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The Living Library Seminar
TK Park : The Living Library Seminar

How the premier league built a living library.
By Mrs. Grace Kempster
Director of Read On Wiite Awayl, England

Dr. Sirikorn, honored colleagues, ladies and genflemen,
| cannct fell you what a great pleasure and privilege
it is to be with you today. | was reflecting that any
library that is a living library must truly be of its time
and of the environment in which it operates. All of
you will have heard and know about the
terrible recent events in Llondon where there were
terrorist attacks on innocent people.

And you're probably thinking : but what does that got
to do with our seminar this moming? And | would
suggest that it's got everything to do with our seminar
this morning. Because if people are ignorant and do
not understand each other, if they do not have
knowledge and life-long knowledge. if they do not
have a feeling for someone else, to walk in their
shoes for a while, then fear comes into our world and
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terrorism results. And for me, the hope of living
libraries is that they become, as Dr. Sirkom scid so
eloquently earlier, the catalyst for peace in our world
because through understanding we become better
people and we freat each other with more respect
and with more dignity.

That's one of the serious remarks to make, but it's also
coupled with enormous joy | have in visiting the
knowledge park while I'm here. But in this world, |
have also been a virtual visitor to the knowledge
park, because 've seen the webcam many times as
I've locked at the website. So | feel, already, that I'm
familiar and I'm a friend of the place that I've now
seen in redlity. That is a good thing because it means
that our world is becoming closer. That for all of us
we can make friends virtually and actually, and that
must be, again, a good thing. | would like to pay
enormous fributes to Dr. Sirikorn and all the sfaff of the
first, and the whole concept of The Knowledge Park.

What makes it a fruly world class and effective
movement and concept is the very involvement of the
people if's infended fo serve. I'm so excited to see all




the faces of people using the knowledge park. They're
excited about learing: their concentration as they're
reading the screen or reading the book the way in
which families are learning together: fathers with
children, mothers with children, brothers and sisters. If's
a wonderful and exciting and joyous thing fo see, so
thank you for the privilege of being part of that werld
class inifiative.

As | said it's an enormous pleasure for me to be here,
and I've been asked to give you and share with you
the Living Library challenge in the UK. My role with
you this morning is o share our specific experience of
the way in which football clubs have been working
with the pleasure of reading, and the enjoyment of
leaming. May | ask a question? How many of you
love football in this room? But there are not too many
ladies putting their hands up, can | comment? | think
the point | wish to make by that is if this had been @
room of a litlle younger audience, the answer would
have been a lile different. VWe would have had
almost every hand up, because for young people
foday, football is the beautiful game. Even if we
ourselves do not have the same passion for football

as the beautiful game, the important thing is that we
understand and converse with young people who do
to make a connection very credtively between that
love of the sport and that love of leaming and the
love of reading. I'll say more about that. | want to
say, as well, a litle about how libraries have become
increasingly vital and relevant.

IF | were to sum up what Living Libraries need to be, |
think, for me, this image from the Reading Agency
Advocacy's booklet says it all. If it's through football,
through music, thorough whatever inspires and
influences the lives of young people. We want, for
them, the inspiration and the pleasure of reading and
learning. | love to know things, | love to grow, and
friends and colleagues would want that for every child
in Thailand. If's a truly transformational experience
for ourselves and the young people we care for.

We have the living Library challenge, which is this:
we must transform our libraries fo insure that these
words come frue. In the UK, we developed some-
thing called the People’s Network, |t was the first
govermnment document fo have a poem in the front,
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and that poem was by Ted Huge. Sadly, he’s no
longer with us, but he was the most gifted poet. He
wirofe a poem called “Hear it again”, and here's the
last verse to conclude on:

Even the most misfitting child

Who's chanced upon the library’s worth,
Sits with the genius of the Earth

And tums the key fo the whole world.

ladies and Gentlemen, may | wish you, the fransfor-
mational power for your living Llibraries in our
knowledge age. Thank you.

Question/Answer session with Mrs. Kempster

Q : It appears that most of the activifies are aimed
at children and youth, what about the adults?

A : That's @ very good question. There's a lot going
on for adults as well. If | can give you one example,
when | was working in Essex libraries, we have 72
libraries across Essex. We set an agenda fo say.
let's establish one reading group in every library. |
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asked the staff to think of the kind of reading group
that would be good. For example, in one library.
there were many men who were interested in naval
history.  Many of them had been active in the
services, and they really enjoyed both sea stories,
and stories about the last World War.  They enjoy
stories about the military, and they have that interest.
So they established o reading club, they would meet
regularly, and they would often read the same stories.
In another library, they established a family reading
group, because they found that adults wanted to leam
to read better with their children, to recd the same
sfories, and fo understand how they could help they
children read and help their children leam. In the
third library, they set up a reading group fo read
something different. They all agreed that even if they
read something that they have never read before, for
example, if you didn’t like romance stories, you've
never read one, but you knew you wouldn’t like it,
you'd ry one. You'd have o go, and you would
actually do something different. The result was
phenomenal, because we aimed at 72 reading clubs,
but we actually got 250 reading clubs.




What we leamed from that experience was that people
are very hungry to know what to read next. They're
very thirsty fo find out what would be worthwhile.
What would they spend their time reading, where
there is so much that you can read, and so litlle fime
fo read? What has happened since then is that,
now, reading groups for adulls rise across the
country. There are some in libraries, some are in
bookshops, some in the communities, and others are
in different places.

These groups provide a voice for the readers, and
they influence things like book prizes, many of which
are chosen by these groups. One example would be
that people who are in reading groups often shadow
maijor book prizes like the Manbocker prize. They'll
do reviews; they'll decide who they think should win.
The excitement that we've had from children reading,
has been like an infection, and has spread very much
fo adult reading and enjoying. A final thing to say
about adults reading is that when they're reading
together, many different people come together. ['ve
been in reading groups where there are all sorts of

people, old, young, rich, and poor. What I've found
is that they respect each others reading. If you and |
read the same book, and | like it and you don't like it,
that's fine, because you have your own reading
preferences. We can lalk about it and we can discuss
why you're different to me and why I'm different
to you. The power of that conversation is
life-changing, because it literally enables our odults in
sociely fo join the knowledge age and become
lifelong leamers. So many of our adults are saying:
‘| never knew that that was so, | think | might find out
more, | might like to learn, | might like to grow in other
ways'.

So we can actually confidently say that through the
pleasure of reading comes the power of leaming. A
very good site to look at for the developments for
adulls is a site called www. wordofmouth.com, which
lists all the things that are happening. Secondly there’s
a sife that's called branchingout.net. These are two
places where you can see how adults are caiching
the reading fever. Thank you.
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Q : From Khun Ying Man-Mard Chowalit. Immediate
President of the National Library : Please tell us a
litle about the training of the library personnel who
will undertake such activities that you have
previously mentioned.

A : That's an excellent question at this time, because
for the last three months we've been experimenting
with an online training package for library stalf. If's
called Fontline, and if's very successful, because our
library stoffs are very busy. They don't have much
fime fo learn, because they're at the counter; they're
sorting the books. They're literally on their feet for a
lot of the day. What we've found is that they like fo
learn in short pieces for maybe they'll have half an
hour of learning fime.

The second thing about Fontline is that we make it
very practical. For example, we ask people to talk fo
their readers and ask them: what are their fovorite
books and why? When they check out books, we
ask them to talk fo their readers and say: why did you
choose that today? What was so afiractive o you,
and offen, it's not about the book, it's about the time.
I's about the fact that they're very tired and they want
something fo take home and relax with.

Or i's about that they're thinking about studying a
parficular historical period.  Therefore they want fo
read a novel before they read a factual book. Or it
might be that they're taking books for their children or
for their elderly relative who can’t come 1o the library.
So what we ask the staffs to do is to find out more
and talk to their reader as a practical example. A
second thing we focus on in our fraining is display. |
showed you all the books being faced-on. That's
now a principle with everyone, but it's also about
picking books with a theme.

To give a very topical example, libraries in the UK
realize that many people want to find out more about
the Muslim culture and about Muslim worlds. Therefore
the staffs would want to select facts, fiction,
novels, videos, DVD's, magazines, and newspapers.
They'll bring them together in collections that will
enable our cusfomers, our readers, to explore and o
find out more. So we fry fo encourage them fo do
very innovative and very topical collections so that
they tcke from the body of knowledgfrom all the
libraries” and they would highlight particular themes
or issues of inferest.




Ancther thing they'll do for example is that in the UK
we have a very confroversial art prize called the Tumer
Prize. Much of the Modem Art is very modemn, and
some people like it and some people do not like it
What we do in many libraries in that situation is we
bring out all the art books. We are able fo enable
people fo look at the arts and decide for themselves
what they like and what they don'’t like and why, and
what they might like and what they might not like and
why. So we encourage the skills of our staffs to bring
alive reading, to stand books” face on displays and
fo talk to their customers, because what we're trying
to do is fo enable the readers and the books fo come
closer together without a lot of effort and a lot of fime.
So in essence, we have this program that's going
very well.

Four years ago, | chaired an initiative called
branching out. We took 33 library staffs from acress
the UK. and we put them through a two-year training
program. It included the things I've talked about: the
bringing dlive, in imaginafive and creative ways of
literature, but it also included establishing strong
partnerships with Books-R-Us with local agencies and
organizations, gelfing sponsorship, that kind of thing.

Those people have become the catalysts and the
magpnifiers for this work across the country. | think
without fraining the trainers so to speak, we wouldn't
have such a strong reader movement across the UK
today. So two things really in summary: the training
by the infemet for Fontline siaff. and the catalyst of
creating what we call the 33 reading animators: people
who bring reading alive across the country.

Q : Could you tell us about the techniques for
getting participations from the community of would-
be funding agencies those who would support the
library?

A : What we've done is that we focus on documents,
such that 've mentioned af the end: of the Advocacy
Documents from the reading agencies. So we've
gone to businesses, and we've actually scid to them:
reading matters, reading changes lives. This is how
you can help to change things in your community. So
we've become much more professional about the
way in which we approach partners, donors, and
other organizations to support our reading. If | can
give one example, | know that Orange has a large
presence here in Thailand, and our reading agency
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approached Orange fo establish a range of reading
clubs for children called Chatterbooks.

They did that by producing a document that said why
Orange should be involved in Chatterbooks, what
would be the business benefils for them. It was very
successful. It exceeded dll of their expectations, but
I'd say that the important thing that libraries need to
learn about engaging in the community is to take it
one step at @ fime, and to engage our partners with
some very clear and staged benelits to their
involvement. For example, when you launch some
reading groups that might have sponsorship from other
places, we've found that if's really impertant fo have
good publicity at the launch of the reading group.
with the local press covering it, with the radie
covering if.

Securing that kind of support for book festivals and
reading fesfivals has been very imporiant. | think what
'd finally say on that is that we are not publicists, we
are librarians. That means we have to use the skills of
colleagues who are in the media to help vs.  So
having good advocacy documents, being very clear
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what the benefits is to the partnered organizations
are important.

Q: Do you have any suggestion for bringing girls.
to libraries? Your emphasis is on kids, how about
teenagers or adults?

A : I'm smiling because in the UK we have a problem
with the boys coming fo the library, not the girls. |
don't know haw it is here; it would be inferesting to
hear. We do have a lot of activities that are focused
on different interests. For example, in my own organi-
zation, we do courses on nail art for young women,
because they are very interested in beauly and
oroducts and things like that. We'll atiract them through
doing nail art, but we'll also talk with them about their
reading and about their literacy skills. | think the key
for attracting girls is to find out what girls are
interested in and then have them come. For us in the
UK, the big challenge we have is with boys on and
not girls. And so the programs like Reading the Game
is focused on not only boys™ reading but also young
men who are fathers, being seen fo read and enjoy
reading in the home. For many men, perhaps reading
is not something they are seen doing very much.




'm afraid | can’t offer you suggestions for girls,

because they seem fo be quite happy using our
libraries in the UK.

Just @ comment about other ages and older people.
one of the very wonderful things we've seen hap-
pened in the UK is many ages coming fogether for
reading. For example, fathers and sons reading the
same book, and sharing their enjoyment of some-
thing, fathers who recommend o book fo their sons
and sons who recommend a book fo their fathers and
then talk about it. But we've also seen a vital role of
grandparents. | find that they are very important within
the family to encourage a love of reading and a love
of leaming. For many of our courses, many of our
aclivities, we've seen more and more intergenerational
aclivity where were using the power of reading for
younger people fo understand what life was like in
their grandparents” day, for the living memory of their
experiences.

We're also finding that for older people who might
not find youth culture very appetizing, they might be
quite scared that young people are using fechnology,
they're using mobile phones and why aren’t they

reading. I you can share books and reading be-
tween generations, then we share an understanding.

So there are lots of examples of reading groups that
have very young and very old and everyone is in-
cluded. We're so thrilled about that because that
means that we don’t have the problem of society and
our families spliting and becoming distant from each
other in ways that are not helpful.

Q : Since football is so popular in the UK, you were
able to use it as a kind of uniting factor. What
about countries like Thailand where people do not
necessarily have a specific interest? What kind of
suggestion do you have for us?

A : I's a suggestion, really, based on our experience
with the national year of reading that many people
are admired by young people. They might be pop
stars, they might be singers, they might be musicians;
they might be people who work in the world of fash-
ion. I's going to those people and asking them fo be
reading champions and providing the kind of posters
and pictures that we got for Reading the Game where
our Champions will be seen enjoying and reading

their books, and all of the people who are reading/




Champions in the UK come from many walks of life.
So we have football Reading Champions who are in
industry, who are in business, who are in the public
high. If | might make a suggestion if's simply this : to
inferview those people and fo ask them about reading,
fo ask them about their favorite books, about what they
would recommend fo others. And then fo establish
themselves as o Reading Champion in Thailand, and
i's enormously successful to do, and it's a very happy
situation, because they feel very honored and pleased
fo be a Reading Champion.

Q : What are your opinions on the E-library?

A : | embrace and welcome new fechnologies to
enhance our lives. | think that for me, it's never been
about books vs. techno-logy. I's always been about
books with fechnology. | think that E-library is @
wonderful development because it enables people to
access knowledge and understanding without the
difficulties of traveling. And, for me, the E-library is
never going fo replace the physical library and the
way people come logether o leam and to grow.
Then | looked at the range of ages using the Knowl-
edge Park yesterday. And | thought fo myself that for
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these people they might use the E-library and the
Knowledge Park as well, because sometfimes they'l
want information that is easy and accessible, but other
fimes they'll want the community of coming fogether
with other people in a common purpose: for leaming,
reading, and enjoyment.  So, to me, | embrace the
E-library, | embrace the developments, and | embrace
what | hope will be a generation of people who are
knowledge rich, and | hope wisdom and all of those
things that we want for the next generation will come
to pass because we make the most of the library with
the E-library. So lef's embrace new technology and
make them our own.

Why do more people visit the libraries in
Singapore than the cinemas?

By Ms. Tay Ai Cheng; Senior Director of
National Library Board, Singapore

Good morning, ladies and gentlemen.  I'm much
honored to be invited fo this very grand occasion.
I've arrived here late yesterday aftemoon, and I've
visited TK Park yesterday immediately after my arrival.
I'd say honestly from the very botiom of my heart that




I'm very, very impressed with what | see. You have
done a very wonderful job, and | see lots of children
reading. | must say that your children are very well
behaved, more so than the children of Singapore. [l
tell you why later in my presentation.

| wos asked to speak on this topic: Why do more
people visit the libraries in Singapore than the cinemas?
That was the topic | was given, and | thought | would
change it fo : gaining mindshare and fimeshare. How
do we gain the mindshare and fimeshare so that
people coming to visit the library stay in the library?
Using library resources is very discrefional, because
there’s so much in the hours of the day that you can
spend. There are so many acivities that people can
do when using the library, they always use their dis-
crefionary time. So whatever free time they have, do
they go fo the library? Do they use it to go shopping?
Do they meet up with friends: so libraries, cinemas,
everybody is capluring on the discrefionary time. That's
the library’s role in that is to encourage the users fo
visit the libraries.

Given the hectic pace of life and the various
distractions, | find that NIB has become Singapore’s
“third place”. In a sense that the “third place” means
that after your office, your home, there’s the library.
We, the National Library of Singapore are competing
with the cinemas, TV’s, video games, and many other
activities. The challenge we face is to expand the
mindshare. How can we increase the amount of user
in the libraries?

How can we increase the loans 1o the libraries, when
users come 1o affend programs? How can we increase
the timeshare? To increase the amount of users who'd
want o come and stay longer in the library 1o use the
library, the material, and all the resources the library
offers. These are some of the challenges that we face.

The National Library Board was formed in 1995 after
this landmark study 'm sure almost everyone has heard
of : The Library 2000 report. The Library 2000 report
was commissioned by the minister of the Ministry of
Information and the Arts in around 1984. The report
made an over all siudy of the libraries in Singapore,
and how we can move on 1o the next fen years, It
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was the Library 2000 report which charts the plans
for libraries in Singapore for the next ten years. This
is some of the strategy that they hove come up with.

The subsequent mission fo the National Library Board
was formed in 1995 as a statutory report. The National
Library Board’s mission is to expand the learing
capacity of the nation. Our vision is o deliver a world-
class library system that is convenient, accessible, and
useful to the people of Singapore. I's a very
challenging mission and vision statement, and is very
hard to measure. How do | know it | had expanded
the leaming capacity of Singaporeans? How do we
measure that by reading books, the Singaporeans
have expanded their reading capacity? These are
very difficult measures that we are confronted with.
'd give you a struciure of how we operate. The
National Library Board comes under the Ministry of
Information, Communication, and the Arts. The
secretary of this minisiry supervises directly the library.

The Library Board has a non-executive chairman, and
about 20 to 25 Board members deriving from various
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views of the people in Singapore. For example, the
Board members can be from the education ministry,
the mediia, or the IT. They meet once every 2 months.
The chief executive of the National Library Board runs
the day-to-day operations of the library. The board
members report directly fo the chief executive. The
groups are roughly grouped by the work they do.
For example, the chief executive office will have dll
the cooperate funclions. He will have all the legal
offices, and the cooperate camps within. The planning
and the strategic division are also within the chief
executive office. The public library services which |
work on, covers all the public libraries in Singapore,
which | will talk about later.

Libraries and Professional Services will cover the
technical services, technologies and innovations. We
have a group of people who does nothing in their
lives other than to plan and think of new services and
products for the libraries. The last group is
Organizational Resources and System, which is the
cooperate services, finance, and human resource. This
is roughly how we are organized.




For the public library site which | am responsible for,
| have 3 main groups. One is the public libraries,
which run a network of 40 libraries. Ancther is the
public programs and events management which
conducts plans for the entire libraries. Lastly, the
Community Parinership and Oulreach is where we
reach out to our community fo gef volunteers, and
partners fo help us drive our libraries programs.

Singapore is o very small country compare fo
Thailand. We have 4 million people, while Thailand
has 60 million, so the contrast is very different. Being
small is easier sometimes. It is easier to do things, so
you must fake this info perspective fo see why we can
do things that sometimes it takes you a little bit longer.

This is the public library services. There are two main
wings of the public library services. One is the Services
Wing, and another is the Library Management Wing.
The librarians all come into these wings, where they
plan programs, activities, bookshops, and they would
do advisory senvices for the whole region. | divided
Singapore inio four regions: North, South, Central,
and Westem. In each region, or cluster, | have a

regional librarian fo lock after all the libraries in that
cluster. Here we also share resources. There’s a minimum
number of staff in each region, and whenever they do
a program I'm not based in a library.  So, if I'm
attached to Ang Mo Kio Library, | can conduet @
program at Bedok and | can conduct a program at
Bukit Merah library. We share o lot and we leam
from each other as well, since Singapore is so small,
and the resources in the libraries are finite. That is the
way that we need to move forward to.

For the public library services, we have o tofal
number of 414 staffs in the PLSG. 368 work in the
Public Libraries Services. Public library services means
you are customer-facing: you face the customers. These
are the libraries” quick facts. We have a National
Library Network. We have one National Reference
library, many regional libraries, community libraries.
and community children’s libraries.  The community
children’s libraries are very small libraries at the void
deck. I'm sure you've been to Singapore, you know
all of us live in high rise flats, and at the botiom
there’s a void deck. There are eighteen of them.
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The National Library also oversees the Junior College
libraries and the Universifies’ Libraries, in the sense
that we send staffs to manage these libraries. How-
aver, the funding and the collection, comes from the
parents organization. We only send the staff there fo
manage the libraries, and these libraries pay us for
the man-power services.

A similar system works for the government’s libraries
too. The staffs are succumbed fo siay at the Supreme
Court library, o serve the judges there. We also
send staff fo the Statuary Board Libraries.  So this is
the entire network of the libraries in Singapore. My
focus this morning will be on the Regional Libraries,
the Community Libraries and the CClL’s.

This is our island. For our regional libraries, the
collection is about 500,000 by size it's about 12,000
square meters.  We have three regional libraries.
The biggest regional library now is the Jurong Library.
The regional library will provide full-fletched library
services. Then, we have the communily libraries. There
are wo types; one is a stand-alone, which means the

land belongs to the government. These are normally
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12,000 square meters in size, and have about
180,000-200,000 book collection.  Then we have
our shopping mall library, which is a library in
shopping mall. It is very small. It's about 2,000 to
3000 square meters and therere about 100,000 bocks

there. It's very minimum sefting.

The idea is that readers can shop. pick up a book
and go home. Then, we have the community children’s
library, which are spread all over the place. We're
open seven days a week from 10 am to @ pm. We
have four reference counters and only 25 siaff. And
so we're very short on man power. We rely @ lot on
our volunteers and our part-fimers to help us run our
library services. Qur Regional Library has four levels
with four reference counters and only 25 staffs. The
25 staffs are composed of librarians, paraprofession-
als, and non professionals. We are very short of
staffs, so we rely on our volunteers, and part fime
staffs to help us run our library services.

If we have forty libraries across the network, how
successful have we been? In ferms of membership,
we have achieved a number of 1.7 million members,




as opposed fo less than half a million when we sfarted.
The number of visitors has increased to 24.5 as
opposed to 3.3 million at the starfing point.  We
have gone through a transformation in the past ten
vears and have tripled the amount of people visiting
us. We have loans foo; many more people are
borrowing books from us now, 34 million rather than
2 million. Can you see the difference in what we

have achieved?

In terms of customer satisfaction, customers are very
important for public libraries. If the customers are not
satisfied with our services, they’ll stop coming. Once
they stop coming, the govemment will see that there's
no need fo fund fo build libraries. Right now, we are
99% funded by the govemment. If the people are not
coming, what do you need fo build a library for?
Therefore we take the customer satisfaction index very
seriously.

We have a target called a Compliment and
Complaint Ratio. A compliment is not just counted
by number. We do not count merely the ‘Thank You'.
If the readers say ‘thank you’, they need fo be

specific and say for what purpose? We usually qualify
something like: “thank you for helping me with my
research” or “thank you for helping me find a book”.
We have a target of 20 compliments to one
complaint for this year. The top complaints at the
NLB, as usual, would be customer service. Noise

level is another top complaint.

Ancther one is the cash card; we do not accept cash
at the library. We have a store value card at the
library where money is just deducted, and that has
been our number one complaint, because it creates
inconveniences while borrowing. VWhen people want
to borrow a book, they forget their card or there's not
enough money in their cash card. So that stops them
from borrowing, and that’s my number one complaint.
Those are the three top complaints that | get. We
take every complaint seriously. From where we started,
I'm quite happy with the way the compliments are
coming in. However this is a long way, because in
Singapore, gefting a compliment from a reader is like
wringing his neck, because they love to complain.
So this is an achievement from where we sfarfed.
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In Singapore, there are two favorite pastimes :
shopping and edting. If's not a joke, it a fact. Every
fime the newspaper comes up with a good food
outlet, we can see long queue of people waiting to
eat. So how long do people stay in the library then?
They spend approximately 30 minutes in the library.
But in the shopping center, how long do they spend?
Two hours.  They spend six minutes in the digital
library, and for programs, they spend about two hours.
So how do we compare with the cinema? As you
can see, on the year 2000, there were 21 million
visits to the library, as opposed to 13.5 million for
visits to the cinema. But then, libraries are free ; you
have to pay for the cinema, so more people would
obvicusly visit the library.  Anyway. Singaporeans,
besides shopping and eating, they're also very, very
heavy movie-goers. We have many good Cineplex’s
with ultra super digital sound, i’s very good. Come
to Singapore.

However, affer all this, in the 2003 survey, we found
that we have not reached out to 38% of the population.
That is a cause, for us, of concem. We need fo
encourage the 38% of people who are not using the
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library to come to the library af least for the first time,
and also to maintain the other people who are using
the library. We have a four-prong strategy.

One is customer intelligence. You must know who
your customers are, whom you're going 1o serve. Then,
inside out strategy: looking at us interally, how we
could improve internally. Then, we have the technology
strategy and engaging the media-how we could
engage the media. So these are the four sfrategies
that we do.

Customer intelligence: we define the customer
segment. To whom are we serving?  And whom
have we not served? We need o understand the
values that they're extracting from us. They need fo be
segmented and served. For example, a child’s needs
and a senior ciizen’s needs are on two enfirely
different ends of the spectrum. You cannot use the
same model that you use fo serve a child fo serve
siudent. So we need to know this. VWe need fo know
who they are and how to meet their needs. We need
to know who our customers are first, and then this
enables us fo design our searches, our processes in




alignment with these needs of the customers”. We hope
that in the end, we provide something for the customer.

In the end, we found that we have seven segments of
customers. Most of those labeled with low motivation
would fall, rightly or wrengly, on the group of people
above 60 years old. Most of them are in the older
generation and most of them are illiterate.  So they
don’t see the value of language. When we ask
them, “Why do you not use the library?” They say to
us, ‘What would | use a library for? I'm waiting to
die.” They don’t feel motivated to use the library.

Then there’s this category of facilitators.  Facilitators
are what we call grandparents, anybody who helps
to look after another young person, those who bring
the children to the library. So they facilitate by bring-
ing children to the library, although they don’t read at
the library. Perhaps ot that time they discover the
library and just flip through a book that’s there. These
are 6% of active information seekers, which is not
bad. Then we have /9% career-minded. Singaporeans
are very practical people. Our non-fiction books are
very well used because they [the people] only go for

books that help them in their career (and then the
news), which is fair enough. So we have a lof of
people who just want things for the career-minded.

We also have the needs fo buy books that fit their
needs. I we're foo slow, and we can’t capture them
then we lose one reader. Then, 77% of them are self-
suppliers. These are people who read very well, and
have enough income fo purchase books that they
want, so they don't need the libraries at all.  These
are the seven segments of customer that we are deal-
ing with in Singapore.

Firsily, you need fo look at yourself and see how you
are failing, how have you not done well. This was
the first thing that we did; we took a look af ourselves.
Previously, we were in the goverment’s depariment,
and we didn’t think that the customer is the key. We
thought that the government officials are the key. That
was the mindset many years ago; it's no longer the
mindset now, Now, the tables have turned, staffs
have begun fo learn that it is the customer who regu-
larly comes to the libraries who is going to pay their
salaries monthly.  So we went through an intensive
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customer training session.  We had role-play: we
had the sfaffs act out as customers.  Then, we secretly
videotaped them when they work, and we can see
when they’re yawning or when they are doing funny
things. We, then, foke that as a sharing session. So
that was the fask that we did. We also set up service
slandards for the staffs, and they’d go to trainings.
This is our inside out strategy.

You can have an inside ouf strategy, but you must
have @ senior manogement that supports what you
do. I'm very pleased that we have that. Qur senior
feam is very commitied and we walk the falk. We
have many sections, for example the chief executive.
Now, we have a new chief executive called Dr.
Varaprasad.  Previously ‘you might remember him’
we had Dr. Christopher Chia. Now both of them are
very people oriented. They go down to the libraries-
forty of them-and they tak to the stoff. Their aren't
very long sessions, about two hours, for the siaff to
talk to him [the chairman] and get to know him and
fo express their concems and issues.

When they come back, we talk about them, we re-
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solve the issues. So, it is the top that counts and the
fop that goes to meet up with them. | do have my
regular sessions with my folks foo. | have it quarterly,
and | meet dll the staff together. One thing | like to
do before | start is to give them stick-on pads and ask
them what it is that they're happy with at the moment.
So they write these and they stick them on.

Then, what it is that they're not happy with; they write
these and sfick them on. VWe use these as talking
points about how we can improve. Most of them are
related to ‘how can | increase my salary?’ So | say,
‘| cannot help you to increase your salary because
I'm rot the one who pays you for this thing. “Se,
salary, ‘What's the future of my career?’, “‘Will | lose
my job?  Questions from the sfaffs have changed
from the first time we sfarfed.  VWhen we started,
almost all of it was something like, ‘My uniform’s net
nice-locking, not fashionable’, ‘Do | have fo work
here?’. ‘Do | have to do this? After fen years, the
questions are very different now. Now they're asking
me, ‘What is the career plan for me?” Even from
very junior stoffs, they ask me about career plans. |
see all these things about outsourcing, ‘Do we get our
jobs?" So | see'the change in that.




They're now more willing to toke on and to leam.
This was the first makeover that we did. We're also
making a point fo afract and retain the staffs as well.
We interview our staffs, especially those who were
customers. You need to be able to meet people and
fo interact with people. If you do not like if, then this
is the wrong job for you. | will transfer you to another
section. If you can’t fit there either, then maybe you
should say ‘bye bye” 1o the National library Board.
I's very important, even for our service pariner. VWe

do that.

In all the NLB staffs, we have four corporate values
that we all adhere to: commiiment to customer
service, working together, passion for leaming, and
value in the community. Everybody in the National
Library Board-we have about 800 over staff-and all
these 800 staffs pracfice these four main values.

Commitment fo customer service, customer is very
important. We are here 1o serve the customers, our core
is to provide public libraries and o mainfain and
improve the standards. Working together is very im-
portant. You can’t run a library with just one person ;

you need fo work as a feam. In NLB we work across
divisions. For example, when building a new library,
the public library group is involved. But we also need
the planning group, the IT group, and the service
group as well. All these people work together as a team
in o project to deliver the library. All of us are on
cross-divisional project teams, cross-functional project
feam. We leam during the process. It helps us in a
sense that we get fo know the person and how fo
work together befter. This has helped us remendously.

Passion for learning is very important. You must want
to know and be nosy. You must read, and know
what's happening or else you can’t call yourself
information. People will come to you and say, “Hello,
can you help me with that? When is your next Harry
Potter book coming ouf?” If | say, “Hello. What's
Harry Potter? Never heard of it before.” That's
not good. So we have to know what's happening.
The staffs realize that, but the readers don’t care.
Anybody who works in a library is a librarian. So the
image we first created is very imporfant. And value
the communily. If we do not have them then we do not
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have anything.




Other than that, we have our people development,
which is our performer development program. | have
a slight on this one. Then we have our service stan-
dard. The public libraries, as I've menfioned, have a
lot of service standards for dll the work that we do.
For example, we have a service standard for picking
up the phone. After the third ring we have fo pick up
the phone. If there’s a letter of complaint fo the papers,
we have fo reply fo the press within threes days.
Also, maintaining the shelves, before the libraries open,
80% of the books must be in shelf-ready condition.

So we have a whole service standard, including for
the staff. We have nametags. We discuss where fo
out the nametag, the jackel. Nometags must be
visible at all ime. We have a service that maintains
shoes foo. We regulorly have service inspections.
Although my staffs hate them, they are important,
because they keep the staffs on their foes. It's surpris-
ing that sometimes something gels left behind and
that's where the complaints come from. Also, af the
counter, we empower the staff to make decisions
as well. I you return your book late, there’s a fine

of fifty cents per day per book. Singaporeans have
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one-hundred-and-one reasons as o why they shouldn’t
pay the fine and why the system is wrong. So, we
always give them the benefit of the doubt. f there’s a
valid reason then the sialfs are empowered fo waive
the fee, and then we key in the reason why we
waived it. For a certain amount, | have to waive if.
So we empower the staffs to make decisions.

Then we have a corporale planning session fo sef up
plans for the year. We work on a financial year
basis, which sfarts from 1st April this year to 31st
March next year. That's why i's called a financial
year. Then we also involve the employees to various
strategies such as open communication and working
together. We also have a session where the chief
executive meets with separate groups of peop\e. For
example, the chief executive will meet the graduates
and above on what is called the espresso session.
You'd meet him over a cup of coffee, and then with
breakfast. I's one small group with ten staffs who are
picked on a Monday moming fo have a session with
the chief executive. During the time, they can talk fo
him about anything under the sun.




We also have a form called ‘Ask Stupid Questions’,
you can ask any quesfion. If's not regarded as
stupid, and we will see how we can help you resolve
it. Then we have a staff's suggestion scheme, where
reward staffs depending on the value they save for
the library. If [the suggestion] is implemented and
we've saved, then [the staff] gets a lot more. IF i's @
suggestion, then you'd get a token, which is worth
two dollars.  So, people tend to put in suggestions.
We link employees fo their performances.

| come back fo this reward and recogpnition, which is
a performance and management program.  Now,
the performance and management program is semi
open. It is nof open yet. Previously, we moved from
close to semi open, the next step is fo be fotally open.
What does semi-open mean? It means that every
year as a jobholder, I'd talk o my supenviser, and I'd
plan the works that I'd want to do for this year. So |
work with my supervisor. These are the things and
these are my work plans and this is what | want fo
achieve. Then the supervisor would say, ‘Oh no, you
can put in more, you can do more.” Then, we'd agree,

and that would be the beginning session.  In the

middle of the year, we have a review session. You've
said that you wanted to do this, and did you achieve
what you want to do?  For example, | said | want fo
conduct 100 children’s programs in the beginning of
the vear.

By mid year I'm only able to achieve 20. | talk to my
supervisors. If you have valid reasons as to why
you could only achieve twenty, then the supervisor
accepts it. You review the indicators again, and then
that goes fo planning. That's the year-end review.
So we have this process. The year-end review is a
very important one.  Once you've finished a whole
year, your supervisor will indicate your performance,
whether if's an A, a B, or a C.

Previously, before we became a statuary board,
whether you perform or not perform, you get the same
salary rate.  So there was no motivation to work.
Since we had the sfatuary board, if you do not work,
you gef zero pay increase. If you work, your bonus is
higher. The amount of bonus is a secret; it's personal
to the holder. It depends on how well the national
library has performed thet year. We share out the
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revenues. Some people can get quite o lot com-
pared fo how much the government is giving. So it's
performance-based bonus. With our 800 staffs, ev-
erybody is on that syslem now. At the moment, the
final rate is not revealed to the sfaff. They have no
way of knowing how well they did until they've roughly
calculated their bonus. However, in the coming year,
we will open up and discuss the staff’s grade evalu-
ation with them and talk fo them personally about
ways fo improve.

The other area of the inside-out strategy that's very
imporfant fo us is fraining. Everybody has a set of
core programs that they must go through. It's the
same for librarians, library officers, and assistants. They
all have a core set of programs including customer
service and IT literacy. These are some of the work.
Over and aobove, you can choose any tfraining
program that you want to go to. We make fraining
your personal responsibility. The organization is not
responsible for your training.  All of us are given 'x’
number of hours a year for fraining, so we can aftend
any courses we want to.

.

However, you have to set it up front. What are the
courses that you want to atiend this year? Then, you
as a stoff have fo make sure that you go for the
training; | won't go look for you. We want it as a
personal ownership that you have fo go for fraining.
Now courses are really expensive. So, normally each
staff will go to two or three courses a year. We
define training very loosely, attending a seminar like
this is consider a fraining foo. So we count by the
raining hours that you go fo. After that, you have an
individual fraining plan, a divisional training plan, and
a company-fraining plan. Before you go for training
you must say that you want fo go this course, and
what do you expect to leamn from it, and what it is
that you want fo practice after you've come back,
We have a post course implementary view, and this
is a fraining cycle that we go through.

The other inside out strategy that we do is reinventing
the bliss.  When | first joined the library, which is
many, many years ago, the library was not air-
conditioned. It was very hot and stuffy. The hot
climate that we have in Singapore makes it very hard

to concentrate. So we did a serious fransformalion of




the library. Al 40 libraries scattered all over the place
undenwent an extensive renovation. VWe have finished
all the libraries. Either we built new ones, or we
fransform the existing ones. These are some of the

libraries that we are going through. (See slide show)

We are changing the library system. We are bring-
ing the library closer to the community. In the Library
2000 Report, we are committed fo say that a
Singaporean will take no more than 20 minutes in @
library. | think that we are all located in the main
fown centers, near the train stations, bus ferminals,
and shopping areas so we are accessible.  So you
cannot say you cannot go and visit the library.  So
we bring them accessibility, convenience. We
connect the library to the day-fo-day. For most people,
before they go shopping, they can pick up a book.
Or they can borrow a book or read a book before
shopping. They can do whatever they want to do.
These are some of the things that we have done. This
is the Marine Parade Library. This library collocates
with the community center, so this saves us some space.
This is a program for the senior citizens. If's one of
the things that we’ve done.

The latest library in the North is Sengkang. There
was a new esfate that was being built.  They were
building a shopping center.  So the developers
created a poll for the residents of Sengkang. Now,
Sengkang residents comprise of very young parents,
newly married couples. They were given a choice
between a library and a cinema. And guess whal?
They chose the library, of course. So we have a
library in Sengkang. At the Sengkang library we
tied a different model, in a sense that we tied a
library with very few staff infervention. In fact, there'’s
no librarian sitting at a counter. So we arranged a
very simple library. If's what we call a self-service
concept. Simple, yet elegant. We arrange the shelves
very well, so that the customers would know from the
signs. When you come in, you want fo look for
whatever you want and go. I's what we call the
Siberian way. A librarian is hidden somewhere. If
you have a question, you pick up the phone and you
falk to the person. We've done that. This library is
not too bad. Out of my forly libraries, this is number
five. People are coming in and using the libraries.
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But what we learned from this library is that the senior
ciizens felt they were left out, because most of the
signs are in English. Also, they say that it's dll
computers. They're very scared of computers. They
have to go to their grandchildren, who help them with
it. So that's an area that we need to be mindful of in
our quest: that there’s a group of people who want to
use the library but are afraid of doing so. We also
make it colorful and vibrant. This is Jurong Regional
library. I'm very please to nofe that Dr. Sirikorn has
put the Jurong Library in the Thai TK booklet. We
have two piciures of Singapore, one is the library
orchard and the other is the Jurong library.

This is a four-floored library; the fop floor is run and
managed by feens. We have a group of teens in the
management committee who runs this place. The color
is so ugly, but they think i’s cool. They call themselves
‘VergingAlTeens.” Don’t ask me what it stands for;
it's not grammatically correct | think. So they run the
top floor, and do you nofice how teens like to wear
black all the fime? | nofice in Thailand dlso that the

teenagers like fo wear black. It is the same in
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Singapore. These feens also help us choose the books
that come into the library collection. They also help
us plan programs for the library. Sometimes, we
have o band comes in to perform, and a graffifi wall
and furniture where they can write anything they want
It's very colorful, seriously, graffiti art is
wonderful. I's tough on the forth floor. We can see
that these group of teenagers are the most unlikely fo

to write.

come fo the library. In Singapore, children use the
library. Then when they grow up to be 13, they don't
use the library anymore.

They come back to the library only when they have
kids. Then, they revisit the library again. So these
groups of reoding feenagers are very important. Ve
managed to get them o come o the library. The plus
point of this is that we can see the increase of our
teenage books. More people are borrowing and
recommending books to each other “Hey | read this
book, do you want to read this book?” That's o very
wonderful thing; | think the TK Park is also doing the
same thing with teens.




The other group is the library orchard. Jurong
Regional library is for teenagers. This library is for
young adults aged 18 to 35. Most people in this age
range are not married. They are very focused on their
career, and they find that going to the library is not
cool.  So we created this library, which is slightly
different from the other libraries. We do not have o
children’s section there. The books are also different in
a sense that we buy more avant-garde book, the un-
usual books. For example, for fravel guides we'd buy
mountain climbing, ski diving, or living in the temple of
Katmandu instead of buying one on lialy. For cookery
books, we stock books like ‘How fo do Mediterranean
cooking with wine,” and aromatherapy. It is the sort of
collection that the young and the hit want fo use.

In Singapore, most of the young people do not want
to get maried. So we use this place fo launch
romance in the libraries. People can read books and
meet each other. I's quite successful. So we have
romance in the libraries. Since the people who use
the library do not know who is reading what, they
tend to share the book fifles that they've picked up
with each other. I's quite interesting. This project is

not too bad, i's quite successful. The library is in
Singapores shopping belt at the Takashimaya
shopping center.

Programs play @ very important part in the library.
We conduct a lot of programs. Llast year, we
conducted a total of 6,000 across the libraries. Why
do we organize programs? Programs help draw
people info the libraries. Most people use the library
when they visit a program that we've organized.
When they attend a program, they get a chance to
go around the library, and can see how the library
has changed since the last time they've visited.
help us do that part. VWe have a signature program
every year. For example, we'll have an Asian Chil-
dren Program and Festival, which is going to happen
in November this year. I's all targeted on children.
Fverything is based on the theme of children, every
college celebrating childhood.  You're welcome to
join us. We have story-tellers from all over the world
coming for this three-week long activity.

Then, we have life sciences at the courtyard. We don’t
do programs dlone. We try to organize programs
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jointly with the science center. They have the experlise
and we provide the space and then we provide the
collection ; we draw all these together. A major pro-
gram that we did recently was “Read Singapore”. Read
Singapore is a program where the whole nation reads
one book. This is a quite popular phenomenon in
countries like Australia and the US, where the people
come fogether to read one book. However, since
Singapore has a multiracial society, we could not read
one book. Instead, we chose twelve books, three from
each language.

Everyone is encouraged to read three books: three in
Chinese, three in English, three in Tamil, or three in
Malay. Then, we had authors coming in to share
We had book discussions with

students, book discussions at Starbucks, in community

book discussions.

centers, and all over the place. We had a reading
marathon for a whole day and we arranged reading
sessions with faxi drivers.  So that’s our challenge.
Getting Singapore’s faxi drivers to read is «
challenge. So we got them all to come ot midnight to
one library. Of course we fed them first, food fo
warm their stomach. We had a tumout of 110 foxi

-

drivers. We had four of them who we'd prepared.
The four of them read a book and discussed several
chapters of that book. They spoke passionately of
their own experiences as well. So we have that faxi
drivers group discussing this book.

There’s another group of teens discussing the same
book as well, and when you attend both sessions,
you can see the differences in the way their
discussions go. The one with the faxi drivers is more
in depth, because they bring with it their personal
experience, and they live longer so they know what's
happening. The feenager one lacks depth, because
they were younger. So far, for the toxi driver it was a
challenge, and it was a very successful acfivity. Some
of they said that ‘Hey, you cost me $60 in faxi fare;
| lost my eaming fo come to aftend your session. As
a result of this, we're going to form @ foxi driver
reading club. We're trying fo get them fo read. So
you can do that with your faxi drivers too.

Hedlth in the library is also very important. There’s
very well aftended program that we do, especially
fradition Chinese medicine. We also work with the




Ministry of Health. We invite traditional Chinese
practiioners, and they’d come in. However, when
we work with these groups, we do not allow them to
sell their products. The library is neutral, we're not
political or anything. So the practitioners would come
and discuss the benefits of the products, but they’re
not allowed to say ‘buy my product from this place’
and so on. If they want fo sell their products, they can
do it outside of the library session. As a result, when
people come to the program, they do not feel
pressured o buy the products.

The other thing that we do a lof of is engaging the
community. Without the community, we can not do
what we had set out fo do.  Seriously and honestly,
we cannot do what we want without the community.
We have volunteers, but they are still a very smal
porfion unlike the volunteers in the San Francisco'’s
public libraries or New York’s public libraries. We're
still af the bottom where what we want fo do with our
volunteers is concerned. We can do more, and this
year, we want to reach out o the able volunteers to
help us run.

Now, we have senior cifizens helping us. They run a
reading group and also help us organize the senior
citizen programs. They also help us manage the
library and warmn the readers to keep quiet. Noise is
one of our big problems, so we have the seniors to
go around and tell the children to keep quiet. This
is because children tend fo listen to elderly
oeople, and t's done quite well. The library also
gains fremendously from this because the senior
ciizens have wide experiences. So engaging the
community is very important.

The other strategy that we use is the technology issue.
When we first became a statuary board, my first boss
was an IT expert. He had a doctorate in IT. [T's and
librarians usually do not gef along very well. We
think we still need to keep a human touch and such.
However, IT must be used as an enabler. It cannct

replace the human louch, as shown in our Sengkang
library.  So, we have used IT in many ways. You
have heard of our ref ID, our radio frequency. All our
books are tagged now. The process of checking out
a book is seamless and very fast. It is also very
efficient. It [IT] has helped us in many ways. So, do
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not look at IT as something that fakes away your job.
| think IT enhances the work that we want to do.

These are some of the things that we do with IT. In
Singapore, we have 22 libraries situated all around.
Although we are very small, our Singaporeans are
quite spoiled in o sense that they could refum books
to any branch of the library. Previously we said that
if you borrow a book from A library you must retun it
to A library. Now, if you borrow a book from A
library, you could return it 1o B library, and the books
will be returned to A library in 24 hours. So how do
we do it? We partner with our Singapore post of-
fice. The Singapore post office has this large build-
ing with 98 million dollars worth of equipment. They
approached us and asked how they could help us.

The Singaporean post is very intelligent.  This is an
added business for them, so during that free period
when they're not sorting mails, they sort our books.
Those that belong to my library, | keep in my library. If
it does not belong fo me, | put it in this container. Then
| wrap this confainer up, | seal it up. The Singaporean
post truck would come by cll the libraries within @
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certain time frame. They pick up all the books, bring
them to the Singaporean office, and then they have
them sent fo the libraries. VWhat happens is that during
the night, the files of the records of the readers in the
libraries are sent to the post office, and they have it
sorted out. VWe have done it for about six years now,
and there’s zero-percent eror. The cost of doing this is
much cheaper than if | had to employ many staffs fo
sort, pack and deliver the books. This is a project that
we did. Then we have time fo shelve.

I'm not sure about the Thai people, but Singaporeans
like to read what people have returned. When
someone puts a book in the refurn bin, others will dig
info the bin fo find out what other people have
returned. We call that popular picks; when a book is
refurned, we put it up in the Just Returmed section.
Most people will check out the book because they
think that someone has read if, so it must be good.
It clso saves our time from putting the book back
info shelf.

Time to market is how long | take to order the book
and when the book gefs to the library. For books that




are published locally in Singapore, the time to market
is a week, while overseas books take a month. It is
indeed a challenge, but | must say that not all books
will achieve that target.  Some books like Harry
Potter, we have the books already, but we can'’t launch
it until the 16 of July. Some books take longer, but
over all, we manage fo achieve the targeted fime.

These are some of the fargets that we have.

Becoming a library member is very easy now. If you
ask me for a library card, I'd charge you $5. There's
no need for you to own a library card, because each
of us carry an ID card. That card enables you to
become o library member. Library membership is
free to all Singaporeans and PR. For foreigners, they
have a one-fime registration fee. The price is only
10.50. We dlso have a sell service course where
you register yourself. (This is a picture of borrowing.
You take a book, and you check it out yourself. This is
a borrow inquiry sfation. I's where you check how
much find you owe the library, and how many bocks
you sfill have in your records.)

This is our new generafion, all in one course. The
registration and borrowing is now combined fogether
in one machine. For the new building, we will have
these new machines in action. Now, it's sfill a
prolotype, but we're sfill dusting the system out. It
should be stable by the time we open the library.
This is easy, checking library e-ransacfion ; it’s online
24 hours. You can download our additional library
information, check your library records, and make your
payment online. You can easily access it from home.
We have the physical library coupled with the digital
one.

This is the Siberian service that | was talking to you
about. This was a profolype that we fried at Sengkang
library. In 1998, we got video cameras. If you ask
a question, the librarian can see your face, but both
the customer and the siaff do now like fo see each
other. So, the next generation says they want to be
nameless and faceless; they can easily pick up a
phone and ask the siaff a question. What the librar-
ians has at the other end is the layout of the library, so
they can tell the recder where the book they are
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lacking for is.




The other very imporfant thing you need to do with
people is fo engage the medic. The media is @ very
powerful marketing tool that will helo you market your
We do a lot with the media. We use
celebrities, for instance, a popular Chinese news an-

service.

chor, as our reading ambassadors. We also use Pa
Chu Gung I'm not sure whether you recognize this
one: Pa-Chu-Gung. Pa-Chu-Gung is a popular sitcom
character, portrayed as a confractor who speaks
broken English. If Pa-Chu-Gung can read, why can’t
| read to0? We use these icons to mofivate people
fo come fo the library.

We ask them to share their reading experiences. If's
very well subscribed, very noisy when they come. We
alsc have Kids Read, which is a program for
underprivileged children. It features children from the
low income group, whose parents are very busy, and
visiting the library is the last thing on their minds.  They
could barely feed their slomach, why should they have
to bring their children fo the library? So what we
have now is that the library goes to them. We have the
Kids Read program where we engage volunteers fo
read to the underprivileged children. We encourage
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the retired principles, teenagers, and members of the
We have done this
program for one year, and the result is that low income

parlioment o read fo them.

families are more willing to come to the library, and
they think that reading is very important for the kids.
Then, we have lifestyle services : our programming
zone and a cafe. Every time there’s a program,
there's a lot of noise in the library. There is a place
where we have a piano playing and a cafe.
However, the cafe is not making money on the li-
brary, because every fime we have a program, the
cafe can’t serve their coffee.  Then, when they're
making coffee, the machine makes a very loud noise.
People say shut up, shut up, the program is on, make
your coffee later. So, for them if's quite a challenge.
Also, our libraries are located near food outlets. The
coffee in the library is more expensive. I's about four
Singaporean dollars a cup, whereas if you go
outside, you could get a cup of coffee for about
60 cents. The Singaporean kids patronize this. Some
of the coffee shops sell very well, but some do net,
especially those with a lot of competitors, but
we have one vendor. So, in the end, they win some.

they lose some. They should make some profits.




Then, we have the music posts. Previously we had
these music headphones, which were very
curnbersome. People had problems with headphones
and hygiene. Now we have a wonderful thing called
the hairdryer. You chose the song you want and it's
oumped to you. The CD’s here are supplied by a
local music shop in the shopping cenfer. It's a
win-win situation for them in a sense that if people
like the song, they could go down fo the media shop

to buy the CD.

Alter all this, you would think that I've got no problem,
when in fact I've got @ lot of problems from The
expectations and demands from the customers are
increasing. | think you all face the same problems as
| do. Customers are increasingly demanding.  They
would not take no for an answer, so much that the
NLB has relented a litfle. Take, for example, children’s
books. We normally do not stock Enid Blyton, a very
popular children’s book. We have not stocked any
Fnid Blyton book for as long as | could remember.
However, a couple of years back we had to
purchase them, because i's a way fo encourage
people fo read. Babysitters” books teo, a very huge

following, so we had to gef those. That's meeting
customers’ needs and expectations.

Saturation of public market/ non-active members. The
Chairman and the board members were saying, yes,
you've reached out fo the converted users.  VWhat
about those who do not come to use your library?
She related to us her experience with her hairdresser
who said that she’s very frightened to use the library.
She said that everything in the library looks so cool
and high-tech that she’s afraid that when she touches
anything, it will breck. That's a challenge for the 38%
of people out there who do not use the library. This
year, my target is fo reach out to these pecple and try
o get them to use the library.  VWe tfry to change the
education system too; if's a challenge we have fo keep
up to.

The other way is resources; resource constraint is very
important. In our Regional Libraries we have 4 levels
of 12,000 square meters, and we only have 25 which
is very low. We open from 10 AM fo @ PM, we
have two shift and each shift; we have a minimum
amount of staff. Sometimes, like when we have a
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program, additional staffs have to be pulled in from
everywhere 1o help cover the program.

Government funding is increasingly hard fo come by.
The challenge now is for everything that you do, they
won’t give you the money. Singapore government is
very smart. What they give you is a loan. For
example, you want 100,000, I'l loan you 100,000,
but | charge you at the bank’s interest rate. Then you
return me the loan. Now, everything that we do with
the government-goes through this process. VWhat this
is, is that we tumn fo investment. The challenge for us
is where do we get the money, and how do we get
the funding. For our users, they ask, ‘you are a public
library, why do you charge me? That's another
challenge that we face: fee vs. free.

The gredfest scrufiny is on public spending.  Every
fime we spend money, they ask us: Do you really
need it? What do you spend it on? How much does
it cost? For me-running cll forty libraries-at the end of
the day I'm checked on what is the cost per loan.
The cost per loan is about two Singaporean dollars.
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This means for every book | loan aut, it's two dollars
overal.  Some are more expensive, some are less.
How do we calculate the cost for these? We count
everything : utilifies, staff, everything. Then we divide
this number by of books checked for that year. That's
how | get my cost per loan. Every year, I'm pressured
fo reduce that number down.

At some libraries the cost for loan are very high. For
example, at the performing aris library, the cost is
about five dollars per loan ; it's a niche library so the
clientele is more. So, you win some, you lose some,
like our cafe operators. So, public scrufiny and rapid
and ongoing changes in technology, these are the
challenge that we face in our work everyday.
Nevertheless, we have come a long way since we
starled. Since when | starled ot the libraries and since
we've created the statuary board, we have come a
good ten years. We see lots of libraries, on the
whole, coming up. There’s a lot ouleam from you
guys.
there’s lots more energy that we can share with each

You have a lot that we do not have, and

other. With this, | end my presentation, this is a new
building that we're looking forward to. If any of you




have been to Singapore recently, you couldn’t
have missed the building. I's huge, it's big, if's hot;
everybody is looking at that building. I's a sixteen-
storeys new building. VWe're going to soft-open it on
the 22nd of July. The new building will house @
reference library from the 7th to the 13th floor. The
basement and first floor would be a small central
landing library if's a public library. We dlso have a
drama center-a 600 seater .

Then we have an observation point at the fop to
conduct programs.  So, the 22nd of July, we open
soft-open to members of the public; they will test out
the system. On the 12nd of November we will send
out invitations for all the honored guests fo come.
We'll have the Lion dance and ask the President to
come. The opening ceremony will be held on the
12nd of November this year. So if you want fo visit
the library, any fime you're welcome fo do so.

You can drep me an email, and we’ll show you
around ; although that's not necessary really. If you're
planning to build a new library, it's very good fo visit

an existing library to leamn from its misiakes. I'm nof
saying this building is perfect. There are many
lessons to learn from it. They take care of the public,
they forget about the staff. So the staff's places
are very small and very narrow. The staffs were
grumbling about it already. | have a short video on
the library, just to give you the over view of our public
libraries.

Question/Answer session with Ms. Tay Ai Cheng

Q : What are the most important factors that
contribute to the success of NOB?

A : One very imporant factor is that you must be
commitied. You must work together as a team. The
senior feam plays a very important role, because it
sefs the tone for the rest of the staff. If they see that
the seniors are not commitiing, they are not sefing a
good example for the others. So it’s very important
for the senior team to ‘walk the talk’ and practice
what they preach. Then, they must stay focus and
committed, because they're a lot of people on the
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road who try to lead you info the wrong direction.
Overall, you must stay focus, committed, and work as
a team. | think these are the most important factors
for success.

Q : How did you attract the youth fo help organize
programs and activities in the library?

A : Before we stared Jurong, we wanied fo focus on
the youth group. We sent our adverfisements and
flyers to everyone. The people who came are
volunteers.  We didn’t tell them that they have to
come. They came in and form a team. We do nof
pay them, but when we do, if’s only fo pay for their
transportation. I they need the library’s help for the
program, then the library will fund it. Other than that,
i's only their ime, and their commitment that we ask
from them. We have moved from the first generation
of volunteers to the second. The first generation has
passed the work on fo the second generation. It has
helped in some ways. Working with young people
is very challenging. We have an office for them, with
their files and everything. They can also hang out
there. On the whole, i's a win win situation for us to
have these volunteers.

\_

Q : How did you attract the working class fo the
library, and how do you make sure that your
respond fo cerfain groups is sufficient and efficient?
A : For the 38% of the people who do not use the
library, | assume this question is about the non user of
the library. We have done, only to varying degrees
of success... | can tell you honestly now... because
these people do not feel the need. You can bring o
horse to the water, but you can’t force it fo drink. So
what we do is we have Kids Read for people with
low income. That's how we bring the library to them.
Then the other area is the Bom to Read program.
We work very closely with the hospital on pregnant

women.

When they give birth, we give them a package of
reading material and ask them, encourage them, to
use the library. In Singapore, because the education
system is so compefifive, everybody wants their child
o succeed. One of the reasons why you find that the
mothers, especially those with a low income, do not
come to the library is because they feel that whatever
fime the child has, should be spent on homework.




They think that kids should spend fime on homework
“instead of reading sfory books.  That's what my mother
always said. Because in Singapore, the education
system is such that if you go to a good school and
get a good degree, you are guaranieed a good job
with a bright future.

On the other hand, if you don’t have all these
things, it's going fo be tough. That’s the reality of the
situation. For those who we do nol reach out fo then
it's quite difficult. For the senior cifizens, most of them
are illiterate, and the books there do not meet their
needs. What we do is that we have a space for
them to come in and to hang out. Most seniors,
when they hang out in the cool affernoon after
lunch, they ended up snoring in the library. That's the
problem.  That's the problem we find with senior
ciizens. It doesn't reflect a very good image of our
library. So far senior citizens are a challenge, but for
the new senior citizens, it's the other challenge. Most
of them have money, and are very well educated. So
how do you encourage them fo come and use the
library? Most of them are self supplier ; they have the
mean to get the matericls themselves, so they don’t

need to come to use the library. That's a challenge,
but we still have not done very well for reaching out
fo the answer. This year our focus is to do that.
When we do succeed, we can share that with you in
another fime, in another platform how successful we
have been in reaching out to these answers.

Q : What is your definition of the e-library, and
what are its functions.

A : E-ibrary is anything that is electronic. For example,
| can check my accourt, my membership, the data
base, and register. All these come under what we
call the digital library services. The digital library is
like the physical library. | run the physical outlet, and
somebody runs the digital outlet. The digital library is
another challenge of page view; how many people
come to visit the site, and how many people use the
document on the site. VWe work very closely with the
digital library team in bringing teenage, seniors and
children books into the digital library to encourage
usage in this area of the library as well. In Singapore,
we are quite [T savvy, and most people have access
fo computer at home, and they know which site to
use. There are so many sites that the readers are
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confronted with, for example, a teenager wants 1o
know more about love and relationships, there're so
many sites on the intemet.  What we want fo do
now, is for the librarians 1o pick out the better sites
and place them together with the books in the library.
So, when you visit the digital library, you have a list
of very useful sites. This is the next step that we want
fo do.
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