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	Area of activity
	Quality Indicator 1 – Access to information

	Network – speed and quality of connectivity; faults; time taken for repairs; firewalls, access issues (cross refer to QI 5 (2)); pc availability; booking systems; pc replacement; wi-fi
	Access to information 1

	Free access to services – wi-fi; broadband; charging
	Access to information 1

	Library catalogue – current system, upgrade programme; web-enabled; Z39.50 compliant; interoperability through CAIRNS; online transactions; 24/7 services; remote access, interoperability with National Entitlement Card;
	Access to information 1

	Range of resources – range and sufficiency of the resources for the population and community profile; levels of investment – additions to stock; online subscriptions; council website; links to resources of partners; range of formats; accessibility issues; print resources; stock selection policy reflecting balance with online resources; promotion of use of information sources; 
	Access to information 1

	Use – statistics on pc occupancy; levels of use of online resources; availability on mobiles and in community libraries;
	Access to information 1

	Local information – management; collection; currency; employment support; literacy and numeracy;
	Access to information 1

	Links to wider networks – links between library website and council website; external partner providers – Scottish Parliament Partner Library, European Information, National Library of Scotland, Careers Scotland, national employment support, national literacy and numeracy, consumer agencies
	Access to information 2

	Staff –  (cross refer to ) training refer to reference skills and knowledge and use of online subscription services – initial training; levels of awareness of online subscriptions services and their content; regular update training for new services; support for users; taster sessions for public; qualifications
	Access to information 3


	Area of activity
	Quality Indicator 2 – Personal and Community Participation

	Community Planning – numbers, roles and levels of staff involved; community profiling; council community profile information and demographics; information and communication networks relating to community planning; use of focus groups either within libraries or library staff linking to other focus groups; 
	Personal and Community Participation 1

	Feedback from community – complaints; suggestion boxes (not stock requests); input from community via library to community issues and community planning; use of library in local issues – such as planning applications; 
	Personal and Community Participation 1

	Network – community libraries; mobile libraries; other mobile units; outreach staff; community library reviews; opening hours; mobile library route reviews ad timetables; range of outreach activities held off-site – involvement in homework clubs, residential homes, housebound services, services to prisons and hospitals; programme of visits to schools; links with local health services like surgeries or activities which encourage health awareness (Bookstart and books on prescription under QI 3); statistics about number of users in groups visiting the library; trends of mobile library use
	Personal and Community Participation 2

	Range of community activities based in the library – local writers groups; reading groups (detail under QI 3); visits by schools (0-18); Friends of Libraries groups; gallery, museum, culture and the arts services and activities within buildings network; display work for local societies and groups (information services under QI 1); festivals (book festivals under QI 3); services for migrant workers – ESOL, literacy, culture;   
	Personal and Community Participation 3

	Community heritage and culture – reminiscence groups; family and local history groups; links with local heritage groups; heritage trails; publications programmes; creation of websites with and for community groups or shared interest groups (with a historical base); digitisation programmes;
	Personal and Community Participation 4

	Area of activity
	Quality Indicator 3 – Meeting Reader’s Needs 

	Stock selection – stock selection policy, processes – through from identifying need to shelf; level of requests; use of library management systems in evidence-based stock selection; process of responding to requests; range; formats; e-books (fiction, poetry and narrative non-fiction – other ebooks under QI 1) and downloadable audio files; languages; Scottish authored and published material; Gaelic and Scots language provision; inter-library loans;  link to community profile; consultations about stock; complaints; special collections such as emotional literacy for looked after children; 
	Meeting Reader’s Needs 1

	Statistics – borrowing statistics – fiction, non-fiction, children’s fiction and non-fiction; bookfund; current levels of investment; trends in investment levels;  number of additions to stock; number of registered borrowers; trends and borrowing patterns; time taken to satisfy requests; use of statistics and benchmarking
	Meeting Reader’s Needs 1

	Stock management – stock management policy; supply process; contracts; stock rotation; stock audit; levels of fines
	Meeting Reader’s Needs 1

	Reader development strategy
	Meeting Reader’s Needs 1

	Range of reading-related activities – Bookstart; Bookstart plus; Book crawl; My Bookstart Treasure Chest, Booktouch; Rhymetime; Bounce and Tickle; storybags; storytimes for children and school groups; Summer reading schemes; book award shadowing groups with children and adults; Live Literature Scotland events; Words on Wheels; literature and reading festivals; author visits; reading groups; celebration of National Poetry Day, World Book Day, Adult Learners’ Week and book prize events; how other events link back to book lending/hooks into reading; links to writers’ groups; reader in residence; writer in residence; 
	Meeting Reader’s Needs 2

	Partnerships – local schools; health visitors; health services; youth workers; adult literacy and numeracy teams; ESOL tutors; translations services; 
	Meeting Reader’s Needs 3

	Meeting needs of special groups (cross refer to QI 5 (2)) such as visually impaired availability of Braille printer; ethnic minorities and those whose first language is not English; emergent readers; Big Plus and Big Plus In libraries; BBC RaW; staff training on literacy-awareness; 
	Meeting Reader’s Needs 3

	Promotion of reading – display work; organisation and appearance of bookstock; relevancy; quality; positioning; book and reading promotions; recommended reading lists; proactive marketing of new titles; links to reader development websites; surprise book packages; reader development training; good practice;
	Meeting Reader’s Needs 3

	Area of activity
	Quality Indicator 4 – Learners’ experiences

	Learning environment – dedicated/integrated learning space; furnishings; age of pcs, replacement policy for (cross refer to QI 1);  privacy; access to support; levels of noise; outreach into communities (cross refer to QI 2 (2); 
	Learners’ experiences 1

	Statistics – number of registered learners; levels of uptake; retention through course; uptake of library membership; courses offered; opening hours; social-economic profiles of learners; certificates; referrals; progression to other providers
	Learners’ experiences 2

	Range of learning - links with local schools and activities for children with a learning rather than a reading focus (avoid repetition of  QI3 (2) – library tours/visits, user education/information literacy, project collections; after hours clubs, family learning and literacy; support for Adult Learners’ Week and other learning festivals; celebrations of achievement; taster sessions;
	Learners’ experiences 2

	Support for learning - staff involvement in developing and leading learning; levels of staff awareness about range of learning materials, online courses and local partnerships; staff training, provision of appropriate stock (learning packages rather than general non-fiction)
	Learners’ experiences 2

	Staff promotion of learning - evident promotion of courses; posters; leaflets; visible resources; use of multiple languages;; promotion within wider community; staff attitudes to developing the learning role; 
	Learners’ experiences 2

	Provision for all (cross refer to QI 5 (2)) - awareness of social inclusion policies; adult guidance agencies; adaptive technologies (see QI 1 (1) and QI 3 (3); relationships with learners (customer service – QI 5 (3); awareness training – adult literacy and numeracy; visual and hearing impairment; disability awareness
	Learners’ experiences 3

	Progression – links with Community Planning, local learning partnerships, links to local colleges and other training providers; relationships with partners; referrals to other agencies; levels of staff awareness of other provision
	Learners’ experiences 4


	Area of activity
	Quality Indicator 5 – Ethos and values

	Perceptions of service – levels of use; feedback from stakeholders (councillors, other council staff, line managers, public, partnership agencies, community groups, elected members), household surveys; consultations; evidence from inclusion in council plans, marketing etc; visibility within the community; charges/fines; opening hours 
	Ethos and values 1 

	Inclusion (this is about removal of barriers to use) – cross refer to provision under other QIs and bring together policy statements, additional provision for special needs, emergent readers, travelling communities, migrant workers, those whose first language is not English, visual, hearing and mobility impairments etc; and ways in which barriers to use are being addressed. In particular, how their needs are know, assessed, met and reviewed, including partnership working; (this QI is focused on physical visitors to the library, not outreach QI 2)
Layout of internal space in terms of access and signage
	Ethos and values 2

	Customer service – staff training; Customer First; complaints; positive feedback; Staff training – employer review and development; recruitment and selection training; training plans; training programmes (only cross refer to specialist training covered in other QIs); training needs assessments; training officers;
	Ethos and values 3

	Area of activity
	Quality Indicator 6 - Organisation and use of resources and space

	Buildings – refurbishment of buildings programme; complaints about buildings; replacement of mobile libraries; risk assessment; levels of investment in buildings, furnishing etc; signage; 
	Organisation and use of resources and space 1

	Services – levels of investment in internal spaces furnishing etc; layout; access to services and resources; signage; (cross refer to QI5)
	Organisation and use of resources and space 2

	Marketing services – marketing plan; promotion to non-users; website promotion; statistics on visitor numbers; links between specific events and increased use; training in marketing and promotion and marketing specialisms amongst staff; displays
	Organisation and use of resources and space 3

	Deployment of staff – levels of investment/capacity, staff rotas, schedules, relief staff
	Organisation and use of resources and space 4

	Funding – budget processes; best value review; involvement of staff in budget process; (cross refer to tender for book supply QI 3 (1)); budget monitoring processes; internal audit and accounting; external funding; 
	Organisation and use of resources and space 5

	Area of activity
	Quality Indicator 7 – Leadership

	Vision – vision statement; library development and service plans; Corporate Plan; Community Learning Strategy; staff and stakeholder understanding of vision
	Leadership 1

	Services – service/development/annual library plans; links to community plan and other corporate documents; levels of investment in stock, complaint/request feedback processes; annual stock checks (under QI 3 (1); replacement of pcs (under QI4 (1));
	Leadership 2

	Innovation – leadership at different levels for different initiatives and service areas; recent projects and developments; teamworking
	Leadership 3/4

	Management of change – project management skills; management of changes procedures; communication and teamworking
	Leadership 4
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