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THE OBJECTIVE

To build a responsive future ready workforce in

public libraries to deliver the goals of Libraries of the

Future (LoTF) Masterplan



IMPETUS FOR JOB REDESIGN

Declining loans and visitorship

-

2016 - 2021

To Remain
Relevant

The Libraries of the Future Masterplan (LoTI

Extending the library’s reach through the
Remaking of spaces and
Increasing mindshare through digital services

1. Upgrade physical library spaces to enhance the library experience
and support new ways of thinking and learming.

2. Upgrade digital infrastructure to build technological capacity and
improve access.




NETWORK OF PUBLIC LIBRARIES IN SINGAPORE

Regional Libraries (3)
Standalone Libraries (10)
Mall Libraries (13)

Total visitorship (FY17)
23.7m

Total loans (FY17)
29.2m



NETWORK OF PUBLIC LIBRARIES IN SINGAPORE

Regional Libraries (3)
Standalone Libraries (10)
Mall Libraries (13)

Community
Libraries/Reading
Corners (47)

Total visitorship (FY17)
23.7m

Total loans (FY17)
29.2m



PUBLIC LIBRARY STRUCTURE
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4 TYPES OF CHANGES IN JOB REDESIGN

Skill-mix change Job deepening

* moving tasks up * expanding the * giving a role * combining new
or down an job scope of a more significant and existing
existing role by bringing and substantial roles and
hierarchy together responsibilities, functions in

functions which greater innovative ways
may have been autonomy or

done by opportunity for

different development

individuals in
the past



JOB REDESIGN JOURNEY: FROM CURRENT TO FUTURE

1. Preparing our staff to deliver the higher value added services
2. Upskilling our staff to tfake on new areas of work that is necessary 1o achieve our To fulfil the
outcomes Masterplans &

Roadmaps

Operations &
tfransactions

Mass Engagement
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Customer service shift from transactional to relational,
with increased engagement and services.




PRE-IMPLEMENTATION

Commissioned a Time-log study

Short-term trial: 4 LOs

Survey of interest areas: Children Services and Services to Seniors
Focus group sessions

Chat with staff of pilot branches

Feedback from training



CHANGE MANAGEMENT &

COMMUNICATION

* Comms

* Small-
scale
trial

K Townhalls \

* Region Walkabouts
* Branch Visits

* Broad LoTF vision and
outcomes

* Need for change
* Changes in individual roles

\ Communicating
Changes

Training
of pilot
batch

pemm Engaging Staff

* Focus Groups
* Surveys
* Meetings
* Mentorship
* communicate plans
* poll ideas and feedback

* pilot and review

.

Pilot at 2
branches

)

Jan
Implement

2018

Reviews of pilot run )
Chat session
Survey to validate

* Balance load: Ops vs
Service

* SOP & good practices
* Adapting to staff capability

\ Review and full

implementation



* Professional Sharing
Spark * B.L.LA.S.T! or Bold Act of Self Learning
Interest * Battle of the book lovers

Build 100 MUST READ titles
Content Book Chat
Knowledge

SEEDING A
CULTURE

Guidance by librarians
Nurture Prepare & Practice
Confidence Co-conduct
Peer coaching

* External speakers
* Courses:

* special needs, managing volunteers,

me rChGndiSing Source of image: @rootedinreading Twitter account - a reading
promotion project developed in Lincolnshire by CfBT

Motivate
Continuous

Learning



SPARKING INTEREST

Battle of the Book Lovers (BOBL)
30 Nov 2015

100 MUST-READ Titles

Job Redesign Training
For internal reference only

18 Jul 2016




SPARKI

11

12

13

14

16

17

18

Last Step an Marke! Street
Mot de i Pondg

IF DEL

Make Way For Ducklings
Rosbeir? e C ooy
IP ML

Miss Helson is Missing
Harry Allard
P ALL

Pete the Cot and His Four Groovy Butten
Erc Libwin
e L

Sylvester and the Mogic Pebble
wWilliom Shisig
IP STE

The Cat In The Hai
Dy Seuvm [THEODOR 5. GEISEL
P SEU

The Day the Crayons Qwil
Dvew Daywalt
IF DAY

The Elephant and the Tres
Jin Fyn Lisa

) SINGS ILEE

The Giving Tree
S| Sillwiryhisan
IF Sl

The Grutfale
iy Downcaldiaon

IP DOM-[BA] P DOM

]

2%

'I
w

'-.l‘

l r | ll E




11 Lot Step on Market Streel

Mot de i Pondg

IF DEL
17 Make Way for Ducklings

Rosbeir? e C ooy
IP NUAL

13 Miss NHelion iz Missing
Harry Allard
IF ALL

]

14 Pete the Cat and His Four Greovy Butens
Eric Litwin
e L

®
4

15 Sylvester and the Mogic Pebble
wWilliom Shisig
IP STE

¥l

'I
w

'-.l‘

16 The Cat In The Hai
Dy Seuvm [THEODOR 5. GEISEL
P SEU

17 The Day the Crayons Cuil
Dvew Daywalt
IF DAY

18 The Elephant and the Tree
Jim Fyn L

) SINGS ILEE

19 The Giving Tree
S| Sillwiryhisan
IF Sl

l r | ll E

20 The Grulfale
iy Downcaldiaon

IP DOM-[BA] P DOM

AR 8R80 &8




"Educating the mind without educafing the heart is no education at all.”

~dAristotle (384 - 322 BC)
B | L | n | |

Greek Philosapher
Bold little acts of Self-training!
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Dear Colleagues

After discussiv Zubaidah M EN (NLB) NLB-All at PLSG-NLB
We arg now . . . .
B.L.A.S.T! #18 Design & Libraries: Visuals

CONTENT
All of us
pa—— "Where else but at a library can a person with no money in their pockets walk into a place of quiet and peace, and walk out with
ol |'n;; something beautiful and borrowed?”
customng] 5} = Don C.Reed, author
iryrortar - 4
B.L.A.S [ ]
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whole na N Bold little Self=-training!
The very Dear Colleagues Check these articles out! Be inspired by these Books!
Do We »

wtinuse owr talk about degig Anythink Visval ising Guideli
Viswal merchandising ond disploy by Martia i

Bitp:|fsdens demea.com wp- w2 Peglar
comtentuploads sites/b 2014 ik _Merchondising_Evideline: _DENCA pdf % Wew York . Fuirchidd Bocks, [2012]
659.157 FEG -[B1Z] [ealy ot librarp({@ orchard]

Mira bhaae

& desuiled visunl merchaadising geide that addresses the different sppes of Barary
dinglays, verisos appertvsities oad Busic roles on library dicplrys.

“Az lang as there are shaggers, there will be o need far visvsl merchandising,

Teroing in en all ospects of the croft-from dhassic teckaigues to the mest ovans.

€5 jn planning what we want o ¥isvol Merchondising 101

gorde develsgments, ... Hundreds of examplles fram arewnd the world
H

Bittps: | woww. shopify com/retnil 12008640 3. vigwal |z 101 -how-tn-. hew retiless can reach their 4onges markets by sdding interest ta
re-croredesic s with hich.commerfan disle windsw and interiar disglays. ..
In fact our very own Nataling and This article highlighted 7 pedats ta ceasider when petting vy @ visval disghay. I'm
ated on how We can creats Bighlighting 4. Kead the rficle to find st the ather 3

rary spaces

Roots : 40 yeors of style

Infraduction &y Michoel Bvdman, Don Green ; preface by
Suzonne Bayd ; ofterward by Dan Aykroyd.

Taraato - Hawse of Anonsi Press, 20132

338.76370971 ROD -[EIT] [only ot library (@rorchard]

[Ee OUF [IVibed FECOUFEES OF

*_..Roots: 40 Years of Style chronicles the history of the company ond
demonstrates how this exceptions] brond confinves to be a global lifestyle leader.

forewerd by renowned foshion editar Suzanne Eayd, beth of whom hove

kingstanding relatianships with the compeay Faunders, this collctable celebrotes

the inflvznce of Baats 42 fashinn, intericr design, sad heritoge in Canada....”

::m Fashion eyes : top Evropean disploy wi- ~

Festoring never-defare.seen phetograghs, on intraduction by Bes Aykroyd, and = W
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"Educating th
ANNC/PLS/LOTF/2017/03/36

TP 3
o b I 11 Lost Stop on Market Street
the story & you can - 5
teach children how to o Malt de i Pond
make the hats after =
IF DEL

",!‘&j Can you be a monkey? BDDIQ Chat c@);

B.L.

Bold little ac
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17 Make Way for Ducklings
Robert MeClotkey
IP M

Dear Colleagues

After discussip Zubaidah MOHSEN (NLE) E
B.L.A.S.T! #18 Design & Librarie

W arg nolr

Caps for Sale is a timeless classic beloved by generations of readers--now
c its 75th anni y! This easy-t d board book about a peddler
and a band of mischievous monkeys is filled with warmth, humor, and simplicity
and teaches children about problem and resolution. Children will delight in
following the peddler's efforts to outwit the monkeys and will ask to read it again
and again. Caps for Sale is an excellent story that includes repetition, patterns,
and colors, perfect for early readers.
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15 Sylvester and the Mogic Pebble
Wilkam Shiig

Do you want to live forever?

Bty fidenz. Title: Tuck everlasting / Natalie Babbitt. P ST

o Crestor: Babbitt, Natalie IP STE
Publisher: New York ; Farrar, Straus and Giroux, 2007.

& dersiled vi Call No: iBas

disglays, vm 16 m m In m Hat
Dr Sewss (THEODOR S. GEISEL)

IF SEU

Doomed to--or blessed with-—eternal life after drinking frem a magic spring, the
Tuck family wanders about trying to live as inconspicuously and comfortably as
they can. When ten-year-old Winnie Foster stumbles on their secret, the Tucks
take her home and explain why living forever at ane age is less a blessing that it
might seem. Complications arise when Winnie is followed by a stranger who
wants to market the spring water for a fortune.
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17 The Day the Crayons Quit
Dvew Daywalt
IF DAY

Depending on how you use the book, it can
be used with pre-schoolers and older
children.

18 The Elephant and the Tree

Create your own stories Jin Pyn Lew
The mysteries of Harris Burdick : J M I.EE

Van Allsburg, Chris
Boston : Houghton Mifflin, 1984.

JP VAN 19 The Giving Tres
Shel Silversien
IF Sl

A refresher of
training content

Talking points or o T

catalyst for e .

[illustrations by] Chris Van Allsburg ; with an introduction by Lemony

Fourteen black-and-white drawings, each accompanied by a title and a caption,

Snicket.

H o Creator;  Van Allsburg, Chris
discussion at

Call No.: JCHR
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TRAINING: JULY 2016 — SEPTEMBER 2017
sdoymhowse [ T S

workshop

What is storytelling?
[:':l . How to choose stories

Storytelli
S J Types and techniques of storytelling

3 months 0 Typical session
prochcqm Book Displays . Different channels of book displays
after training
. Why conduct visits?
[:I] Class Visits and Tours . Managing different age groups

. Different types of visits

3 months
extension if . Overview of library collection
necessary Collection *  Must-know authors

[:'] Recommendation . Must-know titles

. Reading materials

Mentored by

Librarians Supplemented by mentoring and self-learning



TRAINING: JULY 2016 — SEPTEMBER 2017

Practicum

1 91 1 85 97 (53%) Completed

Total Number of staff Number of staff 69 (37%) started
(Excl Molly, EP, OC) TrOined 1 9 (1 0%) Noft started

LOs’ Progress in Services

L b 160 144
) 140
Number of staff did 120
not complete training 100 99 94
(Maternity, Medical leave, New 80
staff) 62
60 42 49 49
40 I o4 31
20
; L
Independent; rostered Independent; not Not Independent

rostered

H Storytelling B Library Visit Book Display



SNAPSHOT OF TIMELINE

* Training in
children’s
content
began

* Training for
mentors
began

.

)

IMPLEMENTATION

* Seniors
content was
incorporated

Jan-Mar 2018

* End of
training
phase
(scheduled)

* Combined Services Begins In Jan 2018

* LOs to take on storytelling sessions at libraries
in phased approach from Jan to Mar

* 2 additional
rounds of
training in
Aug and
Sep

Streamlining of

structure for Librarians




SHOWCASE OF LOS” CONTENT WORK ...

Practicum
Period



LOOK AT HOW WELL THE LOS
HAVE DONE!




CHECK-IN & REVIEW

2 more rounds of Time-log study to compare, 6 months apart (May and Nov 17)
Survey of LOs

Focus group sessions

Continue to monitor the situation and make changes when necessary

Provision of training e.g. advanced storytelling, handling of patrons with special
needs, volunteer management

A continuous process



Positive Feedback Constructive Feedback

Staff are knowledgeable Prefer staff rather than

about collections and phone line
their whereabouts Staff sometimes do not

Need not wait for counter % pick up phone calls or
to open as phone lines line 1s engaged
available

Staff are always available

atd responsive
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FROM STAFF

. (more prevalent at 2 branches - TP & JRL)
Patrons are more independent Seniors want a physical counter where

More time for other duties they can get immediate answers
More engagement with patron/Provides a personal touch Seniors cannot self-help. Not IT savvy

Helping seniors over the phone is
difficult

Operation difficulties

No queue system. Need to attend to more than 1 patron at one time
Go in and out of workroom to attend to patron
Need to access LMS to help patron

Patrons cannot find help
Unhappy/ impatient patrons. Knock on sorting room door

Patron tend to crowd around staff/ chase after staff when they see one
JRL: Phone keeps ringing. Patrons queue up to call staff at counter

Possible inferences from ratings by staff:

Bigger libraries have greater difficulty
Libraries which are reopened as counterless have more time to adjust
PRPL and SBPL have younger community who are more ready for DIY services



FROM STAFF

Greater awareness and/or better knowledge/understanding of new job scope
and the related resources, skills

More confident
The mentor is helpful

Mentor should give mentee time to learn and adapt for storytelling

Establish a SOP/ timeline from training to roll out. Avoid rushing in with the new duties
A buddy system for LOs to help one another

Branch sharing for storytelling

More hands-on

Mindset Manpower & workload

* Open mindset and positive learning * Do not reduce manpower as counterless does
attitude. Seek help from mentors and not mean less work, only different types of
colleagues duties.

* Learn continuously and learn from mistake « Reduce back room duties eg. processing

weeding, discard



(18) OTHER COMMENTS
LOs might feel very overwhelmed

New Job Sccpe with the new scope as well as doing
| their normal operational scope.

Even though the counter duties have been
reduced, library officers are still occupied with
the operational duties, handle dispute cases,

good exposure for staff complaints, incidents and other ad-hoc duties.




LEARNING POINTS

(.

Job satisfaction eg
deepened knowledge,
sense of professionalism
specialization,
remuneration

-

* Get buy-in
* Project Driver

* Management active
involvement

* No silos in divisions

-

Alignment to
staff
motivations

Management
of
accountability

Change
Management
and
Communication

Education and
Training

* Changes in reporting
structure - better focus in

areas of responsibility and

accountability for staff

\

* Practical approach: Multi-
modal and hands-on

* Allow for self-learning

* Choice of mother tongue
languages [bottom-up
approach]

J




CONCLUSION

A continuous journey. Move on to the next phase of Librarians’ Job Redesign

Continue to streamline operations/work processes and DIY services so that
we could further enhance staff’s capability and content knowledge

NLB has a role to play in promoting and supporting the national agenda of
building A Smart Nation. Our programmes and services would have to be

extended to promote digital readiness and support the development of future
skills.



Thank you
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