Inspired

A Strategy for Pembrokeshire’s Libraries
2015 - 2020

“A library outranks any other one thing a community can do to
benefit its people. It is a never failing spring in the desert”
Andrew Carnegie

foreword
This strategy outlines our vision
and
strategic
direction
for
Pembrokeshire’s Libraries - the
priorities that we will focus on and
the outcomes that we aim to
deliver for our citizens. It covers
the five years from 2015 to 2020
which we expect to be the most
challenging period in our services
history.
External forces, most notably
austerity
and
technological
change, are the key influences
which demand service change and
adaptation. This is likely to remain
the case for some years to come.
Yet even in these challenging
times, there are opportunities.
Within the lifetime of this strategy,
we aim to finish what we started
by providing Pembrokeshire’s
citizens with a modern County
Library that we can all be proud of.
Libraries are a universal service –
one which all of us can access and
benefit from. While this will always
remain the case, during the
lifetime of this strategy we will
focus
our
resources
on
communities,
groups
and
individuals in most need of our
services. Libraries are a powerful
resource
for
changing
and
improving people’s lives, and this
strategy is our roadmap for how
we will ensure that their great
potential is fulfilled.
Cllr. Elwyn Morse
Cabinet Member Culture,
Sport and Leisure
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our mission
We exist: to make a positive difference to people’s lives; to reduce
disadvantage; to inspire lifelong learning, and to create stronger and
healthier communities.
We will do this by: delivering consistently excellent services; by targeting
our activity at people and communities in most need, and by working
collaboratively to deliver more than we could achieve on our own.

our vision
To be the best public library service in Wales
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context
Statute – The Public Libraries and Museums Act 1964 is the law that makes it a
statutory duty to provide a “comprehensive and efﬁcient library service”.
Public Library Standards – Our performance against various standards is
monitored by the Welsh Government. In 2013/14, we doubled our performance
against these standards and the Welsh Government said:
“In the opinion of the assessors there are prospects of continued improvement in
future because the direction of travel appears to be appropriate, and the
mechanisms adopted to monitor progress and to secure further progress are
robust.”
National and County Strategies - This document is written in the context of two
broader strategies:
• Pembrokeshire’s Single Integrated Plan – which describes the issues that
are important to Pembrokeshire, such as improving people’s quality of life,
their health and the county’s economy
• Libraries Inspire – The Library Strategy for Wales. This prioritises innovation,
working together, and the modernisation of library buildings
Collaboration – Public Libraries have a great history of collaboration in Wales.
For example, we work together to maximise the value of our collective buying
power, enabling us to acquire books and other resources for less than if we
purchased them on our own.
Over the lifetime of this strategy we will step up even further our collaboration
activity to ensure that Welsh public libraries are making the best use of limited
resources and are delivering excellence across the nation.
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a few numbers
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Between April 2013 and March 2014 our libraries had:
• 537,287 visits (equivalent to every man, woman and child in Pembrokeshire
visiting more than four times a year)
• 482,727 loans of books and other resources
• 69,559 uses of our free internet access computers
• 12,398 uses of our free Wiﬁ service
We asked our customers what they thought of our libraries:
• 99.5% of adults
• 99% of children
• 98% of teenagers
were satisfied or very satisfied with our service

“I love the library. It helps me with my homework and everything else.
It's wonderful.”
Fishguard Library Teenage User

“The staff are unfailingly helpful and friendly”
Haverfordwest Library User

the challenge
Austerity - Given the huge scale of the ﬁnancial pressures on the council, the cost of
delivering library services must, and will, reduce. At the same time, our challenge is to
ﬁnd new and innovative ways to: maintain professional standards of service; to perform
well against national performance measures; to deliver against key cross cutting
priorities such as tackling poverty and improving the health and wellbeing of our citizens,
and to ensure that our focus on excellent customer service remains at the heart of what
we do.
Technology and User Trends - The way people consume the core offer – reading – is
changing. Just as the CD has been largely replaced with the audio download, e-books
(downloaded on to consumers’ handheld devices) are being seen by increasing
numbers of readers as a legitimate replacement to ‘real’ books.
Ofcom reported in 2013 that there were around 750,000 digitally excluded people in
Wales today - around 25% of the population. For these individuals, free access to the
internet in our libraries is a lifeline. However, the ﬁgure reported the previous year was
900,000. One day, the ﬁgure will be less than 50,000. What then for libraries?
Nowadays, many more people use search engines or online dictionaries for answers to
their questions, than go to their local library seeking the information from librarians.
Will there be a place in the future for a library enquiry service?
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how we will react to
these challenges

When we consider these challenges, it is easy to become downhearted and to fear
for the future; one in which libraries may not have a place. Yet this need not be the
case. To consider libraries merely as a storehouse of books and computers is to
do them a great disservice; to tell only half a tale. In fact, those who argue that
libraries are becoming obsolete don’t know what good public libraries are truly
capable of delivering in the twenty-ﬁrst century.
Libraries are vital to society and will remain vital for as long as society itself endures.
But this will only happen if libraries adapt and change. Public Libraries are a
universal service – one which is available to all. While this remains important, the
best public libraries are taking a more targeted approach to service provision by
focusing their reduced resources on:
 Creating stronger and healthier communities
 Supporting economic outcomes
 Championing social justice and helping to create the conditions for social
mobility
 Providing a gateway out of poverty
In these challenging times, the best public libraries recognise that while their
services are a ‘want’ for some people – a highly valued leisure activity – they are a
‘need’ for many others. They are delivering targeted services to meet those needs
and can evidence the impact that they are having on the communities in most need.
This approach must be, and will be, our approach.

“The library is a vital part of life in Milford”
Milford Haven Library User
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the best libraries
What are the common features that make the best libraries what they are?

Stronger Communities - The library as: the living room of
the community
The best libraries are much more than a sum of their books, computers and other
resources. They are ‘the living room of the community’; a place that, regardless of
background, age, race, religion or other factors, embraces people and brings them
together to explore, interact and imagine. What other facilities exist in our towns and cities
that can truly make the same claim?
Over time, society is becoming more and more technologically savvy; we are ﬁnding more
ways to avoid the need to physically get out and go to the shops (online shopping), to
universities (distance learning), to see friends (Facebook) and, yes, even to go to libraries
(e-books). As we live these increasingly virtual lives, we will ﬁnd something fundamental
is missing from them.
We are human, and humans are social animals - they need to socialise with other humans.

“Apart from the ease of obtaining books, there is the social aspect. The only
time we see some people is on "libraries day”
Mobile Library user
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In an increasingly virtual world, the need for safe, neutral places in the heart
of our communities, that bring people together: to celebrate events; to
share their experiences; to learn more about the world; or just to feel less
socially isolated, will become increasingly important. Libraries are a
meeting point of different people, different ideas, discussion and debate.

“People may go to the library looking mainly for information, but
they find each other there”
Putnam, 2003
New parents meet each other during baby rhyme times; adults come to
‘knit and natter’ and to other community events, and make new friends;
students meet up to study, readers discuss current events over the
newspapers... In libraries, activity that improves community cohesion is
happening all the time.
To make the most of these connections, the best libraries partner with other
organisations and services through co-location or more integrated working
in order to drive more trafﬁc to them and to make them the hubs of their
communities.
The library ‘as place’ is our Unique Selling Point (USP), and the challenges
of austerity, technological change and whatever else might happen in the
future, only serve to make that USP stronger.

Healthier communities
The best public libraries are clear about their contribution to creating
healthier communities, and they can demonstrate the impact that their
activity has. Welsh Libraries have led the way in this area, as it was here
that the Books on Prescription Scheme1 was born.
The core offer – reading – has been proven to have beneﬁcial health effects.
For example, research by Mindlab International at the University of Sussex
found that reading is the best way to relax, and even six minutes a day can
be enough to reduce stress levels by more than two thirds (68%).
But libraries can offer much more to the health agenda than the core service
of reading. Some libraries have partnered with third sector health charities
to create discrete areas in their libraries focused on providing high quality

1

Books Prescription Wales is a scheme where medical practitioners prescribe high quality
cognitive behaviour therapy self help books to patients suffering from mild to moderate
psychological problems. Patients collect the books from public libraries. A huge body of
evidence has shown the beneficial effects of the scheme.
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health information in a more accessible and less clinical environment
than a hospital or doctors surgery. For example, MacMillan Cancer Care
in the Community has a physical presence in Torfaen Public Libraries,
where it provides advice and support to people touched by cancer. By
working with libraries, the charity have been able to connect with people
that they had hitherto been unable to reach.
This is the tip of the iceberg in terms of the potential of public libraries
to contribute to the prevention agenda and to reduce the burden on
Primary Care. Libraries can make available a wide range of high quality
health resources in physical and digital formats. They can help people
to take control of their own health and inspire them to make healthy life
choices. Considering the MacMillan example, imagine the power of a
facility that focuses not just on cancer, but on all aspects of Health and
Wellbeing. A discrete space within our libraries that can be used by
Public Health Wales, health charities, leisure services and many others
to deliver outreach activity, enabling them to reach large audiences
(including the hard to reach who avoid hospitals and surgeries) with their
health messages and support mechanisms.
With the launch of the Life Hub at Pembroke Dock, we have made this
a reality in Pembrokeshire and are leading the way in maximising the
potential of public libraries to deliver positive health outcomes for
communities.

“I live in the countryside and suffer with chronic fatigue
syndrome. Having the library has done more to improve my
health than the doctors who have no treatment for me. I use
books/cds to help my insomnia and reference books to
investigate my illness and to study other topics to find a
different type of career and job as I improve.”
Mobile library user
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Supporting the economy
Attractive, cultural and community-centred
facilities, such as libraries, are important
building blocks in town and neighbourhood
regeneration strategies.
The best libraries attract large numbers of
people, which in turn creates economic
opportunities for local businesses. They can be
a key hub in neighbourhood and town centre
renewal.
Independent research on the economic impact of Public Libraries in Wales, carried
out in 2013, showed that:
• Users placed a ﬁnancial value on their use of libraries that was some 7.5 times
more than the cost of delivering them. In other words, they provide fantastic value
for money. Society of Chief Libraries Wales research supports this, claiming that
libraries cost just 5p per person/per day to run on average.
• The average spend that 60% of library users make as part of their visit to the library
(e.g. in local shops and cafes) is £8.07 per user/per visit. In Pembrokeshire, this
equates to around £2.6 million spent in the local economy by library users during
their visits.
• If libraries did not exist, users would have to spend £160 per year on purchasing
the services they get free, (over £300 a year for 19% of users). With disposable
household incomes stretched or non-existent in many households, if there were
no public libraries, the people in most need of these services would have no choice
but to do without; suffering the many disadvantages this would bring.
• For every £1 spent on providing the library service, 57p is generated within local
supply chains.
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‘The universities of the high street’ –
championing social justice
In a time when the cost of education has become a real barrier for many people, public
libraries provide information and educational opportunities for free for all people,
regardless of their socio-economic status. They enable access to effectively everything
that has ever been published, and provide free access to the internet and the world of
information that it contains. The best libraries go even further than this, partnering with
learning providers and giving access to formal and informal training and development in
a range of areas, in library environments that can feel less intimidating than going back
to the classroom.
The cost of accessing academic research papers is prohibitive if you are one of the many
people unable to afford to study at university or other educational institutions. Many
Libraries in the UK, including Pembrokeshire Libraries, provide free internet access to
over 10 million of the world’s leading online academic papers through the Access to
Research scheme. This includes a wide range of disciplines from technology, sciences,
medicine and more. All for free.

“I get indispensable support in this library for the historical research I'm
engaged in.”
Fishguard Library User
It is through ventures such as these that the best public Libraries champion social justice,
and provide pathways towards increased social mobility for all.
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A gateway out of poverty
The best libraries offer a gateway out of poverty. This may
sound like quite a claim, but the evidence supports it:

Δ The users of Welsh Public libraries
40% of library users in Wales are from deprived areas. This is
higher than in the rest of the UK and higher than any other
domain (e.g. museums, archives, arts) in the cultural sector.
Research by Child and Goulding in the English midlands
found that more people use libraries during recessions,
particularly for job seeking activities, advice and training.

For this large group of users, library
services are a need, not a want.
Δ The importance of reading for pleasure
Longitudinal studies undertaken by the Institute of Education
(University of London) showed that reading for pleasure puts
children ahead in the classroom. Children (aged 10 to 16) who
read books and newspapers, and who go to the library
regularly, perform better in school tests (including numeracy
as well as literacy) and go on to lead more successful socially
mobile lives.
Reading for pleasure was found to be four times more
important for cognitive development than their parent’s
education. It is the most important indicator of the future
success of the child.
Libraries do so much to promote and encourage children and
young people to read. For example, when parents/carers
bring their children to baby rhyme times, story times and other
events in the library, they open up a world of discovery for their
children. In so doing, they create the conditions to get their
children hooked on reading for life – one of the greatest gifts
a parent/carer can bestow.

“Staff are wonderful, your Rhyme Time has brought
on our Grandson so much over a year”
Tenby Library User
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The best libraries do more than this: they target children in most need and deliver interventions
that can be life changing. They focus on children who may well walk past a given library every
day of their life, but who do not see it as a service for them. The Summer Learning Programme
pilot, that was undertaken at Pembroke Dock library in 2014, was one such scheme. Aimed
at reducing the attainment gap that widens during the summer holidays between deprived
children and their more fortunate peers, this project drew down funding to deliver targeted
learning opportunities for children in a Communities First area. The service must build on this
promising start.

“I think libraries are a very important facility for all ages. I am sure that as a child
from a poor background, my whole life was affected by the availability of books
and somewhere to go to learn from them.”
Tenby Library User

Δ Giving adults a second chance – Adult Literacy
Unfortunately, not every child will realise their potential at school. Some children leave school
with poor literacy skills, and all too often it is children whose parents also didn’t achieve at
school. Both the National Literacy Trust and Welsh Government believe that tackling this issue
is the key to breaking intergenerational poverty.
This is because, as the Organisation for Economic Cooperation and Development state:
reading literacy is needed to function well in adult life, particularly if people are to progress in
the labour market and to participate more widely in society. Yet 28% of adults in Wales have
poor literacy skills, so the challenge is a signiﬁcant one.
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We know that:
• Men who improve their literacy are much less likely to be on state beneﬁts
• A modest rise in literacy levels sees the likelihood of a person owning their own
house rise from 40% to 78%
• Illiterate people earn 30% to 42% less than their literate counterparts
• 48% of prisoners have literacy skills at or below level 1 (expected of an 11 year old)
and 67% of offenders were unemployed at the time of their imprisonment
• The typical proﬁle of a literate nation is one in which people are more likely to vote;
smoke and drink less; have better mental health, better skills and a more ﬂexible
2
workforce
The best public libraries deliver programmes in basic skills and actively market these
opportunities to their target audiences.

Δ Creating a Digital First society and helping people into the jobs market
25% of people in Wales are digitally excluded. These individuals suffer multiple
disadvantages to their life chances, access to services, employment prospects and
ﬁnancial circumstances. As technology becomes more and more central to the Welsh
experience and to the Welsh economy (as we become a ‘digital ﬁrst’ society), this
disadvantage is set to grow.
Most job seeking and job applications are now undertaken online, e.g. through the
Universal Jobs Match website. Fewer and fewer employers will consider recruiting
staff who have no digital literacy skills, and during the lifetime of this strategy, it will
become a requirement for beneﬁts claimants to use the internet to access and service
their beneﬁts accounts.

“...I needed help with my CV research. On how to write it in the first place
using the template on the computer, and the layout, wording and checking.
I received all the help I needed from the librarian without whom I would
not have been able to do it. I have since been successful in obtaining the
job I wanted.”
Fishguard Library User
The latest horizon scanning research undertaken for the Society of Chief Librarians
(2014) suggests that for the foreseeable future (next 10 years) there will remain a
signiﬁcant minority of people – those on low incomes and unemployed, the over 65s,
and people with disabilities – who remain either completely ofﬂine, or who rarely
venture online and lack digital literacy skills.

“As reception is poor locally, the library is fundamental in maintaining
internet connectivity”
Newport Library User
2
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National Literacy Trust, 2008

The best public libraries provide opportunities for everyone, but particularly for those groups
who are most at risk of digital exclusion, to become part of the information age.
The best libraries don’t just provide free internet access and free Wiﬁ access; although these
are the crucial foundations from which further intervention can be built.
They go further by working with partners, such as Communities 2.0 and Jobcentre Plus, to
deliver training and support to get people online and to help them to make the best use of
resources for job seeking and other needs.
The best libraries also recognise that we are in a period of change with traditional users who
still want ‘real’ books and are not interested in e-resources, and those who are channel
shifting to electronic media.
A shift to e-books, e-magazines and other
online content need not be a shift away from
libraries, but there is work to do to ensure that
the digital library offer is as slick as the
tangible offer. Real books will have a long tail
– in 50 years, a 40 year old who loves a real
book will be a 90 year old user of our home
delivery service who still loves a real book –
but this long term trajectory towards all things
digital is now set, and the best libraries will
plan for this change, as must we.

“There is nothing like sitting down with
a good stimulating book. A ‘screen’ is
not the same experience.”
Pembroke Library User
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our priorities
Our priorities have been inspired by our analysis of what the best libraries deliver.
We aspire to be amongst them – to be the best public library service in Wales. We
will achieve this by delivering three overarching priorities:
Priority 1: Creating Stronger and Healthier Communities
Priority 2: Reducing Poverty
Priority 3: Delivering Excellence, Efficiently

Priority 1:
Creating Stronger and Healthier Communities

Outcomes:
• Contribute to the prevention agenda, reducing the burden on primary
care by supporting and inspiring people to live healthier lives
• Make libraries ‘the living room of the community’ making them a hub for
community activity in their localities
• Reduce social isolation, providing opportunities for people to meet other
people and providing services to the most vulnerable in our society
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Priority 2:
Reducing Poverty

Outcomes:
• Improve adult literacy and conﬁdence, helping people to achieve their
potential
• Reduce digital exclusion, tackling perceptual, physical, cost and other
barriers to engagement with new technology
• Get children hooked on reading, giving them a head start in life
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Priority 3:
Delivering Excellence Efficiently

Outcomes:
• Increase participation - physical and digital, to maximise the beneﬁts that
libraries bring, to as many people as possible
• Continuously improve against the Welsh Public Library Standards,
evidencing our ability to deliver a comprehensive and efﬁcient library
service
• Develop the workforce, to ensure that our staff have the skills and
conﬁdence to deliver excellent services
• Increase efficiency, to deliver excellent services with less
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measuring our success
We will measure success under each priority by:

Creating Stronger and Healthier Communities
1. Achieving top quartile performance in Wales for:
a) The % of adults who state they have found helpful information for health and wellbeing at
the library
b) The % of adults who experience the library as an enjoyable, safe and inclusive place

Reducing Poverty
2. Achieving top quartile performance in Wales for the following indicators:
a) The % of adults who think that using the library has helped them develop new skills
b) The % of children who think that the library helps them learn and ﬁnd things out
c) The percentage of adults and the percentage of children who think that the library has
made a difference to their lives.

Delivering Excellence Efficiently
1. Achieving top quartile performance against the Welsh Public Library Standards
2. Achieving top quartile performance against the National Performance Indicator (the number
of visits to libraries)
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In order to be recognised as the best library in Wales, the target in this strategy is to achieve top
quartile performance in Wales against at least 5 of the above 7 performance indicators in any
one year.

“There is not such a cradle of democracy upon the earth as the Free Public Library,
this republic of letters, where neither rank, office, nor wealth receives the slightest
consideration”
Andrew Carnegie

For a copy of this document in large print, Braille, audio tape or
an alternative language please contact us on 01437 776613.
Some images used in this publication are copyright: Welsh Government/Libraries Inspire.
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