LIBRARY MANAGER
GUIDE FOR DEPTH INTERVIEWS

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, 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. 
A total of 5 depth interviews (around 60 minutes each) will be conducted per country. Participants will be those working in libraries including those delivering/supporting ICT within their library. Two of the five respondents should be senior librarians who may have a more strategic role developing/supporting a number of libraries across a wider area, region, or even nationally.
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.
INTRODUCTION (2 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

· Librarians perceptions of the benefits of ICT in Public Libraries 

2. BACKGROUND (2 MINUTES)

Explain to respondents: The Bill and Melinda Gates Foundation is sponsoring this research on “perceptions of the benefits of ICT in Public Libraries. By Public Libraries we mean those libraries that the general public is able to use which exclude school and university libraries even if the public can access these. It is being conducted in 17 EU countries. The research as you may already know comprises of a number of aspects including a survey with the general public, survey with library users and a survey with ICT users in libraries. In addition in-depth interviews are being conducted with 5 librarians per country and 4 discussion groups are being held with those who have used ICT in libraries. 
The purpose of this research is to understand what ICT services, training and advice is being provided, what librarians views are about the benefits of these services, and what impact these services are having on users across the EU. 

INTERVIEWER: SHOW STIMULUS 1.

In particular we want to collect information from librarians about whether they consider that public libraries are an important vehicle for delivering some of the Europe 2020 initiatives concerned with the digital divide, social exclusion, lifelong learning, employment, health, civic participation, accessing e-government, and developing skills in business and e-procurement.  
INTERVIEWER: CHECK FOR UNDERSTANDING AND IDENTIFY IF PARTICIPANTS HAVE ANY COMMENTS – IF SO NOTE THESE.

3. LIBRARIANS’ ROLE (3 MINUTES)

Can you tell me a little about your role?

Probe: 

· How long have you worked in your current role?

· What are your responsibilities?

4. THE LIBRARY (2 MINUTES)
Tell me about your library (or libraries in the case of senior librarians)?

Probe: 

· The number of staff employed in your library / libraries

· What type of area it is? Whether it is an area of advantage / disadvantage (Whether rich or poor?)?

· How would describe the type of community the library serves? 

· How many library users are there (per month/annum)
· (IF KNOWN) % of users out of total number of inhabitants covered by library
· Apart from ICT what other services does your library provide?

5. ICT HARDWARE / SOFTWARE IN THE LIBRARY (2 MINUTES)
What ICT hardware / software is provided at your library?

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. DETERMINING ICT NEEDS (3 MINUTES) 

How was it first decided that your library (libraries in this region) would provide support or training in 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.
Probe:

· When / how did it start? 

· Was the service developed as a result of local demand, or was it a decision taken centrally by local or national government to provide this service?

· If it was taken centrally, how was it tailored to local needs?

7. INCREASING ICT USE (6 MINUTES)
How does your library encourage the wider community to access public computers (and wifi if available) in your library?

What needs do you think there are in the local community that ICT services in your library could help to meet? 

Probe: 

· What are the barriers to meeting these needs?

· What would enable libraries to overcome these barriers (additional resources, partnerships, skills, finances)?
· In your view what would be required to significantly increase the scale of the services public libraries provide to meet these needs?

· How well trained are library staff to meet these needs? How motivated / committed are they?

INTERVIEWER: SHOW STIMULUS 2 – DIFFICULT TO REACH GROUPS

What difficult to reach groups (older people, people with disabilities, people on low incomes, unemployed people, job seekers and people from ethnic minorities (including Roma) have you in your community?

· What innovative approaches have been tried to encourage them to use ICT services?

· Have they been successful?

8. ICT SERVICES (10 MINUTES)
Thinking now:

· Firstly about the support and advice – what support and training in ICT does your library provide to users?
· Secondly about more structured learning opportunities or training courses – what training in ICT does your library provide to users?
INTERVIEWER: WRITE DOWN THE LIST OF SERVICES THAT THE LIBRARY PROVIDES AND CHECK WITH THE RESPONDENTS THAT THE LIST IS COMPLETE. THIS LIST WILL BE USED IN THE DISCUSSION GROUPS WITH USERS.

Probe for both support and advice and more structured learning opportunities: 

· Can you give me examples of some of the innovative things you are doing? 
· Who are these innovative services aimed at? 

· What are the benefits for users / wider community? 

9. LIBRARY STAFF (3 MINUTES)
Are staff at your library trained to provide support in ICT (e.g. help to do particular things like filling in forms online, using a printer/webcam) ? 

Probe: 

· How many are trained? 

· What training have they had? 

· How motivated are staff to provide support in ICT?

Are staff at your library trained to provide training in ICT (e.g. structured training of individuals and groups that may or may not lead to a qualification)? 

Probe: 

· How many are trained? 

· What training have they had? 

· How motivated are staff to provide training in ICT?

10. BENEFITS AND IMPACT FOR USERS (15 MINUTES)

There are a number of areas specifically related to ICT that we are particularly interested in discussing with you.

INTERVIEWER: USE STIMULUS 1 – THE ICT AREAS

Which of these 7 areas have your library been providing support or training in any of these areas? Which ones? 

INTERVIEWER: FOR EACH OF THE AREAS IDENTIFIED ASK:
· What innovative services are you providing?

· What support / training has the library been provided?

· Are you working with partners to develop this training? Has working with partners outside of the library had benefits for you or users?
· What types of people are using this support / training?

· What are the benefits for these users? / How do you know what these benefits are (are you evaluating the benefits?)
We are particularly interested in the impact of access to ICT and support/training on individuals and the wider community of the support / training that has been provided…
INTERVIEWER USE FACILIATATION SKILLS TO IDENTIFY THE IMPACTS FOR INDIVIDUALS AND OR THE COMMUNITY, TRY TO GET AS MUCH DETAIL AS POSSIBLE.
I would like to hear about some of the success stories that you would like to highlight?

· Has it increased their confidence?

· Are they less socially excluded?

· Has it changed what users can do?
· Has it had positive impacts on their job / business opportunities?

· Has it positive impacts on other aspects of their life such as health or their participation in the community?

· What impact has it had on the wider community? Does your library collect impact data?
11. COMMUNICATION (5 MINUTES)

Do you discuss other librarians innovative approaches to developing ICT in public libraries? 
Probe:

· What is the extent of this interaction with other libraries? How often?
· Do they exchange information and implement examples of best practice?
Have you communicated your views about the benefits and impacts of ICT in public libraries to a wider audience…
Probe:

· To your funders?

· Partners?

· Within the local community? Local media?

· Local or national organisations / government?

· Others?

How has this information been received?

What has been the outcome of this communication?

12. FUTURE (5 MINUTES)
In the current economic climate, where public funding is tight, and many families are finding it difficult financially, how important do you think it is that libraries continue to receive funding to provide 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? 

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

STIMULUS 1
AREAS OF ICT

Digital skills – providing users with the necessary skills to use computers and other computer software and hardware, as well as developing skills to develop their online skills.

Lifelong learning – providing training / support / or advice to enable users to learn. Lifelong learning would involve structured learning or informal learning aimed at helping users improve their knowledge and skills in any subject. It might be related to their interests, hobbies, job or whatever.

Employment – providing training / support / or advice to enable users to develop skills to help them find employment, increase their skills to get a job/or a new job, develop their existing job skills or develop their career. 

Civic participation - providing training / support / or advice to enable users to participate more in the community in which they live, or to take a more active part in civic matters such as volunteering, contributing to local decision-making (for example in housing committees, schools, hospitals, local services etc).

Health / Healthy living - providing training / support / or advice to enable users to take more responsibility for their health (or their families’ health) by learning how to have a healthy lifestyle (exercise, diet, smoking cessation) or preventing or managing illness.

E-government - providing training / support / or advice to enable users to deal with local or national government online, through using computers to submit government applications (including applications for subsidies / licenses etc), pay municipal fees or fines, or provide or download information.

Business/ e-procurement - providing training / support / or advice to enable users to understand how to set-up and run their own businesses, to develop their business skills and to learn how to use e-procurement services.

STIMULUS 2
DIFFICULT TO REACH GROUPS

OLDER PEOPLE

PEOPLE WITH DISABILITIES
PEOPLE ON LOW INCOMES

UNEMPLOYED PEOPLE / JOB SEEKERS

PEOPLE FROM ETHNIC MINORITIES (INCLUDING ROMA)
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