Quality Indicator 5 - Ethos and values  

This quality indicator is concerned with the following themes:

· Sense of identity and pride in the civic space

· Reception and atmosphere

· Customer Service
	Questions to ask
	Why is this important?
	Evidence

	What are stakeholders’ perceptions of the public library service?

How well does the public library service demonstrate inclusion and opportunity for all?

How well are individuals welcomed into the library?


	Libraries should encourage a sense of identity and pride of place amongst the wide range of stakeholders. Stakeholders should include elected members, individuals, community groups and senior Council officers. The future development and sustainability of public library services relies on continued stakeholder support. Public library services need to evidence this support, consistent with Best Value and the community engagement aspects of Community Planning.

Inclusion and opportunity for all are national and local government priorities and libraries must fully engage with them. Public Library, Equal Opportunities, DDA and Human Rights legislation require libraries to provide appropriate opportunities and facilities for all individuals.

Customer Service skills must be of a consistent high quality and regularly updated, in order to ensure satisfaction. Individuals should leave the library feeling valued and wishing to return. By providing a supportive and enabling environment, libraries can encourage repeat visits. Library management must ensure that recruitment, induction and employment review and development processes secure and retain appropriate personnel for service delivery. Library management should be able to demonstrate that they have carried out training needs assessment and that library staff have the skills to deliver appropriate services.
	Strengths


	Areas for improvement 


Level 4 Illustration

Individuals identify with their library and are regular users. There are good arrangements for consulting with community groups and appropriate involvement with community groups about changes affecting the library. The reception of visitors and new users is well organised and welcoming and all new users receive a welcome pack. Library staff foster a good atmosphere in the library and this is evident in their interactions with the public. 

Relationships between the library staff and their public are positive. The library is a pleasant place to use at any time of the day and the public show a consideration for other users and staff. Staff handle any problems in a sensitive but authoritative way, which is backed up by agreed policies and procedures.
