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We aim to: 
• Provide safe spaces & community cohesion 

• Provide information, support and signposting for our most vulnerable residents 

• Support economic growth by encouraging people back to work and encouraging greater prosperity 

• Help everyone achieve their full potential through learning and access to information  

• Provide cultural and creative enrichment 

• Increase reading and literacy 

• Improve digital access and digital literacy 

• Improve health, wellbeing and promote happier lives  

• Create stronger, more resilient and more prosperous communities 

A more collaborative approach, working closely with internal and external partners, will help to drive 

down costs, improve access to services and increase the impact we have in our communities. 

Our Vision 
We will develop sustainable, integrated and resilient shared spaces that support people in fulfilling their potential. These will be 

community spaces that can host public, voluntary and third sector services where people can go to access the help and 

information that they might need, at the time that they need it, and in one place. 

 

We will target our resources at both ends of the age spectrum – children and older people; we will focus on services to help the 

housebound, the unemployed, people with health issues and those who lack computer skills; we will support the business 

community by developing skills and learning. 

 

By 2020 we will deliver new spaces and an integrated way of working across Customer Services (including One Stop Shops) and 

Libraries in our main population centres of Bath, Midsomer Norton and Keynsham and generate greater community involvement 

in service delivery through a network of local community run hubs and strengthened home and community-based options. 



Integrated Customer Services - our shared aims 

One Stop Shop 

Shared Aims 

Stronger more resilient 
communities 

Safe spaces & community 
cohesion 

Digital access & literacy 

Health & well-being 

Advice & support 

Achieving full potential 

Learning & knowledge 

OSS Aims 

Drive for economic 
growth & prosperity 

Encouraging people 
back into work 

Library Aims 

Cultural & creative 
enrichment 

Increased reading 
and literacy 

Local 

services 

Community 

Library 

Library & 

Information 

Centre 

Mobile 



The four themes that make up our Core and Targeted SERVICE OFFER will  

• be relevant and responsive to the needs of customers of all kinds 

• support the Customer First principles and the Society of Chief Librarians’ Universal Offers 

• be part of a comprehensive, accessible, community wide service: 

HELP 
Information and 

signposting 

  
What we will do 

  

Provide experienced and 

skilled staff supporting 

people to access information 

and services in vital areas 

  

Research and validate 

sources to deliver the right 

information to customers 

  

Ensure that staff and 

volunteers continually 

develop their skills to 

provide the help people need 

  

Contribute to the well-being 

of local communities by 

providing health information, 

promotional material, sign- 

posting and referrals 

  

LEARN 
Learning and development 

   
What we will do 

  

Plan, develop and promote 

our role and contribution to 

lifelong-learning 

  

Empower people and build 

their confidence by providing 

opportunities for them to 

learn outside formal 

education settings 

  

Provide places for people to 

come together, to design and 

deliver their own learning 

experience 

  

Give children, young people 

and families more 

opportunities to learn 

together: increasing creativity 

and digital skills 

CONNECT 
Social interaction and 

events 

  
What we will do 

  

Provide spaces and 

opportunities for people to do, 

dream and create and to share 

their skills with others 

  

Ensure every child and young 

person has the opportunity to 

engage, to be inspired and to 

grow in confidence 

  

Support parents by providing a 

safe and nurturing 

environment 

  

Support people with visual and 

other impairments through 

services and activities to 

improve their independence, 

health and wellbeing 

READ 
Books, browsing and 

borrowing 

  
What we will do 

  

Provide access to reading 

services, resources  and stock 

in all formats and for all ages 

  

Remain committed to 

promoting and encouraging 

reading for pleasure 

  

Be open for diverse cultural, 

creative and reading activities 

acting as facilitator and host 

to authors, artists and 

organisations 

  

Extend our reach and engage 

wider audiences and hard to 

reach groups who do not 

usually take part in the arts 



HELP 

Information and 

signposting 
  

What we will do 

  

Provide experienced and 

skilled staff supporting 

people to access 

information and services in 

vital areas 

  

Research and validate 

sources to deliver the right 

information to customers 

  

Ensure that staff and 

volunteers continually 

develop their skills to 

provide the help people 

need 

  

Contribute to the well-being 

of local communities by 

providing health 

information, promotional 

material, sign-posting and 

referrals 

  

Focus on prevention and self-sufficiency for greater independence and resilience 

Desired Outcomes: 

Better informed people, able to manage their own welfare and healthcare more effectively 

More connections to people with greater needs in our communities 

Customer services channels are integral to the One Council operating model 

Increase in Library membership and footfall 

 

How? 

Provide the right support at the right time to those most in need 

Using resident and needs assessment data proactively to identify groups requiring targeted information 

Strong partnership working and effective relationship management 

Provision of advice and support to help people start businesses, create jobs and advance their careers 

Utilising a wide range of strategies to raise awareness and deliver information about health & well-being 

services  

 

What does this mean? 

Having the knowledge and experience to understand the enquiry to provide either a solution or a signpost  

Having the right conversation with the customer to identify any additional requirements  

Applying decision making tools that will ensure accuracy and mitigate financial or personal risk  

Working collaboratively and innovatively with partners in our shared spaces 

Understanding and promoting events and resources that can support customers to self-help e.g. books on 

prescription, how to write a CV 

Utilisation of window, office and floor space to promote priority initiatives e.g. health, debt, history 

Optimising customer access channels to provide an appropriate and consistent service however we are 
contacted 

Demonstrating universal skills and knowing your ‘experts’ in relevant subjects/disciplines 

Continuously improving systems and processes to become more efficient and reduce costs  



LEARN 

Learning and 

development 
  
  

What we will do 

  

Plan, develop and promote 

our role and contribution 

to lifelong-learning 

  

Empower people and build 

their confidence by 

providing opportunities 

for them to learn outside 

formal education settings 

  

Provide places for people 

to come together, to 

design and deliver their 

own learning experience 

  

Give children, young 

people and families more 

opportunities to learn 

together: increasing 

creativity and digital skills 

Focus on skills and personal development for better life outcomes 

Desired Outcomes: 

Improved digital skills and reduced digital exclusion 

Increased usage of public services on line 

Improved skills for employment, encourage people back to work 

Increase in partnerships with education providers and Young People & Children’s literacy groups 

   

How? 

Identification of gaps in local needs and support or develop initiatives to fulfil them 

Identify partnerships and volunteers that can make a difference 

Educate and support agencies who take services to communities 

Prioritise resources and events for the vulnerable, children and families and the unemployed 

Free hub of resources for studying and learning – appropriate spaces/equipment and helpful environments 

Hold up to date information about a range of free and low cost learning opportunities in the local area 

 

What does this mean?  

Facilitating outcome driven and relevant events and exhibitions – agreed priorities and protocols for bookings 

Encouraging and supporting customers to use online and self-service channels e.g. UC, reservations, use of 

kiosks 

Working with customers to understand requirements and agree suitable and appropriate level of solution 

Knowing how to research enquiries but knowing when and where to sign post/handoff for self-help 

Understanding how to use the facilities & materials e.g. netloan, IT, volunteers subscriptions 

Understanding the enquiry and identify where attendance at events can support customers outcomes 

Managing and promoting a calendar of themed events and activities  



CONNECT 

Social interaction 

and events 
  

What we will do 

  

Provide spaces and 

opportunities for people to 

do, dream and create and 

to share their skills with 

others 

  

Ensure every child and 

young person has the 

opportunity to engage, to 

be inspired and to grow in 

confidence 

  

Support parents by 

providing a safe and 

nurturing environment 

  

Support people with visual 

and other impairments 

through services and 

activities to improve their 

independence, health and 

wellbeing 

Focus on inclusion by creating and empowering networks and communities 

Desired Outcomes: 

Build community, social and family cohesion 

Increase footfall to our facilities 

Cultural enrichment – expanding people’s choices and experiences 

Increase health and well-being – reducing social isolation, managing long term health issues 

Increase partnerships that engage with customers and build networks and confidence   

 

How? 

Identification of gaps in local needs and support or develop spaces and activities to fulfil them 

Prioritise resources that are inclusive and promote themselves to the vulnerable and hard to reach groups 

Creative hub for exploration, experimentation and discovery 

Provide spaces for cultural exhibitions, performance and appreciation of literature, music, film, and visual arts 

Safe spaces and open access events, providing diverse social interactions 

 

What does this mean?  

Interacting with customers, building rapport and managing relationships 

Day to day management of space to ensure information and resources are relevant and up to date 

Engaging and promoting the space encouraging its full use 

Understanding how the space can be used to serve customers and the additional opportunities this creates e.g. 

housing benefits enquiry and use of children’s area. 

Allowing the customer the freedom and flexibility to use the space as they require. 

Facilitating events with relevant and agreed outcomes within the national and local framework e.g. Bath 

literature festival and getting back into work  

Identifying opportunities to work with local communities and a range of groups on activities that prevent social 

isolation and that promote health and wellbeing 

 



READ 

Books, browsing 

and borrowing 
  

What we will do 

  

Provide access to reading 

services, resources  and 

stock in all formats and for 

all ages 

  

Remain committed to 

promoting and encouraging 

reading for pleasure 

  

Be open for diverse cultural, 

creative and reading 

activities acting as facilitator 

and host to authors, artists 

and organisations 

  

Extend our reach and 

engage wider audiences and 

hard to reach groups who 

do not usually take part in 

the arts 

Focus on literacy and cultural enrichment for fuller and lasting life experiences 

Desired Outcomes: 

Improved reading, literacy, skills and attainment for all ages 

Increased number of participants (readers, volunteers and other providers) and repeat participants in 

reading/literacy programmes and activities 

Increased library membership and issues 

Increased access to cultural enrichment – expanding people’s choices/experiences 

 

How? 

In partnership with Libraries West, source a robust collection of books, electronic resources, drama and other 

reference materials - balancing quality and quantity by monitoring stock, issues and customer needs 

Offer efficient processes for browsing shelves or on line and for reservations and collections 

Provide areas of quiet (and super-quiet) for reading and research 

Provide and facilitate activity clubs that support literacy and cultural aims and target hard to reach groups 

Provide a range of accessible resources for people with additional needs, care and communication challenges 

Creative zoning and use of stock that links to key themes/events 

 

What does this mean?  

Interacting with customers, building rapport and managing relationships 

Day to day management of space and stock to ensure information and resources are relevant and up to date 

Encouraging the benefits of Reading Groups and other reading initiatives and online resources 

Facilitating visits from groups to Libraries and supporting National Initiatives and events - developing a local 

activities/events calendar that supports our objectives 

Identifying opportunities to work with local communities and a range of groups representing hard to reach 

people to widen participation in reading and cultural activities 

Creating and keeping under review a targeted offer that can be supported by the mobile and the Community 

Library programme to provide access to a wide range of services and activities 

   

 

 



•A mum has brought her 5 year old in 
to hear a story being read by her 

favourite author.  The mum takes a little 
time to look at the Black History exhibition 

near the children’s area and throughout the 
building. She notices that there are books on 
the subject nearby and she takes several that 

seem interesting to a nearby seat to review 
before booking them out at the self service 

kiosk. She’s noticed that one book that is 
recommended is not available so she logs onto 

the Library app at a nearby screen and reserves 
it for collection later.   

•An elderly user of the Library and 
Information space comes in to browse 
the bookshelves several times each  
week.  An avid reader of crime fiction they 
enjoy borrowing books at no cost. Chatting to 
a member of staff they state that they have 
recently been diagnosed with an illness that 
needs long term management.  The member of 
staff can provide information on health and 
wellbeing which includes books on 
prescription, the Home Library Delivery Service  
(books delivered to you at home by a 
volunteer) and and blue badge applications. 

•A 6th form student in their final year of A Levels 
uses the Library Information space for the free 
Wi-Fi and for quiet study. As a member of the 

library the student has accessed the wide range 
of resources to support them in their study.  

Local employers are taking part in a Jobs and 
Apprenticeship fair in the exhibition space 

where the student can talk about their 
employment opportunities. Also present are 

partner organisations that can provide advice 
on volunteering opportunities to broaden 

knowledge and work experience. 

•A parent on low income has come in to seek 
advice on access to affordable rented housing 
close to the children's school and to use a PC to 
apply for Universal Credit.  The parent selects 
books and other learning resources to help 
with CV writing, interview techniques and 
starting your own business and uses the quiet 
study area during school hours to improve his 
knowledge and skills and to complete several 
on line applications. 

HELP 
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Our People 
With our Staff we will  
• Integrate and restructure the workforce and 

identify universal skills and experts – reinforcing 
consistency in our offer and services 

• Provide a programme of Learning & development – 
focussing on digital competencies and customer 
services working principles 

• Maintain professional support and knowledge, 
ensuring statutory functions maintained 

• Plan & promote events and exhibitions that 
support core service themes 

• Improve systems and processes – reducing back 
office work, allowing staff to work smarter 

• Understand the customer – building rapport, 
managing relationships and capturing needs 

• Highlight the services on offer and how they can 
benefit customers and improve outcomes 

Our Volunteers will 
• Operate under new protocols and  

co-ordination arrangements in our  
facilities 

• Be clear about their key duties, what 
is expected and how they contribute 
to the service  

• Know that their support is valued 
• Use their skills and expertise to support events and 

activities that help deliver our core service themes  
• Deliver Library services in our communities with 

support and training from B&NES staff 
 

Our Targeted service offer will be designed for optimum impact and delivered to 

customers within their communities with the support of partners and local providers.  It will –  
• increase sensory and other resources that are accessible to young families and their 

communities 
• continue to build relationships and work collaboratively with Children’s Centres, Youth 

Services and with education establishments to improve peoples’ opportunities 
• Address social isolation with older people and those with restricted mobility 
• Promote health and wellbeing through services such as books on prescription  
• Develop digital inclusion programmes delivered locally with partners 



Our Resources 

With our Partners we will 
• Maximise opportunities to collaborate, providing 

signposts to partner resources 
• Identify opportunities for partners to deliver 

complementary services – in our shared spaces 
• Actively manage partner relationships 
• Challenge and build on our key partnerships 

including LibrariesWest 
 

 

Using other resources we will 
• Make the best use of facilities, materials and 

equipment 
• Use data and measures to inform our decision making 
• Be the natural first choice to provide information and 

services within local communities  
• Promote the use of self serve channels   
• Manage our financial resources prudently 
• Pursue appropriate grant funding opportunities 
• Use the most efficient processes to improve our 

performance 

Our Mobile 
We remain committed to our mobile library service: 
• We will monitor customer activity and use to ensure the 

service remains relevant and provides customers with 
what they need 

How communities decide to run and enhance local library 
services may have an impact on the ‘shape’ of mobile 
provision bringing the potential to make improvements to 
the service. 
• We will continuously review routes and times to 

maximise the use of this valued resource 

Our Library Stock – we will 
• Maximise the opportunities from our partnership 

with the LibrariesWest consortium  
• Constantly review our stock management policy to 

ensure 
• That it remains relevant to our customers 
• That it supports community libraries 
• That we continue to improve our operations 



Community Places and  Spaces 
By 2019 our 5 existing Branch Libraries may transition to 
Community Run Libraries.  
 
 
 
We will offer a package of professional and funding 
support to communities, key organisations  and 
stakeholders expressing an interest in making this 
transition, or in providing new library services in places 
that do not currently have them, based on their local 
conversations and identified community need. Our aim is 
that these facilities are sustainable in the longer term and 
enhance library services in our communities.  

Our Places and Spaces 

We will remodel and refurbish our core 

buildings to provide the right spaces for integrated 
library and information services in Bath, Midsomer 
Norton and Keynsham.   
 
Each building will 
• Offer a range of flexible spaces that will help us 

deliver our core service themes Learn, Connect, Help 
and Read.  

• Be open and accessible to all and equipped to 
support those who need extra help  

• Be bright and vibrant with easily identifiable zones 
for different activities and a clear patron path that is 
easy to navigate and intuitive to customer use 

• Offer the right degree of separation between zones 
to ensure safe environments particularly for children 
and the more vulnerable 

• Continuously monitor footfall and customer trends 
to ensure the space reflects our customers’ needs 

  

 
Maximise space and use 
We will review and improve our 
back office and logistics functions 
to release more space for public use and increase 
the time our staff will be ‘front of house’.  
We will promote and market our spaces for 
community activities and events that contribute 
to our core service themes. 



Roll out technology to support 
new ways of working: 
• Implement use of mobile 
      devices  
• Continuous digital competency training 
• Develop alternative communication tools to 

aid service delivery 
• Challenge and influence improvements to 

partner software and applications 

Review and improve our  
Self service functionality: 
• Explore emerging alternatives for making 

payments 
• Streamline print/scan/copy services 
• Develop web site & web access to increase 

self serve functions 

Infrastructure and Device improvements: 
• Free access to computers, wifi, charging and 

USB facilities in our spaces 
• 24-hour access to library catalogues, e-books 

and e-audio books downloads, renewals, 
reservations and information via the 
LibrariesWest website and LibrariesWest App 

• Invest in appropriate and innovative technology 
for universal and targeted use 

• Invest in audio visual equipment (projectors, 
sound equipment, smart displays, etc) for 
events and interactions 

Our Digital Offer 
 

   
  We have a key role to play in 
  making sure people are not 
  left behind in this online 
  age by promoting digital 
literacy, both universally and to targeted groups 
who may lack skills or confidence, and supporting 
access to information and services online in life-
critical areas such as careers and job seeking; 
health, personal financial information and benefits. 
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Modern Libraries Programme 2017-2020 
(Integrated Libraries and Customer Services) 
• Opening of three exciting and innovative Library and Information services in core locations 
• Establish community run libraries with ongoing operational support, business plans and resources to sustain and improve 

service delivery 
• Integration of staff structures and management arrangements providing consistency in service delivery whilst achieving 

savings and efficiencies 
• Well trained and motivated staff demonstrating improved customer service 
• Fully define and roll out service measures/management information for evidence based service planning 
• Technology benefitting both staff and customers in everyday activities 
• Increased take up of self serve transactions resulting in less mediated activity 
• Review our stock management policy to ensure it is relevant and ensure our operations support the programme 
• Further develop and deliver a targeted offer to our communities in line with local needs 
• New system for the movement of Library stock across the authority and the consortium to reduce costs, staff time and 

carbon emissions 

Continuing Transformational Change 2020+ 
• Continuous review of council priorities (and wider drivers) linked to the service framework 
• Review and innovate to further reduce costs and target resources to optimise impact 
• Continue to appraise / develop Community Library opportunities 
• Continued training for staff to improve customer service 
• Explore emerging technologies to deliver services differently 
• Enabling customers to increase self serve transactions 
• Constantly review and adjust our stock management policy  
• Review local needs and priorities to inform targeted service offer 
• Active management of partner relationships, looking for evidence based opportunities for alternative, local delivery 
• Promote and communicate our service offer more effectively 


