
	Good range of partners, coordinated through the Community Learning Partnership
	Wide range of partnerships including adult learning and community learning and development as well as learning providers build opportunities for progression
	Wide range of partnerships with a range of agencies including criminal justice, social work, other council depts, learning providers building  opportunities for progression

	
	
	
	High demand and low drop out rates
	Each learner has a follow-up after six months
	High levels of learners returning for further classes

	
	
	
	
	Learning partnerships are established with a broad range of partnerships
	Embedded partnership working which is regularly assessed for impact


Quality Indicator 4 - Individual and Community Engagement

Key themes:

4.1 Sense of identity and pride in civic space 

4.2 Enhancing individual and community wellbeing 

4.3 Fostering community heritage and culture 

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5 
	Level 6

	
	Little evidence of corporate links
	Need to raise profile of libraries with political stakeholders
	Planning for library services is linked to the corporate process within the framework of community planning
	Individual library plans linked to the service improvement plan

Effective use of community planning processes
	

	
	Lacks of asset management direction
	Network of small libraries which needs underpinned by longer-term strategy for sustainability
	Use of community profiling to target service delivery
	Increasing shared services
	Libraries’ place in community network assured  as outcome of strategic review 

	
	Need for annual reporting to highlight contribution of library service
	Voluminous reporting of library activities
	Succinct updates on library performance for councillors
	Library Plan is clearly linked to the wider Council Plan, national aims, objectives re inclusion, etc
	Council plans evidence the value place on library services, highlighting its key partnership in delivering SOAs

	
	Little evidence of cognisance of any of the feedback
	Community surveys


	Series of linked surveys building consistent pattern of engagement
	Transparent and robust consultation with communities
	Large scale consultations e.g.The Big Listen, CSE Standard

	Need to assess the impact of closures
	Recent library closures; slow implementation of reviews
	Network of small libraries which needs underpinned by longer-term strategy for sustainability
	Review of mobile and community library provision, including opening hours
	Very good geographic spread of libraries. Libraries clearly matched to community demand, need and usage patterns.
	

	Health and safety issues
	Network of small buildings, no plans for upgrades to public spaces, concerns about ongoing maintenance
	Clean and tidy libraries, well organised layouts and regular health and safety audits
	Refurbishments and re-purposing of space when opportunities arise
	Award winning library designs and good customer experiences
	Programme of transformational refurbishments to significant percentage of library buildings

	
	Improvements still to be made under DDA compliance
	Buildings generally in good repair
	Council software for reporting and prioritising minor repairs
	Libraries well represented in capital programme
	Effective use of planning gain or other windfall income leading to significant improvements

	
	
	Attractive, clear and comprehensive welcome packs
	Attractive, clear and appropriate signage and evidence that this is well used
	Ethos of neutral, safe and inclusive service embedded in staff training  

Libraries have a good atmosphere with friendly, positive relationships between staff and customers
	

	
	Need for updated disability awareness training
	Provision of assistive technologies in all service points
	Promotion of assistive technologies in all service points
	Easy access to assistive technologies

Regular refresh of assistive technologies training programmes for all staff
	High standards of accessibility and availability of adaptive technologies


	
	Customer care for readers is minimal and transaction-based
	Customer care embedded in job descriptions
	Evidence of lively engagement between staff and customers during visits, staff talk knowledgably about services and people have enjoyable library experiences, encouraging repeat visits
	Programme of staff training which focuses on customer care linked to performance review and development
	Customer centred ethos is clearly evident across the service 



	
	Need for more consistency in staff welcome/ reception for customers
	Need to implement competency based frameworks and corporate appraisal schemes
	Staff are clear about their roles and are proactive partners in creating a welcoming and attractive reception for all customers
	Staff create their own improvement plans for their libraries and take them forward
	Clear, succinct and readable policies and strategies across all aspects of provision leaving staff in no doubt 

Customer-centred ethos demonstrated in CSE, methodical use of tools (Customer Charter, CIPFA PLUS, HGIOCS, IIP) and cycle of improvement

	
	Guidelines, induction training and procedural manuals need updating
	Need to update customer care with all staff
	Progressive customer care training from recruitment process to competency reviews, appraisal or Employment  Review and Development
	Staff training programme includes complementary training like Equalities and Disability awareness

Accreditation of staff skills, for example through SQA PDAs – ICTL reader Development, ITALL,  Conflict Management, Customer Care
	High percentage of staff have undertaken accredited training

	
	
	Child protection and PVG policies are in place
	Child protection and PVG issues are regularly reviewed and updated across staff groups
	Socially vulnerable, children and PVG issues are co-ordinated by a senior officer so there is development of appropriate support
	Staff are confident in ability to avoid/deal with difficult issues, and fully supported in their decision making.

	
	Insufficient space  for community activities
	Provision of space for community activities
	Taking library activities out into communities – mobile library services, mobile library visits to schools, etc
	Creative partnership working with communities which have benefits to communities as well as impact on library PIs
	Taking innovative and imaginative library activities out into communities – e.g. Books Aloud

	
	Insufficient space for shared services which has a detrimental impact on customers
	Use of community facilities in libraries
	Purpose built community facilities

Provision of book collections in community locations – community centres, doctors’ surgeries, shopping centres etc
	Shared services with other council departments

Integrated services – where its more than sharing a location
	Sharing service part of the council strategy linked to asset management plan

	
	
	Regular programme of displays, exhibitions and events
	Library based community activities including Bookbug, reminiscence work, reading groups, reader development activities, craft sessions, homework clubs etc
	Libraries are central places in communities for displays, exhibitions and events

Wide range of community activities, jointly planned and delivered
	Activities planned for community capacity building and development with defined outcomes

	
	Amateurish display 
	Libraries do provide displays but exhibition furniture and lighting is inadequate
	Quality display standards and guidance for staff
	Libraries are key locations for community events and displays
	Libraries are actively involved in initiatives that engender civic pride and involvement such as gala days and heritage eventsnned by longer-term strategy for sustianabilityd timely manner

	
	
	
	Partnerships including CLD, adult learning, community planning partnership, early years, NHS, Scottish Book Trust, NLS etc
	Wide range of partnerships including social work, children’s’ services, Early Years, schools, police, LEAD Scotland, third sector interface as well as more traditional partners


	Regularly evaluated partnerships over many years. Youth workers based in library, build links with local young people

	
	Ad hoc volunteers
	Wide variety of volunteering roles

Opportunities to participate in library activities such as volunteering, Friends Groups, etc
	Partnership with local volunteering organisation and third sector interface


	High uptake of library volunteering opportunities and public recognition of the contribution of volunteers


	Volunteering strategy and use of Investing in Volunteers policies and job descriptions



	
	Monitoring of impact not in place
	Local studies collection/library and knowledgeable staff
	Close partnership working with local and family history groups

Heritage classes, local studies activities, reminiscence work


	Local studies specialist staff

Access to online family history /heritage classes
	Archival standards storage and dedicated, suitable space for visitors

	
	No strategic thinking/planning for digitising and sharing assets
	
	Online sharing of resources and digital histories

All libraries have a focused collection of local studies materials of their own area
	Programme of public involvement in development of digital archives and heritage hubs

Joint working with local groups and individuals to develop community heritage resources
	High profile digital archives, framework of marketing and promoting to the public – e.g. Am Baile, Silver City Vault etc


Quality Indicator 5 - Vision, strategy and continuous improvement

Key themes:

5.1  Vision, innovation and management of change

5.2  Engagement with community development processes

5.3  Planning, developing and enhancing the library service

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5
	Level 6

	
	
	Vision set and plans in place and awaiting implementation 


	
	Clear vision with outcomes linked to SOAs at service level and specific targets
	Vision and mission are succinct, memorable and promoted

	
	
	
	Planning is evidence-based with external scrutiny and consultation with staff and stakeholders
	Long term plans to develop services and enhance quality of life.

Clear links to corporate vision
	

	
	Need to increase consultation with stakeholders and staff
	Policies and guidelines in place

	Staff are intermittently involved in developing policies and guidelines 

	Regular cycle of policy and guidelines review and amendment. Involvement of staff, public and stakeholders
	

	
	
	Seek further opportunities to involve staff in policy making
	Feedback to staff when ideas are not timely or workable
	Variety of channels of communication

Staff are confident that their views will be listened to
	Staff are actively involved in policy making.

	
	Self-evaluation processes seen as responsibility of management
	Participation in self-evaluation
	Regular assessment about the quality of service based on PLQIM and HMIe and external validation of own evaluations and good practice is shared for quality and consistency

	Staff at all levels are now aware of and engaged in the process of continual improvement   

Embedded self-evaluation processes supported by feedback from service users, staff and stakeholders


	Clear evidence that staff are encouraged to develop innovative practices, and given responsibility to implement 

	
	Capacity for improvement stagnated by restructuring and staff losses
	Need to strengthen planning processes to more clearly monitor performance against targets so that progress continually informs future plans
	 Dissemination of good practice is structured and accessible to all staff

Two way feedback
	Strong commitment to Personal Review and Development, linked action plans, to the SOAs and identification of training needs 
	

	
	Inconsistent management of change, poor communication
	Change needs to be monitored and embedded


	Management of Change processes aligned with PLIM assessment, CSE and Council Priorities


	Clear channels of communication, approachable and supportive management team
	

	
	
	
	
	Performance and change management programmes and staff training


	Excellent leadership and supportive management of change, evident in the strong team approach to developments

	
	
	Develop consistency across the network
	Review of traditional models of delivery and openness to change
	Collaborative staff approach and effective teamworking.  Evaluation of the impact of new ways of working
	

	
	
	Leadership development programmes
	Post rotation for wider service understanding and personal development
	Staff working groups with rotating membership, the reader development programme, involvement in professional and council groups
	Effective support from senior staff whilst taking on wider roles, project management or complex partnership working

	
	Little evidence of corporate links
	
	Planning for library services is linked to the corporate process within the framework of community planning
	Individual library plans linked to the service improvement plan
	Effective use of community planning processes, with clear evidence demonstrating impact for the community

	
	Library contribution to partnership working not reflected in partner paperwork
	
	Partnership working with communities
	Clear links between library activities/space and how it actively develops communities
	Libraries clearly embedded in community planning process, with evidence of positive impact for the community

	
	Little evidence of cognisance of any of the feedback
	Community surveys


	Series of linked surveys building consistent pattern of engagement
	Transparent and robust consultation with communities

Public involvement in stock selection

Clear links between LMS statistical data and frontline service delivery
	Large scale consultations e.g The Big Listen and CSE Standard

	
	Customers informed or changes introduced without real engagement
	
	Consultation with customers about issues affecting library service delivery through partners
	Consultation embedded in service planning. Community profiles for each library, the basis of planned delivery
	

	
	Lack of strategy to underpin co-location and partnership working, limited, low evidence of impact 
	
	Co-location with community centres, councillors surgeries, community councils, council services etc
	Partnership working with local Credit Union, Citizen’s Advice, Pension Advice
	Community planning initiatives such as Planning for Real

	
	Need to develop promotion and marketing strategy
	Marketing Plan, but no evidence of implementation
	Dedicated budget for marketing; no evaluation of marketing plan impact
	Use of social networking websites is part of library strategy for marketing to target audiences

Annually reviewed Marketing Plan, yearly programme, high quality marketing materials
	Clear evidence of impact as a result of the marketing strategy

	
	
	Press coverage
	Range of communication channels including social networking and local radio
	Media strategy
	Clearly excellent links with local media

	
	Old or no policy for Stock Management
	Stock Management Policy in draft form or large time lapse since last review (e.g. new formats added to stock but not covered in policy), need to monitor impact
	Stock Management Policy reviewed every 2 years and publicly available on library website
	Systematic, annual review of Stock Management Policy and evidence of its implementation
	Stock Management Policy which very effectively  underpins Reader Development Strategy

	
	Library management system data is not systematically extracted and used to underpin service/stock development
	Passive reporting and collection of data
	Use of council performance monitoring tools to track performance towards targets
	Benchmarking of literacy activities with  neighbouring services
	Clear evidence of staff understanding and action to respond to performance fluctuation, with innovative practices in response evident

	
	Guidelines, induction training and procedural manuals need updating
	Recruitment using corporate competency framework and development of generic job descriptions
	Progressive programme from induction process to competency reviews, appraisal or Employment  Review and Development
	Staff training programme includes complementary training like Equalities and Disability awareness. Staff regularly achieving career objectives.
	

	
	
	Staffing costs benchmarked to activity levels
	Changes to staff deployment procedures to make savings
	Succession planning and knowledge-sharing strategy
	

	
	Service stagnating with temporary or unfilled posts
	Slow progress towards implementation
	Staff restructuring in response to budget savings
	Low staff turnover
	Exceptional staff loyalty and commitment to service

	
	Guidelines, induction training and procedural manuals need updating
	Recruitment using corporate competency framework and development of generic job descriptions
	Progressive programme from induction process to competency reviews, appraisal or Employment  Review and Development
	Staff training and development is strategically planned for progression and improvement
	

	
	
	Regular meetings and  communication with staff through a variety of channels
	Post rotation for wider service understanding and personal development
	Ethos of consultation with its workforce, is inclusive and includes self-evaluation
	Exceptionally high level of staff ownership for service quality, evidence of impact for the community.

	
	
	Monthly budget monitoring
	Regular meetings with budget monitoring officers and delegated budgets
	Budget allocation to match stock profiles and library management system information

Opportunities to bid for development funding
	

	
	
	Continuing to secure stakeholder support linked to investment
	Securing external funding to support joint initiatives
	Libraries well represented in capital plan
	Effective use of PLQIF funding, with clear evidence demonstrating impact 

	
	Need to improve consultation and make it more transparent
	
	
	Changes to library provision monitored on risk register
	

	
	Need for evaluation of impact
	
	Merchandising Guidelines
	Income generation from external sources such as festival tickets sales, links to booksellers and disposing of collections through suppliers
	Excellent use of sponsorship to support library campaigns and events


