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  Communications and Engagement Plan 2020 – 2022

1. Background
Worcestershire Libraries’ Communication and Engagement Plan is a working document which runs alongside and links with the Library Strategy 2020 – 2025 which received Cabinet approval in December 2019. 

Strong and clear feedback was received during recent public consultation and engagement that more was needed to be done to raise awareness of library services across the county, improving understanding of the full library service offer and increasing participation in library services. 

Raising awareness of and expanding the range of library services on offer will increase the number of Worcestershire residents who benefit from the skills, resources and opportunities available in libraries to improve their quality of life and fulfil their potential through engagement, participation and learning.
Libraries occupy a unique position within diverse local communities and offer a wide range of services, in collaboration with Council and community partners and national organisations, to meet the needs of residents and communities:

Reading & Literacy: Free digital and hardcopy lending and reference collections, specialist collections, accessible formats and services that promote reading for pleasure, improve literacy skills and promote exploration and discovery through reading

Health & Wellbeing: Safe, welcoming community spaces providing opportunities to engage, connect and participate to combat social isolation and loneliness and create healthier, more resilient communities
Learning, Skills & Employability: Opportunities to learn new skills, receive job seeking support and gain volunteering and work experience to build confidence, motivation and aspiration and fulfil personal potential  
Digital Inclusion: Free access to computers, wi-fi and the internet, and opportunities to acquire skills and confidence to access information, resources and services safely online
Business Support: Welcoming and accessible business spaces with access to business resources, signposting and support to encourage enterprise and support economic growth

Culture & Creativity: A variety of arts and cultural experiences to enrich lives and provide creative inspiration
The key areas of focus for library communications and engagement over the next 12 to 18 months are to:

1. promote the full range of library-based and digital library services that support COVID recovery to increase service engagement and participation.

2. promote BIPC Worcestershire brand to establish Worcestershire Libraries as centres for business and enterprise support and highlight their position in Worcestershire’s wider business enterprise support landscape

3. increase understanding within the Council of how libraries can deliver corporate priorities to ensure that they play a more central role delivering Council services
4. promote the open library model as an opportunity to future-proof libraries and increase their value as a community asset and a flexible space for local activity and engagement
5. increase the range of channels used for library communications to extend their reach, particularly to under-represented groups

6. review and re-populate Libraries’ web pages to highlight the full breadth of library services and their impact
2. Aims & Objectives

2.1 Aims

The overarching aims of this Communication and Engagement Plan are to:
· Increase public awareness of the full range of library services on offer and their benefits, to increase participation in services, particularly by under-represented and harder to reach groups. 
· Improve understanding within the County Council of how libraries can help deliver corporate priorities to ensure that the service plays a more central role in delivering Council services.
· Increase engagement with Council and community partners to co-develop more services that are closely aligned to Council and community priorities and which improve resilience, independence and prosperity of Worcestershire residents. 
2.2 Objectives 

· Promote the full range of library-based and digital library services to a wider audience across the county, including traditionally hard to reach groups, to increase service engagement and participation.
· Explain the benefits of library services and how residents can make the most of what’s available to them.
· Articulate how library services meet the ambitions of the Library Strategy 2020-2025.
· Highlight the role of libraries in supporting Covid recovery, ensuring that libraries are seen as a key part of the solution.
· Promote libraries as community hubs (face-to-face and digital), providing access to Council and community services and opportunities to connect, engage and participate.
· Increase engagement with Council partners to co-develop services that deliver Council priorities; improving the resilience and independence of Worcestershire residents and the prosperity of Worcestershire communities 

· Increase engagement with community stakeholders, including residents and partners to co-develop services that meet community needs

· Promote library transformation as an opportunity to future-proof Worcestershire libraries
· Highlight the value of The Hive in leading service developments across all libraries and showcase service innovation arising from the partnership with University of Worcester
· Raise the national profile of Worcestershire Libraries
· Give residents and library stakeholders a bigger say in shaping library services
2.3  Key Messages

· Worcestershire’s libraries are inclusive and open to everyone 
· Libraries are community hubs, providing a front door to Council and community services in safe, welcoming and trusted local spaces
· Library buildings are community assets, providing local groups with access to affordable space for community activities
· Libraries work with partners and listen to the voice of customers to ensure they deliver services that meet community needs

· Libraries are well placed to deliver Council services to diverse local communities 

· Libraries improve the health and wellbeing of residents through opportunities to engage, connect and develop skills & confidence

· Libraries improve the skills and employment prospects of residents through job seeking support and opportunities to learn new skills, volunteer, and gain work experience 

· Libraries help residents to develop digital skills and confidence online through free access to computers and the internet and support from Digital Champions & Adult Learning

· Libraries help residents to set up or grow a new business by providing access to comprehensive business resources, advice on Intellectual Property, opportunities to learn from local business experts and signposting to business support organisations across Worcestershire

· Libraries support the learning of children and young people by providing quiet space to study, access to learning resources and opportunities to engage in activities that improve literacy, develop STEM skills and support wellbeing

· Worcestershire Libraries’ partnership with University of Worcester at The Hive promotes library service innovation that benefits the whole county

3. Stakeholders
	Internal
	External

	WCC elected members
SLT

COG

Cabinet Member for Communities

Strategic Director of People 

Assistant Director for Communities
All WCC staff
People Directorate Staff

Library managers
Library staff
Volunteers

WCC service partners:

· Public Health

· Adult Social Care

· Worcestershire Children First

· Economic Development

· Digital Transformation

· Communities:

· Learning & Skills

· Registration Services

· Archives & Archaeology


	Residents 
Library members

Non-library members
Key external partners and stakeholders:

· University of Worcester

· DWP/Job Centres

· Wychavon District Council 

· Pershore Town Council and Tourist Information

· Upton Villages Together

· Hagley Parish Council

· Broadway Library Trust

· Woodrush School and Community Hub

· Alvechurch Middle School & Crown Meadow First school

· Catshill Middle School

· Bewdley Health Centre
· Citizens Advice Bureau

· Age UK

Other community organisations and local businesses
Other library authorities 

National professional organisations actively seeking to promote and sustain libraries including Libraries Connected, Arts Council England, DCMS, The British Library, Good Things Foundation



4. Communication & Engagement Channels
The table below provides a comprehensive overview of communication and engagement channels available to Worcestershire Libraries.
The first year’s performance data will establish a baseline against which the relative effectiveness of library communication and engagement channels can be measured in subsequent years. 

	Channel
	Audience
	Communication Performance Measures

	Local, regional and national media including paid for adverts
	Internal & External audience

· Worcestershire residents

· Library members

· Non-library customers 

· Under-represented groups


	· Monthly coverage report from Meltwater to measure reach of stories in the media.

	Social media 

Facebook pages:
Worcestershire Libraries

All library branches

Twitter

@WorcsLibraries

@TheHiveworcs

@BIPCWorcs

Instagram

Worcestershire Libraries

The Hive Library

You Tube

Worcestershire Libraries

Worcestershire County Council

WCC social media channels:

@YourWorcestershire

@OneWorcestershire

@VisitWorcestershire

LinkedIn - WCC
	Internal & external audience

· Residents

· Existing and potential library customers

· Community organisations and groups

· Schools and education settings


	· Monthly statistic reports for each account, showing total reach and engagement (post clicks, shares, retweets, views), increase in followers.

	Email marketing (LMS)

	· Subscribed library customers aged 18 and over (subscribers at July 2020 approx 19.7k)
	· No. of subscribers (% of members)
· No. of recipients that open the emails

· No. of recipients that click through
· Customer feedback indicating how they heard about library services 


	Web pages

Libraries homepage and content within
www.worcestershire.gov.uk/libraries
Digital Library Hub

www.worcestershire.gov.uk/DigitalLibraryHub
The Hive website
www.thehiveworcester.org
Worcestershire Libraries eventbrite

https://www.eventbrite.co.uk/o/worcestershire-libraries-18603259594
Worcestershire County Council

www.worcestershire.gov.uk

	· Residents

· New library members

· Existing customers

· Library staff

· Businesses and organisations


	· Unique visitors

· Page views

· Click through embedded links to further info



	What’s On brochure

	· Residents
· Library members and non-members
· Parish Councils to share on their website
· Library visitors
· Community groups
· Schools

	· Amount of clicks through to bookings made from digital what’s on listing



	In-library materials

· Library membership material

· In-library posters, flyers
· Plasma screens
	· Library members
· Library visitors

· Co-located partners

· Library staff
	· Customer awareness of library services (survey)
· Customer referrals, increased membership (how did you hear about us?)
· Email engagement – amount of customer clicks through to website pages from e-mails
· Increased engagement and participation levels in regular library activities

· Increased use and engagement with products and services following specific promotional campaign

	Frontline library staff customer interaction


	· New library members
· Existing customers
· Library visitors

· Co-located partners
	· User survey to ascertain satisfaction with – staff welcome, range of services/information available, accessibility of formats etc

	School bulletin newsletters / School visits

	· Teaching staff, pupils and parents

· New Library members

· Existing library customers


	· Increase in library membership of school aged children and teens

· Increase participation in events and activities (including online)

· Increase no. of school visits (when permitted)



	Customer focus groups
	· Existing customers 

· Non-library members

· Community groups who use the library


	· Focus group in each library cluster

· 6-10 participants in each focus group

· Evidence of customer influence in new services and/or approaches

	Briefings for Members
Members Top 5 email - monthly
	· All elected members
	· Feedback from Councillors over how useful briefings and updates are to them.

	Community Events
	· Residents
· Library members

· Non-library customers

· Key stakeholders: co-located partners, Community Trusts, Town and District Councils
	· Attendance numbers
· No of engagements/interactions

	Third Party comms & presentations
	· Residents
· Library members

· Non-library customers 

· Key stakeholders: co-located partners, Community Trusts, Town and District Councils

	· No. of cascade opportunities secured
· No. of presentations, attendance/viewing level, geographic location and audience type

	OurSpace, FirstSpace, poster sites, plasma screens, SnapComms, Yammer, Chief Exec’s email to all staff weekly

	· WCC and WCF staff


	· Monthly views of OurSpace News stories.

· Yammer reach and engagement figures each month.



	Printed marketing – leaflets, flyers
	· Doctors surgeries

· Schools

· Community centres

· Village halls
	· Amount of materials printed and how many are sent out.

· Regularity of printing these sorts of materials


5. Timeline for priority comms initiatives 2020/21 – 2021/22

[image: image1]
The Library Communications and Engagement Plan will be reviewed and updated on a regular basis by the Libraries Communications Lead.

Key personnel

Hannah Needham – Assistant Director for Communities

Councillor Lucy Hodgson - Cabinet Member for Communities
Carol Brown – Head of Libraries, Archives & Archaeology

Nicola Hinton – Library Communications and Engagement lead 

Natasha Jones – Project Manager

Katie Ryder - Senior Project Manager 
Budget

BIPC Marketing budget:

2020/21- £27.5k 

2021/22 - £15k (DCMS) + £6k (ERDF)

2022/23 - £15k (DCMS) + £6k (ERDF)

Service Lead budget (£2.5k)
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Appendix 1

Library Communication Risks   



		[bookmark: _GoBack]Risk

(‘Event & Result’)

		Likelihood

H=High

M=Medium

L=Low

		Impact

H=High

M=Medium

L=Low

		Mitigating action to be taken



		Operational risk

Low response to request for email marketing permissions

		L

		H

		· Run in-library and digital campaigns to bolster number of people providing contact details and permission 

· Library Communications Manager to ensure library joining mechanisms automate request for email marketing permission





		Reputational risk

Negative media in response to specific campaigns e.g. changes in library service provision – open libraries, reduced opening hours



		M

		M

		· Frame positive messages in press releases and wider marketing. 

· Thoroughly brief portfolio holder to act as a compelling advocate and media spokesperson

· Brief WCC press desk to anticipate press and public enquiries with reactive statement.





		Operational Risk

Restricted awareness of new services (esp BIPC and Hive related services) by failure to post consistently across multiple library related social media accounts



		H

		M

		· Clear communication protocols in place for social media posting and shared with all library managers and staff

· Regular review of social media posts by Library Communications Manager 



		Reputational risk

Residents & customers unaware of -relationship of Worcestershire Libraries, The Hive and BIPC due to multiple ‘brands’ and social media accounts

		L

		L

		· Include message in promotional campaigns that The Hive is Worcestershire Libraries’ centre for service innovation & development 

· Update Hive and BIPC webpages to clarify that The Hive is Worcestershire Libraries’ centre for service innovation & development and that BIPC is Worcestershire Libraries’ new business and IP offer

· BIPC comms to highlight that BIPC is Worcestershire Libraries’ new Business and IP offer





		Operational risk

Digital based comms, particularly in relation to COVID recovery services, do not reach digitally excluded audiences



		H

		M

		· Digital comms will be part of a broader mix of communication channels. 

· Library news and information will be communicated using traditional press methods and local community media channels such as Parish newsletters, 



		Operational/Reputational Risk

Reduced impact of comms arising from over-posting on social media accounts and email accounts



		M

		M

		· Clear communication protocols in place setting out best practice



		Reputational Risk

Not perceived as a professional service through inconsistent standards across social media channels and in-library marketing assets and materials.

		M

		M

		· Social media channels will be reviewed and streamlined to ensure quality representation of county library service

· Social media protocols will be distributed and shared to establish a modernised and professional approach

· A communications workstream will be set up using frontline staff members to manage consistency of social media content across the service

· Staff training will be offered via zoom for dedicated social media leads within comms workstream and an online webinar for library managers, team leaders and frontline staff to access going forward.

· A modern brand identity is now in place and will be used for in-house marketing material, across social media and to accompany digital and print campaigns.



		Operational risk

Reduced opportunity for face to face customer focus groups arising from COVID social distancing restrictions

		H

		M

		· Run groups on Zoom

· Introduce focus groups in managed spaces in libraries as part of long-term strategy.










Worcestershire Libraries Priority Comms Campaigns October 2020 – March 2022

Priority 1: Promote the full range of library-based and digital library services available to support COVID recovery and increase service engagement and participation



		Campaign Objectives



		Campaign Messages



		1. Articulate the role of libraries in supporting Covid recovery, ensuring that libraries are seen as a key part of the solution



2. Promote the full range of library-based and digital library services available to support people affected by Coronavirus to increase service engagement and participation



3. Use library stakeholders and partners to ensure that under-represented and hard-to-reach groups are aware of the full range of library services that benefit people affected by Coronavirus



4. Promote libraries as virtual and physical community hubs, bringing together services that help people affected by Coronavirus 



5. Highlight how The Hive and our partnership with University of Worcester is enhancing Libraries’ COVID recovery offer



		1. Libraries are playing a vital role in the County’s recovery from the impact of Covid-19



2. Libraries have adapted to provide online events and services to ensure communities feel connected and supported throughout and following Coronavirus restrictions



3. Libraries’ have developed a Digital Library Hub providing 24/7 access to a growing collection of e books, e audio books and e magazines and a wide range of online library services



4. Libraries are launching new online services to help residents affected by Coronavirus:

opportunities for people to connect and engage safely with others online)



services to help people explore new business ideas and set up or grow a new business 



Opportunities to improve the skills and employment prospects of residents through job seeking support and opportunities to learn new skills, volunteer, and gain work experience



1:1 support from Libraries’ Digital Champion volunteers to help people develop digital skills and confidence using services online 

free access to computers and the internet to people who cannot get online at home



opportunities for children and young people to catch up with their learning from quiet space to study, access to online learning resources and opportunities to engage in activities that improve literacy, develop STEM skills and support wellbeing



5. It is quick and easy to become a digital library member to access free e books & e audiobooks, free online reference services and take part in online library events and activities



6. As soon as it is safe, libraries will bring more services back into libraries to help residents affected by Coronavirus 









Priority 2: Promote BIPC Worcestershire brand to establish Worcestershire Libraries as a gateway to business information, signposting and support for aspiring entrepreneurs, pre-start, early start and growth businesses



		Campaign Objectives



		Campaign Messages



		1. Promote BIPC Worcestershire as Worcestershire Libraries’ new business offer to raise awareness and increase service participation, particularly by under-represented groups 

2. Promote the launch of BIPC Worcestershire COVID Recovery offer; explaining how it supports Worcestershire entrepreneurs and start-up businesses post Covid

3. Highlight BIPC Worcestershire’s position in the Council’s wider business enterprise support offer

4. Ensure BIPC Worcestershire offer is linked to wider Council comms on business and economic Covid recovery services, including Here2Help and Worcestershire Business Central

5. Showcase how the partnership with the University of Worcester at The Hive enhances the BIPC Worcestershire offer for the benefit of the whole county

6. Raise the national profile of Worcestershire Library Service through communication of BIPC successes



		1. BIPC Worcestershire is a new business service offer from Worcestershire libraries



2. BIPC Worcestershire establishes Worcestershire libraries as a gateway to business information, signposting and support for aspiring entrepreneurs, pre-start, early start and growth businesses



3. Libraries are a gateway to free business information, signposting and support for aspiring entrepreneurs, pre-start, early start and growth businesses 



4. Libraries’ online business resources can be accessed from home while library services are disrupted



5. Libraries provide expert supported free access to business information and market intelligence resources remotely and in local libraries



6. BIPC Worcestershire seeks to drive economic growth, support the creation of new businesses and promote the development of strong and dynamic businesses BIPC Worcestershire supports the Council’s ‘Open for Business’ priority by promoting business growth, providing direct support to business and improving skill levels in the county



7. BIPC Worcestershire is part of the Council’s wider offer to support economic prosperity in Worcestershire/ economic recovery in Worcestershire post COVID



8. Worcestershire Libraries’ partnership with University of Worcester at The Hive delivers unique library business services that benefit the whole county



9. As soon as it is safe libraries will introduce BIPC Worcestershire more services back into libraries to help residents affected by Coronavirus 















Priority 3: Raise Council awareness of the value of libraries, to increase engagement with internal partners and co-develop more services that deliver Council priorities



		Campaign Objectives



		Campaign Messages



		1. Raise the profile of libraries within the Council and evidence the positive impact of library services 



2. Improve understanding within the Council of how libraries can help deliver corporate priorities 



3. Engage with more Council partners to co-develop more services that are closely aligned to Council priorities and which improve resilience, independence and prosperity of Worcestershire residents



4. Build relationships with service leads within Adult Social Care, Public Health and Worcestershire Children First to identify new opportunities for the co-development of services that deliver Council objectives and optimise the value delivered from the Council’s investment in libraries



		1. Libraries are well placed to deliver Council services to diverse local communities

 

2. Libraries are playing a vital role in the County’s recovery from the impact of Coronavirus



3. Libraries improve the health and wellbeing of residents through opportunities to engage, connect and develop skills & confidence



4. Libraries improve the skills and employment prospects of residents by providing job seeking support and opportunities to learn new skills, volunteer, and gain work experience 



5. Libraries help residents to develop digital skills and confidence online through free access to computers and the internet and support from Digital Champions



6. [bookmark: _Hlk47560216]Libraries help residents to set up or grow a new business by providing access to comprehensive business resources, advice on Intellectual Property, opportunities to learn from local business experts and signposting to business support organisations across Worcestershire

 

7. Libraries support the learning of children and young people by providing quiet space to study, access to learning resources and opportunities to engage in activities that improve literacy, develop STEM skills and support wellbeing
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