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Executive Summary

Willoughby City Library is a large public library servicing the Willoughby Local Government Area.  Willoughby City is a designated State Regional Centre.  As a regional centre Willoughby Council (and Library) must provide and maintain a level of service to library users at a far higher rate than the Willoughby residential population (61,608) would indicate.  As many people come into Willoughby each day for work or business as reside here.

While all libraries to some extent service users who are non-resident, the Willoughby City Library user base of 58,683 is comprised of 50+% non-residents.  That is, Willoughby City Council maintains a library infrastructure which supports equal numbers of residents and non-residents.

The Library consists of the Central Library at Chatswood, three branch libraries at Artarmon, Naremburn and Northbridge, and a community library at Castlecrag.  The Central Library at Chatswood averages 70,500 loans per month with approximately 1500 people visiting per day.    

The community in Willoughby is a very multicultural one with only 57% of residents born in Australia
.  Technology is also quite well accepted in the community and in the week preceding the 2001 Census, 55% of residents had used a personal computer at home.

Willoughby City Library is a member of the Shorelink Library Network, a computer network linking the five lower North Shore Councils libraries; Willoughby, North Sydney, Lane Cove, Manly and Mosman.  An outstanding example of co-operation between local government authorities, the Network comprises 159,000 members and 742,000 library items.  Willoughby is the largest member of the Network with 34% of circulation, 35% or members and 30% of the stock.

This submission reviews the role of libraries as providers of public information in the online environment according to the terms of reference of the Senate Environment, Communications, Information Technology and the Arts References Committee Inquiry.  The submission focuses on public libraries with reference to the Willoughby City Library regional responsibilities in information provision.

The submission considers three main aspects of library service in the online environment; infrastructure, knowledge and content.   The submission also emphasizes the key role of public libraries in ensuring access and equity for all members of the community.  A summary of recommendations is included at the end of the submission.

(a) the current community patterns of demand for public information services through libraries, including the provision of such information online;

Public library services are designed to facilitate access and equity for all library clients.  Accordingly, there are specific requirements for a number of key user groups in the community that relate to their use of online information resources:

Multicultural   

I. There is increasing demand for resources in languages other than English (LOTE) and resources for learning English. 

II. There is an increased need for general library information to be made available online in community languages.

III. Library systems and Internet facilities that use non-roman characters are required.

IV. Training is required for Internet and other PC based resources in languages other than English.

V. Enhanced capacity to search across multiple library catalogues for resources in LOTE is needed (eg. Z39.50 or similar).

Disabled

Public libraries focus on lowering barriers to online accessibility and library services for people with disabilities (visual, hearing, physical, and cognitive).

I. Resources need to be accessible locally for clients with limited mobility.

II. Assistive technologies should be available in all libraries, “Examples of assistive technologies that are important in the context of (online services) include the following: 

a. screen magnifiers, which are used by people with visual disabilities to enlarge and change colors on the screen to improve the visual readability of rendered text and images.
b. screen readers, which are used by people who are blind or have reading disabilities to read textual information through synthesized speech or braille displays. 

c. voice recognition software, which may be used by people who have some physical disabilities. 

d. alternative keyboards, which are used by people with certain physical disabilities to simulate the keyboard. 
e. alternative pointing devices, which are used by people with certain physical disabilities to simulate mouse pointing and button activations. “

Seniors

Seniors may also overlap with other categories indicated, including disability and multicultural needs.  The aging of the baby boomer generation will result in an increasing number of seniors in our community and they have particular online needs:  

I. In many cases they require training in basic computer skills (operating a mouse, operating Windows) as well as more detailed tutorials on the use of the Internet and the resources that are available online.   

II. Seniors may also be retirees with more leisure time available to use online resources for recreation and hobbies (eg. Family history research).  

III. The Seniors Online Strategy
 (NSW Government and Microsoft partnership) is a good example of the type of funding and programming that is required to meet the infrastructure and training needs of seniors.  The public library network should be included in these types of partnerships, assisting in providing access to equipment and training at a local community level. 

IV. Public libraries provide access to online technologies that seniors may not be able to afford to purchase on a limited income, or may wish to “try before they buy”  learning about the Internet and how to use it before investing in their own computer and ISP.

Youth

Youth is a term that encompasses a wide variety of individuals including: full time students at school, TAFE, university; unemployed people both longer term and current jobseekers, younger members of the workforce and homeless people.  Youth may be seeking access to online resources for a variety of purposes including job seeking, recreation, study, information and communication.  

I. Students require more accessible content online, available longer hours (eg. 24 hours per day) and in full text / digitized formats.  

II. Local studies is an integral part of the HSC geography curriculum and many of the resources contained within libraries are not digitized and accessible online.

III. Youth may not have ready access to online resources if they are not in formal education or living at home.

IV. Online resources are increasingly important in job seeking.

V. Computer facilities for communication and recreational use may not be readily available in libraries if they are in competition with more “studious” pursuits such as research.

Unemployed

Public libraries are traditionally a strong supporter of the unemployed in the community; providing resources for job seeking (newspapers, computers, Internet access, photocopiers, guides to preparing resumes), recreation, education and community information on volunteering and other activities.  

I. The unemployed suffer a disadvantage in accessing online resources as they do not have access via a workplace or educational avenue and often they cannot afford to have their own access from home.  The public library offers an accessible and affordable alternative.

II. Homeless individuals may access online services in a library for information about services available to them, or for communication via email.

Small business

Small businesses often do not have the resources necessary to do research that may be of benefit for their business.  Public libraries can provide these resources and assist with locating information, including:   

I. Resources for professional development (eg. Online sources for management techniques, accounting information, legal information).

II. Internet access for researching competitors and products.

III. Online resources for researching industries (eg. KOMPASS, Business Who’s Who)

(b) the response by libraries (public, university, research) to the changing information needs of Australians, including through the provision of online resources;

Libraries have responded to the explosion of demand for online resources in a number of ways; addressing the needs for infrastructure, knowledge and content as effectively as funds allow.

Infrastructure / access

I. Many library catalogues are now available online.

II. Many libraries provide remote access to databases (eg. EBSCO’s Australian New Zealand Reference Centre) and texts (eg. Netlibrary
 titles).

III. Local community information is collected by public libraries and made available online (eg. LINCS databases
).

IV. Internet access is free in NSW public libraries, funded in part by NSW.net and local government initiatives.

Knowledge / training

I. Public libraries provide Internet training for community members via formal training programmes eg. Internet Training Institute
, tutorials and one-on-one instruction as required.

II. Library staff provide expert assistance in searching, and educate customers in the resources that are available online.

III. Libraries promote the online resources that are available via links on library websites (eg. Willoughby City Library http://www.willoughby.nsw.gov.au/help/library/framerefind.htm).  

IV. Promotion of online resources also includes posters in the library and other promotional literature.

Content

I. Libraries provide full text resources online as much as possible, primarily in-house and some also for remote access where funds allow.

II. A large amount of valuable local information (historical and geographical) is stored in the archives of public libraries.  This invaluable resource should be a priority for digitization and online dissemination.   Some libraries currently provide access to their historical photographic collections online (eg. Canterbury City Library  www.canterbury.nsw.gov.au).

III. Library websites collect and arrange links for a local focus.

IV. Libraries include references to websites in their catalogues. 

(c) possible strategies which would enhance the wider use and distribution of information resources held by libraries, including the establishment of library networks, improved online access in libraries, online libraries, and greater public knowledge and skill in using library resources;

Infrastructure / access

A number of strong networks already exist in the library arena; these include the Australian National Bibliography, Kinetica
, Inter-Library Loan and Document Delivery networks and agreements (eg. Kinetica Document Delivery
, Ilanetweb
).  These networks could be further strengthened with:

I. Funding to encourage greater participation in the Kinetica database (costs currently discourage some libraries from contributing their holdings) and further development to enhance the Kinetica user interface.

II. Enhanced capacity to search the catalogues of other libraries (eg. Z39.50 protocol
).

Smaller networks already exist in the form of regional library services and cooperatives in both rural and metropolitan regions.  (eg. Riverina Library Service http://www.wagga.nsw.gov.au/rrl/ and The Shorelink Library Network http://www.shorelink.nsw.gov.au ).  

I. Online technology provides the opportunity for Statewide (eg. VICNET), Nationwide and International networks enabling libraries to share electronic resources.  

II. One of the major limitations faced by libraries is the speed for downloading information.  The varied quality of telecommunications connections in libraries presents a challenge for future growth of online services.  

Knowledge / awareness

Libraries have undertaken a number of promotional campaigns locally to increase awareness in the community of the services available at the local public library.   A successful campaign recently coordinated by the MPLA Multicultural Working Group On Multicultural Services advertised public libraries on City Rail billboards around Sydney.   There is a lot of scope for more advertising of library services and facilities in the media.

Raising the level of online skill in the general community is a vast, but highly achievable task.  With adequate funding and resources public libraries are ideally situated to offer training in the use of online resources on an ongoing basis.   Libraries can hold formal programs of training, tutorials or one–on–one sessions as required.  The public library network in NSW alone includes 382 service points throughout the state, providing substantial coverage of the residents of NSW.

Content

The need to provide more content online cannot be stressed enough.  Excellent communications and facilities are of little value without quality resources to access.  There are many special collections of national and international importance that could be targeted for digitization.

I. Picture Australia
 is an excellent example of the type of resources that could be created from the unique local studies material held in many public library archives.

II. An agency could be established to coordinate digitization projects; providing advice and services for digitization; copyright tracing and clearance and managing collaborative projects. 

III. Training in the identification and prioritization of resources suitable for digitization projects could be provided for public library archive specialists.

(d) the use of libraries to deliver information and services over the Internet to more effectively meet community demands for public information in the online environment;

Public libraries are highly valued and well patronized.   They have a well recognized role in the community as a source of information and are the logical place for the community to seek assistance in finding public information both in print and online.  During 1999-2000, there were 93.3 million visits to local government libraries, which represented 4.9 visits per head of population for the year.
  

Infrastructure / access
As a venue for accessing public information online libraries are cost effective and highly accessible.

I. Public libraries are public places and freely accessible to all the community.

II. Public libraries are often open long hours including evenings and weekends.  

III. Library staff are available to provide assistance and advice to clients seeking information.

IV. In NSW alone there are 382 public library service points
.

V. Library websites provide a launch pad to other Internet resources and often assemble links to public information websites.

Knowledge / training

Libraries could be used as an effective vehicle to promote public information resources; 

I. Providing training to the general public.

II. Linking to public information websites.

III. Including public information websites in web enabled library catalogues.

IV. Referring clients to relevant online sources.

Content

I. Public libraries actively participate in the collection and dissemination of local community information and in many cases publish databases and directories online.  

II. Public libraries collate information, including links on library websites with a local focus.

(e) the roles of various levels of government, the corporate sector and libraries themselves in ensuring the most effective use of libraries as a primary public information resource in the online environment.

Coordination and cooperation

I. At a National and State level there is a need for coordination of digitization projects, ensuring valuable collections are identified and prioritized for conversion.

II. Federal and State governments have developed excellent models for collecting and disseminating public information:  eg.  Business Entry Point
, VICNET
 and Government Entry Point
 websites.  These portals could improve their coordination between the state and federal levels to operate more effectively and seamlessly for clients.  

III. Electronic Public Information systems are found in many parts of the world.  Some good examples include; 

Multi-service Express, Victoria Australia  (http://www.me.vic.gov.au)

The entry point to online services provided by the Victorian State and Local Governments.

Overheid.nl (http://www.overheid.nl/info/english.html)

Overheid.nl provides access to the online resources of all Dutch governmental institutions, and organizations closely affiliated with the Dutch government, such as libraries, schools and health care institutions.   

Funding

Priorities for funding include:

I. Improving the bandwidth to public libraries throughout Australia, increasing download speeds and functionality.

II. Supporting the training in online skills available to the general public via the public library network.

III. Supporting the on-going training of library staff to maintain on-line skills and develop greater skills in the creation of digitized resources.

IV. Funding digitization projects to increase the amount of locally produced content of national and international significance available online.

V. Promoting public libraries as the portal to online public information.

VI. Supporting semi-syndicated initiatives like the LINCS
 databases where public libraries can share the workload of collating public information and disseminate it to a much wider audience.  

VII. Recognition of the responsibilities of regional centers, such as Willoughby City Council, in providing library service to non-residents should be reflected in funding applied to them.  For example, a per capita $ calculation which is twice the resident population.

Corporate sector

Strategic partnerships with the corporate sector, for example the Seniors Online Strategy
 partnership between the NSW Government and Microsoft could have included public libraries as a partner, utilizing a network and infrastructure already in place and accessible to the whole community.

The success of the partnership between the State Library of NSW and the Law and Justice Foundation of NSW to provide the Legal Information Access Centre
 (LIAC) resources in public libraries throughout NSW could be used as a model for other public information resources, eg. health or financial information.  

Libraries

One of the greatest challenges facing libraries in an online world is keeping staff skills and knowledge current.  The exponential rate of change and growth of online resources requires continual training and skill development.

Public libraries also have a training role in the online environment, one that staff may need new skills to successfully fulfill.  Train the trainer programs are a necessary part of the overall staff development plan.

There are real opportunities to develop cooperative projects for cataloguing websites rather than duplicating the work in every library.  Information professionals have a responsibility to develop cooperative practices, implementing a semi-syndicated model similar to the LINCS databases in use in many places for community information.

Libraries continually juggle funding resources to meet traditional print based library needs, and online resources.  Reviewing collection development policies to reflect the integration of online resources into the collection is essential.

Recommendations:

I. Fund digitization projects to increase the amount of locally produced content of national and international significance available online, facilitating remote access, resource sharing and preservation.

II. Provide funding for staff assigned to training public in using the Internet.

III. Support and promote training in online skills for the general public via the public library network.

IV. Provide funding for library staff training, maintaining online and training skills at a high level.

V. Provide funding to support the provision of Internet enabled computers in public libraries, specifically addressing the issue of bandwidth.

VI. Support initiatives like the LINCS
 databases where public libraries can share the workload of collating information and disseminate it to a much wider audience.  This semi-syndicated model would work well for assembling links to websites supporting the curriculum etc.

VIII. Promote public libraries as the community portal to online public information.

IX. Recognise the responsibilities of regional centers, such as Willoughby City Council, in providing library service to non-residents and reflect that in funding applied to them.  
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� User Agent Accessibility Guidelines  WC3  http://www.w3.org/TR/UAAG10/glossary.html#def-assistive-technology


� Seniors online strategy http://www.microsoft.com/australia/empower/projects/seniorsonline.asp


� Netlibrary  http://www.netlibrary.com/


� LINCS Local Information Network for Community Services http://www.datadiction.com.au/lincs/info.htm


� Internet Training Institute  http://www.iti.com.au/


� National Library of Australia, Kinetica http://www.nla.gov.au/kinetica/


� National Library of Australia, Kinetica Document Delivery http://www.nla.gov.au/kinetica/docdel.html


� Ilanet web  http://www.ilanet.net.au/FREE/about.html


� "Z39.50" refers to the International Standard, ISO 23950: "Information Retrieval (Z39.50): Application Service Definition and Protocol Specification", and to ANSI/NISO Z39.50. The standard specifies a client/server-based protocol for searching and retrieving information from remote databases.   http://www.loc.gov/z3950/agency/


� Picture Australia  � HYPERLINK "http://www.pictureaustralia.org/about.html" ��http://www.pictureaustralia.org/about.html�  


� ABS  AusStats: 8561.0  Public Libraries Australia  http://www.abs.gov.au/ausstats/abs@.nsf/Lookup/NT0001AB66


� State Library of NSW (2001).  Public Libraries in NSW Directory.


� Business Entry Point  http://www.business.gov.au/BEP/


� VICNET  http://www.vicnet.net.au


� Government Entry Point  http://www.fed.gov.au/KSP/


� LINCS Local Information Network for Community Services http://www.datadiction.com.au/lincs/info.htm


� Seniors online strategy http://www.microsoft.com/australia/empower/projects/seniorsonline.asp


� LIAC http://www.sl.nsw.gov.au/liac/


� LINCS Local Information Network for Community Services http://www.datadiction.com.au/lincs/info.htm
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