 [image: image3.jpg]Bath & North East NHS

Somerset Council Bath and
North East Somerset

Working together for health & wellbeing




                                                          

Equality Impact Assessment / Equality Analysis
	Title of service or policy 


	Stock Management Policy - Libraries

	Name of directorate and service


	Service Delivery: Tourism , Leisure and Culture

	Name and role of officers completing the EIA


	Karen Alvey – Libraries Stock Manager
Julia Burton – Libraries Development Manager

June Brassington – Library Service Manager

	Date of assessment 

	4th April 2012. 


Equality Impact Assessment (or ‘Equality Analysis’) is a process of systematically analysing a new or existing policy or service to identify what impact or likely impact it will have on different groups within the community.  The primary concern is to identify any discriminatory or negative consequences for a particular group or sector of the community.  Equality impact Assessments (EIAs) can be carried out in relation to service delivery as well as employment policies and strategies.

This toolkit has been developed to use as a framework when carrying out an Equality Impact Assessment (EIA) or Equality Analysis on a policy, service or function.   It is intended that this is used as a working document throughout the process, with a final version including the action plan section being published on the Council’s and NHS Bath and North East Somerset’s websites.    
	1. 
	Identify the aims of the policy or service and how it is implemented.



	
	Key questions
	Answers / Notes

	1.1
	Briefly describe purpose of the service/policy including

· How the service/policy is delivered and by whom

· If responsibility for its implementation is shared with other departments or organisations
· Intended outcomes 
	The policy was written to clarify the priorities in providing stock to all users.  Users are our customers (residents, visitors, and external researchers), Councillors, partners, Officers and Library staff. The policy is delivered and implemented by all Library staff at all levels(lead by the Stock Management and Local Studies Teams), who are required to follow B&NES and libraries policies to promote equalities in all aspects of the service.
Responsibility for the implementation of this policy is partially shared by the LibrariesWest Consortium as membership is jointly across the five authorities therein.

The intended outcome for the policy is to ensure that B&NES Library Service demonstrates value for money and purchases materials relevant to the Library Service’s Vision and Values, enabling individuals and communities to have easy access to services for information, culture and life-long learning.

	1.2
	Provide brief details of the scope of the policy or service being reviewed, for example:

· Is it a new service/policy or review of an existing one?  
· Is it a national requirement?).

· How much room for review is there?
	This is an existing policy that has recently been reviewed (in February 2012) and has been written to clarify the priorities in providing Library stock to all users (as listed in 1.1 above).  It is defined by national and local government, professional bodies’ policies and practices and by local government key priorities, budgetary requirements and customer feedback.

	1.3
	Do the aims of this policy link to or conflict with any other policies of the Council?
	The policy links to the Library Service Plan which contributes to the overall Tourism Leisure and Culture Service Delivery plan.

	2. Consideration of available data, research and information



	Monitoring data and other information should be used to help you analyse whether you are delivering a fair and equal service.  Please consider the availability of the following as potential sources: 

· Demographic data and other statistics, including census findings

· Recent research findings (local and national)
· Results from consultation or engagement you have undertaken 
· Service user monitoring data (including ethnicity, gender, disability, religion/belief, sexual orientation and age) 

· Information from relevant groups or agencies, for example trade unions and voluntary/community organisations

· Analysis of records of enquiries about your service, or complaints or compliments about them 

· Recommendations of external inspections or audit reports


	
	Key questions


	Data, research and information that you can refer to 

	2.1
	What is the equalities profile of the team delivering the service/policy? 
	Staff establishment lists.  85 members of staff – 73 women, 12 men.  Ethnicity: 84 white British, 1 white other. 1 disabled.


	2.2
	What equalities training have staff received?
	The Library Service is committed to staff development and it encourages staff to identify new skills that are required and to be proactive in their acquisition.  The Library Service provides training and guidance to new and existing staff to ensure they understand their responsibilities and have opportunities to participate in improving social inclusion.  

In 2011 all library staff were given in-house Equalities training – specifically Equal Access – by the Social inclusion Officer.  Some staff attended the Mental Health Awareness training. 

Managers and staff are being encouraged to enrol on the current crop of Equalities awareness training courses and bite size training for the Equality Act and Equalities Impact Assessments that are coming up from January 2012.  We try to ensure that managers and staff refresh this knowledge at least every 3 years.

	2.3
	What is the equalities profile of service users?  
	Everyone residing, working or studying in B&NES is entitled to library services.  Out of a current population of 177,700.  There are 28,330 active registered borrowers (i.e. that have borrowed items at least once in the last year); of these 2,155 are registered mobile users. Ethnicity of library members attached as Appendix 3.   Out of the  current 28858 active borrowers, 1194 have declared themselves disabled /residing in a residential home

	2.4 
	What other data do you have in terms of service users or staff? (E.g. results of customer satisfaction surveys, consultation findings). Are there any gaps? 
	Voicebox surveys, Survey 18 shows that library satisfaction has dropped since 2007.  Actions including use of social media and review of our Customer Service Excellence Award is taking place to improve these scores

PLUS (Public Library Users Survey) 2009,  

Library consultation which took place with library users Sept-2011.  In particular the question asking users to rank the services they felt to be most important to develop and the findings from this have influenced the selection of the key activities in the Library Service Plan. 
Please see Appendix 1


	2.5
	What engagement or consultation has been undertaken as part of this EIA and with whom?

What were the results?
	PLUS Surveys are held every 3 years to determine customer satisfaction.  Please see Appendix 2: Survey summary
Children’s PLUS survey 2010: 
Please see Appendix 3.

Autumn 2011 Customer Consultation

Please see Appendix 4.

Local Studies Enquiries Statistics – these are updated every month and have been counted since May 2006. Results are available on request from the Local Studies Librarian at Bath Central Library.



	2.6
	If you are planning to undertake any consultation in the future regarding this service or policy, how will you include equalities considerations within this? 
	We will ensure that stock related questions are included in any survey or consultation process related to the Library Service.  We will utilise any data received in the development of the Libraries Stock Policy

	3. Assessment of impact: ‘Equality analysis’


	
	Based upon any data you have considered, or the results of consultation or research, use the spaces below to demonstrate you have analysed how the service or policy:
· Meets any particular needs of equalities groups or helps promote equality in some way.  
· Could have a negative or adverse impact for any of the equalities groups  

	
	
	Examples of what the service has done to promote equality


	Examples of actual or potential negative or adverse impact and what steps have been or could be taken to address this

	3.1
	All groups
The Stock Policy is designed to meet all library users needs……


	Stock is purchased to meet the needs and demands of the whole community, for all ages and reading levels. It is provided in the most suitable formats matched to the requirements of individual communities and users. The reservation service will source and supply particular items that are requested, which may not be in stock.  

Via the LibrariesWest web site, online transactions can take place 24/7 enabling users to search the catalogue and make reservations.  E-books and E-audio books are available to borrow at all times.


	Unbalanced lists from our Library Suppliers (from which we select stock) could be a potential problem – however this is mitigated by regular review meetings with supplier’s reps who respond to criticisms and tailor lists to our requirements.

Library staff who select stock could be keen to purchase items to reflect their own interests. This is mitigated by the Stock team checking all stock orders before being passed to our suppliers.. 
The Materials Fund is an easy target to cut during times of financial pressure.  This is hard to mitigate, but a portion of the fund is committed to supplier selection at the beginning of each year. On-line resources are paid for a year in advance. We are a net exporter of loans to other Libraries within LibrariesWest which earns us money, and we have access to the whole of LibrariesWest stock to enable our customers to have choice when money is tight.
The Materials Fund is not enough to purchase all the stock required for the libraries. This is addressed by setting up rotation plans to move stock between Libraries so that more expensive items can be shared by our different communities. Customers also benefit by moving collections of stock targeting specific interests and national promotions (e.g. Man Booker Displays, Black History, Holocaust Day).

	3.1
	Gender – identify the impact/potential impact of the policy on women and men.  (Are there any issues regarding pregnancy and maternity?)

	We know that there are more women than men that use the service: Data: PLUS survey 57.3% of library users are women, 42.7% men.   Provision of stock is designed to meet the needs of both genders.
	

	3.2
	Transgender – – identify the impact/potential impact of the policy on transgender people


	Relevant stock is purchased whenever possible. 
	Limited data available on number of current users who fall into this category. 

	3.3
	Disability - identify the impact/potential impact of the policy on disabled people (ensure consideration of a range of impairments including both physical and mental impairments)

 
	Stock is provided in a variety of formats (spoken word, large print, described DVDs, Playaways etc) to enable hearing impaired and sight impaired users to enjoy Library collections. We provide stock for adults and children with basic skills and mental health needs.
We provide stock for our Home Library Service and to Adult Residential Homes and Day Centres on a regular basis to ensure access to a variety of books and other appropriate formats. This service is not age restricted; any one with mobility problems can apply. Concessions provide, for example, for free reservations and no fines for late return of items.
	

	3.4
	Age  – identify the impact/potential impact of the policy on different age groups

	Age specific collections are provided for babies, toddlers, children, young adults and adults including senior citizens. These collections are accessible by all age groups in line with legal restrictions (in relation to certification of DVDs). There are collections of books for children in difficult situations which are written for a wide range of ages.
	

	3.5
	Race – identify the impact/potential impact on different black and minority ethnic groups 

	Stock is provided in languages other than English in libraries with an identified need based on their community profile, or expressed demand from customers (e.g. Bath Central Library has material in all European languages, and Chinese and Indic languages.)
Individual titles in languages not kept in stock can be obtained via specialist book suppliers. We also offer an Inter Library Loans service which we use to obtain specific titles for our readers where possible (at a standard charge as stated in the current Fees and Charges leaflet and on our web page).
	Lack of stock to cover demand could have adverse impact. Where we do not have items in stock we will borrow from other Libraries or purchase if demand justifies this.

	
	
	Examples of what the service has done to promote equality


	Examples of potential negative or adverse impact and what steps have been or could be taken to address this

	3.6
	Sexual orientation - identify the impact/potential impact of the policy on 
lesbians, gay, bisexual & heterosexual people
 
	We provide material covering all orientations where available and highlight specific areas of stock with promotions, both local and national.
	Limited data available on number of current users who fall into this category.

	3.7
	Religion/belief – identify the impact/potential impact of the policy on people of different religious/faith groups and also upon those with no religion.

	Bath Central Library is open 7 days a week to allow access to stock for all people of different religious / faith groups, and also for those with no religion. There is also access to services on-line at all times. Key religious festivals are celebrated, particularly within the Children’s Library and always include a suitable display of stock.
Donations of stock are accepted from time to time form different faith organisations.
	Language and possible cultural barriers are considered. Any complaints would be addressed most seriously. Where we do not have items in stock we would borrow from other libraries or purchase if usage justifies it.

	3.8
	Socio-economically disadvantaged – identify the impact on people who are disadvantaged due to factors like family background, educational attainment, neighbourhood, employment status can influence life chances

	Library services and access to stock are available to all.  Concessions are available for a range of services (e.g. reservations, hire charges for spoken word and DVDs) where this is an appropriate response to need.  
Stock is purchased to enable and empower people, providing advice on employment, education, health and well-being.
	

	3.9
	Rural communities – identify the impact / potential impact on people living in rural communities

	There are only 8 static libraries in B&NES. Therefore 14% of households lie further than 2 miles away from a static library.  To mitigate this, 2 mobile libraries currently provide a service for remote villages. We purchase stock for the mobiles and have regular exchanges of stock with Bath Central Library to enable to meet the demand of the people relying on this service.


	The reduction to 1 mobile will have an impact on people who cannot travel far. Changing the routes on the other vehicle to a monthly service instead of fortnights will enable all locations that require a library to have a service, but will impact the availability of a service. 
 We will develop library collections in village halls/community areas which will be maintained by local volunteers.  This would enable easier access to book stocks in some areas.  



4. Bath and North East Somerset Council & NHS B&NES
Equality Impact Assessment Improvement Plan

Please list actions that you plan to take as a result of this assessment.  These actions should be based upon the analysis of data and engagement, any gaps in the data you have identified, and any steps you will be taking to address any negative impacts or remove barriers. The actions need to be built into your service planning framework.  Actions/targets should be measurable, achievable, and realistic and time framed.

	Issues identified
	Actions required
	Progress milestones
	Officer responsible
	By when

	We need to increase our understanding of how our borrower profiles reflect or don’t reflect the wider community profiles for each Library.
	Management information reports to be requested.
Request Mosaic profiles (population profiling) for each area served.
	Look at borrower break down for each Library – start with Paulton because of new site.
Compare with population profile of area served.
Complete a stock profile for each Library to reflect needs of current users
Establish communication through local community channels (parish magazines, schools, community groups & centres, leaflet drops) to publicise services.

Observe activity at Library to identify new users, patterns of borrowing and enquiries.

Use the information gathered to tailor services to the needs and demands of the community.
	Karen Alvey (Peter Moth, Library Managers)
	August 2012

December 2012

December 2012

	We need to know how many LBGT people are using the Library Service, and whether the service is meeting their needs.

	Consult with LGBT Council Staff Group.
Find out what our partners in LibrariesWest do to meet the needs and demands of this group.
	
	Karen Alvey (June Wentland, Peter Moth)
	September 2012

	
	
	
	
	

	
	
	
	
	


5. Sign off and publishing
Once you have completed this form, it needs to be ‘approved’ by your Divisional Director or their nominated officer.  Following this sign off, send a copy to the Equalities Team (equality@bathnes.gov.uk), who will publish it on the Council’s and/or NHS B&NES’ website.  Keep a copy for your own records.
Signed off by:
June Brassington 



(Divisional Director or nominated senior officer)
Date:   26th June 2012
Appendix 1 Library Consultation 2011: Services ranked by order of importance (1- highest , 10 lowest)
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Appendix 2 : PLUS 2009 Public summary
Bath and North East Somerset Libraries would like to thank all those who completed our Public Library User Survey and Supplementary survey in October 2009. This is a summary of the results we received for the whole authority from all our branches including the Mobile Libraries. 

We had a total of 2,142 questionnaires completed, compared to 1,663 when we did this survey in 2006. This represents over 10% of our normal of weekly visitors across the authority and of our active users. We have compared the replies received this year with the survey from 2006.

The levels of satisfaction with the service remain high, with all branches having over 75% satisfaction rates. When asked about specific aspects of the service, there were higher levels of dissatisfaction about opening hours at the smaller branches.  At the static branches most users thought the provision of seating and tables were more than adequate, except at the two branches with the most limited space, Moorland Road and Saltford. The question about the outside attractiveness of branches reflected a situation we are aware of, with 25% of people citing that Weston Branch was poor and 17% at Keynsham. 

The standard of customer care which replaced the question about staff helpfulness had 91% of our users responding good or very good. The library is seen by the vast majority of users as a safe place to visit and an easy place to get to. 

When it came to borrowing books, Bath had the lowest number of visitors who came intending to borrow books and found something to borrow.  The mobiles scored higher with 94% saying they did find a book to borrow.  Overall across the authority, 83% of those who came to find a book actually borrowed one! When asked about the choice of books, Salford, our smallest branch received poorest response 47% of users felt the choice was adequate with 9% saying it is poor. But overall the response across the authority improved slightly to 65%. There was a definite improvement among those who responded to the question about the physical condition of the books.

The number of users when asked if they intended to use a computer has dropped. Of those who said they would use computer and actually used on rate increased – probably because of the charges for use and we no longer have the levels of casual usage. The numbers of responders who think the computer facilities are good or very good have improved. 

Fewer people are visiting the library to find things out, but more succeeded in finding the answer or part of the answer. But when questioned about the information provision in libraries, there was a drop of 12% of those who responded good or very good. 

Who you are? 

The Public library User Survey includes a large section that asks questions about our users. From these we have learnt, 61% are female and 39% are male. We also learnt how old you are, 

	Age 
	

	Under 24 
	13%

	25-44
	28%

	45-64
	30%

	65-74
	15%

	Over 75
	15 %


Interestingly, 3% of you are over 85!  

The survey included a question on whether you were economically active, 40% of respondents were in work, of the 60% who were economically inactive which includes those in full time education, 35% of those who answered the question are retired. 

22% of our users have some form of disability that could include eyesight, hearing or mobility problems and includes mental health issues. A new question on the survey that provides us with useful insight into the value of the library service is the question has using the library helped you with 

	Work
	28%

	Study
	47%

	House and Home 
	27%

	Health
	19%

	Leisure
	70%

	Family/Relationships
	15%

	Other
	6%


We also asked how long you had used the library for, 65% of you have been members for over 3 years. So linking this with satisfaction levels of over 75%, does this mean we are providing the service you want? 

Comments you made

At all branches, our users commented on how helpful, friendly and knowledgeable the staff are. The importance of the service to the community, including the mobile library service was also highlighted many of our users. 

Comments made on the stock, the opening times, the layout of the library and the computer system will be passed onto the appropriate manager. For instance several users commented upon the poor signage that caused confusion over opening hours, we will be having new signs that will improve this within the next few months. A number of comments were received about the rotation of the stock between branches; these will be passed onto the stock manager to be factored into any rotation plans.  

The Supplementary questionnaire was completed by 1418 users. 

When asked how often they visit the library, over 38% visit once or more a week. Generally this is part of the routine that includes shopping. Most users found the opening hours convenient.

A primary objective of this questionnaire was to gauge people’s use of the new self service kiosks, whether they found it easy to use, if they had to queue and if staff were available to assist users. Over all when combined, 83% of users found the kiosks easy to use.

When asked if staff were available to assist, the majority 91% said yes, staff were available to help. In situations where users had to queue for assistance, all found the wait acceptable. 

Very few of our users have read the Library standards, indicating that the service needs to improve their promotion. 

39% of respondents use the reservation service, 85% of these are happy with the wait for items to arrive.

We received 151 responses to the question about whether people with disabilities could access the service; only 120 felt they could access all the service, while 110 were satisfied with the service. Unfortunately we received no comments on why they either felt there were parts of the service they could not access or why they were dissatisfied with the service.  
Appendix 3: Children’s Plus 2010: Public summary
This is the full report from the Children’s PLUS survey that took place from Monday 4 October to Sunday 10 October

772 questionnaires were completed with 45% from boys and 55% from girls.

Overall 46% of the questionnaires were completed by under 5’s, 41% by 5-10 year olds and 11% by 11-15year olds.  

Most children came to the library with their family, but at Keynsham 55% said they came with school/playgroup and at Paulton and Mobiles 27% said they came with friends.

When asked what they think about the library, Paulton and Mobiles received 93% good, while Keynsham only received 70% good. Overall 85% of our users think libraries our libraries are good. 

The top 3 reasons for coming to the library were, 

To borrow books 84% 

To look around/hang out 34% 

To read 34%

The main reasons for borrowing books were, 

I like reading 60%

So someone can read them to me 46%

The library has good books 43% 

But, 5% of those who completed a survey did not borrow a book during that visit.

Overall when asked about the books at the library, 78% thought they were good.

When asked where do you use computers, most used them at home and school, mostly for looking at websites, playing games or doing their homework. But as we received a number of replies from children on the mobiles where there are no computers, it must be assumed that many of the replies refer to use at any location! Of those who used the computers in the library, most thought they were ok.

When asked why they used the library for homework, 

There are books to help me 25%

Somewhere to sit 13%

Did not use the library for homework 34% 

When questioned about going to the library for an event, 41% had not attended an event, but 38% had gone to an under 5’s event and 27% had been for a holiday event. More girls attended events than boys, but children over 12 visited few or no events. 

Most children thought that libraries were friendly and safe places and most thought that libraries are easy to get to.

A mixed picture emerged when asked about if the library was open when they wanted to use it. Both Mobiles had high positive responses to this, presumably linked to the knowledge of when the mobile was due to visit. 93% of those who responded felt Bath Central Library was open when they wanted to visit. Radstock and Moorland Road had the poorest responses of over 40% not finding it open when they wanted to visit. When analysed by age 26% of 5-10 year olds found the library was not open when they wanted. 

Most children found their local library bright and cheerful inside, with the small number who responded negatively being in the older (more discerning age range?). When asked if the library is a place they want to come, most said yes.

When asked if the library was a place with lots of things to interest them, overall 93% said yes. If looked at by age, after 9 years old, an increasing number replied no to this question. 

When asked how the library has helped you, the 4 main replies are 

Read better 54%

Learn and find out about things 54%

Do better at school 31% 

Join in and try new activities 29%

Comments from the survey

We received a number of interesting comments including having coloured streamers, pizza and a sloping floor. Main comments were about;

· More books or books on particular subjects/series

· Improved displays and making books easier to find 

· Improved opening hours 

· More space for children’s areas

· More toys and activities

Because of these comments we are doing the following:

· Improving the Children’s area in Bath Central Library with a new reading tunnel and graphic novel stands.

· Looking to increase the activities we do for teenagers

We also want more of your comments about what books your children would like to see. 

Contact Us 
· Telephone: 01225 394041 

· Fax: 01225 787426 

· Text: 07797 806544 

· Minicom: 01225 477309 

· Email: councilconnect@bathnes.gov.uk 

· Address: Libraries, PO Box 3403, Bath, BA1 2ZG

Report written by Dawn Browning 19/01/11
Appendix 4: Library Consultation 2011
Survey carried out online and within libraries during September and October 2011.

Total number of surveys completed

	Online
	251

	Paper
	371

	Total
	619


Which Libraries do you use?

	Which libraries do you use?
	Total

	Bath Central Library
	431

	Keynsham
	85

	Midsomer Norton
	119

	Mobile Library
	91

	Moorland Road
	75

	Paulton
	30

	Radstock
	61

	Saltford
	18

	Weston
	46

	Other Authority
	71

	Do not use library
	2


What do you use your library Service for?

The main reason given was to borrow books and other items.

	Borrowing books and other items
	276

	Online Self Service
	14

	Computers
	10

	Information 
	13

	Children’s activities
	32

	Other activities
	77


These are the types of comments we received

· Borrowing books. Reading daily papers and magazines.

· To borrow books, particularly reference books for information about holiday travelling and fictional &amp; non-fictional books to read for relaxation. It's a good way to broaden the scope of my reading as I don't have to buy a book to sample it. If I don't like it I can take it back. If I like it I can go on and read more by the same author or of the same genre.

· I order books online that I want to read and collect them from the library. I renew them online.

· Booking onto PCs to print off e-mails or documents

· To get information from the notice board about events etc.

· Reading books to my children, getting books for myself and children to borrow

· Authors events

· Use of display stands

· Nice space, airy, always find something I want to borrow. Love the email reminders for renewals - best thing ever.

	How do you rate the following services?
	
	
	
	
	

	
	Poor
	Average
	Good
	Very good
	Not Applicable/no answer

	Opening hours
	25
	212
	255
	182
	39

	Standard of Customer Care
	14
	44
	196
	329
	39

	Range of books and other items
	43
	134
	242
	156
	38

	Self service in libraries
	25
	60
	217
	226
	94

	Self Service online
	20
	48
	128
	170
	256

	Computers
	35
	77
	103
	52
	355

	How we deal with enquiries
	6
	42
	226
	261
	87

	Mobile library Service
	5
	15
	41
	82
	479

	Children’s activities
	2
	30
	73
	64
	453

	Other Activities
	6
	19
	58
	42
	497


How do you rate the following services?

How do you rate the following services in percentage?

	How do you rate the following services?
	%
	 
	 
	 
	 

	 
	Poor
	Average
	Good
	Very good 
	Not Applicable/no answer

	Opening hours 
	4
	20
	41
	29
	6

	Standard of Customer Care
	2
	7
	32
	53
	6

	Range of books and other items
	7
	23
	39
	25
	6

	Self-service in libraries
	4
	10
	35
	36
	15

	Self Service online
	3
	8
	21
	27
	41

	Computers
	6
	12
	17
	8
	57

	How we deal with enquiries
	1
	7
	36
	42
	14

	Mobile library Service 
	1
	2
	7
	13
	77

	Children’s activities
	0
	5
	12
	10
	73

	Other Activities 
	1
	3
	9
	7
	80


What do you value most about Bath and North East Library Service?

	
	Number of comments 

	Opening hours
	3

	Standard of Customer Care
	41

	Range of books and other items
	107

	Self service in libraries
	3

	Self Service online
	18

	Computers
	3

	How we deal with enquiries
	4

	Mobile library Service
	20

	Children’s activities
	17

	Other Activities
	131


This shows that area that you most value is the books and other items we provide.  Other activities cover a wide variety of comments. This is a flavour of what was said.

· The helpful staff and the quiet space for private study and creative writing, use of PCs

· The knowledgeable librarians and their expertise and hence the great stock

· When I suffered vision problems, I was still able to keep up with my 'reading'. The staff are always knowledgeable and friendly and approachable. It is a great place to visit.

· Free books! Having access to the library has meant that I have read for more than I ever have before

· The online facility for renewing items and the self-service in the library make things a lot easier and quicker than before.

· Access to local information and ability to access services wouldn't be able to get elsewhere.

· As I have mobility problems, these days the mobile service is my life line. The wonderful service of the staff, their excellent attitude to folks, and the range of material they manage to get for me - I think their service is outstanding.

· It's wonderful to have access to a huge range of books for my children - for entertainment and education.  The audio books are great to borrow for long car journeys.

· That there is somewhere to look up newspapers and books, do reference work and read newspapers. It's also very well located and light

· The social and communal environment and the ability to borrow books and get information and socialise.

· Resources, its central location, it's always there! Local history, family history

To help us prioritise our services over the next 5 years, we asked you to rank what your priorities were. This chart shows us which parts of the service are important to you. 
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There was also a section for any further comments, which provided us with useful ideas and feed back on the service. 

	
	Number of comments 

	Opening hours
	11

	Standard of Customer Care
	22

	Range of books and other items
	51

	Self service in libraries
	12

	Self Service online
	25

	Computers
	15

	How we deal with enquiries
	1

	Mobile library Service
	22

	Children’s activities
	18

	Other Activities
	106


These included: 

· We do need the library to be open at times when working people can get here. How about some demonstration/display space to encourage crafts

· I have used the services of Keynsham library and found them to be efficient and friendly with excellent customer service

· I know that the library service already involves volunteers for some services (e.g.. home visits to older people), but might it be possible to have them help with other activities, such as reading groups?  The library, providing a meeting place, as well as books, is already a wonderful facility, and certainly before you think of discontinuing such groups - due to a shortage of staff available to run them, please consider my suggestion!  As long as the activity takes place in a library, with a member of staff to hand (for giving out/taking back library books), I think it would work.

· Why don't you do games

· I would like to see the addition of rentable e-books

· The self-service does not let you pay by debit / credit card. So you need the right cash (for things like DVDs).

· the library needs to provide WiFi access to visitors to enable them to conduct research in the library. 

· The online service is really useful, however the reminder to renew or return only gives 2 days notice. Not enough time if you are away from email access to avoid a fine!

· Making the use of computers free is vital in my opinion to get the libraries really up to the 21st century. The borrowing of books is historically free in libraries and this should continue and the range increased. But as more and more social and electronic media comes to the fore this should be made available also free to keep up to date.

· I do want to use the mobile service but have found it difficult to find out its route/access times in certain locations. I will try again. This is an essential service for those who cannot get to a library and should be publicised more widely via GP surgeries and Post offices etc.

· We need our Library service, especially for our children, it is a fun experience - they can choose their books and book them out, they look forward to their Library trips - The summer reading challenge is always a big hit, they can't wait to read their books and get their medals and certificates!

· Would like to receive email information about special events in BANES libraries such as library events, courses etc. 

· It would be good if there were more cafe type facilities and the toilets were closer in Bath Central Library.

· Local politicians could learn a lot from a library 

· Least happy about? Indiscipline- noise levels, loud conversation, mobile phones, people not replacing daily newspapers 

Finally we asked about you, 

	 
	Total

	Male 
	190

	Female
	363

	None
	71


	Ethnic origin
	A.  White
	 
	 
	 
	 
	 
	 

	 
	British
	Irish
	American
	White other
	Spanish 
	German
	New Zealand

	 
	461
	2
	1
	6
	1
	1
	1

	 
	B. Dual Heritage 
	 
	 
	 
	 
	 
	 

	 
	Black/White 
	 1
	 
	 
	 
	 
	 

	 
	C. Asian or Asian British
	 
	 
	 
	 
	 
	 

	 
	Indian
	Asian British 
	 
	Asian 
	Indonesian
	 
	 

	 
	1
	1
	 
	1
	1
	 
	 

	 
	D Black or Black British
	 0
	 
	 
	 
	 
	 

	 
	E. Chinese or other ethnic group
	 
	 
	 
	 
	 
	 

	 
	Chinese
	 
	Chinese/white
	 
	 
	 
	 

	 
	2
	 
	1
	 
	 
	 
	 

	 
	F. Prefer not to say 
	 
	 
	135
	 
	 
	 


	 
	No
	Yes
	N/A

	Do you consider yourself disabled?
	259
	38
	326


	Age Group
	0-16
	17-18
	19-29
	30-39
	40-49
	50-59
	60-69
	70+
	N/A

	Total
	26
	3
	49
	90
	92
	91
	98
	112
	62
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