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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



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



Our COVID Response – Agile, Safe, Member Focussed

NEW SERVICE CREATION & IMPLEMENTATION

• 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 eLearning received additional 
funding



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 
internal and external design 
and communication 



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 →
• 0 incidents 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



COVID-19 – How We Communicated



Our COVID Response – How We Communicated

Regularly and Often - INTERNAL

• Changed phone system

• Twice weekly staff meetings

• Consultation

• Transparent planning

• MS Teams

• Key messaging and scripting

• Cohesion and collaboration



Our COVID Response – How We Communicated

Regularly and Often – EXTERNAL

• More for Members → quick win

• Proactive engagement with 
members 

• Website

• SM

• EDMs

• Video content

• Consistent, recognisable, 
reassuring

• ‘Your library at home’ campaign



Our COVID Response – How We Communicated

Simple, direct signage* 

* Other languages included



Beyond COVID – Gains for the Future

From disruption came opportunity (and plenty of it)

• New ways of working

• Enhanced internal profile

• Trusted community service

• Innovation and skills development 

• Increased confidence and resilience

• Member-centric design

• We delivered on our purpose – to enrich, inspire 
and strengthen



THANK YOU


