> City of
. Newcastle

Newcastle Libraries — COVID19 Then & Now

Wendy Carmichael, Manager Service Design & Customer Experience




> City of
. Newcastle

COVID-19 Response — Agile, Safe, Member Focussed




More for Members — It’s What We’re All About

» Key ethos of Newcastle Libraries

 Core to our communication and positioning Mayfield Library

new, longer
opening hours

Monday, Tuesday, Wednesday
930am-5.00pm

Thursday
230am-8.00pm

Friday
9230am-5.00pm

Saturday
9.30am to 1.00pm

More for Members

Access Made Easy
- We're Getting a New System

Starts Tuesday 8 October

www.newcastle.nsw.govau,/library More for Members
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Our COVID Response — Agile, Safe, Member Focussed

APPROVED, PHASED RECOVERY
with informed and proactive COVID-safe planning

» Phase 1 from Mar 25 -Telephone and online services only,
Expanded definition of Home library services, transition to
online programming

 Phase 2 from June 1- Introduction of Call & Collect

* Phase 3 from June 15 — 2 largest libraries re-open “Library
Express”

« Phase 4 from July 6 — all other library branches re-open
“Library Express” plus the Toy Library

» Phase 5 from October 1 - Face to face programs and events,
“Library Express” to “COVID Safe” service model

City of
A\ Newcastle

More for Members
— Library Express

P@q

Help Us and Your
Co

Public Compurters & Wifi Other Services




Our COVID Response — Agile, Safe, Member Focussed
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NEW SERVICE CREATION & IMPLEMENTATION  » o =%
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Kowcasta Shoras

- New alternate services - Call & Collect service,
expansion of home library service criteria

 Shift to online programming

» Creation and launch of the Library Lounge

* Proactive Member telephone support service -
more than 8,500 calls

* Hundreds of new members (new online and
phone joining processes)

 Significant increase in eLibrary access - additional
14,849 titles/resources became available

» eLibrary and elLearning received additional
funding

Hewcastie
Collectons Online
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Our COVID Response — Agile, Safe, Member Focussed

ESSENTIAL ELEMENTS of SUCCESS

* Proactive, informed,
responsive planning

« Adequate risk identification,
assessment and mitigation

« Equal weighting applied to
iInternal and external design
and communication
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Newcastle (City) and Wallsend libraries will be open for member access
from Monday 15 June.

The service will initially be available on an ‘express’ basis from:

« 9:00am to 6.30pm - Mondays, Wednesdays and Fridays
e 9.30am to 1.30pm - Saturdays



Our COVID Response — Agile, Safe, Member Focussed

MEASURES OF SUCCESS

New service development -

* New service plans approved and implemented on time and on budget e.g. Call &
Collect service launched 1 June, 108 requests processed in first month, Member
telephone support service, 8,500 calls made and received

Re-opening -

» Site access, space, signage, PPE and workflow updates and actions completed on
time and in situ for re-opening dates at all sites

 Staff rosters created and published on time and in accordance with COVID-safe
requirements

Safety -

* 0Oincidents from branches re-opening, services introduced or re-introduced

Compliance -

* Risk assessments complete, 100% adherence to PHOs, regular update of staff
processes, scripting and workflows to accommodate PHO changes and NSW Health
alerts
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Our COVID Response — How We Communicated

. COVID 19 - Service Chan... Posts Files @ Team S Mest v~ (T
— Regularly and Often - INTERNAL

Alexander Mills 9/21 320 PM 1@
ile Hi Libraries Team, Our partners in MECA have worked with us to translate the new Phase 5 CovidSafe Plan for the Libraries
for public consumption.

« Changed phone system

Latest News:

See more

. . . - L]
Ezr::::\::;g;;::!:i lll::\'rr:pgrroag:fnmmg is back this Spring after a period of restricted offerings due to TWI Ce We e k I y Staff m e etl n g S

COVID-1

www.newcastle.nsw.gov.au

Consultation

Alexander Mills 9/213:33 PM
€;.® Libranes | was asked where is the Phase 5 plan for reading - have pinned a copy of the signed version to this
channels files.

. Transparent planning

October 15, 2020

Wendy Carmichael 10/15 2:07 AM @ [} M S Te a m S
= i Libraries Here is the link the current NSW Health COVID-zafe plan reguirements for libraries
https://www.nsw.gov.au/covid-19/covid-safe/libraries
Libraries | COVID Safe | NSW Government b
[ J

Resources and guidance on how to complete a COVID-19 Safety Plan for your library,

Key messaging and scripting

CO ID
SAFE

T Cohesion and collaboration

www.nsw.gov.au
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Our COVID Response — How We Communicated

N

Newcastle
Libraries

Regularly and Often — EXTERNAL
» More for Members — quick win

* Proactive engagement with
members

 Website

Your library

at home
« SM

Thou::sunds of free movies,
° E D M S music, books and more

newcastle.nsw.gov.au/libraryapp
 Video content -.|.
+ B = ('/‘

- Consistent, recognisable,
reassuring

* “Your library at home’ campaign

City of
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Our COVID Response — How We Communicated

Simple, direct signage*

to wipe me
nready for the
next member

Help Us and Your
Community

Special occess time for
vulnerable members
Qam-10am every Monday,

Wednesday and Friday Please ensure you

regularly wash and
sanitise your hands before
you enter and while in the
library.

Regular member ocoess
from 10am until close

Due to COVID-19 safeguards,

please leave anyitems you
have finished with or handled
hera for quarantining

Practise good hygiene and
maintain social distancing.

The COVID-19 safe
occupancy limit
for this area is 5

Stay home if you are
feeling unwell.

City of

A Newcastle Don't forget to wipe me down so |

am ready for the next member

* Other languages included



Beyond COVID - Gains for the Future

From disruption came opportunity (and plenty of it)

* New ways of working =¥
« Enhanced internal profile GET THE APP!
Your Library at Home
* Trusted community service s yome e,
* Innovation and skills development T M
* Increased confidence and resilience e e
« Member-centric design Ee= e
- We delivered on our purpose — to enrich, inspire  -EEiso. EEEEEL
and strengthen e
City of reaor
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THANK YOU




