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Executive Summary

INTRODUCTION
The Society of Chief Librarians (Wales) is an organisation consisting of the chief librarian or equivalent of each local authority in Wales.

The aim of the Society is:

 “to influence the statutory, financial and other decisions which relate to the effectiveness of public library services, and take a leading role in the national development of public library services”  [SCL constitution]   

SCL Wales believes that a skilled and customer-focused staff is the library service’s most important resource.   

PURPOSE: 
The purpose of this report is: 

· to demonstrate the importance of our library workforce

· to highlight key workforce issues currently facing the public library sector in Wales

· to emphasise the need for ongoing training and development for  future service delivery and succession planning 

· to make key recommendations regarding our workforce in the future  

· to feed into the next Welsh Public Library Standards framework and future funding discussions. 
SUMMARY: 
The following are the main points within the body of the report. 

1. We can’t operate without a good, skilled workforce. 
The public library service aims to meet new wider social goals and public library staff need to be equipped with the correct skills to meet these needs. 
Changing demands and expectations placed on public libraries is huge, and responding to such changes and complexity requires high-quality leadership and management.  Library services also require a strong, flexible and motivated workforce.   Staff at all levels need to maintain and develop their existing skills and some will need to acquire new skills to deliver what is expected of them.    

2. We can’t operate without sufficient levels of staff 
Capacity is at its lowest as public libraries find themselves overstretched.
· Only 0.85% ( Welsh average based on 18/22 local authorities) of local authority’s staffing budget is spent on library staff

· Over half the library authorities in Wales have below the minimum staffing requirements as defined by the Welsh Government’s Public Library Standards

· There are lower library staff expenditure levels in Wales than the rest of the UK

· 12 heads of library services or chief officers with responsibility for libraries in Wales have left prematurely (some have now been replaced) since 2010 impacting on strategic leadership and succession planning. 
Despite all this, public libraries in Wales are striving to meet increased demands and expectations. 

3. Users value the staff – the relationship between library user and staff can’t be compromised due to new pressures
The public value the library staff.  Public library staff regularly receive comments and thanks from library users.   The comments included in this report are just a small selection of those received from people who tell us every day how much they value the public library staff and the difference their library makes to them.     

Despite this stakeholders and decision makers often overlook this fact.    The relationship between user and staff is very important and can’t be compromised due to new pressures. 

4. Public libraries in Wales are currently working against a backdrop of other pressures and changes including :
· Staff cuts
· Not being able to replace staff once they’ve left

· Reduction in opening hours and/ or closures

· Other financial cuts
· Increase in demand and expectation despite having less money and fewer staff  

5. Public libraries in Wales have already made efficiency savings.  Public libraries are also exploring different ways of working in order to provide best value. For example: 
· Partnership working with other library sectors in all the regions and locally
· Working closely together to roll out national and regional strategies, for example a Library Management System for Wales,   an e-books scheme for Wales, a Book Prescription Wales scheme etc.
· Public libraries have always had a good track record of working with others. This includes nationally with organisations such as CyMAL, CILIP, BBC, WLGA; regionally through partnership groups and locally with other departments and agencies.  

· There are also shared training groups operating at regional level and opportunities for staff to job swap, network etc.
We strongly believe the following needs to be recognised:

· The importance of retaining a good, skilled library workforce. 

· The positive impact library staff have on users.
· That many library staff are often appointed on comparatively low salary scales and do more than their salaries reflect due to their good will and commitment to the job.   

· The good training and development work that already takes place at local authority level.
· The good work already underway in relation to training and development at regional and national level particularly through the regional training groups.    

· The importance of the Welsh dimension including the Welsh language in workforce related issues and training and development.  

· The importance of delivering a good, efficient service with the correct staffing levels to meet ever changing needs and expectations. 

We recommend the following: 

· Funding for the continuation of the regional training courses continues
· We share the information from each training group across all of Wales and use it to identify good practice areas. 
· A training and development framework be developed which is accessible and flexible and includes attention to the Welsh dimension and Welsh language.
· We look at how we can integrate the National Occupational Standards (NOS) for libraries into everyday working arrangements. 
· Funding is provided for additional input and support in relation to updating and developing ICT/ Digital inclusion skills specifically. (linked to something along the lines of a new People’s Network).
· We continue to keep a watching brief over CILIP’s universal framework and build in an annual review of this framework to ensure linkages and consistency.  
· The minimum requirements in relation to workforce as stipulated in the WPLS continues  and we work with CyMAL to help identify new useful WPLS performance indicators relating to training,  development and succession planning.

· Future Standards frameworks should include the current stipulation that Library Authorities shall ensure that the designated operational manager of library services shall be the holder of recognised professional qualifications in librarianship or information science or information management.
· We work with CyMAL to establish funding streams and sustainability levers in relation to workforce skills and training and development.  

· CyMAL continue providing funding and bursaries but that they are made more accessible and flexible.    We recommend that this is included in CyMAL’s workforce development plan. 

· That consideration be given to establishing a cross sector workforce group, consulting before hand with other sectors to establish that this would be feasibility and useful.  

Full Report 
1. Introduction  

The Society of Chief Librarians (Wales) is an organisation consisting of the chief librarian or equivalent of each local authority in Wales.

The aim of the Society is:

 “to influence the statutory, financial and other decisions which relate to the effectiveness of public library services, and take a leading role in the national development of public library services”  [SCL constitution]   

SCL Wales believes that a skilled and customer-focused staff is the library service’s most important resource.   
The purpose of this report is: 

· to demonstrate the importance of our library workforce
· to highlight key workforce issues currently facing the public library sector in Wales
· to emphasise the need for ongoing training and development for  future service delivery and succession planning 

· to make key recommendations regarding our workforce in the future  
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to feed into the next Welsh Public Library Standards framework and future funding discussions. 
2. A vision for the workforce 
By 2015 we will: 
· Have a library workforce who have recognized levels of skills and knowledge to enable them to offer an enhanced customer experience to inspire a community of readers and learners. 

· Have a national development framework,  affording opportunities for career development at all levels, and prioritising areas identified (for example, addressing the digital divide) 
       
· Ensure succession planning, role development and embrace different models of library provision 

3.  Barriers and issues facing library services
Public libraries in Wales are currently working within a difficult financial climate, impacting on staffing levels and the workforce.   
There are staff losses, downgrading of posts, vacant posts and a reduction in human resources expenditure in many library authorities.  
Based on a recent survey we have calculated that only 0.85% of staffing budget at local authority level is currently being spent on library staff.  ( based on Wales national average).     In addition Wales has lower staffing and expenditure levels than the rest of the UK. 
There are also greater demands placed on library staff with a requirement to do more than the core library skills, for example supporting learners and helping customers use computers.  This despite the fact that front line library posts are still one of the lowest paid posts within the local government sector.
All this reduces the capacity of library services to innovate and change, to shape services to the needs of local communities, deal with complex enquiries and work in partnership with other organisations. 
However, library practitioners continue to work within this difficult backdrop striving to maintain the quality of the service and helping to transform lives through their work.  
Put simply, libraries are trying to do more with less.
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4. Context
Based on the Welsh Public Library Standards 2011/12 (as defined by CyMAL – branch of the Welsh Government) at the very minimum library authorities in Wales shall ensure that:

· total establishment staffing levels for the library service per 1,000 resident population shall not fall below 0.37
· at least 23% of the total staff (full-time equivalent) of the library service will be formally qualified, namely persons holding formal qualifications in librarianship, information science or information management or persons who have completed their qualifying examinations. 
· the designated operational manager of library services shall be the holder of recognised professional qualifications in librarianship or information science or information management
These are a minimum requirement.  In reality libraries require more than this minimum to run an efficient and effective library service.  The library workforce needs to ensure it covers welsh language needs (particularly in some areas) a geographic spread (in many places needing to reach many rural areas),   specialist posts and ever changing needs and demands.   
It is therefore of great concern that the Welsh Public Library Standards (WPLS) evaluation revealed that over half the library authorities in Wales have below the minimum staffing requirement.   It also revealed that the number of professional staff has declined on previous years.  
A 2011-2012 survey by The Chartered Institute of Library and Information Professional (CILIP) revealed that the overwhelming majority of responding authorities in the UK (80%) have reduced or expected to reduce the number of staff. This survey shows a ten per cent reduction in staff across the UK.  It is important to consider also that staffing establishments have historically always been lower in Wales than in the rest of the UK and the expenditure on public libraries in Wales during 2009– 2011 was less than any of the other home countries.

The WPLS also highlights the increase in the number of vacant posts that exists (or being carried over) within library services.  It would appear that a significant number of such posts have been ‘carried over’ for a number of years.  The SCL Wales workforce survey highlights that indeed the majority of library authorities currently have a number of vacant/ frozen posts.   This clearly impacts on capacity and development. 
The SCL Wales efficiency savings survey (Sept 2011) also revealed that the majority of library authorities in Wales has suffered some form of staffing cuts.  This includes deletion of senior, professional staff; loss of mobile library staff; removal of middle managers; loss of back room support and a reduction of hours for some staff.  
This is against a backdrop of other efficiency savings including: 
· Over a quarter of library authorities in Wales have seen changes in their mobile library provision resulting in fewer mobile libraries reaching rural areas;  
· Nearly a quarter of all library authorities in Wales have been affected by a reduction in library opening hours negatively impacting on access to services; 
· Nearly a quarter of library authorities in Wales have had their book-fund reduced which affects the service’s ability to deliver core services.   
· Many library authorities in Wales have suffered closures of 3 – 4 of their libraries; 
· ICT equipment and infrastructure in many libraries have not been upgraded to cope with new demands and expectations in this area;
· In addition most library authorities in Wales are undertaking an efficiency review and the outcome in many places isn’t yet clear. 
Our previous SCL Wales Workforce Report (2009) expressed the following concerns which still apply : 
· fewer suitably skilled people are entering the profession and the library workforce;   
· posts in many library authorities have been downgraded or lost within council structures 
· despite increasing demands and greater responsibilities placed upon library staff, salaries have not in many places been adjusted to take this into account;  (more recently, job evaluation in many local authorities doesn’t appear to have improved this situation)
· many current library leaders are planning for retirement and there is no   clear succession planning in place in many authorities;   (more recently, 12 heads of library services or chief officers with responsibility for libraries have prematurely retired since 2010) 
· there is little opportunity for career progression for library staff in many local authorities due to flat , inflexible structures.  This also impacts on succession planning. 
· Many SCL (W) Members are concerned about the slow deterioration in staff  levels. This is compounded by : 
· an increase in service expectation 

· an increase in skill levels

· a reduction in financial as well as human resources (efficiency savings and expenditure cuts)
In 2009 SCL (Wales) spoke strongly about their wish for workforce issues to play a more prominent role in any future national libraries programme. SCL (W) highlighted this to CyMAL before the Libraries for Life Programme ended in 2011 and are pleased to note that ‘Investing in People’ is included as a strand in the Libraries Inspire Framework.  
However, we now wish to reinforce these messages.  It is difficult for library services to operate without a good, quality workforce.   To library users the staff are the face of public libraries.   Library services provide access to books, materials, resources etc. but it is the library staff who provide the help, the facilitation, the social interaction, the advice.     Library users value their library staff.   

Since we produced the previous workforce report in 2009 many heads of library services have left the profession prematurely (though some have  been replaced) which may have affected the strategic leadership from experienced professionals. In addition there are now fewer opportunities, as a result of workforce reductions, for promotion and career advancement for those who remain working in the sector and profession.   
DID YOU KNOW? : 

· Only 0.85% ( Welsh average based on 18/22 local authorities) of local authority’s staffing budget is spent on library staff
· Over half the library authorities in Wales have below the minimum staffing requirements as defined by the Welsh Government’s Public Library Standards

· There are lower library staff expenditure levels in Wales than the rest of the UK

· 12 heads of library services or chief officers with responsibility for libraries in Wales have left prematurely since 2010 impacting on strategic leadership.  
· Front line public library posts are still one of the lowest paid posts within the local government sector.
Despite all this, public libraries in Wales are striving to meet increased demands and expectations. 

In addition public libraries in Wales have already made efficiency savings and have adapted to new ways of working in order to get the best out of their workforce and existing resources.  This is an important point as when we talk about workforce we need to set it within the context of other changes and developments.  This not only impacts on the workforce it also demonstrates how public libraries are open to different ways of working in order to ensure an effective, efficient and economical service.   
Of significance, public libraries have always had a track record of working in partnership with others. However, there is now a much greater emphasise on collaboration and efficiency savings resulting in public libraries sharing, collaborating and working even more closely with each other and with others across Wales.   
Examples of partnership work and collaboration include:  
· Shared facilities and services
· Shared expertise 
· Improving access to library resources for example by collaborating with other library sectors.  

· Shared training 
· Regional library partnership groups.   

There are also a number of specific national initiatives currently underway including: 
· Library management system for Wales
· Information Literacy Framework for Wales (Public and academic libraries in Wales) 
· Wales Book Purchasing Consortium (19 local authority library services) 
· Wales E-books consortium.   (currently 21 library authorities are in the Wales scheme; all Welsh library authorities now provide e-books)
· All Wales Audience development activities
We can provide further information about any of the above if it is required. 
All this brings with it increasing demands and expectations.    We have had to embrace different ways of working and developing the library staff. For example, job shadowing, job swapping, peer mentoring, work placements, internal training, external training, personal development.   
Public libraries in Wales also engage with volunteers where they can add value and enhance the service.   It is important however, to note that whilst SCL Wales are open to exploring innovate use of volunteers to achieve the enhancement of services that paid library staff can not hope to achieve alone, we do not as an organisation believe volunteers should be used to substitute trained, skilled staff.

SCL Wales has produced a position statement in relation to volunteers.   This has recently been revised in February 2013.  
Click on this link to view our SCL Wales Position Statement on volunteers: 
SCL Wales Position Statement on Volunteers 2013: 

http://www.goscl.com/about-the-scl/scl-position-statements/sclwales-statement-on-volunteers2013-3/
5. Core Skills 
Public libraries in Wales recognise that they need to adapt and explore new ways of working.   They also realise that in order to do this they need a quality, well trained workforce with up to date skills.    

It is vitally important for public library staff to have the correct skills and to have the opportunities to enhance and update their skills to cope with new ways of working and additional demands.  


























CILIP’S Professional Knowledge and Skills Base
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CILIP’s Professional Knowledge and Skills Base Diagram above covers the generic skills required by library staff in all library sectors in the UK.    It is clear that the core skills required by public library staff in Wales as identified by SCL Wales can be mapped against the generic skills identified by CILIP. 
6. Why these skills are important

Librarians working at professional and management level, for example heads of library services, require skills such as people skills, budgetary control, change management etc. These are expected when working at a senior level within a local authority or organisation.  This is in addition to having library and information management skills.   Heads of library services require formal, professional qualifications such as a degree or post graduate qualification in library and information management (or equivalent) and also a body of professional knowledge to obtain chartered status.    In addition to these specialist qualifications librarians also have a gamut of skills and knowledge. 

A recent SCL Wales survey reveals that the remit of many heads of library services has increased to include other service areas.    This varies but can include arts, museums, community centres, leisure services and others.    This demonstrates the ability of professional librarians to adapt to changing demands and also shows that the skills, qualifications and knowledge held by professional librarians are often seen as relevant to other managerial roles.  
These skills will also be required from the leaders of the future emphasising the importance of succession planning.  
Changing demands and expectations placed on public libraries is huge and responding to such changes and complexity requires high-quality leadership and management.  

Library services also require a strong, flexible and motivated workforce.    Public expectation is greater now than ever before.  Staff at all levels need to maintain and develop their existing skills and some will need to acquire new skills to deliver what is expected of them.

Some of the skills required by front line library staff are very specific to library work.   These are essential skills to have particularly when public expectation is high.    
The public value the library staff.  Public library staff regularly receive comments and thanks from library users.   The comments included in this report are just a small selection of those received from people who tell us every day how much they value the public library staff and the difference their library makes to them.   
With ever decreasing staffing levels and increasing demands, not only are the skills important but the motivation of staff will be a key issue in future.    Recognising the importance of library staff is vital to motivating staff.  

Reader Development Skills
The CyMAL (Museums, Archives and Libraries Wales) Libraries Inspire Framework 2012 – 2016 states: 

“Libraries will inspire the people of Wales to enjoy reading, enhance their knowledge and skills, to enrich their quality of life and empower them to realise their full potential”
It is essential therefore for library staff to have reader development skills.   It is often the library staff  who inspire the people of Wales to enjoy reading.    

Reader development is concerned both with reading for pleasure and with literacy.  



Reader development impacts on :
· People’s confidence and enjoyment of reading 

· Reading choices

· Opportunities for people to share their reading experience 

· The status of reading as a creative activity 

· Literacy skills and levels including those set out in skills for life and workforce strategies
· Family learning 

· Wellbeing and social benefits.  For example through shared learning opportunities and bibliotherapy. 

Please see our SCL Wales report ‘The Importance of Reading’ for detailed information about what libraries and library staff do in relation to reading and literacy.   You can find it here: 
http://www.goscl.com/wp-content/uploads/2012/03/SCL_W_ImportanceofReadingDec20111.pdf


Information Literacy Skills
Staff in public libraries access information (including electronic information) and require the right skills to help the customer search for and retrieve quality information for themselves. Public library staff are information navigators and facilitators. Staff need to have the skills to match the information needs of individuals to available resources (including digital and media literacy) at the point of need and in the context of real enquiries.  This would include finding information and dealing with enquiries in relation to local history, job searching, homework, references, health information, local government information, learning opportunities, business advice and many, many others. 


It is important that library staff have the skills to retrieve and disseminate information and help to identify and recommend the most relevant and trustworthy sources for the user.     
This information can make a difference to people’s lives. For example it could help them find a new job, find health information, provide some essential business advice, help with an important piece of research or provide the first step towards a new learning opportunity.  


Digital Literacy Skills
The role of public libraries in ICT provision is reflected in the Welsh Public Library Standards (WPLS) including being able to provide free basic support to users. Increasingly, public libraries are offering ICT learning sessions for users such as First Click, Computers Don’t Bite etc. Often ICT learners initially need to be supported through an intermediary such as a public library and require some level of support from library staff when they use the internet and other forms of ICT.    Library staff help people to gain skills and confidence to engage with technology.     In addition there are many people who use the computers in libraries on a drop in basis and often ask the library staff for assistance. 
The introduction and implementation of changes within Welfare Reform, including Universal Credit Offer and Universal Job Match means even more people are turning to public libraries to help with completing online claims, form filling and preparing CVs etc.    Many people in this situation require 1 – 1 support.  The evidence collated to date suggests that the additional demand placed on public libraries outweighs capacity.   
During 2013 – 2014 Universal Credit Offer and Universal Job Match will see more people who have limited ICT skills needing assistance from library staff to help them complete the forms and procedures required

It is therefore essential for libraries to have the capacity to deal with this if they are expected to continue doing so in the future.  It is also important for library staff to have good digital literacy skills.  These skills will become more and more important due to new demands and requirements.   
DID YOU KNOW?
Public Libraries in the UK helped over 3 million customers who had never used the internet (or never used it confidently) to go online in the past year- more than any other group or organization in the UK. 
In Wales alone libraries helped NEARLY A QUARTER OF A MILLION customers in the past 15 months – and still counting!







.   
Skills to Support Learners 
Public Libraries offer community and informal learning opportunities such as ICT skills training.   Some provide more formal training working with other local training providers. Public libraries support learners of all ages from children to adults.  At a library everyone can study the subject of their choice, in their own time, at their own pace.   Often public libraries are the first step to other training and development courses.   Public library staff therefore require certain skills such as teaching or assisted learning. 


Customer engagement and communication Skills
Whether it is within the library setting itself or through traveling libraries, library staff provide help, advice, facilitation, support, company, enjoyment and interaction to people of all ages.  It is therefore essential for public library staff to have the skills required in relation to engaging with customers. 
In addition public libraries work closely within their local communities and often work with local community groups and organisations. This also requires skills that relate to community development and engagement. 
The public value this aspect of the service and libraries are seen as community hubs and safe meeting places.  Libraries bring people together. They are also vital in reaching out to more hard to reach and vulnerable people.   The housebound, home-link and mobile library staff go out into the communities and help reach people who are at risk of being socially excluded.   The combination of personal contact, good reading material and free access to ICT and learning can be a life line to people in this situation.
Thus libraries contribute to community cohesion and the individual health and well-being of people of all ages.  
Public Libraries : -  
· Reduce isolation 
· Encourage healthy lifestyles 
· Help children and young people to develop and enjoy life 
· Provide learning opportunities
· Help to reduce levels of child poverty in Wales by providing a free, inclusive service for children, parents and families. 
· Empower people 
· Improve literacy, information literacy, digital literacy and health literacy 
· Provide social and community links to people who may otherwise find it difficult to socialise
· Reach out to those who are usually hard to reach 
· Help people escape from their problems through reading, reading groups, community activities etc.
· Signpost and refer
…….In short, libraries change lives
A recent study by the Institute of Customer Service (ICS) into the customer engagement of customer-facing staff suggest that staff attitude plays a major role in customer experience.  Although this study relates to businesses, public libraries need to increasingly operate in a business related manner.   Part of this is bearing in mind that the ‘faces’ of a service and the words and behaviour of the staff are often what stays with a user - perhaps the very thing that will make a user decide whether to come back again.  Being aware of your own behaviour and communication styles and how they affect others are important skills for library staff.     



Empathy with people with varying needs (for example older people, people with disabilities)
Library staff spend a lot of their time working with older people.   With the older population on the increase the amount of time library staff spend with older people is also likely to increase.  Many older people don’t require special attention or additional help but there are some groups of people who do.    This may require specific skills in some situations.   Also, to bear in mind that many older people in Wales prefer to communicate in Welsh.  



In addition, there maybe times when public library staff require skills to help and support people with disabilities.    There are also other people who may require additional support for example those most affected by the Welfare Reform Act previously mentioned.    

Skills required to work with children and young people 
Many library users are children and young people.  It is therefore very important for library staff to be equipped with additional skills which enable them to engage with children and young people.  
Public libraries are committed to supporting children’s learning and development, as illustrated by initiatives which include Flying Start, Bookstart, the Summer Reading Challenge, rhyme times, storytimes, class visits and provide learning facilities to support study and homework.    Libraries also provide important links with school library services and local schools.  


Public Libraries support the Welsh Government’s core aims for children and young people (based on the UN Convention on the Rights of the Child).  

Public Libraries provide children and young people with: 

· a flying start in life 
· a comprehensive range of education and learning opportunities 

· access to play, leisure, sporting and cultural activities 

· a community which supports physical and emotional wellbeing 

Also public libraries promote and support :

· social inclusion 

· respect  and equality
· anti - poverty. 




Marketing and Promotion Skills
We are currently working in a competitive climate making it more important than ever to promote and market our library services.   

National marketing campaigns and initiatives are important but it is also important for library staff at the point of contact to promote the library service at every opportunity.  This is linked also to communication and self advocacy.  
These are very important skills for library staff to have. We have already outlined the many ways libraries can change lives.  People need to know how libraries can help them.    For example, they need to know that public libraries can help them to: 
· Enjoy life through reading for pleasure, leisure and learning 

· Learn new skills

· Improve digital and ICT skills

· Find information 

· Look for jobs and career opportunities

· Improve their social opportunities and a way to participate in community life

· Be referred to others who can help

· Participate in the many events and activities including for adults and children and young people 

· Obtain books and other materials in their homes and in rural areas
And many other things… and all this would be FREE for them!  
Responding to change
We work in an ever changing world and libraries constantly need to keep up to date with the most recent developments.  This applies to new ways of working, changes in organisational structures, advances in technology, social changes and many other aspects.   It is essential therefore for library staff to respond to change and to be able to adapt according to this change.   There is a greater level of public expectation meaning that library staff need to be able to react to changes quickly and effectively.   This is even more important now than ever before.  
We hope this section of this report has given you a feel for:
· why the library staff are essential to the service

· why it is important that staff have the right skills
        now and in the future
· the impact library staff have on people and communities
· the importance in investing in our workforce to enable library   

        services to develop and meet ever changing needs and 

        demands

7. Training and Development
It is essential for staff to be equipped with correct skills as highlighted in the previous section.    Library staff therefore require appropriate training and development opportunities. 

Back in 2009 SCL Wales stated the following in relation to training and development  (SCL Wales Workforce Report, 2009) : 
· The various learning pathways available to public library staff are confusing and it is unclear as to how they link together
· It would be useful to have a consistently applied framework across Wales.  
· It would be useful to identify some national priority training themes which need tackling urgently. 
· We need to explore flexible and different ways of working including cross region, cross sector, cross domain, job sharing, job swapping, joint working.

· We need to integrate competency standards into everyday working arrangements. ( marry up CILIP’s core competencies and LSIS’ NOS)  
· We recommend to Cymal that they make funding/ bursaries more accessible 

· We recommend to Cymal that we would want a training plan for a minimum of 3 years and that this be included in CyMAL’s workforce development plan. 
SCL Wales reinforce these messages and wish to build on them.   
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8. Conclusions and Recommendations

We strongly believe the following needs to be recognised:

· The importance of retaining a good, skilled library workforce 

· The positive impact library staff have on users

· That many library staff are often appointed on comparatively low salary scales and do more than their salaries reflect due to their good will and commitment to the job.   

· The good training and development work that already takes place at local authority level

· The good work already underway in relation to training and development at regional and national level particularly through the regional training groups.    

· The importance of the Welsh dimension including the Welsh language in workforce related issues and training and development.  

· The importance of delivering a good, efficient service with the correct staffing levels to meet ever changing needs and expectations. 

We recommend the following: 

· Funding for the continuation of the regional training courses continues
· We share the information from each training group across all of Wales and use it to identify good practice areas. 
· A training and development framework be developed which is accessible and flexible and includes attention to the Welsh dimension and Welsh language. 

· We look at how we can integrate the National Occupational Standards (NOS) for libraries into everyday working arrangements 
· That funding is provided for additional input and support in relation to updating and developing ICT/ Digital inclusion skills specifically. (linked to something along the lines of a new People’s Network)

· We continue to keep a watching brief over CILIP’s universal framework and build in an annual review of this framework to ensure linkages and consistency.  
· The minimum requirements in relation to workforce as stipulated in the WPLS continues  and that we work with CyMAL to help identify new useful WPLS performance indicators relating to training,  development and succession planning.
· Future Standards frameworks should include the current stipulation that Library Authorities shall ensure that the designated operational manager of library services shall be the holder of recognised professional qualifications in librarianship or information science or information management

· We work with CyMAL to establish funding streams and sustainability levers in relation to workforce skills and training and development.  

· CyMAL continue providing funding and bursaries but that they are made more accessible and flexible.    We recommend that this is included in CyMAL’s workforce development plan. 

· That consideration be given to establishing a cross sector workforce group, consulting before hand with other sectors to establish that this would be feasibility and useful.  

	SCL Wales Actions
	Lead
	Timeframe
	Progress



	1     Establish a training and development 
       framework for public library staff
	KE/SCL W Executive 
	Summer 2013 
	

	2. Recommend to regional partnerships that they agree and adopt the training and development framework 
	KE/SCL W Executive
	Summer 2013
	

	3. Share the information from each 
      training group across all of Wales and 
      use it to identify good practice areas. 
	KE/SCL W Executive
	Immediate/ ongoing 
	

	4. Work with CyMAL to establish funding streams and sustainability levers 
	KE/SCL W Executive
	Initially  by Autumn 
On-going
	

	5. Work with CyMAL to help identify new useful WPLS performance indicators relating to training, development and succession planning 
	KE/SCL W Executive
	Initially by Autumn 
Ongoing
	

	6. Continue to keep a watching brief over CILIP’s universal framework and build in an annual review of this framework to ensure linkages and consistency. 
	KE/SCL W Executive
	Ongoing 
	

	7. Look at how we can integrate NOS 
     competency standards into everyday working  

     arrangements for public libraries 
	GJ /SCL W Executive 
	December 2013
	

	8. Consult with other library sectors to establish if a cross sector workforce group would be feasible and useful.  
	KE/SCL W Executive
	Consult with other sectors by May 2013.   
	

	See also recommendations on previous page – there are some to convey to CyMAL 
	
	
	



	Level 
	Level and Content 
	Existing training opportunities available 



	Level 1 : Initial Training 


	· Customer Engagement

· Reader Development

· Stock knowledge and enquiry work

· Information Literacy knowledge

· Digital Literacy knowledge

· Marketing and promoting knowledge and awareness

· Working with Children and Young People

· Empathy with other groups such as older people and people with disabilities
· Data Protection Training
· Health and Safety in the immediate workplace

· General induction training ( eg counter duties, operating LMS, cash register)
· Knowledge of Welsh dimension and context 

· Training for volunteers ( note :  in Framework 4 of the WPLS it states that authorities using Volunteers must also aspire to complete certain accredited training )


	· Modern Apprenticeships

· LAIS framework level 2

· FCC Customer Care

· Frontline

· The Reading Agency Chatterbooks

· Estyn Allan : ‘Give me a break’, Dewis Sydyn, ‘Moreish taste for books’

· European Computer Driving License

· Social media workshops (CyMAL)

· Agored Information Literacy level 2 
· CyMAL funded marketing training

· ‘Reader Friendly Library’  and ‘Cracking Displays’ (CyMAL funded delivered by OTB)

· Bookstart training

· Rhymetime training

· WiseKids training
· Corporate Data Protection 

· Corporate Health and Safety 

· Line manager’s induction training ( internal)
· Local and national Welsh language courses 



	Level 2: Acquiring further qualifications/ Continuing professional Development

[assuming achieved level 1] 


	· Responding to change

· Support for learners

· Further information literacy skills

· Further digital inclusion skills

· Reader Development - advanced

· Supervisory Skills

· Promotional and marketing skills (events management for some)

· Risk Management

	· LAIS level 3

· PDA ICTL levels 4 & 5

· ECDL

· Agored Information Literacy Unit level 3
· ACLIP
· Get Into Reading/ Shared reading ( TRO) 



	Level 3 : Continuing Professional Development 

[assuming achieved levels 1  & 2]
	· supervisory skills

· advocacy skills

· promotional and marketing skills

· time management 

· communication skills ( oral and written) 

· specialist skills in the specialist posts


	· ILM 3 – 7 

· MCLIP

· FdA Lib and Info Management

CPD

· Agored Information Literacy Unit level 4
· Public Sector Management Wales courses/ summer schools 


	Level 4 : Continuing Professional Development 

[assuming achieved levels 1, 2 & 3]


	-    Management skills 

· Leadership skills 

· Financial management 

· Communication skills

· Partnership/ collaborative working

· Advocacy ( including political advocacy)

· Project management 
· Change management
· Multi-tasking
· Strategic thinking
· Facilities management 
· Human Resources Management
· Training/ managing volunteers 
	· Degree/ PG/ Masters in Information and Library Studies ( inc distance learning)

· ILM levels 4 - 7

· MCLIP

· Mentoring (CILIP /CYMAL course)

· FCC Project Management training (Prince 2)

· Leadership Bursaries (CyMAL)
· Public Sector Management Wales courses/ summer schools 




APPENDIX
Public Library User Comments 
“The warmth of the sessions and good hearted humour and debate ensures that we all look forward to the next book.  The staff recommend books and new reading materials and also supply book club magazines in order for the group to also choose books that would be of interest to everyone and as importantly give us good opportunities to discuss the subject matter.”
Merthyr Tydfil

A** (staff) has undertaken Shared Reader training and has set up a group in an Open Learning Centre with people who have literacy needs. She says she has "gained as much from the experience as people who attend the group. The choice of reading has broadened my reading experience and personal sense of wellbeing" 
Vale of Glamorgan 
“I have always found both the staff and assistance in 
obtaining books excellent”
Gwynedd
“I enjoyed the session. I came in feeling a bit sad, and felt
happy when I left”  
From a basic skills user attending a Shared Reading Group run by library staff, Merthyr Tydfil 
“I visit the small Ynysybwl Library about once every 2-3 weeks.  Ms P** has unobtrusively ‘picked up’ on some of my off the cuff remarks regarding authors/books that I have enjoyed reading, to the extent that when I next visit she has a book of my liking to hand. 

Ms P** has the knack of recommending exactly the type of easy reading bed-time book I enjoy”
Rhondda Cynon Taff
“We have been able to form a lasting social group through the books, listening to authors and asking questions such as "Where do you get your inspiration?" and "How long does it take to write a book?". We would never have had this opportunity if the staff had not organised these visits.” 
Merthyr Tydfil 
"I do enjoy coming here every month, taking part in the organised quiz that A** runs, just getting together with like minded people who read for pleasure which before this group I had totally forgotten how to do"
Merthyr Tydfil 
“Dear D**. I am most grateful to you for your prompt attention to my recent query concerning the ‘ Diary of Walter Powell of Llantilio Crossenny in the County of Monmouth 1603 – 1654.  The two pages setting out the pedigree of Walter Powell was of interest and indeed looks to be relevant to my own family.   Though further research is now indicated to render the matter a probability rather than an interesting possibility your assistance has been of considerable value, for which I am indebted to you and the library”
Monmouthshire 
“I have been fortunate to be assisted by G** on numerous occasions during 2012 and have found that the service he provides is of the very highest quality. I would have absolutely no hesitation is recommending G** & Businessline to anyone who is looking for expert knowledge and assistance with their business support requirements. G** has an excellent manner which makes dealing with him a highly pleasurable experience.”
Businessline @ Wrexham Library

“I am unemployed at present, so I joined the library to be able to go on the internet and look for jobs. It also has a job search machine. 

The staff are great and very helpful”
Caerphilly
“The staff are always friendly and on hand to provide information and are a great support regardless of the age group they are dealing with, whether it be infants or OAPs”
Torfaen Libraries
"I drop in on a regular basis.  I wanted to know about  Ancestry, Twitter and typing. The staff showed me all I needed to know." 
Torfaen
“We just wanted to say thank you for the warm welcome we received when we attended the Chepstow Collection talk yesterday and how well the organization worked. The staff were really friendly and the talk was interesting. As members of Monmouthshire libraries, we will be paying a visit to Chepstow library soon as the range of books looks really good, especially the local history section.”

Monmouthshire
“As an author of local history books, etc the library provides me with most of the material I need for research purposes. The staff are most helpful and I could not function without their help.”
Cardiff
“Next year I will reach the big 70!  I really wanted to be a Silver Surfer (just to keep up with the six grandchildren originally!) so I enrolled at the library.   I do not have a computer at home so I love going down to Brynhyfryd Library  where the staff are brilliant, very helpful, and very patient, 

always helping out with a problem”.
Swansea Libraries
“My family are very impressed.  They didn’t think Great-Gran could e-mail

 or do online buying”
Monmouthshire – First Click sessions with library staff
“When I started the beginners computer course (with Learndirect) in November 2011, I was a total beginner. I couldn’t even turn one on! I have found the course very easy to follow and even found myself enjoying myself.  Both tutors are very understanding and patient. I can now use the internet on my own and feel confident to look up subjects and acquire information, create folders, use a memory stick and print things out. I’ve even got my own e-mail address. I’ve learnt such a lot in the last seven months. Being able to work at your own pace as well has been an asset too.”
Bridgend IT sessions using Learndirect with the library service’s
e-learning section.

“I’m 51 and I never thought I’d be able to use a computer. Three people have tried to show me how to use a computer and I’ve learnt more today 

than I ever have before”
Blaenau Gwent

“Before I joined the library I was unable to use a computer but with the help of the staff I am slowly getting there”
Wrexham Libraries
"Since I learnt how to use a computer I send emails on a regular basis to my Canadian relations. It has saved me a fortune in postage!!  I also love using the computer to keep in contact. I have a Facebook account and enjoy seeing the photographs of my family and friends. I am so grateful to the library staff for helping me to do this." 





Newport 

 

“I am one of the students who go to the Ton Pentre suite; I am learning English and spelling. Doing this has given me a great deal of confidence. Tuesday I filled in a form for the first time in my life. L** has helped me tremendously with my English and spelling”.
Bridgend Libraries– A basic skills learner

“Excellent tuition, informative, fun and not condescending”

Conwy
“A** and K**  have stopped me being terrified of using a computer, stopped my hands shaking and given me confidence to “have a go”. They are so patient with my queries and make me feel, ‘yes I can do this’. 
Bridgend IT sessions using
Learndirect with the library service’s 
e-learning section.

“I have been using the library to write CVs.  The staff have helped and supported me all the way.  I have been unemployed for a few years and have taken the opportunity to do some OCN qualifications through the Gateways scheme within the library – as a result I now have a new job. 

My life has been transformed!” 
Blaenau Gwent
“My life is getting back on track.  I’m in a better place now thanks to the staff of Blaina Library who helped and supported me to get help from the Domestic Abuse services- how can I thank them?”

Blaenau Gwent.

“Thank you for encouraging me to speak to the energy advice clinic held in the library.  I’ve managed to have a £500 rebate, £20 off my direct debit and £150 in Argos vouchers.  I wouldn’t have bothered to speak to them without the staff’s encouragement!”
Blaenau Gwent

“I moved to Pembrokeshire in July this year and have  joined the mobile library MOB C as our small holding is not near a static library. I have to complement you on the excellent service provided by MOB C and the driver assistant who works on it. I am aware that the library can only be as good as the staff that deliver the service both at the delivery end and at the supply end dealing with the selection of stock etc. I did not expect to receive such an excellent service in this rural area.  I feel I must complement you on both the service provided and the excellent friendly and 

efficient member of  staff that provides it.”

Pembrokeshire
“Just wanted to say a massive thank you to you and all the staff/volunteers at Gwersyllt Community Resource Centre. We have had the most wonderful 8 weeks using your facilities for our Welsh National Opera Blooming Voices Project. Not only were the staff brilliant but the facilities are excellent! We thank you wholeheartedly and hope to work with you again in the future’ 

Wrexham 
“I find the library service at Llanfyllin first class. I appreciate being able to speak welsh with the staff who are always very helpful.”

Powys
"I run a small company and use the facilities here often, the staff help out as much as I need, Their help is amazing, thanks" 
Newport 
“The Library is a godsend and I rely on the service very much as I am sure others do. I am disabled and the facility available for me at this Library is rewarding and therapeutic and I make regular use of this”. 
Denbighshire 

“Brilliant, excellent  service.  I’m able to say exactly what I want and have them delivered to me. I appreciate the personal touch and I like a natter. It can be lonely at times but the staff cheer me up no end and bring me a lovely selection every month”. 

Denbighshire Home Library Service
A Miss xxxx from Aberdare has just phoned me to praise K** in his role as Housebound Librarian, and says that the way he treats her grandmother is superb. She can't praise him enough but didn't want to say who her grandmother is so as not to embarrass her.  She didn't want to give any further personal details, however, she wanted me to promise that I would pass this on to K** and to our Head of Service and stressed that it isn't only her, that thinks K** is wonderful – "everyone does"
Rhondda Cynon Taf

“I have never found more helpful library staff anywhere, and as a disabled person I often need help”.
Cardiff 
‘Without help from library staff, I would not be able to find out about my family history.  My eyesight is very poor and I can’t see a computer screen properly.  I have been able to find out about lots of my relatives using Ancestry.”

96 year old customer, Torfaen
“I hate to miss this hour with C**. It makes me think about things, and I have started reading stuff I wouldn’t have otherwise”. 
Member of Torfaen Libraries Shared Reading Group member at 
Torfaen Mind
“I’ve been very ill with cancer over the last two years. The library van calling each month kept me going. The driver/librarian is extremely kind and helpful. I have relied on library books to stop me concentrating on my illness 

over the last two years.”
Ceredigion

“We have always found the travelling library and the librarians of the greatest benefit. Now that I am alone in this isolated position, unable to drive or walk very far, the travelling library and the librarian are even more of a help in keeping me in touch with books, so essential to my mental health.”
Ceredigion
“I have been visiting this library for 25 years. It serves not only me but my housebound husband.  The support to myself and the community is paramount.   Without the library I feel there would be a loss of social support especially for the more vulnerable in society, the young, 

the elderly, and the unemployed.”
Library User [CIPFA Public Library User Survey]
“As I am disabled, the library is life enhancing.  Staff are very helpful and know my likes.  My widowed sister also comes with us.  We select approx 10 books, on each visit and it keeps us motivated and happy.”
Swansea
“I first joined the library when I was 7 years old. I am now 97 and due to arthritis am totally housebound. But thanks to the home library service I can still enjoy my reading and would be lost without it.” 
97 year old Conwy library customer
"Only yesterday, I set my 86 year old mother up with the e-book and adobe links on her laptop desk top. She still walks a mile to the library in Penarth but was so pleased to know she could still get her books if that became difficult."  
Vale of Glamorgan 
"Older people find it easy to access my library where the staff are 
patient and understand that everything has to be done at the correct 
pace and level”
Member of staff  Blaenau Gwent
“Thank you for the splendid service you provide; in particular the friendliness and supportive dealings of your driver who brings the Mobile Library to our village. As I am confined to my bed or electric wheelchair, I would not be able to avail myself of the satisfying reading material without his help”. 
Carmarthenshire
“Excellent service and help, I really enjoy coming here.  A wide range of books and very helpful with children.  I am disabled so the help I receive makes things easier to pick my books.”
Wrexham 
“Each time I’ve been to the library I have spoken to a very nice young man … he is always very polite, caring and patient. He writes down the information that I need.  Nothing is any trouble for him.  I am a slightly disabled adult and it is nice to know that when I am in the library and need help with anything I can go to him”
Vale of Glamorgan Libraries
“ I am writing to say Thank you for coming to xxxxxxxxxx Nursery last week as part of our Language and Play session that was all about Sharing Books and

Stories and Singing songs and Rhymes.  I would particularly like to say that your presence had an important impact on two of our children who would otherwise not engage very well in activities in the usual nursery routine. One of these children is usually very withdrawn and very rarely smiles. This child doesn't speak any English and has taken a long time to settle into the nursery. One of the staff commented that they had never seen this child smile or show any emotion. When you were telling the story, his face lit up and he showed he was enjoying himself. This session clearly had an impact on him and I thought it important to highlight this as a very positive contribution to this child and his development”
Cardiff 

“As a teacher visiting this library with my students for 3 years, I have always found the staff very child friendly and helpful, giving us book readings and opportunities to meet authors and book making sessions”. 
Cardiff  
A member of staff involved in the sessions has said "It’s been great to see how popular these storytimes have become and good that other staff are able to run them too. We find children pick up some basic signs and parents learn them and practice them at home with their children".
Vale of Glamorgan
“Thank you for a wonderful service you have provided this last year.  When I needed help you helped me and when I asked for more BabyRhyme time you arranged it.   There are not a lot of places like Chepstow Library! The best library and staff I have ever been to”.
Monmouthshire
 “Children’s librarians were fantastic in their work promoting reading among babies, toddlers and their families in Carmarthenshire”
Carmarthenshire
"Brilliant!!! Brilliant!!! Brilliant!!! Really enjoyed the sessions with you! Thank you so much for all the songs and ideas"
Children’s RhymeTime at Wrexham
"I am a mother of two small children and I regularly use Ruabon library, which we all love. My eldest is 3, she loves choosing her books and meeting her friends for a sing and rhymes. It is such a friendly and welcoming atmosphere, fantastic for mums to visit.”
Wrexham 
“I just wanted to pass my compliments on about a lady called **. She works in the ** library. For over 12 months now I have been going to Rhyme Time in the ** library and just wanted to compliment on the great service she offers. On every session she is always there smiling even on days when she is quite clearly ill. The group that she runs is amazing and she is a credit to the team.”
Cardiff
“We just wanted to express how fantastic all the staff are at the library, particularly with reference to my daughter and their encouragement of her enthusiasm for reading. She has been using the library almost weekly ever since she was 6 years old and has now just won a scholarship as she has moved to secondary school. She has always been an avid reader, but their support and kindness have helped her to remain interested.”
Anglesey
"I can't tell you how much taking part in the book quiz has made reading cool in our school. Thanks for all of you hard work.” 
Headteacher, Flintshire. 
"A huge thank you to everyone who contributed to the 

organisation of this year's Flintshire Book Quiz.  Once again, it was an amazing experience for all the children and adults involved.  Please pass on our thanks to all concerned”.  Teacher, Flintshire
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Barriers and issues facing library


Services 





“I visit the small Ynysybwl Library about once every 2-3 weeks.  Ms P** has unobtrusively ‘picked up’ on some of my off the cuff remarks regarding authors/books that I have enjoyed reading, to the extent that when I next visit she has a book of my liking to hand. Ms P** has the knack of recommending exactly the type of easy reading bed-time book I enjoy”


Rhondda Cynon Taf





�





Advocacy  (including political advocacy)





Please note:  There would also be a need to apply skills bilingually or even multi-lingually in  some communities in Wales





Library Workforce


Core Skills





Partnership / collaborative working





Project 


management





Change management





Empathy with people with varying needs (for example older people and people with disabilities)











Customer engagement





PROFESSIONAL / MANAGEMENT STAFF -


CORE SKILLS





Project 


Management





Leadership, people management & motivation skills





Library qualification and experience





Library qualification and experience





Library qualification and experience








Please note:  There would also be a need to apply skills bilingually or even multi-lingually in  some communities in Wales





Uncertainty about the future of the National Occupational Standards





A requirement for library staff to perform more than core library skills eg ICT advice, learning support 


(although this could be an opportunity too)





Reader development





Multi tasking 





Staff at Colwyn Bay Library assisting television presenter, 


Gethin Jones to find the information 


he needs





Marketing and promoting 








Library qualification and experience








Communication skills





Leadership, people management & motivation skills





Current structures make succession planning difficult and there is little opportunity for career progression 





Increase in service expectation





Increase in skills levels and training and development needs to meet expectations





Reduction in financial and human resources





Overall decline in Wales for each category relating to staffing in the Welsh Government’s Public Library Standards 





Lower staffing and expenditure levels in Wales than rest of the UK





Frozen/ vacant posts on the increase





Downgrading or


loss of many posts





Only 0.85% of local authority staffing budget is spent on library staff


(Welsh average  based on 18/22 responses)





Supervisory/ Management skills





Finance and Budgetary control





Responding to change





A group of people brushing up on their computer skills at Barry Library,


 Vale of Glamorgan.


Actress and writer Ruth Jones finds out more!





Support for learners





Digital literacy 








Marketing and promoting 








Information  literacy (1)








Library Workforce


Core Skills





Stock knowledge and enquiry skills








 Working with Children and Young People





Customer engagement





FRONTLINE STAFF – 


CORE SKILLS 





Information  literacy 








Information  literacy 








Digital literacy 








Digital literacy  








Information  literacy 








Advocacy





Information  literacy 








Information  literacy 








Stock knowledge and enquiry  








Digital literacy 








Information  literacy 








Reader development





 Working with Children and Young People





Responding to the needs of older people





Management skills





Change management





Information  literacy 








Communication skills





Finance and Budgetary control
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Strategic thinking and innovation 











Despite single status and Job Evaluation front line library posts are still one of the lowest paid within the local government sector





Ann Jones,


Chair of SCL Wales





Library Workforce 


SCL Wales Action Plan 








“Dear D**. I am most grateful to you for your prompt attention to my recent query concerning the ‘ Diary of Walter Powell of Llantilio Crossenny in the County of Monmouth 1603 – 1654.  The two pages setting out the pedigree of Walter Powell was of interest and indeed looks to be relevant to my own family.   Though further research is now indicated to render the matter a probability rather than an interesting possibility, your assistance has been of considerable value, for which I am indebted to you and the library”


Monmouthshire 














Facilities Management





Managing volunteers





Library Workforce 


Training and Development Framework





Please note: this is an open framework and is subject to change 





We have been able to form a lasting social group through the books, listening to authors and asking questions such as "Where do you get your inspiration?" and "How long does it take to write a book?". We would never have had this opportunity if the staff had not organised these visits. 


Merthyr Tydfil





A Reading Group from Wrexham





“I have been fortunate to be assisted by G** on numerous occasions during 2012 and have found that the service he provides is of the very highest quality. I would have absolutely no hesitation is recommending G** & Businessline to anyone who is looking for expert knowledge and assistance with their business support requirements. G** has an excellent manner which makes dealing with him a highly pleasurable experience.”


Businessline @ Wrexham Library








“I am unemployed at present, so I joined the library to be able to go on the internet and look for jobs. 


It also has a job search machine.


The staff are great and very helpful”


Caerphilly








"Since I learnt how to use a computer I send emails on a regular basis to my Canadian relations. It has saved me a fortune in postage!!  I also love using the computer to keep in contact. I have a Facebook account and enjoy seeing the photographs of my family and friends. I am so grateful to the library staff for helping me to do this." 


			Newport 





“Next year I will reach the big 70!  I really wanted to be a Silver Surfer (just to keep up with the six grandchildren originally!) so I enrolled at the library.   I do not have a computer at home so I love going down to Brynhyfryd Library  where the staff are brilliant, very helpful, and very patient, 


always helping out with a problem”.


Swansea Libraries





“I am one of the students who go to the Ton Pentre suite; I am learning English and spelling. Doing this has given me a great deal of confidence. Tuesday I filled in a form for the first time in my life. L* has helped me tremendously with my English and spelling”.


Bridgend Libraries– A basic skills learner








“I have been using the library to write CVs.  The staff have helped and supported me all the way.  I have been unemployed for a few years and have taken the opportunity to do some OCN qualifications through the Gateways scheme within the library – as a result I now have a new job. 


My life has been transformed!” 


Blaenau Gwent











As the Chair of the Society of Chief Librarians (Wales) I strongly believe that a skilled and experienced workforce is essential to the delivery and sustainability of public library services in Wales.  This view is echoed by colleagues in SCL Wales.  





It is also a view held by public library users in Wales. We regularly receive customer comments about library staff. Just a few examples of these are included in this report.  They show the impact members of staff have had on individuals. For example, an older person who is housebound; a child who needs help with homework; a new learner needing support with ICT skills.  





Staff time spent with people helping them achieve what they set out to do is an important aspect of our service. The social connection is frequently as important as the ‘task’ itself. This is often overlooked by stakeholders and decision makers. 





It is an undeniable fact that our workforce is more important now than ever before as we face greater demands and expectations.  People are turning to public libraries to help with reading, literacy, digital literacy, information literacy, community engagement and social interaction.    We need appropriate levels of staff with the right aptitudes and skills, matched with capacity to satisfy these growing demands. 





It is our intention, therefore, to demonstrate to partners, groups and organizations the importance of our workforce and highlight the key issues facing us during this difficult economic time in Wales.     





Recognising the leadership role to play in relation to sustaining and  improving workforce issues and staff development, SCL (Wales) has an action plan prepared to take this forward. Partnership working with, for example, Welsh Government/CyMAL, Welsh Local Government Association, CILIP Cymru and colleagues in other library sectors will be fundamental to ensuring that the service is fit for the future.





 














 “My life is getting back on track.  I’m in a better place now thanks to the staff of Blaina Library who helped and supported me to get help from the Domestic Abuse services- how can I thank them?”


Blaenau Gwent.














“I moved to Pembrokeshire in July this year and have  joined the mobile library MOB C as our small holding is not near a static library. I have to complement you on the excellent service provided by MOB C and the driver assistant who works on it. I am aware that the library can only be as good as the staff that deliver the service both at the delivery end and at the supply end dealing with the selection of stock etc. I did not expect to receive such an excellent service in this rural area.  


I feel I must complement you on both the service provided and the excellent friendly and efficient member of  staff that provides it.”


Pembrokeshire








“Thank you for the splendid service you provide; in particular the friendliness and supportive dealings of your driver who brings the Mobile Library to our village. As I am confined to my bed or electric wheelchair, I would not be able to avail myself of the satisfying reading material without his help”. 


Carmarthenshire








"Older people find it easy to access my library  where the staff are patient and understand that  everything has to be done at the correct 


pace and level”


Member of staff  Blaenau Gwent





“Each time I’ve been to the library I have spoken to a very nice young man … he is always very polite, caring and patient. He writes down the information that I need.  Nothing is any trouble for him.  I am a slightly disabled adult and it is nice to know that when I am in the library and need help with anything I can go to him”


Vale of Glamorgan Libraries








“We just wanted to express how fantastic all the staff are at the library, particularly with reference to my daughter and their encouragement of her enthusiasm for reading. She has been using the library almost weekly ever since she was 6 years old and has now just won a scholarship as she has moved to secondary school.”


Anglesey








“ I am writing to say thank you for coming to xxxxxxxxxx Nursery last week as part of our Language and Play session that was all about Sharing Books and Stories and Singing Songs and Rhymes.


I would particularly like to say that your presence had an important impact on two of our children who would otherwise not engage very well in activities in the usual nursery routine. One of these children is usually very withdrawn and very rarely smiles. This child doesn't speak any English and has taken a long time to settle into the nursery. One of the staff commented that they had never seen this child smile or show any emotion. When you were telling the story, his face lit up and he showed he was enjoying himself. This session clearly had an impact on him and I thought it important to highlight this as a very positive contribution to this child and his development”


Cardiff








"I can't tell you how much taking part in the book quiz has made reading cool in our school. Thanks for all of you hard work.” 


Headteacher, Flintshire








� Information literacy is knowing when and why you need information, where to find it and how to evaluate use and communicate it in an ethical manner” 


Chartered Institute of Library & Information Professionals (CILIP) 
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