MALD: Museums, Archives and Libraries Division
ﬁg" Llywodraeth Cymru
' - Welsh Government Appendix 1

The fifth quality framework for Welsh public April 2014 to March 2017
libraries

Annual return pro-forma: Year ending 31 March 2017

Guidance notes

The return is to be made over three worksheets, together with a Word document. Authorities should take note of
the following:

The Definitions and guidelines for data collection and reporting document provides guidance for completing the
return.

Where data are included in the annual public library actuals return to CIPFA, the same figure should be used for
this return.

Only those cells where data are required can be selected; other areas of the return are shaded. The tab key can
be used to move to the next available cell.

MALD reserves the right to request evidence of the information provided in the return to assist with the
assessment process.

Context

This sheet requires some descriptive details for the authority, and contact details for the person to whom any
gueries should be addressed.

Core entitlements

This sheet deals with the 18 core entitlements for the public. Authorities should select their (self-assessed) level
of compliance from the drop-down box, and provide further information in the space provided.

Quality indicators

This sheet covers the 16 public library standard quality indicators. For some indicators authorities are required to
enter the raw data from which quantitative standards are derived; calculation will then take place automatically.

For those standards with quantitative targets, values are compared to the target set, and an indication given of
whether or not that standard has been met. Space has been provided for comment; authorities failing to meet
targets will be prompted to use this space to detail any mitigating circumstances, and plans for future
improvement.

A comparative figure for the year ending 31 March 2016 should be provided for each annually reported PI.
Space is provided for authorities to comment on any decline in their performance over the previous year.

The most recent figures available should be given for those Pls which are required only once in the three year
period, and the date of data collection given in the space provided.

Submission

When completed, the return should be submitted

via email to MALD: mald@wales.gsi.gov.uk
Closing date for receipt of returns: Friday 23rd June 2017
For more information please contact: Alyson Tyler

alyson.tyler@wales.gsi.gov.uk
0300 062 2103 (direct line)

0300 062 2112 (MALD main number)
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Core entitlements Vale of Glamorgan

Please note: the returns form froze when trying to complete entitlements 14-18. It
would be appreciated if the entries below could be added.

1

Libraries in the Vale are led and managed by a team of 7 professionally qualified managers, all of whom are
committed to the profession and attend regular development opportunities to improve their skills and keep up to
date with new developments. The library service has a training budget which is used to ensure that all staff gain
the training and development they need, whether this is for specialist library skills or more generic training.
Training needs are identified by an annual one to one between managers and staff. During 2016/17 staff training
was as varied as usual and included areas such as Welsh language skills including Welsh Clap and Tap, equal
opportunities awareness training and also dementia awareness for all staff; data protection, violence and
domestic abuse awareness, managing difficult conversations, assertiveness and IT skills such as iPad improvers.
Training providers have included MALD, the Reading Agency and Cilip as well as the Vale Council. Methods of
training have included conference, seminar, workshops and e-learmning. The additional knowledge which training
provides helps all staff to raise their awareness and skill and leads to much better service to customers. In terms
of the Community Libraries in the Vale, all volunteers were trained by Vale of Glamorgan staff in use of the LMS,
in standard library procedures and in background information such as data protection. The training will be on-
going, volunteers will also be directed towards MALD provided training, will be offered places on appropriate staff
training and will be supported by 2 peripatetic staff who spend 50% of opening time at Community Libraries.

2

The library service provided a range of activities for learning and pleasure as in previous years. The aim of all of
them is to attract people into libraries and show them the range of our services. Activities for children are very
well supported in libraries by staff and occasionally partners. During 2016/17 staff continued to provide weekly
storytimes, Clap, Tap and Rhyme sessions and craft activities to introduce literacy and numeracy to the youngest
children. Amser Stori (provided by a partner), Chatterbooks groups, class visits and activities around ECALM also
led to much engagement with children and young people at all main libraries throughout the year. Activities for
children and teens are balanced with activities for adults. These include staff run books groups, speaker events
and one to one IT training sessions for customers as well as partner provided IT and digital drop-in sessions.
Other activities worthy of note are Caffi Cymraeg sessions for adult Welsh learners each Saturday at Barry and
the growth and popularity of knitting groups and also now also a crochet group in libraries. The biggest single
event of the year was however the BBC Awesome Authors event across a Saturday and Sunday in Barry when
over 2000 attendees came along to get involved in meeting authors and taking part in activities. This event kick-
started the annual Summer Reading Challenge and the additional activities put on in the school holidays.

3

Libraries are a haven for lifelong learing, a resource for independent study and a place where the community
can come together or meet and benefit from practitioners representing many services. The Library Service works
closely with Adult Community Learning and the Arts Service as we share a common head of service manager.
Libraries also worked closely with Menter Bro Morgannwg, Newydd Housing and numerous other agencies
during the year to provide mostly free opportunities for local residents to gain taster sessions and training. Some
of this training is organised in partnerships such as the Get The Vale Online partnership. Much of the partner
work revolves around basic ICT skills training for adults, along with assistance for people seeking and applying
for work, but other opportunities also flourish such as craft activities, Welsh language classes and genealogy.
Chief among the services supporting wellbeing are the book groups run by library staff, a shared reading group
run by a volunteer, library Friends Groups who host events and all the other groups which bring people together
to share information, provide advice and create a community around books and information.

4

A network of 9 libraries provides an excellent level of static service points with well trained staff in the main
libraries and talented and committed volunteers in Community Libraries. A further aid to access are core
weekday 10 to 5 opening hours at main libraries without lunch closures, plus one 7pm evening and 10-4
Saturdays. Libraries also provide access to online provision when libraries are closed.

Libraries are open to all members of the community and provide a welcoming and unique public space free from
pressures to spend or consume anything. The differing needs of users are catered for and promoted, whether by
age, life stage, language, background or interest.

The needs of younger people and families for instance are addressed by providing child friendly children's
sections with space for activities. These areas often have to cohabit in balance with PC and study areas where



people want uninterrupted peace to concentrate on their activities. Conflicts between different user groups such
as these are taken into account when planning services and in zoning times and activities where possible.
Though the population in the Vale is not particularly diverse when it comes to national origin or ethnic
background, equalities training for staff ensures that all library users get a warm welcome and the patience and
support needed to make full use of the service. Speakers of other languages are provided with a request system
for books in their native language, either individual books or a collection of books.

Libraries are fully accessible for people with disabilities, whether physical or leaming disabilities. Large print
books and magnifying equipment is available for people with visual impairment, hearing loops boost sound,
suitable seating and care given to shelving ensures that customers can move around the library with ease or sit
and spend time in the building.

The needs of readers are provided by a rich and varied range of materials for all interests and levels of ability and
in many formats. We have ensured that good levels of book acquisition help us maintain the range and quality of
library resources available to customers.

In additions to accessing books and PCs library users also have free use of WiFi making the library a place
where people can sit with their own devises and follow their own interests and need for information.

5

The service is free to join, PC use is free, as is WiFi and use of public space, to say nothing of free books to loan
and many free activities to attend. Combine this with the expertise of well trained staff in main libraries and
committed volunteers in our Community Libraries and there really is no other locat service that quite matches the
range of freely available opportunities. Library customers in the Vale have the same joint membership for
authority and community managed libraries and have access to the full range of all the services including the
reservations service.

6 safe and attractive

Work has been undertaken to improve the attractiveness and accessibility of libraries over the last 10 years, so
that most libraries are now attractive, welcoming and in good order. The latest library to undergo a small
remodelling was Penarth Library. Work began in 2016/17 to upgrade the lift and damp-proof and refurbish the
children’s library.

Opening hours changed in 2015/16 for the first time in many years as libraries implemented the decisions of the
library strategy which was based on extensive public consultation. During 2016/17 some of the 5 Community
Libraries took the opportunity to review and change their hours as the libraries were established. The library
opened the longest reduced hours by nearly half and the library with the fewest hours increased hours by 8.
These new arrangements suit local needs and the changes are fully established and have a broad range of
customer approval but this is not to say they are now set in stone. A number of the community libraries have
ambitious plans to improve their libraries and this may involve increasing their opening hours in the future. The
hours at Barry will be extended in the next year when the service introduces unstaffed hours using the Open+
system. This will be a new and interesting development for libraries in the Vale.

All libraries benefit from accessible buildings due to progress over the years to introduce accessible entrances
and ramps where necessary, including accessible toilets and baby changing facilities at all but one part time
library, and lifts in the two libraries which require them. Attention has also been given to movement around library
shelves and public spaces to ensure libraries are useable for wheelchair users.

Safety in the library is ensured by staff who carry out good health and safety routines and are mindful of the
needs of users and colleagues. All staff have received safeguarding training in relation to children.

7

A home library service is provided to housebound people by 12 volunteers who operate from main branch
libraries in the Vale. They visit readers in their homes at least once a month and take them a selection of new
books and talking books as well as offering assistance with downloading of ebooks and audio books. The service
provides a lifeline to people who may not otherwise be able to receive new books because they are unable to get
to a library themselves.

One of the senior librarian posts has responsibility for coordinating services to groups and individuals with special
needs and this includes working with visually impaired groups and others in the Vale to promote the use of the
library services and facilities. Equipment includes hearing loops, magnification equipment and software, dementia
friendly books and assistive reading equipment. A library volunteer runs a shared reading group at the County
library and has a lively and active number of participants.



A Pop-up moabile library service operates to care homes and sheltered housing complexes in Barry. This service
is run with financial support from the Barry Town Council. It is a service which fulfils a particular need for
residents who are not able to get to a library themselves and to homes which find a deposit collection too limiting.
The service operates on just one day per week, and as well as books provides a good opportunity for residents to
come together and chat or ask for information which the library service can provide. Library members in the Vale
include over 800 people who have a first language other than English or Welsh. All branch libraries hold a
collection of dual language books for children to assist parents who may wish to read to their children in their
mother tongue or English. Adult speakers of other languages have a requests service for books in their
languages. Speakers of other languages may request specific books or a collection of books in their home
language and the library service borrows these in as required.

Many of the larger libraries in the Vale play host to tutors for children who are excluded from school as libraries
are viewed as a safe, convenient and non-threatening space to deliver one to one lessons. Many of these
lessons are delivered discretely and unofficially. At one library in the Vale however a formal arrangement is in
place and a room is used each morning in term time for tutors to work with pupils.
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Lending books for free is the core service of the library and so is supplying free book reservations for any book
reserved from libraries in Wales. The majority of books requests are supplied from Wales but for those that come
from outside Wales there is a charge of £4. Over 363,000 books were loaned in total during the year including
6,138 eBooks. Though there is a small charge for adults who return items late, there are no charges for children.
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Provision of reliable and impartial information is an essential aspect of library services especially during times
when there is so much concern about “fake news". The library service views the role seriously and retains an
Information librarian post to manage and coordinate information provision. Much of the information offer is now
provided online by use of carefully selected online resources and staff are provided with regular updates and
occasional training on the latest available information sources. Local information is a particular strength of
libraries and each library in the Vale has a collection of local information for local residents. Access to knowledge
about the local area today and in the past is important to many users and to schools and the library retains a rich
collection which includes historic newspapers, documents, photographs and books, an increasing number of
these items now being digitised and available online. The use of social media to draw attention to the collection,
especially photographs, has been well used and enjoyed by many during the year.
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Free public access computers connected to the internet are provided at all 9 libraries. They range in number from
3 at the smallest part time library to over 40 at the County Library in Barry. Though there is a 2 hours daily limit
on the number of hours individuals may spend on computers this is extended on request when no other users are
waiting.

There are separate IT suites in 3 libraries and these are particularly useful for running classes and taster
sessions, though these sessions are also held in public spaces at the other 6 libraries. We have a replacement
plan for PCs which ensures they are a replaced or upgraded within 5 years, so all equipment remains in good
order. Some progress has been made in acquiring tablets and eBook readers used to demonstrate online
resources and we may extend the use of them to in the future once security issues can be addressed.

WiFi is available at all libraries and the uptake is good. Levels of use were highest at the main libraries such as
Barry and Penarth where we have had WiFi installed for some years, but WiFi is also used at smaller part time
libraries. A general take up of 34% of available access time on internet PCs has remained the same for a couple
of years with heavy use at main libraries being balanced out by much less use at part time libraries.

The library service provided an LMS PC and an OPAC PC at all community libraries as standard. The community
libraries have also chosen to retain the internet PCs they had before transfer.

1



A well-resourced 24 hour information offer is provided via links on the library website. Most of the information is
available from home for any user of the website though some sources require a library card. Hundreds of online
reference resources are available via Blackwells Reference Online, Oxford Online and Gale Virtual Reference
Library. Free journals for study are available through Access to Research and there are more specific reference
sources such as European Sources Online, COBRA business reference and a wealth of other sources such as
Go Citizen, Newspapers Online, Encyclopaedia Britannica, Who Else Writes Like and the ever popular driving
resource, Theory Test Pro. Many of these resources are aimed at adults but there are also links from the
children’s homework help page to resources for children.

At the heart of all online information is the online library catalogue which provides access to all the books and
other resources in the library, as well as the ability to place online reservations.
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Al libraries provide farge print and talking books as well as hardbacks and paperbacks in all shapes and sizes.
These are now joined by an expanding collection of eBooks, eAudio books and eZines, all of which can be
loaned for free from the library website.

We meet the expenditure target on Welsh language materials and continue to purchase these for all libraries and
all age groups. We find that books for children and learners work especially well, the children's books helping us
to support an active range of Amser Stori sessions now running at libraries alongside storytimes.

Music on CDs were stocked at 3 main libraries but the decision was taken to remove the service in 2016/17
following a fall-off in popularity over the years as downloading and streaming music became the way most people
consumed music. There was very little objection from our customers to this change. The DVD collection, which is
self-financing, fares better and will continue while it pays for itself.

The services undertook a review of the stock performance at community libraries before the libraries were
established and identified areas of change required so that the stock was more appropriate to community needs.
As part of the same exercise a percentage expenditure on the 5 community libraries was set so that each
community library will continue to receive new stock on the same percentage basis.
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The Vale of Glamorgan shares our catalogue to give access via the Welsh Libraries portal and any other services
which can make use of a union catalogue. A shared catalogue is of particular use in South East Wales where
libraries use it to deliver the Books4U service between participating authorities who cooperate in loaning reserved
books to customers. The Vale started the process of implementing the All Wales LMS at the end of 2016/17 and
this will in future become the way which all public libraries in Wales share their catalogue.
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During 2016/17 promotion work concentrated on services to children, social media activities, as well as working
with partners. Promotions to children included activity around the Sumer Reading Challenge, Children's Book
Week, World Book Day, Harry Potter Night and the second year of ECALM activities to entice year 4 pupils to
want to use libraries. A high point in the summer was the BBC Awesome Authors event which Barry hosted and
used to promote libraries at the start of the summer. In addition the square in front of the library was also a venue
for the BBC Listening Project which created local interest.

The library service has a marketing budget which is allocated at the beginning of the year based on decisions
about the key areas for promotion during the year. Some are obvious such as summer activities in libraries or
celebrating the 10 year anniversary of the Barry Library redevelopment scheme in January 2017. Others are
more one-off opportunities such as tying in activities with the BBC Awesome Authors event when the BBC chose
Barry as the venue to represent Wales.

The year saw the beginning of the first full year of a new library post to focus on digital and social media
activities. The post holder made a great start in establishing a social media presence alongside an improved
website and a series of library newsletters. Even though the post was vacated later in the year the momentum
had begun and kept going with the help of other staff pending a new appointment.
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The library service undertook a significant consultation exercise in 2014/15 by means of questionnaires, public
meetings, meetings with organisations and use of focus groups. Over 3000 people responded to the questions
about use patterns, about non-use and potential use of libraries. The responses from questionnaires and
meetings were analysed alongside previous CIPFA Plus surveys, and combined with the views of staff focus
groups, to provide one of the most extensive and useful sets of data on what residents in the Vale want from their
library service. The consultations were used to frame library a library strategy which was mostly implemented
during 2015/17. Opening hours were changed to suit user needs, Friends Groups were established at main
libraries and in the last phase of change community managed libraries were established and running on
principles established through consultation.

In February 2016 The Children's PLUS survey was run in all 9 libraries and children rated the library service
overall with a score of 9.1. In October 2016 the adult survey was conducted. Together with previous consultations
the library survey has a wealth of current information to use to continue to develop services over the next couple
of years and fine tune the service to users expressed needs.
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The library service in the Vale continues to be an active partner on local, regional and national groups and
initiatives which aim to extend resources of all Welsh Libraries. During 2016/17 Vale of Glamorgan staff have
contributed to the work of the Society of Chief Librarians, the Purchasing Consortium, the Wales LLMS and the
Wales Marketing Champions Group. The work of all these partnerships and others is to develop improved
services and resources for Welsh library users and Vale of Glamorgan staff have made a real difference in their
contributions to marketing initiatives, book purchasing, LMS procurement and information provision.

In addition to working with national groups the Vale library service works closely with local partners in the Council
such as Adult Community Learning and the Youth service and also outside the Council such as the South Wales
Literature Development Initiative, and Get the Vale Online which fosters digital skills.

The major change in the landscape of libraries in the Vale during 2016/17 was the transfer of 5 libraries to
community groups. This means that the Vale now has partnership agreements with 5 groups of trustees and their
volunteers to help deliver library services across the county. There are service level agreements with each
library, we all operate using the same LMS system, and we will continue to share stock, online resources and
some staffing as well as specialist support. The relationship has begun well after a long gestation period but it is
only at the beginning and we hope to develop deeper and interesting ways of working as services continue to
develop in the future.
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Most of the relevant library policies and procedures are in print or online and they are brought to the attention of
customers via sacial media and the website. However we still hope to improve on our performance in this regard.
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The library service uses the corporate complaints process which involves dealing promptly with complaints. The
policy involves using a stage 1 and stage 2 process which relates to the level of seriousness and enables
escalation if the complaint is not dealt with adequately first time. There are very few complaints about libraries or
library services which get to the formal stage 1 or 2.






