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Home library services for community members living 

in aged care homes

1.0
Introduction
Public libraries across NSW provide home library services to housebound members of their communities.  In many cases these community members are living in aged care homes, including nursing homes and hostels.  Providing home library services to these residents has unique challenges and this paper  seeks to explore the aspects of service to aged care homes and hostels, the challenges library staff experience, strategies in use in some libraries and recommendations for improving and future-proofing these services as our diverse community ages. 
“Over the next 40 years, the number of Australians over the age of 85 will increase by 500%, due in part to rising life expectancies together with a demographic bulge of the baby boomers.”
 

1.1
Definitions

	home library service


	Public library services to community members who through reasons including disability, illness and limited mobility are unable to access public libraries in person.  

	aged care homes
	Organisations providing living accommodation to community members which include a variety of levels of care from high level, low level and independent living units including facilities commonly known as nursing homes and hostels. 


	ageing in place
	Ageing in place refers to aged care homes that offer both high and low-level care, and to situations where it is possible to stay in the same home if your care needs increase.



1.2
Stakeholders

When discussing home library services to aged care homes it would be valuable to consider the various perspectives of key stakeholders including:

· residents 
· residents’ family members

· staff working in the institutions (eg. nursing staff, diversional therapists and activities officers)

· management of aged care homes 
· council aged care workers and

· library management
· library staff (eg. home library service officers and delivery drivers)
· library volunteers

The multiple perspectives are vital to give context to the information gathered from home library services staff.  It is also critical to note that not all residents in aged care homes are in fact elderly, residents can also be quite young people with disabilities which require high levels of care.
1.3
Aged care accreditation standards

Library services provided to residents in aged care homes contribute to specific national accreditation standards, including:

· 2.16  Sensory loss: Residents’ sensory losses are identified and managed effectively.
· 3.5   Independence: Residents are assisted to achieve maximum independence, maintain friendships and participate in the life of the community within and outside the residential care service.

· 3.7   Leisure interests and activities: Residents are encouraged and supported to participate in a wide range of interests and activities of interest to them.

· 3.8   Cultural and spiritual life:  Individual interests, customs, beliefs and cultural and ethnic backgrounds are valued and fostered.
· 3.9   Choice and decision making:  Each resident (or his or her representative) participates in decisions about the services the resident receives, and is enabled to exercise choice and control over his or her lifestyle while not infringing on the rights of other people. 

1.4
Library Act 1939

Section 10 of the Library Act 1939 states that:

(d) Free delivery to sick or disabled members
No charge is to be made for the delivery to a member of the library of any library material or information that the member is entitled to borrow free of charge if the member for reasons of ill health or disability cannot reasonably be expected to attend the library in person.

1.5 Library Council of NSW Standards

Living Learning Libraries provides standards and guidelines for NSW public libraries including home library services with the objective to “provide access to library information and resources for those community members who are unable to physically access their local library for any reason”.

1.6 Clients living arrangements change

Support services can enable ageing and disabled residents to remain in their own homes for many years.   Some aged care home residents may have been independent library clients until moving into care.  Other residents may have been home library services clients for many years (sometimes as many as 20+ years).  Almost inevitably, longer term home library service clients move into aged care homes including nursing homes and hostels when it becomes too difficult to manage at home or illness and disability force them to seek higher levels of care.  
This change in living situation can take long term library clients outside a local government area into another library’s jurisdiction.  Exchanging client reading profiles and information between libraries would represent a breach of the client’s privacy unless express permission has been given for the information to be shared.  Alternatively, clients may move into an institution where no service or only bulk loan services may be available.

Some aged care facilities provide levels of care including independent living units; hostel care (medium care) and nursing home care (high care).  Clients may move between the levels of care permanently or temporarily while they recover from illness or injury.

On average a person is resident in a high care facility (nursing home) for approximately two years.

2.0
Technology and library services to aged care homes
The potential for effective use of technology to assist in home library services is considerable.  The impact of an anticipated increase of up to 500% in clientele
 will require new thinking and creative use of technology to ensure that ageing members of our community are not denied the enjoyment of accessing their local public library.   

Some examples of opportunities to use technology more effectively may include:

2.1  
Reader profile management and selections
· effective use of automated reader profiles

· selection assisted by automation

· integration of resources like LibraryThing for Libraries
 which provide tagging and additional access points which support automated selection
· stock management assisted by automation (eg. RFID and GPS)

2.2  
Mobile technology

· mobile access to the library management system, client profiles, downloading resources
· fast download speeds for delivering materials 

· compatibility of library websites and catalogues with mobile devices eg. iPhones

2.3  
Reading resources delivered via technology
· digital talking book technologies 

· e-book technologies

· equipment designed for use by people with low vision

· direct download of materials via the internet 
· magnification devices for residents with low vision
2.4  
Improved communication with clients in aged care facilities
· message prompts to remind residents of library delivery days (via mobile phone)
· library kiosks in aged care facilities (eg. downloading material, requesting material, contacting the library, searching the catalog)

3.0
Managing deliveries and collection of items
3.1
Description

Items are loaned to residents living in aged care homes in two main ways, either as a bulk loan to be shared amongst the residents or as loans to individuals.  The process involves three stages, collecting selected material, delivery of the loan, collecting the loan.
3.2
Challenges

Many libraries have limited resources available for deliveries:
· Insufficient staff and / or resources to service all the potential clients living in aged care facilities in the LGA. 
· Waiting lists for the service.

· Limited staff hours available for home library service, incorporating desk shifts and other responsibilities.

· Services relying more and more on volunteers to manage deliveries, yet volunteer management and coordination takes staff time. 
· Deliveries to institutions not always top priority for libraries – sometimes the driver or delivery vehicle can be redeployed on other library deliveries.
· In some areas due to safety issues or lack of parking two staff are required on HLS delivery runs, one drives while the other drops off.

Managing stock loss

· Libraries experience difficulties recovering missing items and consequently significant loss rates.  This can occur as a result of death of a client, clients experiencing memory loss, changes in staff, difficulty retrieving items from resident’s rooms, bulk loan items being misplaced, theft.
· Non library materials are often returned by mistake and need repatriation. 
· Selections may be restricted to older / disposable stock to minimise losses to the library resulting in a lower level of reader advisory service for clients. 
· Often large print stock that has outlived its value in the normal lending collection is circulated by library staff as bulk loans between institutions.
· Some libraries do not lend talking books to institutions because of the very high replacement costs and likelihood of CDs and cassettes going missing.
· Due to high loss rates, some libraries have a policy of sending discarded items to institutions.  

· Efforts to manage the risk of stock loss can reduce the quality of the service provided to residents, eg. limited access to new titles and expensive formats, some libraries limit further loans to an institution until items are returned ie. 10 loaned, 10 returned.  

· Library staff are not normally permitted to go into residents rooms to search for lost items.
Bulk loan vs individual service

· Many libraries offer a mix of delivery patterns, which may vary from institution to institution.   For many a bulk delivery is the only way to meet the needs of a large number of clients efficiently.

· There can be challenges in controlling who has a bulk delivery item (ie. in which room should we be looking to get an item back? Has the item been taken by a visitor, family member or member of staff?) 

· In many institutions there is no designated staff contact person – often bulk loans are left at reception desks or designated spots with no feedback.
· There is normally no measurement of the use of the items beyond the single ‘bulk loan’.

· Access to materials when picking up previous loans can be constrained (some are kept in locked cupboards).
Coordination with aged care home staff

· Staff may not have the bulk loan items ready for collection on delivery days.
· Library staff may have to go from room to room to locate items.

· There may not be an agreement in place with the institution about responsibility for the items while on loan.

Workplace safety

· Nursing homes and hostels may be quarantined due to contagious illnesses.  In this case items cannot be retrieved and staff cannot enter the centre until the quarantine period is over.
3.3
Possible Strategies
· It can be useful to take managers / supervisors from the library on a home library service delivery run to an institution to assist their understanding of  the needs of clients and the constraints on library staff in these environments.  They can also assist in negotiating agreements with the management of the centre.
· A certain percentage of stock loss is to be anticipated, library policies and agreements with institutions may need to include appropriate loss management policies (eg. % loss rate acceptable, agreement with institution for annual capped replacement costs or penalties for loss above acceptable limits) should be incorporated into service level agreements with aged care homes.
· Mobile Library stops at nursing homes or hostels may be appropriate to allow residents to come onboard to make their own selections.

· Using volunteers to do deliveries as part of a “library visitor” / community engagement program may be effective – noting the issues involved in training volunteers and security checking as well as the importance of effective volunteer coordination and recognition. 
· Good communication with the nursing home director and staff at institutions should be a priority and may include suggested strategies on how to manage the collections while at their institution.
· Reducing the bulk loan period from 3 months to 1 month may increase turnaround times and refresh stock while reducing the time for items to ‘go missing’.
· Designated bulk loan collections could rotate around institutions, separate from the main library collection.

· Well stocked book trolleys could be wheeled in for a library visit: items issued, returns collected and then wheeled out to visit the next institution.
4.0
Responsibility for the materials on loan
4.1 
Description

Library members are normally responsible for the items loaned to them.  The capacity of some residents to take responsibility for items may diminish over time, particularly in cases where dementia related illnesses affect their memory. In the case of bulk loans the ‘library member’ responsibility sits with either the institution or a specific member of the institutions’ staff.  
A certain percentage of stock loss is to be expected, in particular where clients are deceased and their personal property is removed or dispersed by family members and nursing staff.  In addition, the capacity of clients to keep track of materials on loan to them may be diminished. 

In many situations, a memorandum of understanding or an agreement between the library and the aged care facility would clarify responsibilities.

4.2 
Challenges

· Institutions may not feel they should take responsibility for the items loaned to their residents.
· Staff at institutions may not be willing to take responsibility for items while on loan. 

· There can be difficulty communicating the responsibilities of clients using home library services.
· Staff at institutions may borrow library items from residents

· Relatives may borrow items from residents

· High turnover of diversional therapists and activities officers in nursing homes and hostels is fairly common, affecting communication with the library
· Diversional therapists and activities officers may not have a ‘back-up’ person to take over the responsibility for items while they are away (no-one else knows what to do)

· Staff at institutions have limited time to monitor library resources

· Relocation of clients to higher levels of care or the death of clients may not be communicated to the library immediately
· Library staff may be concerned about the library’s responsibility if lending DVDs and videos to institutions that may not have an APRA licence but are intending to screen them to groups in the home.  

4.3  
Possible Strategies
· Some libraries limit bulk loans to institutions, only lending to people who are individual members of the library.
· Deliveries to individuals in nursing homes may require family members to accept responsibility for the loans – however, getting agreement from next of kin may be very difficult to manage.
· Diversional therapists in some facilities keeps items secure until needed – however, this may greatly limit access to the resources for clients.
· Providing advice to activity officers on ways to manage the items (eg. exercise book to record loans, designated areas for books to be stored)

· Phoning the designated contact person the day before pick up to remind them to have the books ready

· Some institutions have a resident who takes a lot of responsibility for the bulk loans and lets people know a few days before they are due to be collected etc.

· Lists of books supplied should be provided to institution contacts for their records. 

· A written agreement / memorandum of understanding signed by the nursing home manager and library manager to agree rights and responsibilities for lost items and any charges
· Institutions may be billed for lost items on behalf of their residents – however, this should be part of a service level agreement.
· Requiring nursing home managers to sign as the ‘member’ providing contact details and ensuring the institution is responsible for paying any lost item costs

· Consider collections that are ‘off line’, ie. not part of the general circulating collection, acting as deposit station collections targeting the requirements of nursing home and hostel residents with an anticipated attrition rate
Institutions may develop their own small collections.

5.0
Selecting and sourcing materials

5.1  
Description

Selecting materials for clients relies on detailed profiles of reading interests and appropriate stock to select from.  The readers’ advisory skills of home library staff must be well honed.  On-going client feedback is essential to ensure the materials are a good match for their interests.
The needs of clients vary widely, including those clients who use languages other than English and clients who may have varying levels of literacy.  

5.2  
Challenges

· Cost of materials in special formats (eg. talking books, large print)

· Technologies keep changing rapidly impacting on the development of collections in limited formats

· Budget allocation to special formats and home library purposes may be limited
· There can be difficulties providing sufficient material or variety, particularly in talking books (cassette and CD formats) and large print
· Selecting appropriate materials for clients reading in languages other than English can be difficult, particularly if the library staff does not include anyone who can read in that language.

· There can be difficulties sourcing materials in languages other than English, particularly talking books and large print formats
· Maintaining current client profiles to aid selection can be challenging

· Limited or no access to residents to obtain feedback on selections or identify needs can make it difficult to provide a satisfactory service
· Securing requested items on inter-library loan may be constrained by potential replacement costs if items are lost / damaged
· Borrowing bulk loans from State Library may be necessary to meet client needs (languages other than English, talking book materials)
· Clients who may wish to read GLBTIQ
 materials may not wish to disclose their sexual orientation to aged care home staff or library staff
· Automated selection by client profile relies on good quality subject headings, many libraries have minimal cataloguing of fiction

· Selections often need to meet format criteria as well as genre (eg. talking book only, large print only)

· Clients may resist changing formats (eg. from cassette talking books to CDs and from video cassette to DVD)

· Selections for individuals who require a variety of items (eg. books, music, DVDs, magazines) can take much longer to assemble.

· Clients are becoming more demanding / specific in their reading interests

· More staff resources are needed to complete quality selection for an increasing number of clients

5.3  
Possible Strategies
· Automated profiles and computer generated selections ie. using library systems to make automated client profile selection by genre and type (eg. large print)

· Computer generated selections that can also search tags where these appear in the catalogue (eg. libraries using LibraryThing for Libraries)

· Keeping home library service client histories in the library management system to aid in selection

· Supplementing bulk loans to an institution with individual bags to clients who have specific interests

· More feedback to staff selecting is good for morale and customer service

· Small separate home library service collections may be necessary to speed up selection and reduce drain on the general collections with long loans to institutions
· Better digital formats are needed with good content
· Encouraging clients to use the catalogue online / reading lists to make more of their own selections.

· Purchase additional ‘home library service’ copies of appropriate titles

· Mobile library stops at institutions to allow clients to select their own materials

· Where clients have access to the internet providing tutorials in searching the library catalogue online
· Trialling new technologies for delivering digital books 
6.0
Interacting with residents
6.1  
Description

Library staff and volunteers deal with clients in a variety of states of health, including mental health, hearing loss, vision impairment and physical impairment.  Dealing sensitively and appropriately with these clients requires awareness and may be aided by appropriate training.
6.2  
Challenges

· Knowing how to interact with residents affected by dementia
· Staff often deal with clients through an intermediary (staff member at an institution).

· Sometimes institution staff cancel service for individual residents and library staff have no opportunity to follow up with the resident
6.3 
 Possible Strategies

· Training for home library service staff and volunteers in ageing related issues

· Including information that is relevant to housebound / nursing home / hostel based clients in library newsletters can assist family members and friends of residents in aged care homes as well as the clients themselves
· Laptops with wireless internet allows library staff to select, renew, reserve or source community information while visiting clients, other mobile technologies (eg. iPhones) may also allow easy remote access 
· Individual loans to residents with careful attention to their reading profiles is a highly valued service – one 100 year old says it is her lifeline
· Printed loan slips that list items on loan can assist residents and staff to manage loans
· Libraries can provide programs at institutions that may include age appropriate ‘storytime’ for residents and loans of resources
· Volunteers may assist with visiting residents
· More library staff time allocated to serving institutions would allow more contact with individual residents
· Libraries may need to allow extra time for equipment orientation sessions when clients need to change over to CDs or replace their players and can’t operate them effectively

· Book clubs could be held in nursing homes and hostels

· Institutions could bring residents to the library in buses

7.0
Partnerships

7.1  
Description

Collaboration with institutions and other organisations can have benefits for residents and also for library staff.  

7.2  
Challenges

· Institutions sometimes contact the library in the days leading up to their accreditation inspections wanting to arrange for a delivery of books 

· Activities officers may not prioritise library access for their residents, or may not be aware of the services libraries can offer
· Keeping partners informed of activities, particularly if their staff change over fairly frequently can be difficult
7.3  
Possible Strategies
· Community bus visits to the library for more active residents

· Some libraries partner with community agencies who provide volunteers to assist with selection and / or deliveries
· Activities officers and diversional therapists may be interested in receiving loans for their work 

· Displays and talks in nursing homes to residents may be a valued service
· Greater cooperation between libraries and institutions should be developed into more formal partnerships with service level agreements or memorandums of understanding
· Annual surveys to institutions to assess satisfaction and identify areas for improvement

· More liaison between activity officers / diversional therapists to assess if selection is appropriate for clients would increase client satisfaction with the service and quality of life
8.0
Promotion and publicity targeting institutions
8.1  
Description

Promoting home library services in the general community is often achieved by publishing flyers and targeting clients via leaflet drops with Meals on Wheels.  Targeting institutions requires publicity information reaching key people including the diversional therapists, activity officers and institution managers.
8.2  
Challenges

· Raising awareness with members of the community who are living in nursing homes and hostels
· Raising awareness of the service in the community  
· Raising awareness with staff working in aged care homes

8.3  
Possible Strategies
· Talking to diversional therapists and activities officers to determine needs of their residents
· Promoting library resources to diversional therapists and activity officers to support their programming 

· Responding to specific requests from residents
· A library newsletter, a column in the local paper, a monthly radio slot which are all used to promote library activities, including home library services 
· Promotional material sent to all institutions in the local government area

· Presentations at local interest groups to raise awareness and seek potential library volunteers 
· Presentations ready to show to institutions to promote the service to staff or residents
· Develop a selection and information form for aged care home management – something they can offer to new residents to assist them in accessing the library services

· Colourful posters promoting books ‘come and borrow this book from the activities officer’ that could be displayed in the aged care home
9.0 Conclusion
Public libraries need to give serious consideration to ‘future proofing’ home library services to community members in aged care homes.  The numbers of clients living in these facilities is likely to grow rapidly in the near future.

Key strategies to consider include:

· Agreements with institutions to clarify responsibility for materials on loan

· Determining a realistic loss minimisation strategy and tolerance that recognises the likelihood of materials being lost / damaged while on loan to residents of aged care homes
· Developing the service model for home library service to cater for significant expansion

· Optimising use of technologies in managing all aspects of home library service to residents in aged care homes

· A perpetual beta approach to exploring and trialling new technologies to deliver services to clients

� Access Economics (2008) PKF Business and Population Monitor  � HYPERLINK "http://www.pkf.com.au/NewsAndPublications/Publications/Publications/BusinessPopulationMonitorWeb.pdf" ��http://www.pkf.com.au/NewsAndPublications/Publications/Publications/BusinessPopulationMonitorWeb.pdf�  [Accessed 10 December 2008]


� Aged Care Australia � HYPERLINK "http://www.agedcareaustralia.gov.au/" ��http://www.agedcareaustralia.gov.au/� 


� Aged Care Australia http://www.agedcareaustralia.gov.au/





� Accreditation Standards � HYPERLINK "http://www.accreditation.org.au" ��www.accreditation.org.au� 


� NSW Library Council (2008) Living Learning Libraries: Standards and Guidelines for NSW public libraries pp. 62-63


� Access Economics (2008) PKF Business and Population Monitor  � HYPERLINK "http://www.pkf.com.au/NewsAndPublications/Publications/Publications/BusinessPopulationMonitorWeb.pdf" ��http://www.pkf.com.au/NewsAndPublications/Publications/Publications/BusinessPopulationMonitorWeb.pdf�  [Accessed 10 December 2008]


� LibraryThing for Libraries � HYPERLINK "http://www.librarything.com/forlibraries/" ��http://www.librarything.com/forlibraries/� 


� gay, lesbian, bisexual, transgender, intersex or queer (GLBTIQ)





2

