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The Hemingway Corporation Ltd

Case Study

Derbyshire Libraries

There was a lack of equality of access to computers within our society and the amount of people using libraries was falling. – From CIPFA 1999/2000, Lancashire's visitor figures were 6,405,100.  It was still falling.  Figure for 2001/02 was 5,960,600 which was the last year before this project established.  The government wanted to increase access, the libraries were seen as an appropriate vehicle.

Each library bid for lottery money to support the introduction of IT.  The New Opportunities Fund had some definitive outcomes in terms of implementation of IT (computers in libraries), implementation of the people’s network (access to computers and the internet for all) and implementation of training for librarians to enable them to support members of the public through their use of IT.

In this case study we will concentrate on two courses that we developed to support the implementation of The Peoples Network: Net Navigator and Educator.

1. Librarians had learned how to use a computer and its context within libraries.  The challenge was using this medium as effectively as the old one.  The success indicators would be that:

a. Senior librarians (to attend Educator Programme) must have the knowledge, confidence and expertise in arranging educational aspects of their library service.  Evidence of this will be what the Educators have implemented.  Success indicator one training initiative will be implemented by 30% of Educators.

b. Senior librarians must deliver presentations to educate their own teams and library customers.  Success indicator -  50% of Educators delivered training to their own team.  

c. Senior librarians will be able to act as ambassadors for their library services by delivering seminars and talks to other parts of the community.  We expect 5% of the people trained to do this.

d. Librarians (Net Navigator programme) will be confident and skilled in the use of the World Wide Web and their own Intranet services.  We expect at least 50% of searches will be successful. – Anecdotal evidence will be gathered.

e. Librarians will help their customers develop their own skills in the use of the World Wide Web.  This will be evidenced by stories as above.  We expect that at least 60% of librarians will do this.

f. Librarians will be able to evaluate Web sites.  We will look for evidence in feedback from customers.

g. Librarians will be able to continue their own learning.  We will look for story based evidence.

2.
This project is inspirational; we have said from the beginning that done well this project will change lives!

Required Learner Performance

1. Prior to the learning learners had attended ECDL and some courses about other expected outcomes of the NOF programme (also delivered by Hemingway).  Their profile was:

· The learners were librarians and senior librarians who entered a whole new medium which they needed to be confident with.

· to be able to search the Internet for documents as effectively as they would search through current resources.  

· to incorporate all the new media in to learning and development services provided by the library services.

· to educate the public on the use of a computer.  

2. We treated each learner as an individual and aimed to add the skills and aspects of the programme required for them and their customers.  

a. Educators had to be able to evaluate training programmes (including paper based or multi media), create training programmes or initiatives and deliver training programmes – their role would be pivotal in the National Grid for Learning.  Their course was three days long.

b. Each learner should leave the Net Navigator course confident and capable at finding their way around the Net. Their course was one day long

3. There was no qualification to be gained.  The measure of success would be:

a.  exit questionnaire

b. anecdotal evidence from their managers and customers

c. individual achievements 

Learning Design

1. The NOF definitions: 

Navigator:

‘This involves helping people to find their way around the information resources contained on the Internet and on other digital information sources

Educator:

‘This sets all these activities in a learning context.  The educator role encompasses the training of both staff and users in their use of information and communication technology and the application of that technology to support a wide range of lifelong learning objectives.’

2. We felt that we had to use interactive classroom training to transfer knowledge and confidence 

The courses needed to be instantly applicable to the situation of the leaner so that they would hit the ground running.  Each library authority had different:

· Intranets

· culture

· learning initiatives

· size and scope of libraries

· computer equipment and software

· available technical staff resources

· permissions available to staff

· goals

· processes and procedures in place for the delivery of the NOF project

· management of the life of the project

· reasons for entering the project

We made each course bespoke to each library service.  But they all were based on these course outlines:

Educator: 

Introduction

Training

Learning

Training Needs Analysis

Evaluation

Conducting a training session

Coaching

Aims and Objectives

Practical Exercise on writing Aims and Objectives

Formulation of Courses

Support Materials for Training Activities

Assessment Materials

Practical exercise

Review practical exercise

Delivering Training remotely

Availability of Training and Support Materials

Working effectively with other providers

Training in a Library Environment

Presentation of “Creating an Effective Presentation Course”

Review

Net Navigator

Introduction - including aims of the course

In-depth searching skills

· Locating Web pages without a search engine

· Search engines

· Boolean operators

· Search strategies and tips

· Search Assistant

· Natural language search engines

· Using free text search engines

· Topic-based search engines

· Children's search engines and directories

· Useful sources on search engines

· Search engine summary sheet

· Subject directories, portals and index-based search engines

· Virtual libraries and gateways

· Intelligent agents, robots or "bots"

· Searching newsgroups and discussion lists

· Identifying complex information needs amongst users

· Finding information within a Web page

Validating Web sites

· Introduction

· Indicators to look for when evaluating sites

· Evaluating mailing lists

Using alerting services

· Synchronising Web pages

· How to become registered with an alerting service

· Examples of alerting services relating to books and publishing

· Examples of alerting services relating to professional development

· Examples of alerting services notifying changes to a Web site

· Examples of alerting services notifying of fraudulent or dubious Web sites

· Examples of search engine alerting services

· Miscellaneous alerting services

· Providing current awareness

3. We supplied the library services with a course outline and person spec for their selection of Educators.  Our own trainers had to assess a piece of Educators work.  This was an ‘off the record’ assessment to tweak style and give confidence.

For the Net Navigators, their assessment will be done by members of the public.

All courses included exercises at the end of each leaning outcome and these were assessed by the trainer.  There was a procedure for supporting learners. 

Hemingway trainers, quality team and the libraries checked the course material.

4. We had 600 Net Navigators and 200 Educators from Lancashire, Derbyshire, Islington & the Bewich NOF Consortium, Suffolk, Wakefield, EMRNF, Milton Keynes, Northamptonshire, Stockport, and Havering.  Start day December 1999, main end date April 2004. 

5. Resources: Five Trainers

It is no exaggeration to say that the design and delivery of learning by Hemingway was inspirational. Robert Gent

Learning Delivery

1. The delivery of the learning started in 2001.  We trained 1000 Net Navigators and 450 Educators as per the definition from NOF.  This was double expected because courses were having a positive effect in the libraries.  The majority finished by September 2004 and we have some more to deliver in 2005 and 2006. 

2. It worked that the training was bespoke because it meant that we dealt with the fears and issues in the safety of the classroom – learners left feeling confident; one even said powerful!

3. Learners exceeded expectations and absorbed the information very quickly.  They were enthusiastic with no resistance to the learning.  There were two Educators who did not feel confident enough to engage with the role.

4. Once some of the learners had attended training the word got back to the workplace and people started to worry about delivering presentations.  We implemented a pre course letter to set expectations which dealt with concerns.

5. The costs were as planned which surprised the customers as they had created a contingency budget!  This meant they had money left over and were able to commit to widening the remit and including more learners.

Achieved Learner Performance

“As a result of Educator training I have more confidence in my training ability, particularly relating to four aspects of work:

One to one training with staff on specific aspects of branch work, tailoring method of delivery as needed for different people, i.e. use of equipment, bibliographical searching

As a member of a Working Group developing delivery of customer care training to staff – planning, presentation and timing

Delivery of PDA (Personal Development Appraisal) training to staff working less than 10 hours per week – using PowerPoint and handouts

Planning delivery of reading development training and display techniques workshops to branch staff”

Tricia Virgo – North Division 

Carol Hoskin said it was one of the best courses she has attended. She used (and uses) the skills in Talis training for new staff induction training. Particularly useful was the insight into learning styles. The course gave her great confidence particularly when it came to applying for (and getting) the senior librarian post last September. She came away from the course with the attitude " I CAN do that. It was a real confidence boost". 

Islington: One particular member of staff responsible for a cutting edge library outreach project has had to deliver over ten seminars in the last year and has said that the Educator course was the best training course he has ever attended. 

From this training I:

· National Training Award East Midlands Winner in 2003

· UK Online ‘Most Inspirational Story’ Award 2003

· Derbyshire Business and Learning Runner-up Award in the ‘Championing the Power of Learning’ Category 2003

· Derbyshire Business and Learning Winner Award in the ‘Championing the Power of Learning’ Category 2004

· secure a ICT Lecturer’s post at Chesterfield College

· secure a ICT Tutor post with Derbyshire County Council

· secure a part-time Basic Skills Tutor post with DCC currently teaching on the BBC Move On ICT course.

· become guest speaker at People’s Network Roadshow in Belfast, 

· Invited as guest speaker at the DCC Springboard course for women employees for 4 years running.

I have passed on my motivation, enthusiasm and belief in the fact that learning definitely pays to students who come through my Adult Ed classes and the colleagues who I work alongside.

Lynn Ludditt – Derbyshire

· Net Navigators also achieved all our objectives

Thank you for training me to be a Net Navigator – I have re united friends, families, and people with their dream jobs – oh the power! 

Net Navigator - Islington

….Also we have had people setting up email accounts and being able to contact family members living abroad, people seeing the first pictures of their new grandchildren, also a lady who had never been on the internet before came in with a Web address where there was a picture of her son who had been working abroad for months.  She was thrilled to see him.

Net Navigator in Lancashire

2. The exit questionnaires showed that learners had really enjoyed these courses.  We have four boxes for candidates to check and most candidates (87%) ticked at the highest level.  Only a few were at the second box (13%) and there were none marked average or poor.  

Benefits to the organisation

In the library services in the areas of the UK that we worked footfall is increasing.  In Lancashire (the example used in section one) 2004/05 figure just completed shows 7,118,000 visitors, an increase of 19.4% on the 2001/02 figure.

Staff are confident to use all of this technology and to help users get the most from it.  Last year, 498,000 user sessions were booked in forty-five static libraries and three large mobile libraries.  User feedback was universally positive.

Robert Gent - Derbyshire

1.
The success indicators are:

a. 98.4% of Educators have implemented a training initiative or designed an delivered a programme as part of a team

b. 85% of Educators have delivered training to their teams and to members of the public.  Many of the extra people put through this programme are Senior Managers who are using the skills they learned for creating partnerships and acting as ambassadors for the library service.

c. 60% of Senior Librarians have acted as ambassadors for their Library services by delivering seminars and talks to other parts of the community 

d. 98.8% of searches have been successful

e. Libraries regularly deliver Internet Explorer and Basic Email courses to members of the public.  Members of the public have noted how they were not only shown but taught to do certain things.

f. Librarians feel confident in checking the validity of Web sites and share information in the team about good and bad sites.

g. Librarians also continue their own learning in this way – informally.

· Educators feedback:

I would like to say how much I have enjoyed the computer training…..I admit I was nervous and not very confident at first, but I was quickly made to feel comfortable by Jan and the staff. …..I now feel confident enough to use the internet when I need to. 

Derbyshire’s 80+ readers’ groups make extensive use of technology, including video conferencing, and have featured on the Penguin Books Website.

Robert Gent 

Silver surfers club for over 50’s using the Net ran courses for 75 learners and they were then rolled out across the rest of Lancashire.  Really popular and really effective.

Claire Doherty 

Lancashire

Since the Educator course, we have arranged a series of Staff awareness sessions round the Division. These involve training 6-12 staff about storytelling, junior reading development initiatives, children's book of the year, etc. in a number of short sessions. Almost 60 staff have attended one or more of these sessions, so far.

Increasing familiarity with ICT has enabled many new partnerships to be created, attracting significant sums of money into the library service.  For example, librarians’ work to attract users of ICT into libraries and to transform the service to housebound users has attracted a Public Service Agreement performance reward from the Office of the Deputy Prime Minister worth almost £1 million to the County Council.  This would not have been possible without the platform created with the help of The Hemingway Corporation.

Robert Gent

We also do ‘Keeping up with the Children’ sessions - the Parental Involvement team, talk to parents in schools about what books are available.

I have also talked to trainee Nursery Nurses from Lancaster and Morecambe college about the importance of books and reading, and how to tell stories. About 54 students altogether

Lancashire

Brenda Buckright 

Smile courses to staff and students at our local centre for people with learning difficulties

· Net navigators feedback -  

Borrower was extremely grateful for help and assistance received when searching the internet for information on relative lost during WW1.

Reader phoned in with enquiry which involved internet searching to answer it.  He was very appreciative of the trouble that was taken to find the answer.

Just to say thank you very much indeed to all the librarians who have helped me, with amazing patience and fore-bearance, to illicit information from the computer.

2.
This project is inspirational; this project has changed lives!

The Hemingway Corporation proud of our contribution to this project because the results speak for themselves.  The attitude of the librarians to taking on this whole new role was what made this exceptionally effective learning.  We have added a whole new dimension to the library service, bringing about quality access for everyone and increasing the use of the library service.
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