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1. Purpose of the report 

1.1 To update members on the results of the recent Children’s Public Library User Survey (Children’s Plus) consultation. This is a national survey carried out every three years to find out how well the library service meets customer needs of children under 16, their parents, carers and families, providing data about each individual library as well as information about Brighton & Hove City Libraries as a whole.
1.2 The last Children’s Public Library User Survey (Children’s Plus) took place in 2004 and this report summarises the main findings and proposed actions resulting from the 2007 survey.
1.3 The report highlights a large and significant improvement in levels of satisfaction in libraries overall with 90% of respondents rating the library as good, a very welcome 13% increase on 2004.  This is a major achievement as we understand that out of the 124 results collected nationally so far, we are one of only four library authorities that have achieved a score of 90% or higher, and so meeting the required Public Library Service Standard (PLSS) no 8.  The final national picture will not be known until later this year.
2. Recommendations

2.1 Members are asked to note the findings and the progress achieved.
2.2 Members are asked to approve the action plan as detailed in Appendix II for improving library services to children and young people based on the findings of the CIPFA Plus survey results. 
3. Principle Findings of the Survey
3.1 Chartered Institute of Public Finance and Accountancy / Institute of Public Finance (CIPFA/IPF) supplied the questionnaire template and the results will be collected nationally to provide benchmarking data for library authorities.  A summary of the report is attached as appendix III and a copy of the full report is available in the Members’ Room.
3.2 There were 1984 visitors under sixteen to the libraries during the survey period, with 1788 surveys returned, increases of 45% and 51% respectively on the 2004 survey. As well as providing answers to the survey’s seventeen questions, 1262  comments and suggestions were made, a 320% increase on 2004, providing a range of additional useful data. 53% of the surveys completed were for the 0-4 age range reflecting the strong development of services to children under five and their families.

3.3 In addition to the main finding of a significant improvement in levels of satisfaction in libraries overall with 90% of respondents rating the library as good, a range of other useful data to inform future planning and improvement was provided by the survey, of which the main points were as follows:
3.4 The main reasons given for coming to the library were to borrow things (79%), reading (43%) and to look around (40%). Using the computers (22%) and playing with toys (21%) were also popular activities. Activity programmes, general facilities, socialising, and networking were also cited. This demonstrates the wide-ranging value of libraries to children, their families and carers.  

3.5 Enjoyment, learning and stock quality and range were the main broad reasons given for borrowing books. Specific reasons cited were largely around reading, learning to read as well as finding out and doing homework. Some said they borrowed books from the library so they did not need to be bought. Overall satisfaction with the quality of stock was virtually unchanged from 2004.
3.6 The findings on computer use in the library were influenced by the high percentage of responses from children under five, with the main reasons for computer use being around using the library catalogue, doing work, finding out things and enjoyment. An overall satisfaction level with computers was down 12% on 2004. There has been an ongoing programme to replace or upgrade computers across the community libraries since 2007 which will soon be completed and work is currently underway corporately to deal with poor network performance and speed in some libraries.
3.7 Only 12% of respondents said they used the library to do their homework - a reflection of the high percentage of under-fives in the survey. Of those who did, reasons given were books and computers to use, supportive environment and staff help/homework clubs. 
3.8 Respondents rating homework help as good has fallen by 6% on the 2004 survey, albeit based on a smaller sample number of the relevant age group. This small reduction in satisfaction levels will be looked into, and appropriate action taken.
3.9 The take up of events and activities demonstrated the very successful programme for children under five and their families, and the need to build on this and increase such provision for older children.
3.10 Libraries welcoming environment elicited very positive responses with between 94% to 99% citing the library as friendly, safe, somewhere they wanted to be, easy to get to and with lots of things of interest.
3.11 There was a slightly lower score around the library being open when people wanted to use it (83%) reflecting similar concerns about opening hours that came out of the adults PLUS survey last year.
3.12 Libraries helpfulness similarly scored well with respondents citing learning and finding out, improving reading skills, improving IT skills, joining in and trying new things, doing better at school and making friends.
3.13 These responses particularly demonstrate the vital, wide-ranging and varied contribution libraries can make to improve and enrich children’s and families’ lives.  
3.14 The survey’s findings are broadly very positive particularly the increase in overall satisfaction levels, achieving the required national standard. In addition, it particularly highlights libraries’ wide-ranging contribution to families’ well being and overall community cohesion.
3.15 The survey also highlighted areas for improvement and a targeted action plan to address these is attached as appendix III. The action plans aims to build on  current initiatives and developments and improve services reflecting findings from the survey around the following areas:   
· Maintaining and improving satisfaction levels
· Improving stock provision
· Increasing provision for children over five
· Improving ICT provision
· Improving homework help
· Implementing abolition of fines on late return of children’s books
· Increasing partnership working
· Increasing take up of services
Appendix I 
	Meeting/Date
	Culture, Recreation and Tourism Committee 

	Report of
	Director of Cultural Services

	Subject
	Report on Children’s Public Library User Survey (Children’s PLUS) 2007  

	Wards affected
	All Wards

	Financial implications

Any financial implications arising from the implementation of the actions contained in the plan at Appendix II will be contained within existing budgetary resources.
Accountant consulted: Patrick Rice    Date: 2/1/08

	Legal implications

The aim of the Public Library Service Standards (of which there are 10) is to help create a clear and widely accepted definition of Library Authority’s statutory duty to provide a “comprehensive and efficient service” and to set a performance monitoring framework for public libraries.

Public Library Service Standard No. 8 is only awarded to library authorities who achieve a score of 90% of more from library users under 16 who view their library service as good. As the report highlights, achievement of this Service Standard is rare. Having achieved this standard helps to meet the statutory duty of the Council to achieve Best Value through continuous improvement in service delivery.
Lawyer consulted: Dianne Bates
Date
2/1/08

	Corporate/Citywide implications

The improvement of library services to children and young people supports the council priority of ensuring all our young people have the best possible start in life.  The Libraries Service aims to deliver specific targets in support of the Children and Young People’s Plan.  Improvement in library services to young people will lead to greater community use of libraries and so support improvement against public library standards.
	Risk assessment

Areas for improvement need to be delivered including focusing more on children over five, whilst maintaining very popular services to under-fives. Failure to deliver or manage expectations could lead to a drop in satisfaction levels, and a failure to achieve the library targets that support the Children and Young People’s Plan.

	Sustainability implications

There are no sustainability implications

	Equalities implications

Programme of consultation is part of Libraries wider strategy to widen access for all, and in particular to target services to the priority groups identified by the council.

	Implications for the prevention of crime and disorder

None

	Contact Officers

Sally McMahon, Head of Libraries of ICT tel. 296963


Appendix II
	Children’s Public User Survey (Children’s PLUS) 2007 Action Plan

	Aim
	Target
	Date for completion

	Maintain and improve satisfaction levels in libraries
	Formulate plan to improve satisfaction at three libraries where general satisfaction/satisfaction with stock has fallen 
	June 2008

	Improve stock provision and arrangement
	Reduce and simplify children’s stock categories
Widen and improve access to toys across all libraries
	April 2008
June 2008

	Increase provision for children over-five
	Deliver activities programmes for children aged 5-11
Redesign Young People’s area Jubilee Library
	July 2008
June 2008

	Improve ICT provision
	Complete upgrading of community libraries computers
Resolve network performance issues
	Feb 2008
September 2008

	Improve satisfaction with homework help
	Review homework club activities and sessions and make any necessary changes
	September 2008

	Improve customer care
	Implement staff development to ensure staff are approachable/child friendly
Begin programme of replacing staff desks with pods at Jubilee Library
	June 2008
June 2008

	Reduce fees and charges for children and young people
	Implement abolition of fines for late return of children’s books 
	April 2008

	Increase partnership working in order to reach more children and young people
	Open joint Portslade Library and Children’s Centre
Develop joint activities programme
	February 2008
June 2008

	Improve take up of services
	Increase community involvement and use, including in particular the New Coldean Library development.
Implement marketing campaign aimed at children and young people including particular focus on BME communities.
Link marketing campaign to the National Year of Reading Campaign  from March 2008 
Implement Sunday Opening Jubilee Library subject to achievement of necessary funding
	July 2008
June 2008

March- Dec 2008

April 2008


Appendix III
Report on Children’s Public User Survey (Children’s PLUS) 2007

Report Summary.

Purpose

This is a national survey carried out every three years to find out how well the library service meets customer needs of children under 16, their parents, carers and families, providing data about each individual library as well as information about Brighton & Hove City Libraries as a whole. The previous Children’s Plus survey was carried out in 2004.  The responses to question four provided the information for Public Library Service Standard (PLSS) 8, which requires an overall 90% response rating the library as good. The standard was achieved.
Methodology

Target population:
Children and young people (aged 0-15) visiting the libraries

Service points:
All libraries except Equal Access, Brighton History Centre and Coldean.

Questionnaire:
The questionnaire template, comprising questions, as supplied by CIPFA/IPF was used

Timing:
Fieldwork was carried out during the weeks beginning 8th   and 15th October.

Visitors

The libraries carried out a census survey (every child visitor to the library under 16 was given a questionnaire).  All library staff worked hard at making sure every child who entered the library was given a questionnaire.  1,984 children visited the library during week commencing 8th October 2007 with 1,788 (92%) completing a survey form. There was a significant increase in visitor figures and surveys returned on the 2004 survey.

	
	2004
	2007
	Difference

	Visitors
	1367
	1984
	+ 45%

	Surveys returned
	1184
	1788
	+51%


Gender

The ratio of boys to girls was very similar to the 2004 survey with libraries still attracting more girls than boys indicating the need to do more to attract and engage boys of all ages.

	Library
	Boys  2004
	Boys  2007
	Girls 2004
	Girls 2007
	No answer 2004
	No answer 2007

	Brighton & Hove Authority – Children under 16
	50.6
	50.6
	49.4
	49.4
	n/a
	n/a

	All libraries
	43.8
	43.8
	55.6
	55.1
	0.6
	1.1


Age range

52.6% of the surveys completed were for the 0-4 age range a significant increase of 12.9% on 2004 and particularly higher than the 0-4 age range for Brighton & Hove as a whole. This reflects the strong development of services to children under five and their families and influenced the overall findings

Figures for 5-7 year olds and 8-10 year olds were down on 2004 with the 11-15 year old range very slightly down.  We will therefore need to more to engage more with children over five.  Summary of age range across all libraries given below:

	
	B & H profile 
	2004
	2007
	Difference

	0-4
	31.7%
	39.7%
	52.6%
	+12.9%

	5-7
	18.8%
	19.0%
	13.4%
	-6.4%

	8-10
	18.7%
	22.0%
	18.3%
	-3.7%

	11-15
	30.7%
	14.9%
	14.6%
	-0.3%

	No answer
	n/a
	1.2%
	1.1
	-0.1%


Ethnicity

92% of respondents gave information on their ethnicity. The 2004 survey asked a different and wider range of questions so any comparison is of limited validity. The main change appears to be 5% increase in respondents defined as mixed. More work needs to be done to increase use by BME communities in line with the Brighton & Hove profile.

	
	B & H profile
	2004
	2007

	Asian
	5.6
	3.4
	3.0

	Mixed
	6.9
	4.9
	10.2

	Black
	2.4
	1.7
	1.2

	White 
	81.8
	85.8
	85.2

	Other
	3.4
	4.2
	0.4


Satisfaction levels

There was a significant and welcome improvement in levels of satisfaction in libraries overall with 90.5 respondents rating the library as Good- a 13.3% increase on 2004. This meets the required Public Library Service Standard (PLSS) 8 of 90%.

A number of libraries had particular improvements on the 2004 ratings: Hangleton(+22.9%), Saltdean(+21.1%), Jubilee(+20.7%), Hove(+17.9%) and Patcham(+15.4%.). There was also a worrying drop in the satisfaction levels for Hollingbury Library this is being looked into.  Full comparative table is shown below:

	Overall do you think this library is good
	2004
	2007
	Difference

	All Libraries
	77.2%
	90.5%
	+13.3

	Jubilee/Brighton
	72.4%
	93.1%
	+20.7

	Coldean
	83.3%
	n/a
	n/a

	Hangleton
	70%
	92.9%
	+22.9

	Hollingbury
	90.9%
	75.9%
	-15

	Hove
	71.8%
	89.7%
	+17.9

	Mile Oak
	74.8%
	86.3%
	+11.5

	Moulsecoomb
	92.6%
	92.5%
	-0.1

	Patcham
	72.4%
	87.8%
	+15.4

	Portslade
	75.2%
	83.3%
	+8.1

	Rottingdean
	93.9%
	94%
	+0.1%

	Saltdean
	67.8%
	88.9%
	+21.1

	Westdene
	85.8%
	93.1%
	+7.3%

	Whitehawk
	87.1%
	88.3%
	+1.2

	Woodingdean
	79.2%
	86.8%
	+7.6

	Mobile
	78.1
	78.6
	+0.5


Reasons for coming to the library

 The main reasons given for coming to the library were to borrow things (78.8%), reading (42.8%) and to look around (40.3%)

Using the computers (22.2%) and playing with toys (20.6%) were also popular activities partly reflecting the 52.6% total of survey responses for children under five. 

An additional 228 reasons and comments were given for coming to the library of in part relating to the standard options. 70% cited activities programmes in particular for under-fives but also reading activities and homework clubs. General library facilities (17%) and socialising and networking (13%) were also highlighted. Comments included:

‘love library and reading’

‘ to learn things’

‘homework club’ and ‘chatterbooks club’

‘baby boogie’-(111 comments)

‘somewhere to go with my Dad’

‘have a crawl/toddle about, my parents flat isn’t very big so the library’s great when the weather isn’t.’

Books

Reasons for borrowing books were largely around reading, learning to read or being  read to.  A number of respondents also cited finding out and doing homework and also so books did not need to be bought.

An additional 65 reasons and comments were given with 31% being around enjoyment, 20% related to learning, 25% around stock quality and range and 24% around facilities and environment. Comments included:

‘I hope one day my girl will like and read books with pleasure

I like to look at books’

‘To try different types to see if I like them.’

‘It is sort of compulsive when I start ‘

‘More variety than I could possibly have at home’

 ‘Staff are very friendly and helpful’

‘Because that's what a library's for.’

Overall views on the quality of books have remained virtually unchanged.  As satisfaction levels with libraries have risen significantly this suggests that it is the improvements in other aspects of the service that have made the difference in satisfaction levels overall.

There were notable improvements in satisfaction with books in Hove (+7.4%) Mile Oak (+12%) and Patcham (+9.3%). There were worrying drops in satisfaction in Moulsecoomb (-20.6%), Saltdean (-19.6%) and Hollingbury (-13%) and this will be investigated further. Full comparative table given below:

	Respondents rating books as good

	
	2004
	2007
	Difference

	All libraries
	82.3
	82.2
	-0.1

	Jubilee
	85.2
	83.8
	-1.4

	Coldean 
	75.6
	n/a
	n/a

	Hangleton 
	77.3
	77.6
	-0.3

	Hollingbury
	89.7
	76.7
	-13

	Hove 
	73.6
	81.0
	+7.4

	Mile Oak 
	70.5
	82.5
	+12

	Moulsecoomb 
	97.1
	76.5
	-20.6

	Patcham 
	73.9
	83.2
	+9.3

	Portslade 
	83.9
	84.2
	+0.3

	Rottingdean 
	89.5
	79.6
	-9.9

	Saltdean 
	94.6
	75.0
	-19.6

	Westdene 
	95.2
	93.3
	-1.9

	Whitehawk 
	89.0
	79.8
	-9.2

	Woodingdean 
	86.3
	86.3
	0

	Mobile 
	94.4
	81.0
	-13.4


Computer use.


A high percentage of children used computers at home (66.9%) followed by school/nursery/playgroup (43.1%) and at the library (29.3%). Whilst the percentage of children who use computers in the library overall appears moderate this reflects the 52.6% total of survey responses for children under five.  This is also reflected in the responses to what computers were used for.

The top answer was playing games (20.8%) followed by looking at websites (16.1%) and homework (12.5%.)  Comparative table for all libraries is shown below:

	What do you use computers in this library for?

	All libraries
	Percentage

	I don’t use library computers
	47.2

	Playing games
	20.8

	Looking at websites
	16.1

	Homework
	12.5

	Email
	6.3

	Messaging services
	4.2

	Word processing
	3.7

	Any other reason
	2.4


An additional 36 reasons were given for using the computers analysed under four broad categories- looking for things/catalogue use -47%, doing work and finding out things 16% each and enjoyment/social networking 19%

The overall satisfaction levels with the computers themselves have fallen from 80.5% in 2004 to 68% in 2007 and in each library except Jubilee, Mile Oak and Rottingdean

There has been an ongoing programme to replace or upgrade computers across the community libraries since June 2007, which will soon be completed. There have also been issue with poor network performance and speed in some libraries and work is being done corporately on this to rectify the situation.

Homework

Only 12.3% of respondents said they used the library to do their homework a reflection of the high percentage of under-fives in the survey. Of those who did the reasons were books to use, computers to use, somewhere quiet to work and staff to help/there is a homework club.

Respondents rating homework help as good overall in 2007 had dropped by 5.9%. The majority of libraries were down in particular Moulsecoomb, Portslade, Woodingdean and Whitehawk. There were improvements at Westdene +3.3%, Patcham +3.9% and in particular Saltdean +18% where a new homework club has started.  A refocus on homework help and support is planned.

Full comparative table shown below:

	Respondents 

rating homework 

help as good 


	2004(average of two questions)


	2007

(one question)
	Difference

	All libraries 
	68.1
	62.2
	-5.9

	Jubilee
	54.3
	51.6
	-2.7

	Hangleton
	75.9
	73.7
	-2.2

	Hollingbury 
	84.6
	76.9
	-7.7

	Hove  
	61.1
	57.9
	-3.2

	Mile Oak  
	78
	66.7
	-11.3

	Mouslecoomb  
	87.8
	74.1
	-13.7

	Patcham 
	65.3
	69.2
	+3.9

	Portslade 
	69.9
	55.8
	-14.1

	Rottingdean 
	88.9
	85.0
	-4.9

	Saltdean 
	59.25
	77.3
	+18.05

	Westdene 
	78
	81.3
	+3.3

	Whitehawk  
	82.4
	64.1
	-18.3

	Woodingdean 
	67.45
	50.0
	-17.45

	Mobile  
	50.25
	53.8
	+3.55


Events and activities

Take up of events and activities demonstrated in particular the very successful programme for children under five and their families and the high response rate from this users group.  There was no comparable question in the 2004 survey. Next year’s programme of activities will look to increase provision for children over 5.Full table for libraries overall score is given below:

	Have you ever been to the library for any of the following?

	Under 5’s event (e.g. baby boogie, story time
	43.2

	Holiday activity (e.g. summer reading challenge)
	12.9

	Book or reading activity
	12.6

	After school activity
	4.7

	To take part in a reading group
	1.4


Library environment and helpfulness

A very high percentage of respondents regarded the library as a friendly and safe place, somewhere they wanted to be and easy to get to with lots of things to interest them (all 94-99%).  There was a slightly lower score on ‘open when I want to use it’ -83.2% reflecting similar concerns about opening hours that came out of the adults PLUS survey last year. Particular dissatisfaction was indicated with the opening hours of Hollingbury, Patcham, Saltdean, Westdene and Woodingdean. There was no comparable question in the 2004 survey. Full table for libraries overall score is given below

	Do you think

 the library is
	Percentage of respondents saying yes

	A friendly place
	99.1

	A safe place
	98.5

	A place I want to come to
	97.6

	Easy to get to
	95.4

	A place with lots of things to interest me
	94.6

	Bright and cheerful inside
	93.1

	Open when I want to come in/use it
	83.2


The majority of respondents confirmed that the library had helped them learn and find things out (61%) and a high percentage also recognised how the library had helped them or their child read better (43%). 

A good percentage recognised that the library has helped them to do better at school (24.5%) with particularly high scores in Westdene, Moulsecoomb and Mile Oak. The importance of libraries as somewhere to join in and try new things was particularly highlighted at Whitehawk (45.3%) and Jubilee (37.4%) where these benefits are ranked second after learning and finding out. There was no comparable question in the 2004 survey. Full table for libraries overall score is given below:
	Using the library has helped me to


	Percentage of respondents saying yes

	Learn and find out things
	61.1

	Read better
	43.0

	Join in and try new things
	33.4

	Do better at school
	24.5

	Make friends
	22.7

	Use computers better
	15.6


An additional 134 reasons and comments were given for how the library had helped children and young people largely related to the above options. These also emphasised the social, environmental and enjoyment side. Comments included:

‘Enjoy learning & listening to books’

‘Helped me to choose books I wouldn't usually have "gone" for.’

‘Try out expensive toys that I wouldn't be able to buy.’

 ‘Be imaginative and able to tell my own stories.’

‘Know about lots of things I have never seen in real life but have read about in books.’

‘Do my homework on time.’

‘Be part of the community’

‘Enjoy the space to move/run around’

‘See lots of people I don't know’

‘Somewhere to go in Brighton which is okay to crawl around and see other children reading too - a good influence’
Ideas, suggestions and comments

The survey’s final question asked for ‘…any ideas you have that would make the library better for you. This elicited an excellent 787 responses of which 7% were ‘unsolicited’ compliments and 93% were suggestions for improvement. The full detailed library by library breakdown is given in the full report. 

The general breakdown was as follows:

	Ideas, suggestions and comments 787 responses-all libraries

	Environment(facilities, furniture etc)
	20%

	Bookstock
	19%

	Opening hours
	12%

	Computers/ICT
	10%

	Activities
	10%

	Other resources(CD’s DVD’s etc)
	8%

	Toys/toy library
	8%

	Refreshments/café
	3%

	Signage/stock arrangement
	2%

	Staff
	1%

	Shop
	.5%

	General/other
	5.5% (of this 4.8% were general compliments.)


There were a wide range of suggestions around bookstock and other resources with ideas and concerns around space, décor and furnishing in a number of libraries.

One area of concern at Hove and Jubilee libraries was around there being no gates sectioning off the children’s areas in terms of supervision and security for children under five.  The overall issue will be kept under review and more work will be done to help people understand that parents and carers are responsible for their children at all times in the library. 

Concern about opening hours reflected the question around this in the main body of the survey. Of all the comments about opening hours 24% wanted Sunday opening at Jubilee Library

Appreciation was expressed for the Toy Library at Whitehawk and provision of toys in general with a strong wish for this to be increased across all libraries. This was similar for activities both around the programmes for children under fives and their families as well as the older age ranges.

Whilst a lot of comments centred on core areas of service a number demonstrated the value of libraries as a social networking and safe community space and the range and creativity of a number of comments was very heartening. 

Just a few of the comments were:

‘It’s a good place for children to run about in, especially pre swimming’

‘It’s good for me to see books, to see people reading, to see books as part of my life. (Mummy thinks)’

‘Excellent facility and we enjoy going to it every week.’

‘Even more books’

 ‘More books about different families because I have two Mums’

‘More chapter books for my age range mean I’d check here before Waterstones’

‘More Rasta books!’

‘We attend Whitehawk Toy Library and would like to see more of these.’

‘Looking forward to more toys once children’s centre finished’ (Portslade)

‘Sunday opening would be fantastic’

‘Opening Sunday as this is a family friendly time.’

‘A mini cinema, music room.’

 ‘History in the corner’

‘It needs a little drop of paint’

‘How about some activities such as book groups for the 5-9 year olds.’

‘More pre-school aged activities-art/craft, stories puppets and music.’

‘If they let friendly snakes on the carpet and the older children could hold, stroke, and feed them.’
