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Introduction 
 

This section explains the purpose of this document, highlighting our vision, mission 

and the context in which our Information Strategy sits.  
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Why do we have an Information Strategy? 

 

 

Information is at the core of all library services and functions.  

 

This document outlines how we manage the provision of information, detailing current areas of strength and areas for development 

in line with our overall aims. It provides a focus for our work and by reviewing it annually we can continually demonstrate and 

monitor the value and impact that our library and information Services have on the communities we work in. 

 

 

 

 

The Aberdeen City Libraries’ team will use this 

Information Strategy to define an annual action plan 

so that areas of improvement are actioned on an 

ongoing basis.  

 

The Information Strategy is an information document 

for use by customers and staff of Aberdeen City 

Libraries. 
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Our mission 

 

Vision and mission statements 

 

 

 

 

 

 

 

 

 

 

 

Our vision 

Aberdeen City Libraries meet and support the varying 

information needs of all our customers, across all ages and 

abilities. 

To build on our existing strengths and work on identified areas of 

improvement to effectively manage information and empower 

customers and library staff to access information and make 

informed choices. 
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How does our Information Strategy reflect local and national 
plans and frameworks? 

 
 

Our Information Strategy is structured to reflect and address the key areas of information provision outlined in 

Indicator 1 of the Scottish Library and Information Council’s How good is our public library service? (HGIOPLS). 

 

 

Indicator 1: Access to Research outlines the following areas to be keys in the management of information by public libraries: 

 

 Sufficiency, range and suitability of resources 
 

 Arrangements for access 
 

 Staff knowledge, interaction and user support 

 

 

HGIOPLS is the framework by which the library service assesses and demonstrates the quality of our services and the impact they 

have on our communities. 

 

 

  

https://scottishlibraries.org/advice-guidance/how-good-is-our-public-library-service/
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In addition to HGIOPLS, our Information Strategy addresses how what we do with regards information matches the aims and 

objectives set out in the following local and national strategies and visions:  

 

 Local Outcome Improvement Plan 2016-2026 (LOIP) – The LOIP set primary and secondary drivers by which Aberdeen 

City Council services should support people to live as independently as possible. This includes “develop self-management 

options/resources” and supporting people so they can “have a voice in key decisions and issues affecting them at a local 

level”. 
 

 Ambition and Opportunity. A Strategy for Public Libraries in Scotland 2015-2020 - The Scottish Library and Information 

Council (SLIC) defines six strategic aims by which library services across Scotland should manage their activity. 
 

 CILIP definition of Information Literacy 2018 – For the Chartered Institute of Library and Information Professionals 

(CILIP), “information literacy incorporates a set of skills and abilities which everyone needs to undertake information-related 

tasks; for instance, how to discover, access, interpret, analyse, manage, create, communicate, store and share information. 

But it is much more than that: it concerns the application of the competencies, attributes and confidence needed to make the 

best use of information and to interpret it judiciously. It incorporates critical thinking and awareness (…)”. 

 

 

Aspects of information provision which are identified as areas for improvement will form the basis of a structured programme of 

development for the library service.  

https://communityplanningaberdeen.org.uk/wp-content/uploads/2019/02/Final-Draft-LOIP-2016-26-web-version.pdf
https://scottishlibraries.org/media/1133/ambition-opportunity-scotlands-national-public-library-strategy.pdf
https://cdn.ymaws.com/www.cilip.org.uk/resource/resmgr/cilip/information_professional_and_news/press_releases/2018_03_information_lit_definition/cilip_definition_doc_final_f.pdf
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Key library and population statistics 

 
Displayed in the infographics below are key statistics from to provide an overall context for readers of this strategy.  
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How people access information and are using libraries is changing.  

 

During 2017/2018, our overall issues decreased but visits increased. Where overall issues were lower, our digital issues bucked the 

trend and saw a slight increase. 

 

 

 

Various information leaflets from 

external organisations continue to 

be picked up and there is a need 

to replenish these on a regular 

basis. The use of our online 

databases fluctuates however, 

there has been an overall 

noticeable decline in use since the 

changes to the Council webpages 

in November 2016.  

 

The continued high attendance 

and demand for library events 

shows that many customers and 

non-library members’ information 

needs are being partly met 

through all events and activities.  
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Document structure 

 
 

Based on both HGIOPLS Indicator 1 and CILIP 2018: Definition of Information Literacy, this Information Strategy document is 
divided under the following headings/key areas of information provision:  
 

 

 Resources 
 

 Access to resources 
 

 Information Literacy and user support 
 

 Staff knowledge 
 

 
Each section examines current practice, identifying areas of strength and development. Challenges faced are also examined as 
they represent possible risks and could have a significant impact on our way to manage information.



 

9 

1. Resources Glossary Introduction 4. Staff knowledge 3. Information literacy 

and customer support 

2. Access to resources 

 

 

01 Resources 
 

 

This section outlines the resources we currently provide access to and defines how we intend to 

work to ensure that they reflect the constantly changing needs and expectations of our 

customers.  
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What do we currently do?  

 

We have a Stock Selection Policy which outlines the reasons why we acquire the items that we purchase. This policy also states 

how we make those items available and how we decide what is kept for future customers. 

 

We manage print and digital collections that support and reflect the information needs of Aberdeen City and surrounding areas.  

 

Within our varied collections, we have special resources to support Local Studies and Family History, Business and Enterprise; 

Employment and Careers; Intellectual Property; Education professionals and schools through our specialist Curriculum Resources 

Information Service (CRIS); Health including support for individuals and families with additional support needs; European 

Information and the Scottish and UK Parliaments.  

 

Our collections are provided in a wide variety of formats, some examples of which have been provided in the infographic below.  

 

 
 

 

Aberdeen City Libraries aim to offer a wide 

range of information resources in various 

formats which reflect the diverse needs of 

children, young people and adults within our 

community. 

 

 

 

LOIP: Prosperous People 

 

Ambition and Opportunity:  

Strategic Aim 1: Libraries promoting reading, literacy and learning 

Strategic Aim 2: Libraries promoting digital inclusion 

 

HGIOPLS:  

QI 1.1: Sufficiency, range and suitability of resources 

QI 2.1 Identifying and satisfying readers’ needs and interests 

 

What are we trying to achieve? 
 

Local and National Strategy Links 

https://scottishlibraries.org/media/1084/hgiopls-landscape-web-2017.pdf
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* Books for children and young people where the content suits the age of the reader but where the text has 
been edited/written to suit a lower reading age ability. ** Quick Reads provide shorter, more accessible, 
brilliantly entertaining fiction for less confident adult readers and anyone who is short on time.  
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We use a variety of methods to help make decisions on which information resources we should hold: 

 

 Statistics on the use of resources inform decisions on acquiring, retaining and disposing of all of our information resources – 

whether hard copy or electronic. 
 

 Customer comments and suggestions for stock are captured and used to inform decision-making on new acquisitions.  

 

 We identify gaps in our resources as we work to fulfill enquiries. This informs decisions on new acquisitions.   
 

 An Inter-Library Loan Service is also offered, facilitating access to certain items not held by the library service. 

 

What challenges do we face? 

 

There are considerations to be taken in decision making in acquiring new resources.   

 

 Balancing information demands to purchase specialist stock and resources.  

 

 Late notification from publishers and suppliers of unfulfilled orders leading to areas of identified need not being fulfilled within 

expected timescales. 
 

 Difficulties in sourcing materials to meet requests due to scarcity of relevant or variety of published materials e.g. easy read 

reference and health titles, non-picture book dual language materials, eBook and eAudio for 0-7 limited, locally published 

material, non- fiction eAudio and eBook.  
 

 Working to support the development of digital skills for some customers to enable them to make full use of the service. 
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What can we do better? 

 

 We need to apply a consistent approach to actively seeking customer input on information needs, particularly engaging with 

those who currently do not access library services. This will help us ensure that information resources are tailored for our 

local communities. 
 

 We need to actively utilise the multi professional and digital networks within the city and nationwide where appropriate to 

inform our selection and assist with promotion of information resources.   
 

 We need to ensure that information resources are promoted as widely as possible to enable individuals to access the 

available resources themselves as well as by providing support to those who may require more help.  
 

 We need to become better at identifying when orders have not been fulfilled or are unlikely to be fulfilled within the current 

financial year at an earlier stage. 

 

How do we intend to achieve this? 

 

 We will assess our representation on working groups within Aberdeen City Council, Aberdeen City Health and Social Care 

Partnership and other networks to ensure we are aware of emerging and existing information needs within the city. 
 

 We will actively seek feedback and use the principles of user experience design to improve and inform our information 

services. 
 

 We will continue to ensure orders and information requests are able to be fulfilled.  
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02 Access to resources 
 

 

This section outlines how we currently make information available to our customers in our 

service points and online. It defines how we intend to ensure that we continue to widen access 

to information for all. 
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What do we currently do?  

 
Physical access 

 

We provide access to our resources and services through a network of service points located within Aberdeen City including 

Central Library, 16 community libraries, 1 micro-library, a free home library service and our Curriculum Resource and Information 

Service.  

 

More details of these service points can be found in the following infographic. 

 

  

 

 

Aberdeen City Libraries wants to make 
information available to our customers as 
widely and as conveniently as possible.  
 

 

 

LOIP: Prosperous People 

 

Ambition and Opportunity:  

Strategic Aim 4: Libraries promoting social wellbeing 

Strategic Aim 5: Libraries promoting culture and creativity 

 

HGIOPLS:  

QI 1.2: Arrangement for access 

QI 2.3: Provision for readers with differing needs 

 

 

What are we trying to achieve? 
 

Local and National Strategy Links 

https://scottishlibraries.org/media/1084/hgiopls-landscape-web-2017.pdf
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Digital access 

 

All our libraries provide free access to PCs and WiFi which enables our customers and visitors to access online information.  

We provide digital access to many our services, the majority of which are available 24/7 with remote access. This maximises our 

customers’ ability to access these resources at times convenient to them from any Internet enabled device.  

 

Digital services include our:  

 

 Library webpages 

 

 Library app 

 

 Portfolio of online resources  
 

 Library catalogue 

 

 Digital archive: The Silver City Vault  

 

Our digital services can only widen access to our services if people are aware of them and have the means to access them. Our 

digital inclusion and marketing strategies set out how we do this currently and strategies for developing and improving what we do. 

 

 

 

  

https://www.aberdeencity.gov.uk/services/libraries-and-archives
http://www.yourlibraryapp.co.uk/aberdeencity/
https://www.aberdeencity.gov.uk/services/libraries-and-archives/online-resources
https://aberdeencity.spydus.co.uk/
http://www.silvercityvault.org.uk/
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Catering for people with Additional Support Needs  

 

Additional Support Needs (ASN) can range from those which can be easily resolved over a short period of time to those which are 

more complex requiring additional support for a number of years. The reasons for the need could include social or emotional 

difficulties, behavioural difficulties, problems at home, bullying, having English as an additional language, a sensory impairment or 

communication problem, a physical disability etc.  

 

 

 

Aberdeen City Libraries 

provide services, 

resources and 

opportunities to support 

children, young people 

and adults with ASN and 

their families as 

accessibility is an 

important consideration 

in all the work we do. 
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Accessibility and assistive technology  

 

 All libraries provide access to appropriate assistive technology and equipment, including large keyboards, hearing aid loops, 

mice and magnifying glasses. Each of our buildings is listed on AccessAble which lists information on the accessibility of our 

buildings for those with physical impairments. 
 

 In libraries, customers can use read aloud and translation technology for accessing information online. 
 

 Our Home Library Service ensures that people who cannot physically visit their local library can still access the collections. 
 

 To ensure our libraries and resources are as inclusive and accessible as possible, we purchase resources in a variety of 

formats i.e. large print, quick reads, audio etc. and have a small selection of calming resources within six of our libraries.  

 

 A range of resources including specialist websites and suppliers, local/national groups, practitioners and our customers are 

consulted regularly to increase our awareness of new resources and technologies that can improve accessibility to our 

collections.  
 

 Events targeting people with additional needs are regularly organised (e.g. Bookbug sessions including ASN resources). The 

library teams also include children and young people with ASN when planning events and activities, including group visits. 

 

 Many of our CRIS resources accommodate the learning needs of young people with ASN through various options available 

to teaching staff.  
 

 Customers are also signposted to alternative providers such as CALL (Communication, Access, Literacy and Learning) 

Scotland. 

 

  

https://www.accessable.co.uk/
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Inclusive Communication 

 

 We aim to be supportive and adaptable to meet all kinds of customer needs as they arise. For example, we are happy to 

arrange individual meetings in person and over the phone to discuss our customer’s information needs. 
 

 Our webpages are designed to ensure that they are fully accessible to all. Downloadable documents are uploaded in PDF 

format wherever possible so that read aloud technology can be used. New videos created by the service include both written 

and oral narration.  
 

 Our promotional and learning materials follow DDA guidance. 

 

 We highlight specialist support through our webpages and library catalogue. We have a dedicated webpage for supporting 

families and carers of children with ASN. To increase usability of the library catalogue, keywords and audience level are 

added to items where possible. Special collections such as CRIS resources and the healthy reading collections are also 

searchable and highlighted through the catalogue.  

 

Other 

 

 Our volunteer programme has been revised to include, as its focus, employability skills for those at risk of not attaining and 

many of our volunteers through this have some level of ASN. Young people are actively engaged in their placements to 

ensure that their needs are fully met from the start. They help us to ascertain what is required to enhance the offer to others 

with ASN. 
 

 We provide support and guidance to other professionals including teaching staff regarding how specialist resources can be 

used to support individuals they work with including those with ASN.   
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Access to Personal Data and Freedom of Information Requests 

 

As a public service and a part of Aberdeen City Council, we ensure that we meet national and international policies on managing 

information. This includes following and implementing the EU General Data Protection Regulation (GDPR) principles into our daily 

practice and acting on Freedom of Information requests. 

 

To learn more about your rights about the personal data we hold visit https://www.aberdeencity.gov.uk/your-data.  

 

 

What challenges do we face? 

 

 Providing representation across the city at a wide range of events where there would be an opportunity to promote our 

services. 
 

 Ensuring our information provision meets the varying needs in communities across the city.  
 

 Making our online presence as accessible and intuitive to use as possible through the council website.  
 

 Future proofing our digital infrastructure in a fast-moving environment. 
 

 Improving the perception of libraries to all citizens of Aberdeen.  
 

 Supporting customers to acquire and develop their digital skills.  

 

  

https://www.aberdeencity.gov.uk/your-data
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What can we do better?  

 

 We need to apply a consistent approach to actively seeking customer input on accessibility needs, particularly engaging with 

those who currently do not access library services. This will ensure that libraries are open at convenient times, are suited to 

the needs of our communities and that our services are as accessible and inclusive for all ages and abilities as possible. 
 

 We need to develop our capacity to facilitate events and activities at times convenient to customers including out with 

opening hours. 

 

 We need to investigate methods of providing access to services and opportunities to those who are socially isolated. 

 
 We need to ensure all promotional information is accessible for all abilities.  

 

 We need to ensure all staff are equipped with the skills, confidence and knowledge to support all our customers including 

those with ASN and their families/carers.  
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How do we intend to achieve this?  

 

 We will continue to review how we support all our customers’ needs to ensure that everyone who wishes to can access our 

physical and digital library resources and services. This will encompass work around accessing events, inclusive 

communications and space and buildings. Digital and self-service solutions such as live streaming, further digitisation of our 

collections on The Silver City Vault including exhibitions, the use of virtual reality and better utilisation of the library catalogue 

as an interactive communication tool will all be considered as part of this work.  
 

 To improve accessibility, we will continue to investigate options to make our digital services more interactive. Options will be 

reviewed for our webpages, The Silver City Vault, library catalogue and social media.   

 

 We will design our information and resources with our customers to ensure our services are inclusive and accessible to all.  
 

 We will continue to be involved in local groups and work with key partners to better understand our communities and their 

information needs, with particular regard to audiences identified by NIF and LOIP priorities in order to ensure our services 

are accessible for all. This could result in co-location of services within community hubs or other facilities.  
 

 We will continue with our retrospective cataloguing to make a positive impact in terms of visibility and access to library 

resources.  
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03 Information literacy and 

customer support 
 

 

This section outlines how we currently support our customers in accessing, understanding and 

using information. It defines how we intend to ensure that we continue to offer this support in the 

context of our wider communities and partnerships.  
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What do we currently do?  

 

We currently actively undertake a number of different activities aimed at supporting our customers to gain information literacy skills.  

 

These include the activities outlined on the next page. 

  

 

Through our resources and activities, we are 

seeking to ensure citizens in Aberdeen are 

able to think critically and make balanced 

judgements about any information they find 

and use.  

 

We aim to achieve a time where our citizens 

are empowered to reach and express 

informed views and to engage fully with 

society. 

 

 

LOIP: Prosperous People 

 

Ambition and Opportunity:  

Strategic Aim 1: Libraries promoting reading, literacy and learning 

Strategic Aim 2: Libraries promoting digital inclusion 

Strategic Aim 3: Libraries promoting economic wellbeing 

Strategic Aim 4: Libraries promoting social wellbeing 

Strategic Aim 5: Libraries promoting culture and creativity 

 

HGIOPLS:  

QI 1.3: Staff knowledge, interaction and user support 

QI 3: Learning culture 

 

 

What are we trying to achieve? 
 

Local and National Strategy Links 

https://scottishlibraries.org/media/1084/hgiopls-landscape-web-2017.pdf
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The content of workshops and support materials produced is informed by: 

 Public demand. 
 

 Feedback from customers, staff and partners. In the case of Code Clubs, feedback is not only gathered from the children 

participating but also their parents. 

 

 National and local strategies and frameworks including Curriculum for Excellence. 
 

 Our collections and the resources we hold.  

 

 Statistical reports generated in-house and by other teams and organisations. 
 

 The aims and objectives of networks we are members of (e.g. PatLib). 

 

What challenges do we face? 

 

 Maintaining and raising current awareness of what we do and can do to support and enhance citizens’ abilities to find, 

interpret and use information. A particular challenge is reaching out to those citizens in need of assistance who currently do 

not use the library service.  

 

 Ensuring that any content offered is developed so that it can be adapted to meet different learning styles and literacy levels. 
 

 Being able to offer support and classes at times and in the locations that suit our customers. 
 

 Providing full digital support and access when operating out with library buildings.  
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What can we do better? 

 

 We need to evaluate the long-term impact of our activities more effectively in order to inform future practice and 

development of an information literacy offer. 

 

 We need to ensure shared evaluation with partners where possible. 
 

 We need to take a service wide co-ordinated approach to the creation and delivery of courses both those we deliver 

ourselves and those with partners. We should consider co-creation where it would be of benefit.  
 

 We need to promote our skills and specialised knowledge in providing information and digital literacy support both to our 

customers and to partner organisations in the community.  

 

 We need to look at how technology can help us in delivering content and classes to our customers.  

 

How do we intend to achieve this? 

 

 We will look at evaluation and methods of capturing the impact of our activities on our customers information literacy skills.  

 

 Working with our staff, customers and partners we will continue with a programme of developing a comprehensive 

information literacy offer building on the audit of Information Literacy activities that was undertaken in 2018/19.   
 

 We will actively seek feedback and use the principles of user experience design to improve and inform our information 

literacy offer.  
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04 Staff knowledge 
 

 

This section outlines how we currently equip our staff with the knowledge and confidence to 

assist customers with information enquiries. It defines how we intend to ensure that we continue 

to deliver effective support in a rapid, ever changing information environment.  
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What do we currently do? 

 

We recognise that one of our greatest information assets is our staff. 

 

Library staff are well-placed to support individuals, groups and organisations to locate, access and evaluate information effectively. 

We therefore support our staff to gain the knowledge and skills they require to deliver an excellent service to our customers through 

a range of different activities.  

 

  

 

Aberdeen City Libraries should be regarded as 

a reliable and trustworthy source of efficient 

quality information by our users. 

 

In addition, we support the development of 

information and digital literacy skills by 

assisting individuals to access the various 

resources we offer.  

 

 

LOIP: Prosperous People 

 

Ambition and Opportunity:  

Strategic Aim 6: Libraries as excellent public services 

 

HGIOPLS:  

QI 1.3: Staff knowledge, interaction and user support 

 

 

What are we trying to achieve? 
 

Local and National Strategy Links 

https://scottishlibraries.org/media/1084/hgiopls-landscape-web-2017.pdf
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 Aberdeen City Council provides a good range of corporate training opportunities accessible to library staff, including IT 

(Information Technology) courses. Some training available through OIL is mandatory, such as the Information Governance 

Training, an eLearning course on managing information specifically designed to understand why we need to manage 

information and explain what we need to do to handle information responsibly and safely. 
 

 Staff are given a range of other opportunities to upskill themselves as part of ongoing continuing professional 

development (CPD). This includes attendance on relevant training programmes including digital learning such as Training in 

New Technology (TNT), as well as conferences and informal networking opportunities. Our librarians all undertake 

Professional Registration through CILIP as part of their CPD activities.  
 

 Our different library services regularly organise training sessions for all library staff to ensure knowledge is shared and 

cascaded. This training is combined with training materials and up-to-date documentation on the library service Staff 

Resources Manual. This helps us to cater for different learning styles. 
 

 When possible, knowledge is captured before long-serving members of staff leave our service to assist in the handing-over 

of knowledge gained over many years. 

 

In addition to a large range of materials designed to assist staff, we also provide a range of materials which are designed to help 

and support our users to become active citizens.  
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What challenges do we face? 

 

 Accommodating training and continuing professional development time for all staff while delivering services including part 

time and casual staff.  
 

 Cascading and implementing outcomes of training sessions and conferences. 
 

 Ensuring effective communication and sharing of good practice and information across the library network. 
 

 Ensuring our staff training courses are future proofed in their design.  

 

What can we do better? 

 

 We need to create an information culture at all service points supported by information resources and trained staff to ensure 

customer needs are met at the point of an enquiry. Increasing awareness of the collection also includes a better 

understanding of the online resources' portfolio. 
 

 We need to ensure the knowledge, skills and abilities of staff working in the field of information are shared with and 

transferred to new staff, including casual and part-time staff. 
 

 We need to be creative in developing our staff support to meet rapidly changing information needs.  
 

 We need to evaluate our services and activities to inform staff development and service planning.  
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How do we intend to achieve this? 

 

 We will ensure that our staff receive appropriate training and support in information retrieval as part of induction and 

continuing professional development. We will ensure that staff who have attended external training are able to cascade and 

implement knowledge across the service. 
 

 We will establish a culture of commitment to ongoing training and sharing learning with colleagues and partners.  
 

 We will create new virtual training and digital learning resources. When appropriate, training documentation (e.g. on online 

resources or library collections) will be shared with all, library staff and customers, on the library webpages or the library 

YouTube channel. 
 

 We will design procedures which enable examples of good practice to be retained and repeated, for example by using 

quality-assured answers to enquiries to form a knowledge-base of information from which all staff and customers can make 

use of and benefit.  
 

 We will use new interactive tools to share information and documentation with colleagues from all service points. 
 

 We will continue to evaluate how we deliver our service and ensure the lessons learnt are embedded in our future strategies.
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Glossary 
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Acronyms 
 

 

ASN        Additional Support Needs 

 

CILIP Chartered Institute of Library Information 

Professionals 
 

CPD Continuing Professional Development 
 
CRIS Curriculum Resources and Information 

Service 
 

DDA        Disability Discrimination Act 

 

ECDL       European Computer Driving Licence 

 

GDPR       General Data Protection Regulation 

 

 

 

 

 
 

HGIOPLS    How Good Is Our Public Library Service 

 

LOIP        Local Outcome Improvement Plan  

 

NIF         National Improvement Framework 

 

OIL         Online Interactive Training 

 

OPAC       Online Public Access Catalogue 

 

PatLib      Patent Library 

 

PR&D       Performance, Review and Development  

 

SLIC        Scottish Library and Information Council 

 

 

 

  



 

38 

Glossary Introduction 4. Staff knowledge 3. Information literacy 

and customer support 

2. Access to resources 1. Resources 

 

Definitions 
 

 

 

 

 

 

  

Information 
Strategy 

Strategy 

Information 

* Source of definitions: Anon. (2019) Oxford Dictionaries Online Available at: http:// https://en.oxforddictionaries.com [Accessed 21/02/2019] 

A strategy is a “plan of 

action designed to achieve 

a long-term or overall 

aim”*.  

An information strategy 

describes how we 

manage information, 

detailing current areas of 

strength and identifying 

areas for development. 

Information are “facts 

provided or learned about 

something or someone”*. 

https://en.oxforddictionaries.com/


 

39 

Glossary Introduction 4. Staff knowledge 3. Information literacy 

and customer support 

2. Access to resources 1. Resources 

 

 

 

 

 

 

2019-2022 Information Strategy 


