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Introduction: A living force.

The Unesco Public Library Manifesto 1994: a living force asserts that -

“Constructive participation and the development of democracy depend on satisfactory education as well as on free and unlimited access to knowledge, thought, culture and information.”

The public library, the local gateway to knowledge, provides a basic condition for lifelong learning, independent decision-making and cultural development of the individual and social groups. This Manifesto proclaims Unesco’s belief in the public library as a living force for education, culture and information, and an essential agent for the fostering of peace and spiritual welfare through the minds of men and woman. Unesco therefore encourages national and local governments to support and actively engage in the development of public libraries.

The message for the 21st century is simply, and irrefutably:

· The more citizens have access to information that is relevant to the country’s socio-economic and political development - and the skills to use it - the more that country will prosper;

· Libraries and Librarians are the lifeblood in managing access to information;

· The more libraries a country has, the better its information will be managed and made available.

The International Federation of Library Associations (IFLA) states that public libraries in any country and at any stage of development are capable of improvement to become a living force for education, culture and information. All libraries will have both strengths and weaknesses from where to begin the road towards becoming a living force. The greatest strength lies in the willingness and intention to improve and major weaknesses include having low expectations, a lack of awareness of the true potential of a public library and a failure to recognize a library or library system that has become a cemetery of old and forgotten books. It is with this in mind that IFLA prepared “The Public Library Service: Guidelines for development” that should be relevant to any public library at some point of its development. For this reason the standards for the public libraries of the City of Johannesburg make use of the IFLA guidelines as a realistic and applicable guide, as well as for examples of their successful application throughout the world. 

The role of the public library determines standards: A “Street corner university”.

The role of the public library has changed over the past thirty years. With the increasing complexities of society and the rapid development of technology and communications, the public library has become a multi-purpose agency with multiple roles covering the areas of information, life long learning, recreation and leisure, culture and research. The speed of change has accelerated and continues to do so. The public library, for which the provision of information is a primary role, is facing the challenge of radical changes in all aspects of its organization and service delivery. 

The primary purposes of the public library are to provide resources and services in a variety of media to meet the needs of individuals and groups for education, information and personal development including recreation and leisure. 

Education: Learning does not end with the completion of formal education but is, for most people, a lifelong activity. In an increasingly complex society people will need to acquire new skills at various stages of their life. The public library must assist in this process. Material should be provided that supports formal and informal education. The ability to access and use information should be taught and public libraries must take a leading role in fighting the battle against illiteracy. Literacy is the key to education and knowledge and the basic requirement for the meaningful use of libraries and information services.

Information: Information is very important for the development of the individual and of society. It is a basic human right to have access to and an understanding of information. The rapid growth in the volume of information has widened the gap between the information rich and information poor and although the use of information technology should be able to narrow the gap because of the considerable power it gives to those able to use it and access information, it is the information, and how it is used that is critical. The simplistic belief that the provision of technology will create clever people for a clever country, the so-called “technolust” approach, must be corrected and must be replaced by the message that the investment in information technology requires an investment in the full package of reading and writing, support and training, interpretation and application. In the public library context, this truth impacts on the provision and the skills level of the staff.    

The public library must be open to all and has a key role in collecting, organizing and exploiting information, as well as providing access to a wide range of information resources. In this multifaceted task, the librarian should recognize and exploit the opportunities provided by the exciting developments in information and communications technology. In light of the fact that the information gap is growing, it is vital for the public library to bridge the information gap by finding a balance between providing information in traditional formats and through access to the Internet.   

Children and young people: Although the public library attempts to meet the needs of all groups in the community, regardless of age and physical, economic or social circumstances, it has a special responsibility to meet the needs of children and young people. If children can be inspired by the excitement of knowledge and by the works of the imagination at an early age, they are likely to benefit from these vital elements of personal development throughout their lives, both enriching them and enhancing their contribution to society. 

Personal development: The opportunity to develop personal creativity and pursue new interests is important to human development. To achieve this people need knowledge and information. The public library fulfils the need to have access to works of the imagination and knowledge that contribute to personal education and meaningful recreation. Access to opportunities of improving basic life skills, adult basic education, AIDS awareness programmes, literacy training, are but a few of the services that the public library can provide to ensure personal growth.

Cultural development: The public library provides a focus for cultural and artistic development and helps in shaping and supporting the cultural identity of the community. This is achieved by working with local organizations, by providing space for cultural activities, organizing cultural programmes and by ensuring that cultural interests and cultural intentions are represented in the library’s materials. The holdings should reflect the variety of cultures represented in the community, support cultural traditions and be provided in the languages spoken and read in the local community. 

Social development: The public library is a public space and meeting place. Use of the library for research, studying and for finding information relating to the user’s education and leisure interests, brings people together and into informal contact with other members of the community.

The public library also realizes its role as an agency for change and abides by the principles of freedom of information (collections and services must not be subjected to any form of censorship), access for all (equal availability of services), active support to local needs and culture, the provision of community information and libraries without walls (services beyond the resource collection in the library).    

The role- focus: A City Skills Project.

The summarized “vision statement” in the full report of Joburg 2030 is:

“In 2030 Johannesburg will be a world-class with city service deliverables and efficiencies that meet world best practice. Its economy and labour force will specialise in the service sector and will be strongly outward orientated such that the City economy operates on a global scale. The result of this competitive economic behaviour will be strong economic growth that will drive up City tax revenues, private sector profits and individual disposable income levels such that the standard of living and quality of life of all the City’s inhabitants will increase in a sustainable manner.”

One of the efforts to contribute to the City’s vision of being a World Class African City by 2030 is to address the skill shortage among the residents of the city. The skills that are required by business must be developed to create job opportunities for job seekers. A city skills project has been identified as a strategy to accomplish the aforementioned. The strategy is part of the highest priority focus areas: the Conducive Environment Focus Areas are the interventions, actions and programmes whose outcomes will fundamentally and crucially determine the future of the City. Failure to succeed in these focus areas/programmes will result in the City remaining as it is, with decreasing standards of living and increased joblessness.

All services that can actively participate in promoting and affecting the strategy have also been identified. The public library services play a key role in the strategy. The role to be played in the City of Johannesburg is the essence of the standards for the public library services. A principal use of standards is to indicate what needs to be provided to those responsible for determining administrative arrangements regarding libraries, and for making available the necessary financial and other resources, so that the City will indeed meet the needs of all its citizens. 

The standards of the public library services of the city will therefore relate directly to being active in and becoming an essential part of the following strategy, as detailed in the full report of Joburg 2030:

· The establishment and maintenance of a detailed database of all the City’s educational institutions, their number of members/students/visitors and contact persons;

· The collection and dissemination of relevant information to industry, educational and training facilities and end-user learners and job seekers.

· The establishment of a comprehensive, internet-based, information network on services, products and opportunities;

· The establishment of a culture of learning and the focus of resources on the scientific and technological skills the economy requires.

The library services’ standards should therefore be based on the type of services that will activate the strategic plan. The full report of Joburg 2030 lists the following programmes/actions as examples of the services that will be required for the successful implementation of the plan:

· Books and displays should reinforce access to technological and business areas of interest;

· Speakers must be invited to address and discuss with the library users matters relating to science and technology, for example, career possibilities;

· Library facilities should be extended to offer safe and quiet spaces for after school learning and revision;

· All libraries should have at least one computer linked to Internet;

· Libraries must offer school holiday programmes, especially activities related to technology and business;

· The library services must establish a twinning relationship with international libraries with a view to transferring skills and assets;

· Libraries must assist with holiday and intern programmes for grade 11 and 12 learners to provide learners with on the job experiences that will help them decide which career they want to pursue.

The full report of the Joburg 2030 gives a schematic layout of the areas of potential influence in the establishment of a culture of learning and technology. Of the listed areas and age groups that must be influenced, the Library and Information Services of the City accepts that focussed services for the age groups with the most potential for learning will produce more dividends - early childhood development, primary and high school learners. This focus will also address the need to involve illiterate and unskilled parents in the future of their children and the potential that they have after acquiring the skills of reading and writing.  

Finally, on the way towards 2030 and becoming a World Class African City with library services that can be compared to the world’s best, progress and services delivery will be achieved by following the Batho Pele Principles of consultation, determination of service standards to inform public expectations, equal access, courtesy, accurate and full information on what services to expect, openness and transparency, redress and value for money.

The planning sequence: Where are we, where to and how.

Role setting and planning describe the essential priorities and guide the allocation of budget, staffing and energies. Planning requires an ongoing, critical look at the current status compared to what it should be in the future. It is a cyclical process of assessment, forecasting, goal setting, implementation, and evaluation, leading back into a new phase of assessment, and so on. There is no one, single, best way to plan. In some communities a thorough, rigorous process will be appropriate and in other communities a more modest approach will be more suitable.  The important thing is to make a plan.

It is necessary to set standards in order to plan.  In setting a standard, a definite level of excellence or adequacy, aimed at, or possible to achieve is laid down. A standard is a benchmark against which operations/services are judged or measured and it directs the policies, procedures, strategies and tools to meet it.  

A planning model asks a few simple questions:

· Where are we?     

· Where do we want to go?

· How do we get there?

· Are we getting there?

Where are we?

This requires that the current level of library services and the condition of the library service points be assessed.

In the absence of information and any kind of previous or current standard/benchmark for the library services of the City, it was decided to follow a simplistic and modest approach by accepting that it is possible to set first-time basic standards without the need to use the current situation as a benchmark and to rather focus on the future and the role setting of the library services towards attaining its goals.

Where do we want to go? 

The question involves forecasts and projections. A planning horizon – three years, five years, ten – is determined and it is decided in broad terms how the library service should develop over that period. 

In a situation where no basic standards are in place and in view of a 2030 Vision of becoming a World Class African City with a library service that can compare with the best in the world, it was decided to formulate a single set of basic standards for the delivering of basic services that assure equivalent levels of access to public library services and resources. The basic minimum standards must be used as a tool to chart a course for the library services. The basic standards will be part of a broader plan and will be formally reviewed every three years to assess progress and the possibility of increasing the level of effort/provision from basic to enhanced or even excellent services as we progress towards a World Class African City.

How do we get there?

An action plan is required to do justice to this question. After visioning, selecting roles or service responses, service priorities are determined. These are translated into written goals and objectives that describe the desired targets. The target must be measurable and time specific and provide the basis for evaluating progress.

A set of basic standards for the public library services of the City will direct the regions to assess their current status and will direct their action plans to progress in service delivery by meeting the basic minimum standards within a given timeframe. The regional library services will design activities and detail the strategies to carry them out – a written plan will become the useful information tool in the political process of garnering resources to carry out the plan.      

Are we getting there? 

Reviewing and recycling complete the planning cycle. Once adopted, the plan becomes a benchmark, a means of assessing whether the library service is still on course. Evaluation is done to determine whether the plan’s activities have advanced the library’s priorities, as expressed by written objectives. Evaluation is done by a monitoring process throughout the term of the plan to ensure that the library is not unintentionally straying from the established priorities, as well as through a formal measurement process to answer the question – “Did the residents receive better service?”

The regional library services will assess the process used in developing the plan – specific to this is also the evaluation of the applicability and practical implications of applying the basic service standards in relation to the plan; the impact of the planning process on services and staff and the community’s responses to the changes that the plan initiated as well as the activities of the plan. Revising the basic standards and the plan to initiate and progress within the framework of the standards will be the end product of this step. 

The Approach, Structure and Application of the Standards: Moderate and simplistic

That the ideal in particular circumstances is unattainable at a given moment is not a reason for not stating it, but only for deciding what purposes are best served in the short run so as to make it possible for more to be done in the future. This statement underlies the basic standards for the library services of the City. In this case the “ideal” is the minimum requirement for a library service point to be cost effective and to function effectively. It is the intention that by setting basic standards for service delivery, the standards set a challenge to bring about measurable improvements in services in both the short and long terms. 

Based on the fact that residents of any community need and deserve at least a basic level of library service, the standards that are applicable to the library services of the City aim to assure equivalent levels of access to public library services and resources for all the residents of the City and a service which is consistently friendly and which effectively and efficiently meets their needs. Each standard establishes a fundamental entitlement to a level of library provision accessible to every person who lives, works or studies in the area. By setting a widely recognised benchmark, the individual user and communities can measure their needs, rights and expectations.

In addition, the standards aim to: build on the current strength of the services and direct the services towards the future; provide better quality service; advocate better for the funds needed to provide quality services; focus on both library users and potential users and their needs for services; be relevant to all public libraries, whatever their local circumstances; reflect the growing importance of technology in providing library services while acknowledging the fundamental importance of the printed word and be more accountable to the residents paying for library services.

The standards for the library services of the City include per capita standards (according to a service population), quantitative and qualitative standards, whichever are more applicable to the situation, the availability of reliable and comparative information/statistical data or the need for it. It is accepted that quantitative standards are more convenient yardsticks by which libraries are defined, described and their services measured, however, many factors that are very important in determining the quality of library services are not measurable in a quantifiable manner. It is also the intention to raise the usage of uniform statistical data when it becomes possible to raise the standards for the delivery of public library services from a minimum basic level to a level of increased effort.

Definitions: A list of terms with explanations is attached as an addendum to this document.

The minimum standards for the delivery of public library services: 2003-2006 Cost-effective and Cost-conscious
The minimum standards for the public libraries are encapsulated under the following areas of focus:  

1. Governance, Leadership, Administration and Funding;
2. Accessibility: Facilities (design, furniture and equipment), Opening hours, Information access;
3. Resources: Staffing, Materials and collections;
4. Services: Lending, Reference, Children/Young Adults, Literacy, Reader’s Advisory, Programmes, etc.  
5. Marketing and Promotion.
1.      GOVERNANCE, LEADERSHIP, ADMINISTRATION AND      

         FUNDING

Objective: To function effectively with adequate funding and to be accountable, public libraries services must be based on legislation that assures their continuance and their place in the government structure.

The Constitution of the Republic of South Africa 1996 provides the constitutional framework for the provision of library and information services. It lists ‘libraries other than national libraries’ as an area of exclusive provincial legislative competence. It is therefore, a provincial responsibility to develop the legislative framework within which the City of Johannesburg can provide library services. 
Standards:

· The library services have written bylaws that outline its purpose and its operational procedures and address conflict-of-interest issues. The bylaws are reviewed at least every three years;

· The library services have written policies to manage their operations and review them on a regular cycle, at least every three years;

· The library services have a 3-5 year strategic plan to direct services towards achieving a minimum level of service delivery. The plan addresses priorities and is approved by the Council;

· The library services conduct community surveys and studies to establish user satisfaction and to ensure community participation in the design and delivery of services;

· The library services function in terms of a client/contractor relationship: the Central structure is primarily responsible for participative policy and procedure formulation and the Regional structure is responsible for the application of the policies and procedures, that is, operational public library services; in the interest of cost-effectiveness and standardization, the Central structure is also responsible for two operational professional units – Bibliographic Services and Mobile Library Services;

· The library services ensure that regular meetings take place between the Client and Contractor as business requires, but at least once a month a Library Services Forum Meeting is held as a priority to ensure attendance to professional matters and a quarterly Bibliographic Services Forum meeting is held to ensure the uniform application of circulation procedures;

· The library services have Regional Community Participative Structures in place to assist in the promotion of services;

· The library services are allocated one percent (1%) of the annual operating income of the City in order to be able to function effectively;   

· The library services are financed by the Council with some support from the Gauteng Provincial Library and Information Services in terms of formal service agreements;

· The library services accept that grants and donations supplement, but do not supplant the basic funding structure of the services.

2.        ACCESSIBILITY: FACILITIES, OPEN HOURS and     
            INFORMATION ACCESS

2.1.       Facilities:

Objective: To provide library facilities that are attractive, user-friendly, accessible, convenient, functional, safe and expandable.

Physical accessibility is one of the major keys to the successful delivery of public library services. Services of high quality are of no value to those who are unable to access them. It is also impossible to have libraries that are equal in size and offer the exact same services. Facilities and services are determined by the population density, projected population density and the catchment area, the demographic profile of the community to be served as well as distance from the nearest other library that provides for similar needs, the public transportation network, and so on. It is therefore appropriate to categorize existing and new libraries within an appropriate norms and standards framework and thereby ensure that resources are distributed equally in terms of the framework and needs.

Standards:

· The following public library categories exist:

· Local Community Library (Minimum floor area requirement for public services - 150m2): The library contains information and recreational material of a limited nature. Depending on the population density and community needs, it is this library that is targeted for major upgrades to enable a comprehensive public library service.

· Branch Public Library (Minimum floor area requirement for public services  - 350m2): The library concentrates on the provision of a comprehensive service that satisfies the needs of users attempting to locate general information. It provides a core service: those materials and services that are demanded for immediate consumption by the majority of users. Recreational material for children and adults as well as a basic study and reference collection are major resources to deliver the required services. Access by the public to electronic information is essential. The provision of literacy training is a recommendation, depending on the availability of facilities. A branch library is provided with regard to the following m2 per capita table:

· Up to 15 000: 36-30m2 per 1000 population

· 15 000 - 50 000: 34-28m2 per 1000 population

· Over 50 000: 32-26m2 per 1000 population

· Regional Public Library (Minimum floor area requirement for public services - 800m2): The library may have one or more in-depth specialist collections and also houses broadly representative information collections. Besides facilitating broad access, it is also used as a source of supplementary information to other libraries within the region. It should be located in a convenient geographic position to ensure good access for the majority of residents. An excellent information technology centre is part of the library’s resources and services, as well as an established literacy training centre and sufficient study areas. A regional library is provided with regard to the following m2 per capita table:

· 15 000 - 30 000: 40-34m2 per 1000 population

· 30 000 - 50 000: 36-30m2 per 1000 population

· Over 50 000: 32-28m2 per 1000 population

· A minimum of thirty percent (30%) of the above minimum areas needed to render public services is added to allow for areas reserved for staff (office, storeroom, rest area) and service areas (toilet, corridor, cleaning facility, foyer).

· Elements: A new public library should include the following functional areas and must comply to the standards of the SABS (South African Buro of Standards) and the standards of the ISO (International Standard Organization):

· Adult fiction and non-fiction;

· Adult reference;

· Young Adult fiction and non-fiction; 

· Young Adult reference;

· Children’s fiction and non-fiction;

· Children’s reference;

· Audio-visual;

· Circulation workstations (including Reference Enquiries);

· Public access workstations (including On-line Public Access to library catalogue and electronic resources, E-Mail, Word Processing, etc.)

· Staff access workstations;

· Room for library activities such as literacy classes, video shows, public meetings (“Friends of the library”), extra classes for scholars.

· Study room(s) and/or breakaway rooms for scholars/students;

· Staff room;

· Staff office and meeting room (general or for librarian-in-charge);

· Loading and delivery area;

· General work room; 

· Stack/storage areas; 

· Cleaner’s storeroom;

· Entrance and foyer (single public entrance for ease of supervision);

· Exhibition and display area(s);

· Informal reading area (both adult and junior); 

· Kitchen facilities (adjacent to activity room with serving opening);

· Large print and taped book areas;

· Photocopying;

· Newspaper and periodical area;

· Public toilets (also for the physically challenged users);

· Staff toilets;

· Public use CD-rom and PC areas;

· Community information area. 

· Strong room.

Depending on local needs and other resources available to the community, some of the listed areas could be combined. 

· Location: To be fully utilized, public libraries require a high profile and visibility in the community on a prominent, safe, easily accessible site.  

· Public libraries are situated near the centre of transport networks and close to areas of community activity, for example, shops, community centres, clinics and so on;

· When a public library is part of a multi-purpose or community centre, the library is situated near to the entrance to the site/centre with due consideration to the potential influence of the noise level on the services of the library and separate public and staff toilet facilities are provided for the library users and the library staff;

· The local community library and branch library are available within a journey by private or public transport of about 15 minutes and the regional library of between 15 – 25 minutes;

· An effective service radius of a local community library and branch library is between 2,5 – 3,5 kilometres;

· Unless access is hindered by natural barriers and major arterials, no public library is situated within 2,5 kilometres of another;

· An effective service radius of a regional public library is between 5,5 to 8,5 kilometres.

· The site for a public library is large enough to accommodate a building that meets current space requirements and allows room for future expansion;

· Convenient off-street and free parking for library users and staff is provided (including designated bays for the physically challenged users);

· Adequate access for service and delivery vehicles is provided;

· Easy and safe access to the building is provided for users and staff, including for the physically challenged users and staff.

· Design and service requirements: When designing or renovating a library building, the unique needs of libraries must be taken into account. The professional librarian should assert what is important to a functional library.  It is essential that the Client (Deputy Director: Library and Information Services) and Contractor (Regional Manager: Library and Information Services) are integral parts of the design, building, refurbishment team, etc to give input on matters of design and quality control and to ensure a low maintenance, comfortable and user-friendly facility for both users and staff.  The following specific issues tend to be problematic and should be born in mind when public library buildings are planned and designed:

· Lighting – The lighting is used for reading, using computer terminals, searching for materials on shelves, doing homework, etc. and is of appropriate density that does not cause glare problems. Natural light is desirable but not to provide illumination. Too many windows allow too much sunlight that is damaging to books and furnishings, and in summer months it results in heat increase.

· Electrical, communications and computer needs – Sufficient power points and computer cabling are provided at the construction stage with ample allowance for future expansion needs and flexibility. Provision for an expandable power communication grid is essential. To provide adequate access to the required on-line services, appropriate line speed (or bandwidth) must be provided. The number of computers and their application at a specific library will determine the line speed required. 

· Flexibility – The initial design acknowledges the fact that libraries and community profiles/needs change over time and it therefore avoids excessive permanent partitions, task lighting, build-ins (example: a cement based circulation or reference desk), bearing walls and low ceilings. Space devoted for a time to one function must be convertible to others over the building lifespan.

· Security – If security is not fully attended to in the design phase, it costs in the long run. The number of exits for the public is minimized to make it easier for the staff to monitor both the flow of traffic and materials. A clear line of sight is ensured between the circulation or reference desks and the entrance and any waist-level windows that can be opened have keys so that users cannot open them on their own. If at all possible and with due regard to aesthetics, windows are small, burglar proofed and placed higher than the average height of an adult. The exterior of the building is very well lit to ensure that the library is safe and a welcoming place in the evening. The library has an installed alarm system that is linked-up with a reputable security company (making sure that staff is provided with alarm buttons) and the provision of electronic theft deterrents is advisable to ensure a reduction in book losses. A smoke detection system is installed.         

· Interior layout – Due to the inherent difference and clash in the manner of use, the location of the children’s area, reference area and study area within the library need to be carefully planned. Without compromising on flexibility and on condition that the structure and size of the building allow it, the children’s area is separated from the reference and study area as far as possible and enclosed within internal walls (brick or sound proof glass) to reduce the sound effect on the other users. The interior layout and area devoted to children is an expression of the librarian’s and the city’s respect and care for the special needs of children. In local community libraries where children are the main users, a minimum of 40% of the floor space is set-aside for children between the ages of 0-12 and 10% for young adults from age 13 to 16 years. A new library is designed in a manner that ensures that a minimum of 30% of the floor space is devoted to children, provided that it is not less than 100m2, that no undesirables are able to interfere with the children and teens and that their bags are safely stored.    
· Floor – The floor compact must be able to support the heavy shelves fitted with books. Floor surfaces in libraries should be able to handle high traffic, have appropriate acoustic qualities and are low in maintenance and cleaning costs. 
· Furniture and equipment – Durable, attractive and comfortable furniture that meets the needs of all library users must be specified and tenders invited. Special attention is given to the design of the service counter to ensure computer functionality and to facilitate tidy housekeeping practices. The provision for a book trolley area, a functional book circulation area, a functional staff entrance and exit area as well as ample drawers and cupboards for the storage of stationary and administrative work materials, are required. The furniture, furniture layout and interior decorating of the children’s area are supported by specifications that support the special requirements and needs of children. The maximum height of shelving for adult users is 1800mm and for children 1500mm. Specialist shelving is used for storing and securing alternative format resources. Space between book stacks is a minimum of one metre to be sufficient for the passage of a wheelchair. Equipment to render outreach programmes and support access to information in various non-print formats in the collection (CD players, VCRs, DVD players etc.) is specified as part of the furniture tender. A photocopier and fax machine are essential items in the delivery of information and reference services and must be provided at every public library.
· Sign posting – The library’s exterior signs not only identify the particular function of the building but are also the library’s most basic form of publicity. Directional signs to the library and identification signs are therefore carefully planned to communicate an appropriate image of the library. Internal areas of the library and parts of the collection are also clearly identified by signs that are comprehensive, easily readable, functional, carefully planned and professionally produced. Special and applicable sign posting for the visually impaired user must be provided. Notice boards are provided for the staff and public as a form of communication.
· Air-conditioning – In order to provide a suitable environment for sensitive electronic and computer equipment, for customer and staff comfort, and to prevent heat and humidity damage to library resources, refrigerated air-conditioning is recommended.
· The entrance of the library must be clearly visible and located on that part of the building that most users approach. However, care should be taken to avoid situating the entrance on a busy thorough way that could endanger children accessing the library. The entrance door must be wide enough to accommodate a manually operated wheelchair.
· Steps must be avoided in both interior and exterior design.
· In designing libraries, two or more floors should be avoided as such a design has costly security and staff implications. If the design of two or more floors is unavoidable, elevators must be provided that are close to the library entrance and accommodate wheelchairs and child strollers easily. The children section is situated on the ground floor.
· The design of courtyards has space and cost implications, is a security risk and should therefore be avoided.
· The library provides facilities for the return of library materials when the library is closed; after-hours material depositories should be theft-, water- and fireproof (the facility should be external to the library building to eliminate the risk of fire damage to library premises and it could also be located at other places in the community where people visit frequently);
· To ensure low maintenance buildings, new libraries should be constructed in face brick and plaster-finish walls that need painting should be minimized; 
· A facility maintenance plan is developed for every library building and facility that should ensure that the library remains functional, user-friendly, attractive and comfortable as well as a cultural icon and asset to the community. The maintenance plan addresses the need to repaint plaster-finish walls of public buildings at least every five years with long lasting and durable quality paint.
· The library services management ensures that each library building and facility conform to the National Health and Safety Regulations.
2.2.       Opening Hours:

Objective: To schedule hours of opening for the maximum convenience of the residents, thereby ensuring the best possible access to library services and applying the principle of cost effectiveness.

The hours of opening enable the community to make effective use of the resources, services and facilities provided by the library. Given the capital outlay to establish a library, the operational cost to render services as well as the cost in maintaining a relevant and current collection, the hours of opening should be maximised and convenient to the user. 

In deciding on the hours of opening, the following factors are taken into consideration:

· Local patterns of usage;

· Community profiles;

· Public transport routes and times; 

· The proximity of the library to and the hours of operation of other community facilities such as educational institutions;

· Seasonal fluctuations;

· Potential usage during morning, afternoon, evening and weekend;

· School vacations and public holiday potential usage;  

· Security of staff and users;

· The available staff complement of a library (the availability of the staff complement is again influenced by the hours needed by staff to perform required functions when the library is closed to the public, resignations, annual-, sick-, study- and emergency leave needs).

The principle of applying resources in relation to potential optimal usage is the most important consideration in determining the hours of opening to the public.  

Standards:

· No library may be open to the public for less than 31 hours per week, including evening and weekend hours that are based on community needs;
· The scheduled opening hours of a library to the public run continuously, for example 9h00-17h30, without closing for lunch;
· A Branch Public Library is open to the public for a minimum of 40 hours per week, including evening and weekend hours that are based on community needs;
· A Region provides at least one service point to be open to the public for 48 hours or more per week, of which 6 hours per week are outside 9h00-17h30 on weekdays;
· Emergency non-opening hours of branch and regional libraries are no more than 5% of the total in any year; 
· All libraries are closed on the Saturday prior to National Family Day in any year;
· All libraries are closed from 24 December to 2 January in any year;
· All libraries are closed to the public on Wednesday mornings until 12h00 to allow staff to attend training sessions, meetings and in-service training sessions;
· Seasonal opening hours are encouraged to ensure optimal usage during daylight hours;
· Library hours are fixed in terms of the above standards and a sign displaying the opening hours of the library is clearly visible from outside the library.
2.3.     Access to Information:

Objective: To provide structured and uniform systems (catalogue) for the description, location and retrieval of information from the various information resources of the library. 

Information is only useful to the extent that it can be found and used for the intended purpose of the user. The more effective and convenient the access provided by the library to its various information resources, the more useful the resources and information become to the user. Access to sources of information is achieved through the capture of bibliographic data in the library catalogue and the physical preparation of library resources for shelf-readiness. Bibliographic data is information that identifies, describes, and locates specific works of intellectual or artistic creation, in whatever form they exist – the end result being a bibliographic record.

Standards:

· Bibliographic records are created directly onto the computerized library catalogue or are imported (copied) from various external databases such as the South African Catalogue of bibliographic records (SACat) and WorldCat hosted by SABINET Online (the national South African Bibliographic Network);

· Consistency in format and the application of standard library practice in the assignment of classification codes, subject headings and bibliographic description (catalogue entries) is essential to ensure that the end user is able to retrieve and access bibliographic data. Standardization promotes resource sharing resulting in considerable cost-saving benefits;

· The on-line catalogue of the library services contains:

· A MARC (MAchine Readable Cataloguing) bibliographic record for each title stocked or analysed – users can search by author, title, subject and other coded information. It also allows for the transfer of catalogue records from one library computer system to another; 

· Bibliographic records that conform to the nationally-accepted descriptive code current at the time of cataloguing the item;

· Established headings for names (personal and corporate), series, subjects and uniform titles;

· References and explanatory notes;

· Accurate copy holdings information (inventory).

· The international standard for the cataloguing of all types of materials collected by libraries, namely the Anglo-American Cataloguing Rules, 2nd edition (AACR2), is used by the library services of the City as the authoritative resource for the creation and maintenance of bibliographic records and is applied as follows:

· Descriptive cataloguing for non-fiction closely corresponds to the second level as defined in AACR2 Chapter 1.0D;

· Descriptive cataloguing for fiction closely corresponds to the first level as defined in AACR2 Chapter 1.0D;

· Separate bibliographic records are created for different formats such as maps, music, videos and so on.

· Names (personal and corporate), uniform titles and series titles are created for non-established forms of names as defined in AACR2, Chapters 22-25.

· The international standard for assigning subject access (using subject headings) namely the Library of Congress Subject Headings (LCSH), is used by the library services as the authoritative resource on assigning subject headings and applied as follows: 

· Subject headings for non-fiction correspond to the thesaurus of headings of the LCSH;

· Current application of the subject headings follows the principles, policies and guidelines given in the LCSH publication, Subject Cataloguing Manual: Subject Headings. This is supplemented by an in-house usage manual compiled by specialist staff of the library services; 

· Local subject headings, reflecting purely South African concepts such as “stokvels”, “ubuntu” or “biltong”, that are not available in LCSH, are constructed and coded as local to conform with patterns established in the LCSH to augment and enrich subject access;

· Local in-house subject headings are assigned to fiction genres and themes such as short stories, science fiction, adventure stories and legal fiction, and are constructed to conform with patterns established in the LCSH to augment and enrich subject access.

· The international standard for assigning names (personal and corporate), uniform titles and series titles, namely the Library of Congress Authorities, is used by the library services as the authoritative resource on assigning established name forms;

· The library service uses the internationally accepted classification system, namely the Dewey Decimal Classification System (DDC) as the authoritative resource for assigning classification numbers to bibliographic items (representing the address/location of the library item);

· Ongoing authority control is practised to ensure that each access point (names, uniform titles series and subject) is unique and does not conflict with any other entries for the same access point;

· Deleting duplicate records including the on-going process of removing entries for materials that have been permanently withdrawn from the collection, contributes to the currency and maintenance of the catalogue;

· Each bibliographic record indicates the name of the library where the item is housed, the number of copies as well as the call number;

· Materials are re-classified when the incorrect classification number has been assigned according to current or past practices of the Dewey Classification System;

· An inventory of the libraries collection is carried out on a regular basis (completed at least every three years), thereby reflecting an accurate measure of the contents of the collection;

· A strategy and procedures are in place for the recovery of defaulted library materials;

· Items in the collection are labelled to facilitate retrieval of material by the public and staff (location on shelf, classification code, target audience, genre, format);

· Specialist staff and fully trained cataloguers of the library services are responsible for the capture of all bibliographic data and the control of the computerized catalogue of the library services;

· The following output is required per month (+- 160 hours) per qualified librarian/fully trained cataloguer in terms of non-fiction materials:

· Monographs:

200 items per person per month/ a minimum of 70 hours applied; 

· Special library material, eg Serials, video recordings, CD-Roms, Internet resources, sound recordings:

20 items per person per month/ a minimum of 70 hours applied;

· Upgrading of records, database maintenance and addition of duplicate copies:

300 items per person per month/ a minimum of 70 hours applied;

· Authority control:

1 hour per day/ an average of 20 hours to be applied per month.

· The following output is required per month (+- 160 hours) per library assistant/fully trained in terms of fiction materials: 

· 200 items per person per month/ a minimum of 100 hours applied;

· Upgrading of records, database maintenance and addition of duplicate items: 300 items per person per month/ a minimum of 60 hours applied.

· From the time of delivery/receipt, it takes a maximum of 4 weeks to catalogue, process and deliver the fiction materials/items to the library that purchased the item;

· From the time of delivery/receipt, it takes a maximum of 6 weeks to catalogue, classify, process and deliver the non-fiction materials/items to the library that purchased the item.

3.      RESOURCES: STAFFING, MATERIALS AND COLLECTIONS
3.1.     Staffing:

Objective: To provide a minimum quantitative standard for the staffing of public libraries and to ensure that the residents of Johannesburg are assisted by courteous, competent, committed, and well-trained staff; to provide a minimum quantitative standard for the staffing of operational support units to ensure optimal access to library resources for the public and the staff.

Staff is a vitally important resource in the operation of library functions. Staff expenses normally represent a high proportion of a library’s budget. The personal attributes of staff, interpersonal skills, social awareness, competence in the practices and procedures of the service as well as their projected image to the public contribute to the cost effectiveness, adequacy and quality of the library services. 

The following categories of staff are employed by the library services:

· Qualified librarians, who have completed a recognized three to four year study course in librarianship and information studies. The librarian is responsible for professional duties such as cataloguing and classification of materials, library system management (including training in the use of the system) and circulation administration, collection development, utilization and dissemination of resources, advice and assistance to users in finding and using information. In order to fulfil the functions of the public library, staff with expertise in specific areas, for example children’s librarians and reference librarians form part of the professional team.

· Library assistants, who have completed grade 12, are responsible for routine circulation functions and operational library tasks such as shelving, shelf-checking, accessioning, physical processing of material, secretarial/administrative support and para-professional tasks. The public has frequent contact with library assistants, therefore it is essential that this category of staff has a high level of interpersonal and communications skills.

· Support staff, which includes secretarial staff, administrative/financial staff, telecommunications staff, building maintenance staff, general assistants, drivers, caretakers and security staff. They are an integral part of the staff complement and contribute to the smooth operation of the library.

In the modern information-centred society, great emphasis is placed on information handling skills. As a result, people with computer skills and the experience/skill to surf the Internet may regard themselves as librarians. Although not the core of librarianship, it is a continually expanding and increasingly important part of librarianship to provide access to on-line documentation and worldwide educational and informational resources. The following experience and skills are acknowledged as unique to the profession:

· Reference work (control and retrieval of information): The ability to communicate with users and determine the actual question, establish the need as well as the level of difficulty and detail of the required/needed information. Using knowledge, experience and skills to know, identify, find and provide relevant and useful information resources that would meet the needs so that the reference enquiry is professionally and successfully concluded.

· Collection building work: It is the core responsibility of a qualified librarian and requires experience and skills to select new books/materials that are relevant for the collection and the users and to weed/de-select worn out, dated and unwanted material from the collection and donations in terms of the book selection policy for the public libraries of the City. Good book knowledge is required that is obtained through active involvement in book related activities in the library, that is, regular attention to the functional and user-friendly arrangement of books on the shelves and in the library, daily shelf-reading, daily re-shelving of items that have been returned or used by the users, the reading of books and reviewing journals that will assist with making informed choices about purchases. The collection building function is closely related to the cost effective use of the book budget and the satisfaction of the users with the available choices of materials.

· Community work (programmes, promotion and marketing): It requires people skills and the ability to communicate with, and supply the information and recreational needs of a wide range of users, establish good rapport with the community as a whole, obtain buy-in from the community to render special services and programmes that would promote the role of the public library in the community, market the services and succeed in establishing the library as one of the core services in the community. 

· Cataloguing and classification work: It requires knowledge and understanding of general library practices and the computerized library system, as well as knowledge of and experience with accepted bibliographic tools and standards to describe and locate the library resources, ensuring that the needed information/resource is identified and found with the minimum of effort and wastage of time.

· Specialist work with children and young adults work: It requires familiarity with the thought processes, trends and interests of this particular group in order to promote and/or maintain a reading culture.

· Literacy training work: It requires specialized training and aptitude to perform this function. The work and skills of an adult literacy trainer should never be regarded in the same category as those of a school or tertiary teacher.         

Standards:

· The full time employees (FTE’s) of the library services are employed in terms of the Council’s Conditions of Employment and every member of staff has access to a copy thereof;

· The library services’ employees are subject to all Council policies pertaining to working conditions, performance management, salary structure, ethics of behaviour, and staff development;

· The organizational structure of the public library services provides for seven (7) reporting levels of which two (2) are management levels and five (5) are operational levels;

· The operational organizational structures for the three public library categories provide the following reporting levels: 

· Local Community Library - two (2) reporting levels (excluding support staff);  

· Branch Public Library - three (3) reporting levels (excluding support staff);

· Regional Public Library - four (4) reporting levels (excluding support staff);

· The professional librarian-in-charge of a Branch Public Library and a Regional Public Library respectively, is graded according to the level of responsibility in terms of the allocated budget, the book stock collection size and potential, the span of control required by the library and the number and type of actual and potential services; 

· The library services provide an orientation for new employees, including a review of the personnel policies and in-house rules and procedures.

· The library services support the staff’s continuing education and professional activities and every effort is made to ensure that staff are given time to attend work related educational opportunities that ensure professional growth;

· The library services ensure that library staff has access to E-mail, Intranet and Internet for communication and professional development and that staff has the opportunity to learn to use new equipment and technology;

· The library services ensure that professional staff and library assistants are regularly exposed to training opportunities in customer service techniques and book stock knowledge as well as areas of expertise;

· Staff members that are enrolled for library and information science courses at distance learning institutions, are mentored to provide practical hands-on experience and assistance with assignments;

· Where a library uses volunteer help from individuals in the community to assist library staff, a written policy is in place that defines the tasks and their relationship to the library operation and staff. This ensures that volunteers are not used as substitutes for paid staff;

· The per capita staffing level is one full time equivalent staff member (excluding support staff) per 4000 people in a low density service radius area, one full time staff member (excluding support staff) per 6000 people in a medium density service radius area and one full time equivalent staff member (excluding support staff) per 10000 people in a high density service radius area. The number of full time staff per library is subject to the library category, the complexity of the services and the number of services that are provided;

· The provision of two full time employees (excluding support staff) per service point is not negotiable;

· For safety reasons, a minimum of two staff members including support staff, are in the public library during all open hours;

· Twenty eight percent (28%) of the full time employees of public libraries (excluding managerial and support staff) are qualified librarians of which one third is assigned to the delivery of specialist children’s and youth services and one third to the delivery of specialist reference services;

· The staffing level for bibliographic services is directly linked to the prescribed cataloguing output standards in relation to the library materials acquired city-wide (purchased or donated);

· An annual survey is conducted to measure user satisfaction with library services staff and the success in gaining information as a result of a search. The following should be achieved:

Success in gaining information as a result of a search: 70% of the users.

Users rating the knowledge of staff as ‘good’ or ‘very good’: 85%

Users rating the helpfulness of staff as ‘good’ or ‘very good’: 85%

3.2. Materials and Collections:

Objective: To provide a wide range of materials, electronic resources and information resources in a variety of formats, in sufficient quantities, relevant, current and useful, to meet the needs of all members of the communities.

The relevance, accuracy, quantity and quality of a public library collection determine the cost effectiveness of a library. The level of investment in books and library materials is one of the major factors that direct the level of services.  Up-to-date and attractive book stocks are central to keeping public libraries alive.  The dynamic nature of modern society and the generation of information directly affect book collections. Book collections are very dynamic in nature and require a constant inflow of new material and outflow of old material to ensure that they remain relevant to the community and at an acceptable level of accuracy. Acquisition rates are more significant than collection size and are often determined by the size of the resource budget.

Standards:

· The library services have a selection/collection development policy based on community needs and the vision of the Council. It attends to selection responsibilities, selection criteria, collection specialities, purchase priorities; and evaluation;

· The library services have established a written collection development plan reflecting the library’s collection priorities, long and short term objectives, as well as a buying plan;

· The library services have procedures in place for acquiring and withdrawing materials, and for keeping a record of the number of items entering and leaving the collection;

· The library services collect and report statistics related to the availability and use of materials and electronic resources. A measure that is used to compare the effectiveness of the library collections is the number of items used on the premises and the number of circulations per capita of the community served – this information is incorporated into the planning process;

· The library services use inter-library loan to supplement, but not supplant, local collection development;

· The libraries participate in a system wide plan for resource sharing;

· All materials are accessible during all hours that the libraries are open;

· The library services allocate funds for purchasing materials based on its selection/collection development policy;

· The following categories of library materials and formats are provided in branch and regional libraries;

· Adult fiction;

· Adult non-fiction;

· Adult reference;

· Community information;

· Young adults fiction;

· Young adults non-fiction;

· Young adults reference;

· Children’s Fiction – picture books and story books;

· Children’s non-fiction;

· Children’s reference;

· Indigenous languages;

· Large print;

· Newspapers and periodicals;

· Study material;

· Educational and Indigenous games.

· The following categories of library materials and formats could be provided for use and loan by branch and regional libraries, depending on the need, available facilities and avoiding unnecessary duplication:

· Literacy collections;

· Braille and audio books;

· Posters and pamphlets;

· Government information;

· Maps;

· CD’s, CD ROMs and tapes;

· Videos/DVD;

· Local History;

· Sheet music and orchestral scores.

· The library services obtain sufficient funds from the Council in its annual operational budget to maintain, upgrade and replace needed materials. The allocation for the acquisition of new materials is not less than 8% of the annual operational budget, including salaries and allowances, of the library services of the City – linking performance/output with investment/input;

· The minimum stock level for a local community library is not less than 2500 books, with a minimum of 30% of its material published within the last five years; 

· The minimum stock level for a branch library is not less than 8000 books, with the minimum of 40% of its materials published within the last eight years – keeping a current reference collection (new editions are purchased to replace old editions and provide additional reading material as they become available);  

· The stock level for branch libraries per capita is:

· Up to 15 000:  From 1 to 1,2 items; 

· 15 000 – 50 000: From 1,2 to 0,9 items;

· Over 50 000: 0,9 to 0,7 items;

A minimum of 30% to 40% of the above materials per capita is purchased or acquired, published within the last eight years – keeping a current reference collection (new editions are purchased to replace old editions as they become available);

· The minimum stock level for a regional library is not less than 16 000 books, with the minimum of 50% of its materials published within the last eight years – keeping a current reference collection (new editions are purchased to replace old editions and provide additional reading material as they become available);

· The stock level for regional libraries per capita is:

· 15 000 – 30 000: From 2 to 1,5 items;

· 30 000 – 50 000: From 1,5 to 0,9 items; 

· Over 50 000: 0,9 items;

· The minimum number of newspaper subscriptions for a local community library is one, and minimum number of popular periodical subscriptions is six;

· The minimum number of popular periodical and newspaper subscriptions for a branch public library per capita is:

· Up to 15 000: 3 per 5 000 population;

· 15 000 – 50 000: 2 per 5000 population;

· Over 50 000: 1,5 per 5 000 population;

           of which a minimum of three subscriptions are newspaper subscriptions;

· The minimum number of popular periodical and newspaper subscriptions for a regional public library per capita is: 

· 15 000 – 30 000: 4 per 5 000 population;

· 30 000 – 50 000: 3 per 5 000 population;

· Over 50 000: 2 per 5 000 population;

            of which a minimum of five subscriptions are newspaper subscriptions;

· No new library is established with less than 0,7 book per capita;

· The discard rate and acquisition rate is in balance, and is based on normal wear and tear associated with circulating stock, in recognition that the value of a significant proportion of non-fiction titles reduces over time and that it be balanced against out-of-print and last copy requirements;

· Every item in the library’s collection is evaluated for retention, replacement, or withdrawal at least every six years to determine usefulness and accuracy according to the selection/collection development policy;

· An effective system of sharing and exchanging materials among branches is in place. This includes materials delivery service to libraries at least once a week;

· A minimum of one (1) circulation workstation, scanner and printer are provided at a local community library. If the circulation workstation is also used for reference work, a second workstation, with the appropriate software, may be needed; 

· For every 20 000 items circulated per annum, one circulation workstation and scanner are supplied, provided that the number of workstations does not exceed the number of staff (excluding support staff); 

· A minimum of one printer per two circulation workstations is provided;

· The library services provide access to electronic information resources for its staff and its patrons, including those with disabilities. This may be accomplished through a variety of means, including:

· On-line database searching;

· On-line library catalogue access, including OPAC; 

· CD-ROM databases;

· Digitised materials;

· Locally mounted databases;

· Remote full-text databases;

· Access to Internet;

· Electronic literacy programmes.

.

· The following minimum numbers of computer workstations with appropriate software are provided for public use:

· Local community library – 2 (one for the use by children/young adults)

· Branch and Regional libraries – 1 per 5000 population or part thereof (a minimum of 30% of the equipment is situated in the children’s and young adult’s sections);

· A minimum of 40% of computer workstations are connected to printers for public use;

· A minimum of 50% of the service points of the city provides access to Internet for their patrons. The libraries with Internet access for the public participate actively in the establishment of a comprehensive, internet-based, information network on services, products and opportunities (community information services);

· A policy is in place that guides the use of access to electronic information;

· Obsolete technology/equipment is replaced in terms of the City’s replacement policy.

· The catalogue of the library services is available to the public after hours on the Internet for enquiries;

· The web-page of the library services on the Internet is maintained and contains current information;

· The library services maintain a web-page on Intranet to guide and inform staff on library issues and to provide links to useful discipline-related web-sites; special attention is given to information and advice on children and young adult services and projects;

· Reserve stock/stores: 

· A collection of older and lesser-used books is maintained in stores not directly accessible to the public;

· The stores only contain books that have current or future use and that cannot be replaced or found in any other format;

· Books are also sent to the stores for re-selection/allocation to other libraries and must therefore be clean and in a good condition; 

· Subject collections that are used on a regular, if limited, basis and out-of-print fiction are stored;

· The maintenance of the reserve stock is regular and ongoing and once a year a thorough weeding exercise takes place;

· The library services accept that Internet access and use of electronic databases reduces the need for public libraries to keep extensive reserve stocks.

4.      SERVICES:  LENDING, REFERENCE, CHILDREN etc.

Objective: To provide services that optimise the use of the material collections, that provide the greatest satisfaction possible to the users, that are comprehensive and timely, are based on need and reflect the changes and profiles of communities as well as support traditional needs and new technology.

In terms of the 2030 vision for the City it is essential to adjust and link services to priorities. It is a matter of linking and crossing the bridge between the have’s and have not’s – a culture of reading and access to technology versus traditional reading needs. The priorities, namely children’s services, science and technology, are very far removed from each other, however, history bears testimony that public libraries have adjusted since their establishment to suit the needs of every generation. The library services of the City must live up to the standards set throughout the history of public libraries.  

The following services, which should be easily accessible to the user in a variety of formats and media as well as emphasized in terms of priorities, are provided: 

· Loan of books and other media;

· Provision of books and other materials for use in the library;

· Information services using print and electronic media;

· Readers’ advisory services including reservation services;

· Community information services;

· User education;

· Literacy services;

· Programmes and events;

· Study services/facilities.

It is also very important to accept that service provision is not to be confined to the library building but also taken directly to the user where access to the library is not possible, for example, crèches, schools, informal settlement areas, and so on, that are out of the direct service radius of the library.  

4.1. Lending services:

Objective: To encourage members to borrow certain materials and accept responsibility for their care and return so that they are available for other users.

Standards:

· A collection of books and other library materials are available for loan to registered members;

· The by-laws of the library services form the adopted city wide policy that governs the circulation of materials;

· The computerized library system is an efficient system for keeping track of all loans and overdue loans;

· The regional staff are responsible for maintaining an accurate computerized file of library members, home addresses, mailing addresses and telephone numbers;

· The libraries offer a reservation service, whereby library members can request to be notified (at a stipulated cost) when materials that are on loan to another member or in the process of being prepared for public use become available for loan.

4.2.      Reference and Information services:

Objective: To satisfy the information needs of library users by accurately identifying the information required and then either guiding the user to the most appropriate information source or providing the information itself;  

Standards:

· Selection of material for the reference collection is done by professional staff who have the ability/experience to evaluate material available and select the most authoritative works;

· The professional staff is familiar with and fully trained to utilize the computerized library system optimally in the retrieval of relevant non-fiction library resources;

· To provide a minimum standard of reference service, a Basic Reference Collection is provided at branch libraries that includes the following:

· Dictionaries; for example, English language, Indigenous languages, biographical.

· General encyclopaedias;

· International almanac (eg. Whitaker’s);

· International yearbook;

· Atlases;

· Statistical material;

· Specialist encyclopaedias e.g. social sciences, physical science, technology;

· Literature;

· Specialist subject material of local interest, for example, community and business directories;

· Telephone and fax directories;

· Yearbooks for South Africa and countries that have an impact on South Africa;

· Electronic resources, if selected to have access.

             and the Reference Collection in Regional libraries also includes:

· Bibliographies;

· Government directories;

· Comprehensive statistical material;

· Guides to the legal system;

· Indexing and abstracting and other bibliographical services;

· Language dictionaries;

· Specialist dictionaries and encyclopaedias;

· Statutes;

· Yearbooks of countries;

· Electronic resources.

· The library provides reference services to users of all ages and levels of literacy in person and by telephone the entire time it is open;

· The library provides reference services to users with disabilities in formats they can utilize;

· The library provides staff with extensive general knowledge and trained in reference work, including reference work with children, during all hours the library is open;

· The library has in place procedures that accurately record and measure the number and types of requests for information that are made and which requests have or have not been answered satisfactorarily – this information must be incorporated into its planning process;

· Libraries that have Internet and access to electronic resources, have staff trained to assist users in the effective use of technologies necessary to access electronic and other non-print resources;

· The library services participate in system-coordinated backup reference, interlibrary loan service, and delivery service to provide accurate and timely service;

· The library collects information about the local community and makes it readily accessible (community information). It is linked to the role and responsibility of the library to participate in the establishment of a comprehensive, information network on services, products and opportunities within the community and the City;

· A minimum of one public library per region collects information on the region’s local history and has a comprehensive audio collection on the culture/history/traditions of the region;

· The librarian accepts that the vast amount of information that can be accessed via the Internet is of variable quality and accuracy and that it is a key role of the librarian to guide users to accurate information resources that will meet the user’s requirements.

4.3    Readers’ advisory service:

Objective: To match users’ leisure needs with the recreational and general materials and vice versa.

Standards:

· The professional library staff and library assistants know the recreational stock of the library (adult-, young adult- and children’s materials), focussing on being able to identify the author of books featuring a certain character, determining the author of a series, finding novels written about a certain time period or in a particular genre, finding biographies about a kind of person, and so on.

· The professional staff is familiar with and fully trained to utilize the computerized library system optimally in the retrieval of relevant fiction library resources;

· The professional library staff is skilled, equipped and experienced to be able to link the recreational reading needs and reading levels of children, young adults and adults to the required recreational materials;

· The professional staff promotes library materials by individual authors or on themes that are of particular or current interest (eg. material lists, book talks, special displays, etc.).

· The library services preserve the oral culture, history and traditions by tape recording it and making it readily accessible;

4.4.     Children’s/Young adult’s services:

Objective: To provide services that are designed especially for infants, pre-schoolers, school aged children up to grade seven and school aged young adults up to grade nine, thereby ensuring that services are delivered in relation to the different levels of intellectual, emotional and physical development.

Standards:

· The library services have an adopted policy and strategy in place that governs the provision of children’s/young adult services and deals with issues such as access to the adult collections, the library’s relation to local schools and the possible sharing of facilities and the library’s contribution towards making the City child-friendly;

· The library services accept the responsibility to support the process of learning to read, and to promote books and other media to children/young adults;

· The library services provide special events for children and young adults, regularly and continuously to encourage the use of the library from an early age, to promote lifelong use of libraries, to stimulate a love of reading and to impart important information and skills. Special attention is given to programmes and exposure to science and technology projects; Examples: book talks, story hours, discussion groups and clubs, information programmes on special topics, and so on;

· The library provides a collection of circulating and non-circulating materials that is primarily for use by children, ensuring that the purchase ratio is adhered to in terms of the collection policy and aiming to provide a minimum of 1,5 books per child in the catchment area of the library; 

· Children’s stock is used up fast as it gets hard wear and tear – 10% of the allocated budget for children’s books is used to replace worn out items;

· Materials for young adults reflect their interest and culture and it is necessary to acquire items that are not traditionally part of a library’s resources, for example popular novels, book and television series, music, video tapes, DVD’s, teenage magazines, computer games, posters, well illustrated information sources, comics and graphic novels. The help of the young people must be enlisted to select the materials. Special attention is given to interesting and eye catching items (traditional and electronic) on science, mathematics and technology;

· The librarian for young adult services promotes programmes on career guidance, science and technology and information literacy skills;

· A focal point or separate “corner” of the adult (preferable) or children’s area is dedicated to young adults and reflects the preferences of the users in terms of decoration and furnishing;

· If it is not possible to have a children’s and young adult’s specialist available at a local community library, one staff member (with the needed enthusiasm and interest) is nominated to take responsibility for the children and youth services and activities – the selection of materials remains the responsibility of the specialists in the region;

· Branch libraries have a qualified librarian responsible for children’s and youth services with the necessary library assistants for support and assistance; 

· Regional libraries have one specialist in children’s services and one specialist in youth/young adult services with the necessary library assistants to assist them with programmes;  

· Departmentally integrated services are delivered to children and young adults:

· Education – Liase with the Gauteng Department of Education (Principals/Teachers) to obtain information about policy and trends including curriculum requirements; have regular displays on technology, science and maths; liase with science, mathematics and technology teachers to provide active support in terms of resources and projects; invite speakers/experts to address the youth on science and technology 

careers.

· Community Centres/Recreation – Liase with the recreation officers to provide joint activities, for example holiday programmes, after school care and homework assistance (the facilities at libraries for safe and quiet places for after school learning and revision are limited and community centres are used by librarians/teachers);

· Social Services – Liase with social services if librarians notice learning problems that could be associated with abuse, invite social workers to address the children/youth on drug abuse and sexual matters, link the child or youth in need of care to social services;

· Health Services – Use maternity wards and baby clinics to publicise library services and the need to be introduced to books from a very early age; invite health workers to address the youth on HIV related matters; have regular displays on problematic health topics; refer possible patients to the health services.

4.5
 Programmes:

Objective: To attract new users to the library, to increase awareness and use of the library resources and services and to provide a neutral public forum for the debate of issues.

Educational, recreational, informational and cultural programmes are directed at children, young adults, adults and special groups in the community, Programmes are commonly held in the library (preferably when the library is promoted) but outreach efforts may require that some programmes be held off-site.

Standards:

· The library provides public programmes free of charge and in physically accessible locations for children, young adults and adults;

· The library plans and evaluates programmes for potential users in terms of community demographics (age, education, income levels), availability of programmes from other organizations in the community, local need and interest.

· The library services co-ordinate citywide programmes to celebrate National Library Week, World Book Day and Readathon/International Literacy Day;

· The library has organized programmes/campaigns that encourage the culture of responsibility for the public library in the community; 

· The library has organized programmes/campaigns that encourage and promote the return of defaulted items by the library members;

· If available, the library provides space on the library premises for public meetings, programmes and gatherings not initiated or organized by the library – the allowed gatherings are non-political and non-religious and are regulated in terms of the by-laws (bookings, clean-up, fees).  

4.6.       Literacy promotion:

Objective: To offer illiterate and semi-literate people a chance to learn to read and write by making available traditional and computer-based literacy tuition as well as to actively support any other activities that promote literacy.

Reading, writing and the ability to use numbers are basic prerequisites to functioning as an integrated and active member of society. With the country’s and subsequently the City’s, high illiteracy rate among its residents, the library services are committed to making a difference in peoples’ lives by teaching literacy skills, thereby assisting the City to create opportunities for residents to have access to self sustainability/employment.

Standards:

· A fully trained and experienced literacy facilitator is employed per region;

· The library services accept the following training courses for recognition as a facilitator: PROLIT training for the provision of traditional literacy classes, Media Works for computer based literacy training and the University of South Africa (UNISA) one-year diploma course.

· The regional library (and identified branch libraries) offers English-based literacy training from level 1 – 4 as well as numeracy training;

· The success rate per class (accreditation of completed levels) is aimed at 50% of the learners; 

· If available, the library services offer facilities for literacy training by non governmental organizations, free of charge;

· The library is one of the partners in the literacy-training-network of a region and as such is knowledgeable regarding all the partners  (names, addresses, venues, number of learners), levels of training and output (success and failure rate) that is accomplished in the region;

· Book boxes containing one or more copies of titles at the correct reading level are available to learners at the literacy facility and for loan to non-governmental  and community based literacy centres for support reading, conducting of ERA Reading Circles and similar activities; 

· The literacy facilitator of a region works very closely and in partnership with the Social Services section, and in particular the Skills Development Centres to ensure that newly acquired literacy skills are used for economic advancement and self sustainability;

· The Easy Reading materials or literacy materials are linked to the literacy activities in the Region and a collection of materials, programmes, tools and support items is housed by each regional library for access/loan/contribution by the facilitators in the region.

4.7.      User education:

Objective: To assist the users in developing skills that will enable them to make the most effective use of the library’s resources and services.

Standards: 
· The library develops programmes for user education regarding the role and use of libraries, the responsible use and care of library material, available resources (books and electronic) and how to access them.

· Guided tours of the library take place regularly and the librarian introduces every new member to the library layout/building and the tools of access (catalogue and technical equipment) as well as discussing available services.

· Tours for groups are organized in co-operation with the institution from which they come and are planned according to the needs of those taking part.

4.8.     Study Services:

Objective: To assist and support students of all ages with their formal education.

In many areas of the City, the public library is the only available facility that provides room to students and scholars to sit and study. Unfortunately, the older library buildings were not designed for this purpose and cannot provide study facilities as needed and required. The reference area of such buildings can also not be used to accommodate students, as scholars who make use of the reference collection usually need it. Most of the higher education institutions (including distance learning institutions) deny this is a problem and do not acknowledge their role in finding a solution or forming a partnership with the public libraries to provide for the need. It is therefore not possible to formulate any standards for the rendering of study services as required by the students of the City. The only possible proposal towards a standard is that, a policy be developed to address the need for study facilities and services.

5.      MARKETING AND PROMOTION

Objective:  To make the residents of the City aware of library services, programmes and facilities and to implement publicity strategies that assist with the creation of a reading culture.  

Standards:

· The library services have a written communications, marketing and promotions policy to enable it to undertake a planned promotion of its services to the public;

· A communication strategy and methods of evaluating promotional programmes are included in the marketing and promotion policy;

· A long-range communication strategy incorporates a range of techniques such as:

· Library newsletter;

· General information brochure;

· Newspaper articles or columns;

· Annual report available to the public;

· Television and/or radio exposure;

· Posters, flyers, book marks;

· Presentations to community groups;

· Exhibits, displays, bulletin boards;

· Participation in community events, fairs, parades;

· Advertising items;

· Direct mail promotions;

· Library websites;

· Links to and from related websites;

· Friends of the library groups;

· Special celebrations of library calendar events, such as National Library Week, World Book Day, etc; 

· Special celebrations to acknowledge national and international days/weeks of remembrance and tribute;

· Fundraising activities and campaigns.

· Library staff are trained to use communication media to promote the library service and respond to media enquiries;

· Librarians are able to write articles for local newspapers and are able to promote the library via computer and telecommunication networks;

· Library management is able to interact with decision-makers to secure support for the library services (lobbying);

· Library management involves the City management and councillors in major activities such as the opening of a new library, National Library Week celebrations, the introduction of a new collection and the inauguration of a fundraising drive.

CONCLUSION

The set of basic standards for the provision of public library services to the residents of the City, is the point of departure towards the future. It is the direct link between those responsible for delivering the service and those responsible for directing and financing the services. Commitment to the delivery of standard public library and information services by all role-players is required to achieve success.  

Addendum.

DEFINITIONS OF TERMINOLOGY

Abstracting: Writing a summary of a document (book, pamphlet, periodical article, electronic resource), thereby creating an abbreviated representation (an abstract) of the subject matter contained within the document, based on the needs of various categories of library and information services users. Abstracts, produced in-house or commercially, are accompanied by details of the author, title, publication etc. to allow for easy location and retrieval of the original document by users, and may be combined with indexing terms.

Acquisition of Library Materials:  The processes involved from immediately after selection, through checking, ordering, passing invoices for payment, tracking expenditure and recording into the library bibliographic database.

Adult services: Library services provided to adults (about 19 years+) including mainly the selection, issue and discharge of materials, and reader guidance in libraries not limited by subject specialization.

Advocacy: It is a planned, deliberate, sustained effort to raise awareness of a cause or idea. A Library Advocate is a person who appreciates libraries and their role in society to the extent of speaking and acting publicly in their support, especially when funding and the freedom to read are at stake.  

Audio-visual:  Information in any audio or visual format, but excluding visual material in paper format.  E.g. videos, slides, CDs, CD ROMS, audio tapes.

Authority control: The process of ensuring that every name, uniform title, series or subject that is selected as an access point in the library’s catalogue is unique and does not conflict with any other entry. Authority records are established for names (personal and corporate), subjects, uniform titles following appropriate international standards and codes. A network of references is the frame that holds it all together and directs users to the correct form of entry.  

Bibliographic database (Library Catalogue): Forms the core of any library system and is the result of “closely reasoned classification and description of all kinds of materials, produced according to recognised cataloguing standards and procedures, adapted to the requirements of a specific library and its users”.

Bibliographic resource: An expression or manifestation of a work or an item that forms the basis for bibliographic description. A bibliographic resource may be tangible or intangible.

Bibliographic services: The whole process of acquisitioning of library materials from immediately after selection, through checking, ordering, passing invoices for payment, tracking expenditure, cataloguing, classification, subject analysis (including fiction categories) and physical preparation for shelf-readiness. 

Call number: It is the address (usually a Dewey Decimal Classification Number) of where a library item is located and should be consistent both on the item and the bibliographic record in the library’s computerized catalogue.
Cataloguing and Classification: The description of all types of material according to prescribed international standards, to make library resources accessible to users through a manual catalogue or computerized bibliographic database. It includes bibliographic description, classification, subject analysis, authority and quality control and library database management and maintenance.

Children’s book materials: It is materials in book form that are suitable for children from 0 to 12 years including Picture books for toddlers (pictures on simple themes and daily life), Picture books (heavily illustrated stories suitable for reading aloud to young children), Picture books for older children (illustrated stories for children to read themselves), Life experiences (picture stories about life changing events), Easy facts (non-fiction in picture book format), Read aloud (stories that can be read to children), Beginner reader (for those just starting to read), Easy to read (for practising reading skills), Stories (for fluent readers) and non-fiction (factual books classified according to the Dewey classification system).

Children’s services: Library services provided to children from birth to about 12 years of age. This includes story times and other extension services for children in the library, primary school visits to the library, visits by librarians to primary schools, and all other liaison with crèches, pre-schools and primary schools, as well as the core children’s services (selection of materials, issue and discharge of materials, reader guidance, assistance with school projects). 

Circulation workstation: It is a personal computer or a terminal (with a barcode scanner) situated at the circulation counter/desk with access to the computerized library catalogue on the library system and which are used to issue library material to borrowers and to return library material from borrowers.

Community Library versus Public Library: Public libraries and community libraries are agencies that collect, organise, preserve and make available books and other information materials without restrictions. Because of size, services and where it is situated, the public library is readily available and accessible to the general public. The community library is small in size and its location limits access to the local community.  

Community information services: Provision of information usually unique to a relatively small geographic area, e.g. names of local schools, names of doctors in the area served by the library.

Computer-based literacy classes: Each learner has an opportunity to work in an interactive session on the computer programme, working at his/her own specific level and pace for half an hour, followed by a half hour reinforcement session – mainly completion of written exercises on a matching worksheet – alone and away from the computer. At regular intervals individual learners or learners at the same stage meet with the facilitator to discuss their progress, iron out problems and for oral language reinforcement. 

Computer literacy: Ability of the user to understand the fundamentals of a computer, namely hardware, operating system, and applications; knowledge of what a computer is capable of, and basic first-hand skills in the use of a keyboard, mouse, word processor, spreadsheet, and the Internet.

Core library service: The provision of library materials relevant to community need, and public access to those materials at hours convenient for the community served.

Defaulted items: Library material that were issued to users but that have not been returned within a specified period in time in spite of the fact that reminders were posted to the user as well as an account for the replacement value or price for the defaulted items as determined by the current approved library tariffs.

Dewey Decimal Classification (DDC): Classification organises knowledge into logical categories. The DDC is one of the oldest and most widely used general knowledge classification schemes in the world. The scheme was conceived by Melvil Dewey in 1873 and is called Decimal because it divides knowledge into ten main classes which are further divided into ten divisions, which are each divided into ten sections (giving a thousand together). Each section can be further divided in a similar way and the classification system can be expanded indefinitely for new subjects.

Electronic resource: Material (data and/or programme[s]) encoded for manipulation by a computerized device. This material may require the use of peripheral directly connected to a computerized device (e.g. CD-ROM drive) or a connection to a computer network (e.g. the Internet).
Emergency closures: Closure of the library to the public where advance notification of at least five working days was not given to the library users.

Enquiries: Requests for information from members of the public that require the staff to use the resources of the library to satisfy them.

ERA Reading Circle: A reading group conducted on a regular basis by a library staff member at a literacy centre or in the library to encourage leisure reading and the use of libraries. Books are read and discussed. 

Extension activities: Activities designed to promote the library services and/or a reading culture, e.g. book talks, reading circles, book fairs, etc.

Fiction: Imaginative writing which usually takes the form of novels and short stories. For the purposes of our services and to aid users when selecting fiction items on the open shelves, categories identifying the theme or genre (e.g. medical fiction, horror stories) are assigned to each fiction work and the symbol is inked on the spine of the item.

Fiction categorisation: Assigning of symbols to fiction to identify genres (e.g. Westerns), themes (e.g. Legal stories) and types of material (e.g. Beginner readers). These category symbols are inked on the spines of books to easily identify them to users when they browse the shelves. Categories are accessible to users through in-house subject headings on the catalogue. 

Friends of the library: Organizations of interested members of the community, that have the purpose of supporting the work of the library, and actively raising funds for various library activities. “Friends” can exist at local library level and specialist library level, and on a wider city level. The funds that are raised do not supplant the basic funding structure of the services.

Fundraising: The process of soliciting money from outside local government for the development of library services. Public library services remain the responsibility of local government and are not dependent on fundraising for the provision of core library services.
Generalist activity: An activity requiring on-the-job training and skills development rather than professional academic qualifications.

Illiteracy: Inability to read and write.

Indexing: Analysing the contents of a document (book, pamphlet, audio-visual or electronic resource) or collection of documents and translating the results of the analysis into terms for use in an index – an organized grouping of such terms to allow location and retrieval of information within a document. Indexes, produced in-house or commercially, are accompanied by details of author, title, publication, etc. and may contain abstracts. 

Information services: Library services whose primary function is the collection and, if necessary, preservation of reference materials, and whose resources are made available to fulfil requests from the public for specific information.

Information systems support: The technical and advisory back-up, software support and troubleshooting provided by the suppliers of library computer systems, and library staff who have acquired some technical knowledge of the system.  

Information technology: The study or use of systems, especially computers and telecommunications, for storing, retrieving and sending information.

Inter-branch loans: The procedures involved in the retrieval and loan of materials from one library to another within the City of Johannesburg area, usually in response to specific requests from users.

Inter-library loans: The procedures involved in the retrieval and issuing or photocopying of materials requested by another library outside the area of the City of Johannesburg; the procedures involve the checking of holdings of other libraries outside the City’s area for availability of requested material, and the borrowing of that material for users of the library where the request originated. The Johannesburg Library is responsible for the operation of the system for all the libraries of the City.

Internet: A large, loosely organized world-wide interconnected network of computers that lets a computer in one part of the world communicate with a computer or computer network located somewhere else in the world, using either an ordinary telephone line or a special dedicated data line, such as optical fibre or a satellite link. It allows for the exchange of messages and the sharing of information.

Intranet: It is the use of Internet technology within a closed environment, for example within an organization such as the City of Johannesburg. Information, databases, and documents may be updated centrally and made available immediately to all employees and branches, and they, in turn, can interact with the system. The same standards and protocols as the global public Internet are used.

Issue statistics: The figures reflecting the number of library items issued to members of the public, usually available by various book and borrower categories.

Literacy Facilitator: It is the person who makes learning happens, i.e. a “teacher” in old-fashioned school terminology. Research has found that trained school teachers rarely make good facilitators in that they teach rather than facilitate and usually treat adults like children, failing to recognise their prior learning and life experience in the learning process.
Literacy services: All facilitation and/or direct provision of functional and computer literacy training, and the support of functional literacy by the provision of easy-reading material.

Literacy support items: These are items to bridge literacy learning into real-life situations where it is not possible to do facilitation in that situation, e.g. shopping, banking. The suggested items include a selection of identical brochures, pamphlets and flyers; forms used at banks, clinics, post office etc., empty tins; cartons and packets to practice budget-wise shopping; old magazines, cuttings file compiled by learners; pinning board to display cuttings, notices and learners’ work.    

Literacy tools: In order to successfully facilitate literacy classes it is essential to collect and provide materials that will enhance learning through practical application, such as a set of Oxford ABET learner dictionaries, a number of identical telephone directories (both White and Yellow Pages), different plans and maps (specific to the local area, region, city and country), a globe of reasonable size, posters and large pictures. 

MARC (Machine-Readable Cataloguing): It is a format standard for the storage and exchange of bibliographic records in machine-readable form. It organises bibliographic information through coded fields and sub fields and has become the standard used by most library computer programmes. Using this format allows users to search by author, title, subject and other coded fields and it allows for the transfer of catalogue records in a structured form from one library computer system to another.
Marketing: All techniques/activities/processes designed to encourage increased usage of libraries.

Monograph: A non-serial item (i.e. an item either complete in one part or complete, or intended to be completed, in a finite number or separate parts).

Multi-media: A combined use of information in a variety of physical and electronic formats.

Multi-purpose facilities: The development of a site to accommodate a number of different facilities to provide socially inter-related services to the community e.g. clinic, recreation centre, community hall, library, crèche, sport fields, study centre etc.     

Non-fiction: Writing is a factual, e.g. dictionary, biography, encyclopaedias.

Processing of library materials: The physical processes involved in preparing library materials for shelf-readiness, e.g. Bar-coding, labelling, inking, covering and dispatching to libraries.

Public library versus Community library see community library versus public library. 

Public-Private partnerships: Partnerships between local government and the private sector, entered into for the purpose of improved service delivery.

Public Relations: The practice of creating, promoting or maintaining goodwill and a favourable image among the public towards libraries.

Publicity: All techniques/activities/processes designed to attract public attention to libraries and their services.

Purchasing see Acquisitions of library materials

Reader’s advisory services: Recommending suitable library material to the reader after determining the user’s educational, informational, recreational and reference needs.  

Reference: A direction from one heading or entry to another.
Reference source: Any publication from which authoritative information may be obtained. Not limited to reference works.

Reservations: Requests submitted by users for specific items not immediately available at the service point where request is made, and the process of handling such requests.

Selection of library materials: The professional decision-making involved in the choice for the purchase of library materials, taking into account the immediate needs of the community served, the nature of the collection, the selection policy principles and the balance of the materials within that collection. It is also applicable to the choice and acceptance of gifts.

Semi-literate: A person who can read and write his/her name and simple text but not able to read sufficiently well to make informed decisions and function on a day-to-day basis in society.

Serial: A continuing resource issued in a succession of discrete parts, usually bearing numbering that has no predetermined conclusion. Examples of serials include journals, magazines, electronic journals, continuing dictionaries, annual reports, newspapers, and monographic series.

Series: A group of separate items related to one another by the fact that each item bears, in addition to its own title proper, a collective title applying to the group as a whole. The individual items may or may not be numbered.

Service radius: It is a pre-determined distance from the library within which that library provides services to the residents in the area. In practical terms, it is the drawing of an imaginary circle with the library as centre point, on a map.

Service radius density: The population density of the service radius area of a library in terms of the Geographical Information System of the City of Johannesburg – A low-density area accommodates less than 137 people per km2; a medium density area accommodates between 137 to 346 people per km2; a high-density area accommodates more than 346 people per km2.

Specialist activity: An activity requiring relevant professional academic qualifications.

Study facilities: The facilities provided by a library or other organisations that enable students to work in an environment conducive to study. Basic facilities would be a room with adequate lighting, chairs and tables; more comprehensive facilities may include computer access. Once facilities include library materials, they are regarded as information services. 

Study materials: Study materials comprise works that support the formal education syllabi of schools and do not include textbooks. Single copies of textbooks may be found in the reference collection to facilitate the retrieval of information.

Subject analysis: Examine items to determine subject focus in order to assign subject headings from a controlled vocabulary such as the Library of Congress Subject Heading System.

Support service: Administrative support provided within the library structure and/or within the wider organization.

Traditional literacy classes: A facilitator facilitates to a group of learners, who are more or less at a similar literacy level at one time, after which each learner, learners in pairs or smaller groups, do practical exercises. Facilitation is based on one person imparting information to others in a group situation and the learners do reinforcement exercises individually or together.

Uniform title: 1. The particular title by which a work is to be identified for cataloguing purposes. 2. The particular title used to distinguish the heading for a work from the heading for a different work.  3. A conventional collective title used to collocate publications of an author, composer, or corporate body containing several works or extracts, etc., from several works.

Usage statistics: The figures reflecting the number of people who use a particular library for any purpose during a given period.

User education: Training in how to use a library, where information is available, why to use a particular search strategy, what other sources can help and how to exploit them further. 

Web page: Information on the Internet is organized according to web pages, which are interlinked with each other. A web page is what is visible on the browser’s screen and is constructed using HTML (Hypertext Markup Language) – the document formatting language used to create web pages on the World Wide Web. 

Weeding: It is a process of examining existing stock to decide and determine which materials should be withdrawn from the open shelves. The process of weeding outdated, worn out, unused and misleading materials, makes space for new materials and makes the collection more visually attractive. 

Young adult services: Library services provided to teenagers from 13 to 18 years. This includes all extension activities with teenagers in the library, secondary school visits to the library, visits by the library staff to secondary schools, and all other liaison with secondary schools, as well as the core Young Adult Services (selection, issue and discharge of materials, reader guidance, assistance with school projects).
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