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WELCOME TO YOUR LIBRARY
Quarterly report, July 2007

INTRODUCTION

Newcastle Libraries, Information & Lifelong Learning Service is part of the Tyne & Wear Consortium of Welcome to Your Library (WTYL). The project is funded by the Paul Hamlyn Foundation and co-ordinated by the London Libraries Development Agency. It started in 2005, is due to end in November 2007, and has the objective of making public libraries more useful and accessible to refugee and asylum seeker communities. We hope that the activities initiated by WTYL will become an integral part of public library work in Tyne & Wear (T&W).

Inevitably, the closure of City Library in September 2006 will have had an impact on the many RAS that used the services provided here. However, we are focusing much of our work on the services provided by our community libraries through “audience development” and there is currently much emphasis on how we can contribute towards community engagement. We have recently produced an audience development/marketing framework which covers:

· New City Library audience maintenance and development;

· Children and young people development;

· Marketing and communication;

· Reader development;

· Heritage and information development.

From October 2006, four of our community libraries extended their opening hours considerably, and usage of these libraries has increased since then. Since the last quarterly report, usage has continued to increase.

AIMS OF PROJECT

Newcastle produced a project plan with the following aims:

· Create a more structured regional approach across library services to how we meet the needs of RAS for the long term

· Identify what are the key issues and barriers for RAS in using public library services and solutions to overcome these

· Raise awareness and increase library use by RAS communities

· Develop public library staff skills and confidence in working with RAS

The above aims reflect those in the T&W WTYL project plan and are currently being worked on by both Newcastle staff and, where appropriate, the sub regional group.

SUMMARY OF PROGRESS

Key objective 1: Create a more structured approach across library services to how we meet the needs of RAS in the long term
During the last quarter, South Tyneside have continued with the lead/chair role for the T&W consortium and this is about to be handed over to Sunderland. One of our meetings focused on the topic, volunteers, and 2 speakers were invited to talk about their experiences: the Cultural Volunteers Development Officer at Gateshead Council and the Volunteer Coordinator at T&W Museums. This was a very informative meeting where we were able to discuss the benefits and potential pitfalls when taking on volunteers. For recruiting and managing volunteers, we would need almost the same policies and procedures as for paid employees therefore a lot of thought and preparation needs to go into this first. Also, what became very clear during the meeting was that without a dedicated officer(s), managing a volunteer scheme is very difficult. With this in mind, the consortium agreed to look into ONE as a possible source of funding to take this forward in T&W. 

At our meeting in May, we discussed sustaining WTYL beyond November 2007. We all agreed to contact our line managers about this and inform them that there are significant pieces of work that will take us beyond the life of the project anyway e.g. volunteers, film, evaluation after UNN research. The general feeling across T&W is that we do need to continue the good work and relationships we have developed, and this is definitely the belief in Newcastle.

Alison Lamb, WTYL evaluator, is unable to attend our T&W meeting later this month as originally planned to feedback to the consortium on what she has found out. I was also supposed to be talking to Alison individually beforehand to update her on Newcastle’s progress, but this meeting has been postponed. A new date will be arranged soon.

WTYL is still included as an action in our service plan under our priority, “to work towards quality customer service for all”. The service plan is about to be reviewed on 3 August 2007. Currently, the action is “to implement actions arising from the WTYL project”. At the next review meeting I will ensure this includes sustaining WTYL beyond the life of the project. In addition, I am continuing to embed WTYL into the work of the service through the service plan and liaising and involving colleagues.

In June I revisited Newcastle’s list of non English fiction stock. This came about after North Tyneside emailed me asking for this information. I remembered that we’d already done this exercise and had sent information to Derbyshire Council (who were collecting information nationally) so I emailed them to find what had happened and they sent me a website address http://www.conarls.org/resources.php where there is a database in which the information is stored. Although the website is not as user friendly as it could be, it is a useful source of information.

Through the Newcastle citywide RAS support network, I have come across a feasibility study called “Newcastle Asylum Destitution Development Work”. The study is about the needs of Newcastle’s refugee sector organisations in relation to their work with destitute people (primarily ‘failed’ asylum-seekers), and how this work best can be developed. It is premised on an understanding that these organisations require additional developmental resources to do this work more effectively; that the needs fall within at least five broad areas (housing, food/toiletries, health and well being, community, and communication/ publicity/ lobbying); and that, given no single body has the capacity to address the issue, such resources must be provided on a ‘strategic’, ‘collective’ basis. Tim Kell who used to chair the meetings of the citywide support network is carrying out the study. I reminded Tim of WTYL and informed him that I felt libraries fitted in with the broad areas: community and well being. Amongst other things, libraries offer safe welcoming places for people and free internet access. He admitted that he hadn’t even thought about libraries this way, but now I have brought it to his attention he will arrange to meet me in early September.

Key objective 2: Identify what are the key issues and barriers for RAS in using public libraries services and solutions to overcome this
The Hard to Reach Officer Working Group (HTROWG) organised 2 very successful citizenship events which took place on 23 & 26 April 2007 at East End and Benwell Libraries. We invited other agencies (ESOL and Newcastle’s Nationality Checking Service) along to promote their services which was very helpful as they were able to answer some questions we couldn’t (and has helped us develop good partnership working). All the citizenship books we had ordered arrived just in time and the 220 software, “Life in Britain”, was installed. 

At the event in East End Library:

· 6 people attended

· 4 copies of citizenship book loaned

· 4 new customers for ESOL

At the event in Benwell Library:

· 30 people attended

· 21 copies of citizenship book loaned

· 5 people joined the library

· 16 new customers for ESOL

Although more people came to the event in Benwell, this was probably because there were ESOL classes on that day in the same building and the enquiries tended to be more general than those asked at East End. The people who came to the events were very interested in finding out more about citizenship and were not so interested in the refreshments which I thought was a good sign. One very keen customer attended both events and stayed for the whole duration! She was particularly interested in using the software as she had her test booked in May. Since the events we have had enquiries about our citizenship stock and people have asked if we plan to hold events in the future. As they were so successful we want to do this. The Hard to Reach Officer Working Group has decided that when we have new editions of all the books (as of this month, some of the books we have are already out of date as people have to take the new version of the citizenship test) and the new software installed in the libraries we will arrange this. New versions of the books are currently on order and we are waiting for IT to install the software. All libraries are scheduled to have the new software installed by 9 August 2007 and the working group have edited some instructions for staff to use.

Equalities Impact Needs Assessments (EINA) actions were incorporated into the service planning process on 23rd January 2007, and equalities impacts will be assessed as part of any new service plan activities. Earlier this month, a colleague in the library service met our directorate equalities and diversity officer to review the ongoing EINA process.
The RAS Children’s Services Group is still working on a final draft of a Newcastle RAS strategy, and libraries have contributed to this. Following the strategy, an action plan is to be formulated. The audit of services available to RAS children and families has been undertaken by the Children’s Information Service and this has resulted in the children and young people’s directory which is now on line. The address is http://newcastle.cyp-directory.org.uk The directory has been well used, but information still needs to be added. Agencies are being encouraged to add their information thereby promoting their services. I have agreed to write some general information for the directory. At a recent meeting of the Hard to Reach Officer Working Group, I agreed to draft a list of agencies that libraries could usefully signpost people onto therefore I plan to use the directory as a basis for this.

Earlier this month I attended the Newcastle citywide RAS support network. As usual this was very informative and enabled me to find out about broader issues which affect many other agencies who work more directly with RAS. I have continued to receive numerous informative emails via this group and have been able to send emails myself to the whole group e.g. when I publicised the citizenship events. The meetings in the west end have not taken place for several months and it is unlikely they will happen unless there is a specific issue. Although I have made several enquiries, I have been unable to find out if there is an equivalent group in the east end.

In order to sustain the work of WTYL and mainstream it, I am continuing to encourage as many other colleagues as possible to get involved in any work or events that come up.

We are planning on using the information we collected on languages from the PLUS survey to help us choose stock e.g. newspapers, dual language books. In October this year, we will ask the same language question again.

The research that UNN undertook in January on behalf of the T&W consortium did not throw up anything we didn’t know already. However, the research findings provide us with useful evidence. Many of the recommendations in the research report are things we have started to do anyway as a result of WTYL e.g. more outreach work. We are still in the process of organising an event where UNN can present their findings to a wider group. I have sent the research report to the coordinator of the RAS drop in group in Newcastle in order to provide some feedback and will discuss with her whether she thinks I should do anything else in terms of feedback to the group.

Key objective 3: Raise awareness and increase library use by RAS communities
As mentioned earlier, I am encouraging colleagues to get involved in work or events that are taking place. For Refugee Week, we parked our mobile library on Brighton Grove in the west end of Newcastle which is a culturally diverse and busy area on Wednesday 20 June 2007. It was the first time we have used the mobile library outside its usual route so we weren’t sure how it would go, and it took a lot of planning (e.g. potential sites had to be identified, the Police had to cone off an area, extra staff had to be involved and briefed beforehand, appropriate stock and software had to be found, loaded onto the mobile and taken off afterwards). We used this as an opportunity to promote our citizenship stock and software as well as library services generally. I only knew 2-3 weeks in advance that this was definitely going to happen so wasn’t able to publicise it as widely as I would have liked. However, this didn’t matter too much as the event was a great success. So much so, we will do it again. On the day:

· 3 people took application form (to join the library)

· Engaged with 18 people

· 3 people used “Life in Britain” software

· Mainly Asian people, I from Croatia and 2 from Palestine

· 8 books issued

· 2 books requested

· 2 people looked at newspapers in different languages on website

· Made contact with nearby agencies that work with BME community i.e. Angelou Centre, Roshni and Callerton Place

· Raised awareness of library services including new citizenship stock and software in a busy multi cultural area

· We learnt that we need to be more prepared for future events like this e.g. photos. We know we need to get better at marketing and promotions

Although numbers are small, it’s worth remembering that the mobile library itself isn’t very big and is full with 2-3 customers! We also got a mention in a press release written by the MLA and an article published in the Journal, a local newspaper.

On Saturday 2 June 2007, a colleague & I promoted library services and our citizenship stock and software at our stall in the Grainger Market in the city centre. As with other events, this took much planning and we learnt a lot from the exercise i.e. we need to be much more prepared (e.g. tablecloths to make the tables look more presentable, we need new laptop batteries) for future events. Although we didn’t get anyone specifically coming to look at our citizenship stock, there were a lot of general enquiries so it was useful in terms of general awareness raising and gave us the opportunity to tell people about the interim arrangements in place whilst City Library is closed (many people thought these services had just stopped even though we have tried to publicise what we’ve been doing). Luckily no-one asked to use the software. I knew we wouldn’t have an electricity supply so charged up and took along spare batteries but they didn’t last long. There was also too much glare from the glass roof at the market (it was a very warm sunny day!). Our Grainger Market event was advertised in a regional poster along with other events for Refugee Week produced by the North East Strategic Partnership for Asylum & Refugee Support (NESPARS)
.

Although I have not visited any RAS groups recently, this is something I am trying to encourage colleagues to do. My contact in Education Welfare has recently recruited some new volunteers (most are RAS) to her home language volunteer scheme and a colleague attended one of their training sessions earlier this month at Byker Sands Family Centre. He spoke to 9 volunteers, most knew about libraries already but they asked specific questions e.g. about joining. My colleague has agreed to go to any future sessions that are set up with the volunteers and I have asked him to try to encourage them to assist us in arranging library visits for RAS. Another library colleague has expressed an interest in using her language skills so I am investigating the possibility of getting her involved in this too. 

In my last report, I referred to a leaflet aimed at RAS that was being produced by a colleague corporately within the local authority. It has just gone to print. The leaflet tells RAS about council services including libraries. I had suggested that we need to mention that libraries are safe welcoming places and our citizenship stock (amongst other things). My additions have been incorporated. Copies will be printed in the top ten languages of newcomers to Newcastle, and sent to the asylum seekers unit at Your Homes Newcastle and the other RAS housing providers. Overall, I am pleased with the leaflet as it is a big improvement on the information that used to be included in the welcome pack.
My colleague is still chasing up some of the actions on CityEye but has informed me that someone has recently been appointed to work on this part of the website so hopefully we will see some progress soon.

I am still representing Libraries, Information & Lifelong Learning on the corporate Community Engagement Officer Working Group. Community engagement continues to be very topical and important across the council and is now a compulsory section within our service plans. We are still getting used to the new system and protocols for obtaining approval for community engagement activities which was introduced across the council in April 2007. I have also been asked to regularly check and update corporate information on behalf of the library service. This is helping us think much more strategically about how we engage with the community, and inevitably work we do towards achieving the aims of WTYL will link into this. The corporate group is also arranging some community engagement training for staff and elected members so I am investigating who in the library service would most benefit from this.

Colleagues from the Hard to Reach Officer Working Group will be attending a citizenship ceremony later this year to see how we can best promote library services. Learning from the experience of other colleagues, this time we are liaising closely with the citizenship coordinator who organises the ceremonies. With some planning and thought, this will be a good opportunity for us. The citizenship coordinator has also suggested us contributing the welcome pack which is something the working group will look into.

I contacted a colleague at North East Refugee Service (NERS) about running communication skills classes in Newcastle (like they do at North Tyneside). They were quite keen so I asked them for specific requirements (e.g. dates, times, room sizes) but they haven’t replied. As I have been busy with other things I have not pursued this.

In June I met Ruth Chesterman who works at Stonham which is part of Home Housing Association and is funded by “Supporting People” (central government). They are open to anyone but not asylum seekers for advice. This may be a good agency staff for libraries to signpost refugees (amongst other people) onto. Ruth & I exchanged information which will be useful to our customers and agreed to keep in touch as there may be other ways we can help each other in the future. Ruth gave me some information packs which I have passed on colleagues in the T&W consortium and our Hard to Reach Officer Working Group. This has led to a suggestion (within Newcastle) that we could do with some kind of list of agencies for library staff. Currently members of the working group are looking into this and I am investigating what already exists. There are some directories (some are online) which we may be able to build on. Obviously I don’t want to create unnecessary work.

In June I met Belinda Williams, Media 19 about the possibility of working with them to produce a training video. Media 19 are already working on their “Self Portrait” project (about RAS’ experiences) so we talked about linking into this to get some short films we could use in training and in the new City Library. Another (more expensive) option would be to produce a more tailored 10-15 minute film specifically for libraries to use as a training tool. This would include research, filming and post production but would cost about £15k. I have since spoken to Helen Carpenter. We are unlikely to obtain WTYL funding for either because the first option isn’t targeted specifically at libraries and the second is too expensive. I have informed Belinda and we have agreed to keep in touch anyway in case any other opportunities crop up in the future. We will probably be able to display some of their material when the new City Library opens.

The Newcastle Mela is taking place on Sunday 26 & Monday 27 August 2007 in Exhibition Park. This is a major free festival organised by Newcastle Asian Arts & Music (NAAM), supported by the city council and Unison, celebrating diverse arts, culture and creativity. I am organising a libraries stall at the Mela so that we can promote our services including our citizenship stock and software to the BME community. Through the Newcastle citywide RAS support network I invited agencies to share the stall with us as this will encourage partnership working and demonstrate libraries’ role as a good information point (initially, I asked ESOL and Newcastle’s Nationality Checking Service if they would like to share a stall with us but neither were able to). The stall is costing us £600 for 2 days but we are not charging the other agencies. They are the Red Cross (the national arm that reunites people after disasters like the Tsuanmi); Victim Support; and Newcastle Futures (who find employment for people). Newcastle Advocacy Centre would also like us to display their leaflets. All agencies have been very appreciative so hopefully this will be the start of some good partnership working. Currently, we are sorting out staff for the event (as well as many other practical arrangements). Once we have decided who this will be I plan to involve them as much as possible in the lead up as this will be much more interesting for staff and helpful all round.

Key objective 4: Develop library staff skills and confidence in working with RAS

On 10 May 2007 I attended a social inclusion course in Sunderland with 2 colleagues. John Vincent ran the first part of the session and NERS did the second part. I felt the course was particularly good as it showed people how the issues affect everyone in society as well as the libraries. The same course took place on 21 June 2007 in South Tyneside and was well received. 4 colleagues from Newcastle attended this, and there is another planned for later this summer in Gateshead.

Only a small proportion of staff are able to attend the above training so I have been investigating what we can do for all staff. As mentioned in my last report I had been liaising with NERS as I was hoping they would be able to deliver RAS training across the service. NERS produced a first draft of a training plan and assured me they had the capacity to train all our staff (approximately 250 staff) and accommodate evenings and weekends. Therefore I was very disappointed when NERS emailed me in May to say they didn’t have the capacity. I replied saying that although I was disappointed, I understood their position and asked if they could suggest other trainers. I haven’t heard from them since.

In June I emailed a few contacts asking if they had any suggestions re trainers. Our corporate head of training called me back. It was then I discovered the corporate training team had done a training analysis following the diversity and equality training that was delivered across the council last year, and somehow libraries have been missed from the analysis! This has now been rectified. Although there is likely to be RAS training provided corporately, this is unlikely to happen very quickly therefore I have been making tentative enquiries with IODA who delivered the diversity and equality training. This training was good and received a lot of positive feedback. IODA did a module on RAS for Social Services which also received positive feedback so I am quite hopeful. IODA will tailor some training for us so that it is pertinent to libraries and will charge approximately £4000 to deliver to all staff. We have some money in our training budget and there will be some from WTYL. I am also investigating whether there is any funding from the Chief Executive’s Office. However, there is a likely to be a shortfall. If there is we will aim to get as many staff through the training as possible.

CONCLUSIONS

During this last quarter (and the quarter before), much of my time has been spent on planning, publicising and making arrangements for events i.e. Grainger Market, the mobile library for Refugee Week and the forthcoming Mela. I am continuing to encourage other colleagues to be involved as much as possible so that we can try to “mainstream” this work which will help sustain the work of WYTL beyond November 2007. Although I have staffed some of the events, in time I would like to take more of a step back and get others involved. This also means colleagues get the chance to learn about the work of WTYL which will hopefully supplement the training we are planning. As we get involved in more events, I hope our approach will become more consistent and that we will learn from what we have done and be more prepared for the future. Currently, I feel that we are not quite in the habit of promoting ourselves as well as we could, but this is improving.

As mentioned above, sustaining the work of WTYL is very topical at present and will become more so during the next quarter. Although there is general agreement that the T&W consortium will continue to meet as there are potential significant pieces of work that will take us beyond November 2007, I have also agreed to write a plan for Newcastle on how we will do this.

Another issue which I have been mindful of recently is about how to best disseminate relevant information onto staff. I receive lots of information but the tricky task is to pick out what is relevant to others. This links in with the list of agencies/directory which a colleague suggested. In response to this I have asked her to make some more specific suggestions/requests about what she would find useful as she has the front line perspective. I am hoping to spend some time during the next quarter utilising the methods that already exist to disseminate information, and doing it in such a way so that people take it in. I realise this means doing several different things in different ways to suit different people!

Overall, I feel this last quarter has gone well, much progress has been made, and much has been planned for the next quarter. As usual, most things are taking time, but have been worthwhile, and we are constantly learning from our experiences.

� As of 11 June 2007, this became the North East Strategic Migration Partnership (NESMP)
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