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USERS
GUIDE FOR DISCUSSION GROUPS
DRAFT - FINAL
The aims of the research are to provide a detailed qualitative understanding of the ways in which Information and Communication Technology (ICT) is used in libraries to help communities reach their goals. In particular it will provide information about how librarians provide services for individuals within their local community to use computers to improve their computer skills, and to undertake other activities/training in a variety of areas. These areas include: lifelong learning, employment, developing business skills, e-procurement skills, using e-government, and improving their health.

The qualitative research is intended to provide narratives/stories or case studies that will illustrate the benefits of ICT in libraries. It will be used to provide evidence to the EU/National governments/other organisations of the importance of libraries in delivering some of the initiatives coming out of Europe 2020. 

Fieldwork will be conducted in 17 countries:  Belgium, Bulgaria, Czech Republic, Denmark, Finland, France, Germany, Greece, Italy, Latvia, Lithuania, Netherlands, Poland, Portugal, Spain and the UK. 
Prior to the discussion group an interview will have been conducted with the librarian responsible for the library/ or a more senior librarian with wider responsibility. Please note: information from the librarian about the services provided about the library will be used in this discussion group. 

A total of 4 discussion groups (around 90 minutes each) will be conducted per country. Participants will be those using ICT in a public library. 

As with all qualitative discussion guides this document is not intended to be an exhaustive questionnaire but, rather, an indication to the interviewer of the topics to be covered, the approximate time to be apportioned to each area of discussion and to provide guidance around possible areas of investigation.  The discussion guide will be accompanied by an in-depth briefing of the interviewers, to provide them with a full understanding of the research and its objectives. 

1.
THE GROUP DISCUSSION (5 MINUTES) 

In this section the interviewer begins to develop the essential rapport with respondents, putting them at their ease and beginning to get to know them.

Interviewer

· Introduce self

· TNS Qual / local institute

· Independent research
Process

· No right / wrong answers

· Confidentiality

Subject

· Users perceptions of the benefits of ICT in Public Libraries 

3. INTRODUCTIONS (5 MINUTES)

Tell me a little about yourself?

· Age
· Your family 
· Job

· One of your interests / hobbies

4. USING ICT IN THE LIBRARY (10 MINUTES)
How often do you visit this library?
What are your reasons for using the library?
How would you describe the library environment? 
INTERVIEWER: ENCOURAGE PARTICIPANTS TO SHOUT OUT WORDS AND RECORD THESE ON A FLIPCHART.

How often do you use the computer/internet facilities (such as the internet, word processing and other packages, computer telephone calls, webcams, printing in the library, and so on (in a month)?
EXPLAIN THAT ICT IS THE TERM I WILL USE TO DESCRIBE ALL THESE COMPUTER AND INTERNET SERVICES.
What ICT services did you use last time, in the library?
What ICT services do you use most?
Apart from the library where else do you use ICT services?

Why do you use the ICT in the library rather than elsewhere? How does the library compare with other places for using ICT?
Probe: 

· Cost (CHECK WHETHER FREE SERVICES)
· Convenience location
· Convenience of other facilities (such as books, reference materials DVDs etc)

· Structured training sessions?
· Support and advice from staff?
Where did you first learn to use ICT? … in a public library? Why was it that you learned to use ICT in a public library?

5. ICT HARDWARE / SOFTWARE IN THE LIBRARY (5 MINUTES)
What do you think about the ICT hardware (computers, printers etc) / software (internet browsers, word processing, and other packages) provided at the library? Are you happy with the hardware and software? 
Probe: 

· The number of computers, the other hardware and software they provide

· Do they work reliably?
· Are they sufficiently up-to-date for their purposes?
· The speed of the internet connection (e.g. broadband or not?) What is this fast enough to do / not do? (e.g. download/stream videos etc)
· Whether users have access to wifi? IF KNOWN: What do they use it for?

6. STAFF WHO PROVIDE ICT SUPPORT TO USERS (15 MINUTES)
Does the library have staff available to provide advice or training in any aspect of ICT? By training I mean structured training of individuals or groups that may or may not lead to a qualification, and by support I mean more informal support, advice or assistance from staff to users.
What type of advice or training do they provide?

Can you give examples of any advice or training you have received from the library? 
INTERVIEWER: USE TWO FLIPCHARTS AND RECORD EXAMPLES OF “TRAINING” ON ONE FLIPCHART AND “ADVICE” ON THE OTHER. ADVICE WOULD INCLUDE EXAMPLES LIKE “DEMONSTRATING HOW TO GET ON THE INTERNET”; “EXPLAINING HOW TO PRINT AN ARTICLE”; “EXPLAINING HOW TO USE THE WEBCAM”.

Looking first at the list of Advice:

· How useful is the type of advice they give?

· What are the benefits of having staff available to provide this advice?

· How did the advice help you?

· Did it help you do things you would not have been able to do on your own?

· Overall how useful do you think it is that staff are available to provide this advice?

· If they were not available what difference would it make? (INTERVIEWER: ASK FOR EXAMPLES, FOR THEM AND FOR OTHER PEOPLE)
Looking now at the list of Training:
· How useful was the training?

· What are the benefits of having staff available to provide this training?

· How did the training help you?

· Overall how useful do you think it is that staff are available to provide this training?

· If they were not available what difference would it make? (INTERVIEWER: ASK FOR EXAMPLES, FOR THEM AND FOR OTHER PEOPLE)
7. AWARENESS OF SERVICES  PROVIDED IN THE LIBRARY (10 MINUTES)
Here is a list of ICT services that are/have been available in the library.
INTERVIEWER: SHOW STIMULUS 1 - LIST OF SERVICES THAT THE LIBRARIAN PROVIDED AT THE LIBRARIAN INTERVIEW.

· Are you aware of all these services?

· Have you ever used any of these services? Did they help? How?
· Are there any services here that you might consider taking up in future?
Do you think there are other people in this area who have not used ICT in a library that might benefit from any of these services?

· Who are these people? What type of people are they? 
· (PROBE: Older people, people with disabilities, people on limited income, unemployed people, job hunters, ethnic minorities including Roma) 
· What would be the benefits for them?

· What are the barriers they face that prevent them using ICT in public libraries?
· What could be done to encourage them to use these services?

8. MY EXPERIENCE OF USING ICT IN THE LIBRARY (30 MINUTES)
I want you to think about your experience of using ICT in the library. Try to remember your first experience and what it felt like. 
· Why did you first start?

· How did it feel?
· How confident were you?

· Did you have any concerns?

· What did you want to do?

· Were you successful or not?

· Why did you decide to use the library, rather than somewhere else?

Now think about your most recent experience of using ICT in the library.
· How did it feel?

· Are you more confident?

· Did you have any concerns?

· What did you want to do?

· Were you successful or not?

· Why did you decide to use the library, rather than somewhere else?

Now think about your achievements or progress in using ICT. 

· What have you been able to do using ICT in the public library?

· What things are you most proud of?

· Have other people such as friends, family or work colleagues commented on your achievements – what have they said?

INTERVIEWER: GIVE RESPONDENTS STIMULUS 2 AND READ OUT.
Look at the handout and you will see some of the things that other people have said about how ICT has changed people’s lives. 

Now think about whether using ICT has made a difference to your life. If it has made a difference to you we would like to hear your story.

INTERVIEWER: FACILITATE THE GROUP TO PULL OUT EXAMPLES OF IMPACTS. PROBE FOR BOTH THEIR OWN PERSONAL EXPERIENCES, BUT ALSO ABOUT THE EXPERIENCES OF THEIR FAMILY MEMBERS, FRIENDS, NEIGHBOURS, OR OTHER PEOPLE THEY HAVE SEEN AT THE LIBRARY USING THE SERVICES.
9. THE FUTURE (8 MINUTES)
Now that you used ICT in a library....
· Would you like to continue learning about how to use ICT?
· Are there any barriers that are stopping you from continuing your learning using ICT in the library?

· Not enough computers?

· The opening hours?

· More staff?

· Other barriers?
Do your new ICT skills open doors to you to do new things in the future?
· 
What are the new opportunities?
In the current economic climate, where public funding is tight, how important do you think it is that libraries continue to receive funding to provide free access to ICT advice and training? Would you say that funding should increase, stay the same or decrease? 

· Why do you say that?
If ICT funding was to be increased

· How should it be used? What should the money be spent on? (For example, ICT available in more libraries, longer opening hours, more staff, more computers?)

· What would be your top three priorities?

· What would be the wider benefit for the area / country / economy? 

10. WRAP-UP (2 MINUTES)
Is there anything else you would like to add? 
Thank and close.
STIMULUS 1

LIST OF SERVICES THAT THE LIBRARIAN 

PROVIDED AT THE LIBRARIAN INTERVIEW 

Institutes need to use the list of services identified 

by the librarian in the Library Manager interview. 

STIMULUS 2

POWERPOINT SLIDE
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