
General Overview and Scrutiny Committee

27th September 2016 

Customer Services and Libraries 



Overview 

 Cabinet on 13th October

 Savings plan outlined in the MTFS

 Total savings target: £760k of £1.8m budget

 Services in scope:

 Customer Services

 Libraries

 County Library Service including support for 
community libraries 

 Delivered Library Service

 Schools Library Service



National picture 
Trends

 Decrease in library use

 Increase digital use, wifi access

 Demands of safeguarding

 Concept of public sector customer services

Local government response

 Rationalisation of sites

 Review the library “offer”

 Great links with health and well being

 Reduce the need to contact council

 Services on-line



Contact where relevant 

Contact

calls

online

face 

to face

Activity to date:
o Reduced opening hours
o 50% less staff since 2013
o Automated calls
o Environment Health calls
o Balfour take their calls
o Payments on line
o Promotion of “do it on-line”
o Self-serve library kiosk
o New website planned
o Appointments 
o Cashless
o Well being centre at Kington
o New Library in Ledbury 
o Refurbished Hereford Library 

payments



Decision making evidence 

 Value for money

 Use of the service – facts and figures

 Public consultation

 Needs and impact assessment

 Future opportunities

 Legal requirement



Budget overview



Use of libraries 

Visits per hour based on average hours open per week 2015-16 (some sites increased opening hours part way through the year)



Loans by borrower type
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Support for benefits and payments



Public consultation

There were 2,254 responses to the user survey: just 

over a 1,000 online; 71 face to face interviews in most of 

the library and customer service centres; the rest were 

paper surveys from all of the library and customer 

service centres in Herefordshire. 140 online and face to 

face interviews for non-user responses.















Opportunities and equalities 
Courses 

and 

classes

Links with 

health

Self-serve

Community 

involvement

Children 

centre 

provision

Work with 

schools
500k 

visits

Safe 

places

Low 

income

Technology
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On-line 

187,200 
total pop

156,200 
16+ 

population

17.8% of 
16+ pop 

never used 
the internet 

27,800 
never 
used

50% not 
interested

13,900 
people 
will not 
connect

173,000 
opportunity to 

connect 



Legal Position
“A comprehensive service cannot mean that every resident lives close to a 
library.  This has never been the case.  Comprehensive has therefore been 
taken to mean delivering a service that is accessible to all residents using 
reasonable means, including digital technologies.  An efficient service must 
make the best use of the assets available in order to meet its core objectives 
and vision, recognising the constraints on council resources.  Decisions 
about the Service must be embedded within a clear strategic framework 
which draws upon evidence about needs and aspirations across the diverse 
communities of the borough”.

Bailey v London Borough of Brent 
[2011] EWHC 2572 (Admin)



Options:
Option 1 - Savings programme
Option 2 - Centralised service
Option 3 - Retained libraries and central customer services 
Option 4 - Enhanced service

Longer term:
Hereford Library
Leominster Library
Outsourced service
Library and Customer Services Plan


