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1.0 SUMMARY OF THE REPORT 
 
1.1 The attached documents provide the full Welsh Public Library Standards return for 

the authority to Welsh Government. While the day to day responsibility for Library 
services falls to Merthyr Tydfil Leisure Trust, the responsibility for Library services 
remains with the Local Authority under the 1964 Libraries and Museums Act. 

 
This is the final year of this reporting framework. 

 
2.0 RECOMMENDATION(S) 
 
2.1 The report requires ratification through a scrutiny process to be a final submission to 

Welsh Government, therefore the recommendation is that the report is accepted and 
ratified. The return has now been submitted for this year and the committee is asked 
to ratify the received report on the performance of the Library Service over the last 
year. 

 
 
3.0 INTRODUCTION AND BACKGROUND 
 
3.1 The report is being presented to scrutiny as the local authority must have a process 

in place to ratify the submission of the report to Welsh Government. Scrutiny is being 
asked to look at the report, challenge any issues they see and ultimately ratify it in its 
current form for submission to Welsh Government in line with the responsibilities 
held by the authority under the 1964 Libraries and Museum Act. As the report will be 
made available through Welsh Government it is important that the authority is aware 
and has had the opportunity to see the report and raise issues they see fit. The 
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Welsh Public Library Standards are the method by which the Minister with 
responsibility for Library services is able to measure whether an authority is 
complying with its statutory duty. 

 
4.0 WHERE WE WERE  
 
4.1 This is the final year of the current three year framework, Libraries Making A 
Difference, the fifth quality framework of Welsh Public Library Standards. The letter to the 
Chief Executive last year stated the following: 
 

• Merthyr Tydfil met all of the 18 core entitlements in full. 
• Of the seven quality indicators which have targets, Merthyr Tydfil achieved six in full 

and one in part. (the one in part is the standard relating to staffing). 
• The library service has key strengths in community engagement and ICT training. It 

is one of only five authorities to achieve all the indicators for acquisitions 
• The main area of concern is the level of staffing, which is now the lowest in Wales. 

 
5.0 WHERE WE ARE NOW  
 
5.1 We have maintained performance and have seen some increases in some areas, 

but have maintained core delivery. 
 
6.0 WHERE WE WANT TO BE  
 
6.1 We are now moving into the new performance framework and while many measures 

remain similar there is a renewed focus on the contribution made to health and 
wellbeing and other areas of the wellbeing objectives. We would like to maintain 
performance against core objectives and develop new measures to ensure 
compliance with the new parts of the sixth framework. 

 
7.0 WHAT WE NEED TO DO NEXT  
 
7.1 We have developed a programme of delivery for the new framework and are working 

towards delivery and reporting structures to suit the new framework. 
 
8.0 CONTRIBUTION TO WELLBEING OBJECTIVES 

8.1  The new framework specifically deals with the wellbeing objectives: 
A prosperous Wales 
Development of a skilled and well educated population is a fundamental aspect of public 
libraries’ activity. Examples of how this is achieved include providing access to a world of 
lifelong learning through relevant book stock and online information, and the provision of 
free IT equipment, broadband and Wi-Fi , which supports education, small businesses and  
job seeking. Core entitlements 2, 3, 6 and 7, and quality indicators 1, 3, 5, 7, 8, 9, 12, 13 
and 15 all monitor aspects of public libraries’ contribution to this goal. 
A resilient Wales 
Social and economic resilience is supported by encouraging and promoting individual 
personal development, enabling people and society to adapt to changing circumstances. 
Regular consultation with users ensures that the services themselves are resilient and able 
to adapt to changing needs. Two core entitlements are particularly pertinent here, 3 and 11, 
together with quality indicators 4, 11 and 14. Examples of how this is achieved in practice 



include support for greater community involvement in running library services, and book 
stock that encourages a more resilient lifestyle with access to IT so people can self educate 
about the issues. 
A healthier Wales 
Physical and mental well-being is a key offer of public libraries, not only by providing 
information on which to base informed choices for the benefit of health in the future but also 
designated collections and schemes such as Book Prescription Wales titles loaned through 
libraries, which directly benefit individuals with health concerns. Relevant core entitlements 
for this goal are 3 and 4; quality indicators 1, 4, and 6 monitor activity. 
A more equal Wales 
Libraries are welcoming, inclusive and offer pro‑active outreach and public engagement 
activities in deprived and socially excluded communities. Support for government initiatives 
such as Universal Jobmatch and Universal Credit enable those without IT skills or facilities 
to fulfil their potential. Core entitlements 1, 2, 4, 6 and 7, and quality indicators 3, 4, 11, 13 
and 14, all monitor public libraries’ contribution to this goal. 
A Wales of cohesive communities 
Libraries offer a safe neutral place within the community which provides opportunities for 
people to connect with each other. The one-stop-shop or hub model being developed in 
many areas further connects local communities with the services they need. Other 
examples include support for community involvement through the provision of information  
about the local area. Core entitlements 1, 3 and 5, and quality indicators 1, 6, 13 and 16 
monitor aspects of public libraries’ contribution to this goal. 
A Wales of vibrant culture and thriving Welsh language 
With explicit provision in the current framework covering the provision of material in the 
Welsh language, libraries are well placed to contribute in this area. They promote and 
protect Welsh culture and language, and encourage participation in the arts and recreation 
through the availability of a good range of stock in Welsh, and a host of cultural events and  
activities. Core entitlements include 2, 3, 6, 8, 9, and 10, and quality indicators 2, 6, 8, 9  
and particularly 10 are all relevant here. 
A globally responsible Wales 
A commitment to make the most efficient use of resources is embodied in the quality  
indicators. MALD works with the British Standards Institute and International  
Standards Organisation in developing and using quality indicators for libraries which  
conform to ISO 11620. Further, the borrowing of books is a great recycling tool, reducing 
the impact on the environment. Libraries in Wales work together in book purchasing 
consortia, digital/e-book consortia and the AllWales Library Management System. Core  
entitlement 12 is directly related to global good practice, while quality indictors 14 and 15 
are related to the balance and efficiency of service provision. 
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MALD: Museums, Archives and Libraries Division 

The fifth quality framework for Welsh public 
libraries

April 2014 to March 2017

Annual return pro-forma: Year ending 31 March 2017
Guidance notes

Context

Core entitlements

Quality indicators

Submission
When completed, the return should be submitted 
via email to MALD: mald@wales.gsi.gov.uk

Closing date for receipt of returns: Friday 23rd June 2017

For more information please contact: Alyson Tyler
alyson.tyler@wales.gsi.gov.uk

0300 062 2103 (direct line)
0300 062 2112 (MALD main number)

The return is to be made over three worksheets, together with a Word document. Authorities should take note of 
the following:

This sheet deals with the 18 core entitlements for the public. Authorities should select their (self-assessed) level 
of compliance from the drop-down box, and provide further information in the space provided.

The Definitions and guidelines for data collection and reporting  document provides guidance for completing the 
return. 

Only those cells where data are required can be selected; other areas of the return are shaded. The tab key can 
be used to move to the next available cell.

This sheet requires some descriptive details for the authority, and contact details for the person to whom any 
queries should be addressed.

This sheet covers the 16 public library standard quality indicators. For some indicators authorities are required to 
enter the raw data from which quantitative standards are derived; calculation will then take place automatically.

Where data are included in the annual public library actuals return to CIPFA, the same figure should be used for 
this return. 

MALD reserves the right to request evidence of the information provided in the return to assist with the 
assessment process.

The most recent figures available should be given for those PIs which are required only once in the three year 
period, and the date of data collection given in the space provided.

For those standards with quantitative targets, values are compared to the target set, and an indication given of 
whether or not that standard has been met. Space has been provided for comment; authorities failing to meet 
targets will be prompted to use this space to detail any mitigating circumstances, and plans for future 
improvement.
A comparative figure for the year ending 31 March 2016 should be provided for each annually reported PI. 
Space is provided for authorities to comment on any decline in their performance over the previous year.

mailto:mald@wales.gsi.gov.uk
mailto:alyson.tyler@wales.gsi.gov.uk
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Contextual data Year ending 31 March 2017

Authority Merthyr Tydfil

Resident population   59,324

Percentage of population aged under 16 19.0%

Percentage of population able to speak and read Welsh (see notes) 6.2%

No. of static service points open 10+ hours per week 5

No. of static service points open for less than 10 hours per week 0

No. of Mobiles 0

Community libraries open 10+ hours per week

No. of community managed libraries 0

No. of community supported libraries 0

No. of commissioned libraries 0

Community libraries open for less than 10 hours per week

No. of community managed libraries 0

No. of community supported libraries 0

No. of commissioned  libraries 0

How many, if any, of these community libraries are included in this 
return (see notes)? 0

No. of Independent Community Libraries 0

Contact details for queries regarding this return

Name Kathryn Jane Sellwood

Telephone 01685 725258

Email jane.sellwood@merthyrleisuretrust.co.uk

Has this Annual Return been approved by the authority prior 
to its submission to MALD? No

When is approval expected? August 2017
When will the definitive version be submitted to MALD? September 2017
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Compliance with Core Entitlements

Entitlement Compliance 
(please select)

Authority comments

Customers and Communities
1 Ensure friendly, knowledgeable and qualified staff are on 

hand to help.
Fully met We have exceeded the recommended staff training level during this year and have shown a 

commitment to our staff through the use of various types of training. Our results for customer service 
speak for themselves with 99% of respondents giving scores of good or very good against this 
question. The majority of compliments we receive are about the staff and the welcome people have 
at the library. One of the issues we have with the level of 'qualified librarians' is that we feel this is 
often misguided. The value and input of frontline staff who are enthusastic and capable provide and 
excellent service should not be undervalued. The public rarely have any idea that the staff they see 
every day are not 'qualified librarians' and assume they are because of the skills and knowledge 
they demonstrate. We have managed the service even with the much reduced staffing levels 
experienced this year and have no reported times where the service has been unavailable or 
disrupted due to staff shortages. While there may not be so  many staff to help, the staff who are 
there work hard and provide excellent services.  A comment from a customer highlights the abilities 
of the staff : ‘Not only did you welcome us all, but you made us feel at home and made the children 
very happy. The staff are fantastic. You are all superb and its makes me proud that we have a 
fantastic resource in the town with exceptional customer service’. Regular one to one meetings with 
every staff member, the chance to be part of a wider staff forum, and a training budget that does not 
limit staff only to their current place of work all ensure that staff have good opportunities. We may 
not meet the staffing level as outlined but the results outlined within this return, despite of this, speak 
for themselves and we are immensely proud of the staff who show such commitment to the people 
and what they need every day. This year more than any other have seen 'free text' comments about 
how good the staff are on surveys. Not only have the public marked the questions highly where they 
are specific to staff, they have felt the need to further talk about that when asked for any other 
comment
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Compliance with Core Entitlements
2 Stage a range of activities to support learning, enjoyment and 

enable users to obtain the maximum benefit from the 
available resources.

Fully met The service has been working on providing a range of new activities, events and programmes to 
help people get the most out of Library services. Knit and Natter groups, crochet groups, life drawing 
classes, art classes, book groups and creative wrting groups for both adults and children all form 
part of the provision. There are large pockets of the borough which have high unemployment, low 
literacy levels, are in poverty and do not have access to IT. This means demand on IT services 
especially can be very high. Demand has certainly increased over the last few years and demand on 
staff time can be onerous. However, we work with a range of providers to help us deliver IT classes, 
digital literacy events, reader development activities and information literacy classes. During the last 
year we ran 2064 sessions across the five libraries that aimed to support learning, enjoyment and 
enable our users to obtain the maximum benefit from available resources, both physical and 
virtual.We worked with individuals and groups of all ages, from babies and toddlers at story and 
rhyme times to silver surfers with tablets and audio books. Comments such as the one below 
highlight the impact of these activities: 'Attending the book groups have opened my mind and helped 
me make friends. I would still be lonely if it wasn't for what they do'. Age appropriate activities are 
run throughout each library and specific to the demographics in the area.
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Compliance with Core Entitlements
3 Provide access to a range of services and resources to 

support lifelong learning, personal well-being and 
development, and community participation.

Fully met Regular drop ins from other providers such as Citizens Advice bureau, debt advice, Step Change, 
Hafal and other mental health charities offer a broad range of well-being advice to users. We are 
proud supporters of the local Armed Forces Support Group who meet at the Library, many of whom 
suffer PTSD but enjoy the wider social interaction and atmosphere in the lIbrary building. The Stop 
Smoking campaign meet here every week and are extending their drop in to another day as it is the 
most successful site in the Merthyr borough. The library has recently won funding from Interlink RCT 
for a pilot project in working with older people, creating memory boxes and improving health and well 
being through activities and information. This has been an incredibly well received project with a 
number of excellent partnerships developing from the work. Memory boxes are now out in the 
community and being used by partners, such as Drink Wise Age Well as well as library staff. The 
Memory box/Healthy Living project has impacted on the lives of over 200 older people in the 
borough from a range of backgrounds and has developed partnerships with the Red Cross and 
others. It has also led to the development of a Community Enhancement project within Merthyr Tydfil 
Leisure Trust which is being led by library services. The community work we are involved in is far 
more important now as library service evolve again to meet demands of users. Treharris Library has 
staged a huge range of community displays relevant to the local area. Many people from the local 
community have contributed  to the displays and taken ownership.  A comment from a visitor at one 
of the events highlights this‘Opening the library after the Armistice service was wonderful, bringing 
people together and still educating people with the books and memorabilia on display’.  Staff are well 
versed in the range of activities and we make full use of training opportunities provided by suppliers 
as well as promotional materials and providing staff bulletins. Promotional materials are displayed 
and Facebook, Twitter and website all help to promote services. 

Access for all
4 Open to all members of their communities Fully met Library services in Merthyr welcome all sections of the community and make available where 

appropriate dual language and other resources to ensure that services are relevant to the 
demographic served by each of the service points. We have a lot of information about the social and 
demographic make up of our areas and use this to look at what we provide in the way of activities 
and events. We are looking at how to best engage with non-traditional users and the development of 
co-located service points in our leisure centres is part of this work. we have child friendly areas in all 
libraries and ensure that what we do always keeps the people we serve currently and those who 
may wish to use at at the forefront of developing new ideas, spaces or activities. We are widely used 
by a large cross section of people, irrespective of age, ethnicity, sexual orientation or other factors 
and work hard to promote our inclusiveness. Again, the fact that a large proportion our users believe 
us to be a safe welcoming place goes a long way to assert this.

5 Free to join Fully met All public libraries in Merthyr Tydfil are free to join and access for all services.
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Compliance with Core Entitlements
6 Provide a safe, attractive and accessible physical space with 

suitable opening hours 
Fully met Over the last 7/8 years all county borough libraries have undergone refurbishment through Welsh 

Government funding and have been updated and modernised to provide excellent facilities for our 
users. Our opening hours well exceed the minimum laid down in the Welsh Public Library Standards 
and we have very good physical assets across the service points. These buildings are not without 
problems as three of five service points are listed Carnegie buildings. However, where the physical 
accessibility of the libraries have proved difficult, the modernisation that has taken place through 
grant funding has allowed us to make provision for areas which previously were not DDA compliant. 
All service points have accessible access and services are available to all. Where issues are 
recognised we make changes to the physical environment to compensate, for example, in one 
building spread over two floors, where something is available on the first floor, only accessible by 
stairs we have mirrored provision on the ground floor. Where we have co-located services 
accessibility is good.

7 Provide appropriate services, facilities and information 
resources for individuals and groups with special needs 

Fully met Our Home Links service provides a vital service for a number of housebound borrowers who are 
unable to visit conventional service points. In addition to the specially chosen selections we also use 
special boxes of browsing stock that customers can use to choose an extra book or two. Allowing a 
free choice of books in this way allows customers to feel engaged with the service and can also help 
us to improve the selections and choices given in their main loans. Carers Loans are in operation, 
for those who can still use services but may need additional support or longer loan periods to remain 
active members. We are also looking at other groups who may find traditional services difficult to 
engage with and further work is ongoing. In addition to the services described above, we provide 
disabled access in all of our buildings. We have disabled toilets in two buildings. Central Library has 
recently been refurbished with the help of a CyMAL grant and this has allowed the layout of the 
building to be more user friendly and shelving is now at a level commensurate with use by a wide 
variety of audiences. We have offered adaptive technology on PCs in all buildings since 2002, and 
have various other adaptive signage and services such as hearing loops. We have signed up to Six 
Steps and have taken part in national events such as Make A Noise In Libraries. We have good 
contact with local disabled groups and the Equalities Officer for the authority.  Where full access is 
not available due to restrictions within the buildings services are duplicated as much as possible 
across both floors.

Learning for life
8 Lend books for free. Fully met We do not make any charges for requests or reservations at all. There are no associated charges 

for book loans at all other than fines which are at the lowest level in Wales and are set to remain so 
for the life of this framework;.
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Compliance with Core Entitlements
9 Deliver free access to information. Fully met There are no charges associated with the delivery of information, other than through associated 

costs such as printing or photocopying. The three weekly delivery cycle for those using our outreach 
service means that delivery of information to them is timely and in line with their expectations. We 
are members of Books4U and currently do not borrow items preferring to purchase for our own 
collections, however we lend frequently and are happy in the knowledge that the option is available 
to us.

10 Provide free use of the Internet and computers, including Wi-
Fi.

Fully met All Internet and wi-fi use is free, there are no associated charges other than printing costs. There are 
no charges for however long someone is using the internet for and we do not normally limit session 
time although do promote frequent rests and breaks away from the screen. We use a variety of 
methods to promote the internet and wifi services alongside the myriad of classes and activities we 
run to people outside of the library buildings including through our website and social media 
channels. Having good social networks such as Job Centre Plus, and several local third sector 
organisations sees many of our tweets and posts regarding training or access shared more widely, 
which in turn helps us to promote to a wider audience.

11 Deliver free use of online information resources 24 hours a 
day.

Fully met Through our website users can access all the available resources including e-books, e- audio books 
and e-magazines 24/7. WE remind users of this on Bank Holidays and other closed periods via 
social media as well. Use is steadily increasing although we are mindful that recent Welsh 
Government statistics show us to be one of the areas with the highest number of people who are 
digitally excluded (latest figure around 25%). We have links to Access to research and actively 
promote this on a rolling programme of social media posts/tweets. We have links to newspapers and 
online reference services through the catalogue under a section called 24 Hour Library and also 
promote the links via our online catalogue hosted by Talis (Capita). There is information on each 
page to guide people in accessing the services and we have found that the creation of our own 
website as opposed to the model adopted by the local authority is more user friendly. We have 
integrated an e-resource collection development policy into our current main collection development 
policy and have carried out reviews and value exercises into the current resources.
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Compliance with Core Entitlements
12 Provide access to high quality resources in a range of 

formats, including those in the Welsh language, reflecting 
changing forms of publication.

Fully met We have spent the last few years ensuring physical stock is as up to date as possible and in a 
condition that is exemplary. We purchase and promote the Welsh language and other languages as 
appropriate. In addition, we work with the consortium approach to purchase of resources such as e-
books to ensure we keep abreast of changing forms of publication inthe most cost effective and 
efficient way possible. The stock selection and collection policies are reviewed yearly alongside the 
library delivery plan and we work with customers to ensure the stock the see is appropriate to their 
needs. We have appropriate levels of stock within the system to meet the demands in all areas. We 
welcome suggestions for stock from users and promote different formats regularly through displays 
both in libraries and through social media. We highlight particular stock areas such as audio stock at 
different times of the year and in different ways to encourage non-traditional use. Having full access 
to the reporting tool 'Decisions' for the library management system Talis allows regular reports to be 
run which further allow us to shape how we deal with stock and collections. We offer a range of 
stock in audio and large print and maintain reserves of this stock as well. We perform well against 
the standard for acquisitions and work hard to maintain this, protecting book funds and ensuring that 
we develop collections suitable for the local community.

13 Share their catalogues, to enable a single search of all Welsh 
library resources.

Fully met We are happy to make our resources available and the enhanced features on our catalogue has 
resulted in greater use of the service.The catalogue is available through Cat Cymru and we have 
many requests for loan of stock outside of the local area. Staff promote Find A Book and Library 
Wales as a resource. It is actively used by staff and its use encouraged by management as it is 
seen as an important tool for staff. It also forms part of the induction developed for new staff to 
ensure that they understand the wider picture about Liraries in Wales and see themselves part of a 
much bigger network.

Leadership and development
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Compliance with Core Entitlements
14 Promote libraries to attract more people to benefit from their 

services.
Fully met Using a variety of different formats we are constantly trying to promote services to new and lapsed 

users as well as inform current users of services they may not be aware of. Social media is a great 
tool for us, and information is now reaching a much wider audience. We actively participate in 
different activities and events and partner the Town Centre and Regeneration boards on activities 
held in the Town Centre or in outlying areas with spaces they are responsible for. Partnerships with 
Community policing in areas where branch libraries are situated are strong and this also helps to 
promote the library service activities.As mentioned previously, a strong social network through 
Twitter and Facebook and retweeting and reposting is providing more opportunities for promotion to 
non-traditional users and non-users. Sandwich boards and posters are used outside of buildings 
alongside leafleting and other methods where appropriate. We have a strong relationship with a new 
local free newspaper which is delivered to around 10,000 individuals in Merthyr and who run a 
regular section on library activities. We have a substantial marketing and promotions budget and 
being part of the Trust our services are also being promoted widely through the Marketing Officer 
and other departments. We have a marketing and communications plan which feeds into the wider 
Trust plan and partner different areas of the Trust for activities and events alongside opportunities to 
promote our individual service areas.

15 Regularly consult users to gather their views on the service 
and information about their changing needs.

Fully met Survey consultations are undertaken once a year, in accordance with good practice and advice from 
the authority. We have customer comments and suggestions cards freely available at all sites as 
well as welcoming feedback through the library catalogue, our website and social media. We used 
much feedback from the regular user surveys to shape the refurbishments and modernisation 
programme we have been undergoing and have used some non-user feedback to shape the co-
location projects we have undertaken. We have a 'You asked, we did' board in Libraries and use this 
to let people know about the progress on suggestions they have made, and what the reasons are if 
we haven't been able to act on their suggestion. We also use opportunities at events and activities 
to gather thoughts and information from users through feedback forms available at every event. This 
also gives us information on where people are finding out about us and feeds into how we promote 
what we do.

16 Work in partnership to open up access to the resources of all 
Welsh libraries.

Fully met Merthyr Libraries at one time were fairly stand alone but during recent years we have been more 
widely involved in partnerships across Wales and value the contributions and sharing of expertise 
that brings with it. We are part of Books4U, actively promote Access to Research and Walk in 
Access where appropriate and are starting to work with the local college library to promote our 
services to them but to also help them promote their work and services. We have trialled a service 
to the college based aorund ECALM, where students based next door to the main library are 
automatically enrolled. Not only does this give them access to our services but allows us to further 
signpost them to services across Wales, including Walk In Access and Access to Research.
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Compliance with Core Entitlements
17 Provide access to the library service’s strategy, policies, 

objectives and vision, in print and online, in a range of 
languages appropriate for the community.

Fully met All documents are available online and in print versions. They are available in English and Welsh.

18 Provide a clear, timely and transparent complaints process if 
things go wrong.

Fully met The complaints process is the same as the local authority one which is clear, timely and transparent. 
Although part of Merthyr Tydfil Leisure Trust and not the local authority, during our first years of 
operation we have adopted many of the same policies and procedures. As a statutory service for 
whom the authority has responsibility and as the Trust is young (only in operation for a year), 
complaints are handled through both the authority and the Trust depending on how the person 
makes contact. However, it has to be said that the Library service has had no complaints, formal or 
informal during the last year.

Fully met
Partially met
Not met
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Customers and communities Merthyr 
WPLSQI 1 Making a difference 2016-2017
Percentage of adults who think that using the library has helped them develop new skills 93%

Percentage of adults who have found helpful information for health and well-being at the library 85%

Percentage of adults who experience the library as an enjoyable safe and inclusive place 99%
Percentage of adults who think that the library has made a difference to their lives 93% Survey date (month & year) March 2017

Authority comment:
We have seen a small drop in the percentage of adults who find the library safe and inclusive 
although the drop is very small which is down to some wider issues in the local area, especially 
with proximity to the Drug Aid for the main library. Measures have been put in place to tackle this 
and we hope soon to have regained our 100% mark from the previous year. Continued work with 
Health partners, including Stop Smoking and Mindfulness has increased our percentage score 
against finding helpful health and wellbeing information again this year.

Percentage of children aged 7-16 who think that the library helps them learn and find things out 99%

Percentage of children aged 7-16 who think that the library has made a difference to their lives 92% Survey date (month & year) March 2017

Authority comment:
Increases in both these measures for our harshest critics (children) , a more targeted approach at 
the question around 'making a difference to your life' for children has helped to see the marked 
increase shown. Working with classes and individual schools on projects has helped enormously 
to show the local children what the library service has to offer them
WPLSQI 2 Customer satisfaction 2016-2017 2015-16

Percentage of adults who think that the choice of books is ‘very good’ or ‘good’ 96% 94%

Percentage of adults who think that the standard of customer care is ‘very good’ or ‘good’ 99% 99%

Percentage of adults who think that the library is ‘very good’ or ‘good’ overall 99% 99%

Survey dates (month & year) March 2017 February 2017

Authority comment:
As a frontline service for the Trust, we are pleased that we have managed to maintain the high 
levels of customer care and satisfaction rates through targeted purchasing and service provision 
suitable for the needs of the people in each area
Average overall rating out of ten awarded by users aged 7-16 for the library they use 9.0 Survey date (month & year) March 2017
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Authority comment:
Continued work with local schools and individuals and the operation of a number of different 
initiatives for children's work has allowed us to retain a high score against this marker which is 
pleasing and a reward for those staff most heavily involved with the delivery of the initiatives.

WPLSQI 3 Support for individual development 2016-2017 % of total 2015-16 % of total

Number of static service points open for 10 hours per week or more providing:
Basic support in the use of ICT infrastructure provided (including Wi-Fi) and in accessing the 
range of electronic information resources available.

5 100% 100%

Training to improve literacy, numeracy and digital skills. 5 100% 100%

Information literacy sessions for users. 5 100% 100%

Support for users to access local and national e-government resources. 5 100% 100%

Reader development programmes/activities for both adults and children 5 100% 100%

This target has been met.

WPLSQI 4 User training 2016-2017 Per 1,000 pop'n 2015-16
Total number of attendances at pre-arranged user training sessions organised by the library 14,683 248

Percentage of attendees who said that attendance helped them to achieve their goals 96% 96%

Please indicate the method used to calculate this figure

Approximate number of feedback forms distributed 500

Number of feedback forms included in the calculation 301

Number of customers helped by means of informal training during the year 19820 334

Authority comment (including note on the method used to calculate the results):

Representative sample
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We used the methods as outlined in the accompanying guidance in order to calculate the above. 
The number of people helped by informal means seems low when staff talk about the number of 
enquiries they have, however, we actively signpost people to the classes held in the service points 
as the level of staffing we find ourselves with means that often the level of help required by users 
is above that which can be offered at one time by a single member of staff who is also answering 
telephones, serving users and dealing with all manner of other enquiries. The increase is related to 
the libraries role as one of the only providers in the local area who provide both access and 
informal assistance to users. We often hear from users that they want to learn but don't want 
classes and the informal approach within the library is a stepping stone for those afraid of more 
formal settings. Loss of funding for some of our partners has resulted in a lower number of training 
activities being offered, however this is still in keeping with demand on individual service points.

Access for all Merthyr 
WPLSQI 5 Location of service points 2016-2017 2015-16

Population density (persons per hectare) 5.3
% of households within 2.5 miles (or 10 minutes travelling time by public transport) of a static 
service point, or within ¼ mile of a mobile library stop 88% %

88%

This target has been met.
Service points are well distributed througout the authority giving very good access to a wide range 
of users
WPLSQI 6 Library use 2016-2017 Per 1,000 pop'n 2015-16 Per 1,000 pop'n

Total number of visits to library premises during the year 219,860 3,706 3,493

Please indicate the method used for calculation

Total number of external visits to the library's web site during the year 58,974 994 869

Total number of active borrowers during the year 9,536 161 145

Total number of library members 50,168 846 715

Total number of book issues (adult and children combined) 145,298 2,449 2,301

Total number of audio-visual and electronic issues/downloads 16,372 276 261

There is no shared counting mechanism. Although there are shared sites, counting for library visits 
is kept separate. While the next data cleanse is scheduled for this year with the advent of the 
change to all Wales LMS this may be delayed.

WPLSQI 7 User attendances at library events 2016-2017 Per 1,000 pop'n 2015-16 Per 1,000 pop'n

Authority comment (include names of any shared service points with shared counting mechanisms and date of last membership data cleanse):

Full year count
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Total number of attendances at events and activities organised by the library 17,307 292 666

Authority comment:
The massive rise in this figure last year was attributed to some grant work allowing a range of 
activities to go on outside of the traditional library environment. This has not been the case during 
this year and numbers are therefore much more indicitive of previous years, 2014-15 for exapmple 
at 278.
Learning for life Merthyr 
WPLSQI 8  Up-to-date reading material 2016-2017 Per 1,000 pop'n 2015-16 Per 1,000 pop'n

Total number of items acquired 14,555 245 316

Total materials expenditure (from WPLSQI 14) £130,832 £2,205

This target has been met.
We are pleased that we have managed to retain the performance against this target as reductions 
in previous years have had a negative effect on staffing. However, we always set out to ensure 
that the public would be as little affected by the efficencies as possible and maintaining good 
levels against this measure has ensured that we have mitgated the effects of reduced budgets as 
far as possible.

Lending stock at the start of the year 62,884 2015-16

Total acquisitions of materials for loan 14,555

Replenishment rate 23.1% % 23%

This target has been met.
Our commitment to ensuring that the collections we hold are up to date, modern, fit for purpose 
and in excellent condition is attested to here through the replenishment rates. We have strong and 
active disposal and retention poilicies alongside a book budget which has been protected 
throughout austerity measures imposed on the rest of the service. We are very happy with our 
performance against this measure.

WPLSQI 9  Appropriate reading material 2016-2017 2015-16

Total expenditure on material purchased for children £23,311

Does this figure include expenditure on a Schools Library Service? No

Percentage of materials expenditure for children 18% % 17%

This target has been met.
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Spending on childrens stock is important as we use initiatives such as Every Child a Library 
member and the Summer Reading Challenge to encourage and promote reading amongst the 
youngest members of the community and their parents. We are committed to ensuring that we 
keep spend for children's materials on track with the guidelines produced by the WPLS. 

Total expenditure on materials in the Welsh language £3,878

Percentage of materials exenditure on materials in the Welsh language 3.0% % 3%

Spend per 1,000 Welsh-speaking resident population £1,048 £ £810

This target has been met.
The quality and range of Welsh Language stock is now very good as there has been much 
investment in it since 2011. However, we are still noting a disappointing lack of use of the 
materials and despite there being active classes and welsh learner opportunities in the local area, 
we find that learners are being provided with books from source as opposed to needing to use 
resources from the library. There is much work to be done to promote to the local classes and 
individuals to try to ensure that the stock is used more. There are also plans to target the Welsh 
medium schools more heavily and to try to promote use through those avenues as well. The 
service is committed to ensuring that materials are available in line with the guidance of WPLS 
however, have to be mindful of use and balance that with demand across other areas.

WPLSQI 10 Online access 2016-2017 Per 10,000 pop'n 2015-16 Per 10,000 pop'n

Total number of networked public access computers 60 10.11 10.16

This target has been met.

Do all libraries provide a minimum of one device giving public access to the Internet and 
networked digital content? Yes

This target has been met.

Do all static service points provide Wi-Fi access for the public using their own devices? Yes

This target has been met.

WPLSQI 11 Use of ICT 2016-2017 % used 2015-16 %

Number of hours available for use of public access ICT facilities during the year 61,514
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Number of hours recorded for use of public access ICT facilities during the year 33,974 55% 57%

Number of hours available for use of Wi-fi networks by the public during the year Not able to 
measure

Number of hours recorded during which Wi-fi networks were used by the public during the year Not able to 
measure

Authority comment:
We use a variety of public access devices to promote both our own online services and allow 
access for users to sites such as Universal Jobmatch and others. The count includes tablets 
bought for outreach activities in addition to traditional Pc's and laptops. Over the last year we have 
noticed an increase in the number of people using their own equipment and accessing wi-fi but 
without the ability to measure the wi-fi use this is anecdotal in nature. In addition, the number of 
hours available has been reduced due to less class availability through reduced funding of partner 
organisations.
WPLSQI 12 Supply of requests 2016-2017 % 2015-16 %

Total number of requests for specific items made during the year 6,595

Number of requests which are notified to the user as being available within 7 calendar days of the 
request being made 5,393 82% 82%

This target has been met.
We have maintained the percentage performance against this standard depsite seeing over 1,000 
more reservations come through the system. This is mainly due to the growing number of online 
reservations being made as was the case last year as well.
Number of requests which are notified to the user as being available within 15 calendar days of the 
request being made 5,942 90% 90%

This target has been met.
As above
Leadership and development Merthyr 
WPLSQI 13  Staffing levels & qualifications 2016-2017 Per 10,000 pop'n 2015-16 Per 10,000 pop'n

Total number of staff (FTE) 13.9 2.34 2.35

This target has not been met. Please add any comments below:
Authority comment (including information about shared staff):
There are no plans within current budgets to change the staffing levels and this has been the case 
throughout the framework. Despite this, staff are used to the best advantage and careful planing 
and management of the staff means that we still provide a comprehensive service to the public.

Number of staff holding recognised library related qualifications (FTE) (including cognate areas) 3.0 0.51 0.51

This target has not been met. Please add any comments below:
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As above

Number of staff holding qualifications in cognate areas (FTE) 0.0

Number of posts which require a library qualification 3.0

Number of staff with library qualifications in posts which do not require a library qualification (FTE) 0.0

Authority comment :

Does the designated operational manager of library services hold a formal qualification in 
librarianship or information science or information management? Yes Yes

Please give details of current qualifications held:
BScEcon Hons Library and Information Studies

This target has been met.

Where does this post sit within the local authority management structure?

What is the post held by the most senior professional librarian (if different from the above)?

Where does the post held by the most senior professional librarian sit within the local authority 
management structure (if different from the above)?

Total staff working hours during the year 25,725

Number of staff hours spent in training & personal/professional development 324

% of time spent in training & personal/professional development 1.3%

This target has been met.
We have maintained performance against this standard and are committed to ensuring CPD for all 
staff

Total number of volunteers active during the year 66 2015-16 52

Total number of volunteer working hours during the year 640 2015-16 978

Do you have Investors in Volunteers acreditation relating to the NOS? No

Briefly describe the training and support offered to volunteers.

N/A

There are no senior professional librarians in the local authority

This post is not part of the local authority management structure
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Each volunteer has a written role description outlining the key responsibilities and role to them. 
Each volunteer is given a site specific induction as well as an overview of the organisation. 
Training is available and dependant on the volunteer placement.  In addition, each volunteer has a 
named member of staff as a mentor as well as being able to contact the designated volunteer co-
ordinator.

Authority comment:

WPLSQI 14  Operational expenditure 2016-2017 % of total 2015-16 % of total

Expenditure on staff £320,972 58% 58%

Total materials expenditure £130,832 24% 23%

Expenditure on maintenance, repair & replacement of equipment & buildings £23,384 4% 3%

Total other operational costs £78,316 14% 16%

Total revenue expenditure £553,504 100% 100%

Total revenue expenditure per 1,000 population £9,330 £9,655

Total capital expenditure £80,134

Total capital expenditure per 1,000 population £1,351 £0

Authority comment:
Continued pressures on budgets have seen us maintain close controls on spending. However we 
have maintained investment in stock and this continues to be a large part of what happens to our 
yearly budgets. Staffing is our other largest spend and although the actual amount has reduced 
the protection of the remaining staffing budget is important and the share of the total it takes up 
has increased. The low maintenance, repair and replacementcosts are mainly due to the 
programme of refurbishments that has been ongoing over the last several years. However, we 
have to be mindful that with three listed buildings this cost could rise at any time.

WPLSQI 15 Cost per visit 2016-2017 Ratio 2015-16

Total revenue expenditure 553,504£          

Total income generated £14,389 £2.13

Total number of visits to library premises during the year 219,860            

Total number of external visits to the library's web site during the year 58,974              £1.93
Authority comment:
Grant funding and income generation related to added value activities, alongside a tight rein on 
budgets  allows us to ensure a low cost per visit for local people.
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WPLSQI 16 Opening hours 2016-2017 Per 1,000 pop'n 2015-16 Per 1,000 pop'n

Aggregate annual opening hours for all service points 9,375 158 158

This target has been met.
We have maintained the longer opening hours first trialled last year as part of the new hub through 
the proper redevelopment of the Hub.

% of total 2015-16 % of total

Total hours of unplanned and emergency closure of static service points as a result of building 
failure or staff unavailability 0

Total planned opening hours of all static service points 9,375 0.0% 0%

Total number of missed mobile library stops and home deliveries as a result of vehicle failure or 
staff unavailability 0

Total planned mobile library stops and home deliveries 1,855 0.0% 0%

Authority comment:
There have been no unplanned or emergency closures of branches or missed home deliveries 
due to staff unavailability or vehicle failure.
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Merthyr Tydfil Public Library Service are aware that staffing issues can be a challenge for us. It has 
been highlighted that staffing is among the lowest in Wales, however, we feel that we are 
performing very well despite this and have many plans for the future of the services in Merthyr 
Tydfil. It would be erroneous to suggest that in the current financial climate the staffing level is likely 
to change. As stated in the return, we have not seen changes to the very low staffing during the life 
of this framework. 

Co-location has proved a way to improve services across the borough and has been a popular new 
attraction for our local leisure centre. 

We have worked hard hard over the last year of the framework to maintain our current performance 
against the Standards and develop our services to encourage greater use, which has come to fruition 
this year. 

We have used some time to develop our offer for the coming year with the next framework and to 
work on areas we have felt may be lacking. We look forward to the challenges ahead, using the 
strong base we have developed through this framework to shape and hone our offer into the next. 

We will be looking at different staffing models through the Trust alongside the co-location of service 
points. Being part of the Trust as opposed to being part of the authority has seen more cross-
sectional working and opportunities for staff across the board to get involved, learn about and be 
part of other service areas. It has also allowed support to be offered from across the range of other 
services involved and more opportunities for joint working practices. However, we will continue to 
be part of wider all Wales discussions on the future of library services. 
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The Welsh Programme for Government sets out 12 key areas for action. These are: 

1. Growth and sustainable jobs 
2. Public services in Wales 
3. Education 
4. 21st Century Healthcare 
5. Supporting People 
6. Welsh Homes 
7. Safer communities for all 
8. Equality 
9. Tackling poverty 
10. Rural communities 
11. Environment & sustainability 
12. Culture and heritage of Wales 

Merthyr Tydfil County Borough Council has identified four key priority outcomes which has driven 
collective work throughout the authority over the last year. These outcomes are: 

1. People in Merthyr Tydfil have the opportunity and aspiration to learn and develop their skills 
to maximise their potential 

2. People in Merthyr Tydfil benefit from a strong, sustainable and diverse economy 
3. People who live and work in Merthyr Tydfil are supported to enjoy a healthier and better 

quality of life 
4. People enjoy a vibrant, attractive, safe and sustainable place in which to live, work, play and 

visit 

Underpinning these outcomes are the following priority areas: 

1. Attainment and skills, employability and participation 
2. Economic development, business development 
3. Healthy lifestyles, mental health and emotional well-being, promoting independence, 

meeting the needs of vulnerable children 
4. Community safety, housing, safeguarding vulnerable people 

All priority outcomes link through to the Programme for Government and so by concentrating on 
those which are specific to Merthyr Tydfil’s Single Integrated Plan we are also contributing to the 
wider agenda in Wales. 

Our work over the three year framework has focussed very much on the following outcome areas: 

People in Merthyr Tydfil have the opportunity and aspiration to learn and develop their skills to 
maximise their potential. 

People who live and work in Merthyr Tydfil are supported to enjoy a healthier and better quality of 
life 
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However, it must be noted that the service also contributes to the other outcomes areas as well, as 
the work that is ongoing within library services underpins all areas of the corporate plan. 

The outcome relating to people having the opportunity and aspiration to learn and develop skills is 
clearly one aspect that is embedded deeply within the whole ethos of a public library service. 
Learning inevitably begins before formal schooling, and continues long after any person has left 
formal education therefore the Library is a key resource in promoting the theme. 

Specific examples of work we have done in this area during this framework  include (but is certainly 
not exhaustive!): 

• We have maintained and expanded our online free reference facilities for all members. As 
far as possible we make them available for home use 24/7, so that they are there whenever 
the user might wish to use them.  

• We maintain free computer facilities in our buildings, open and available whenever the 
libraries are.  

• We have subscriptions to ebook, emagazine and  eAudio service which is free for all our 
members. Whilst the majority of items included are recreational fiction or non fiction, it also 
includes a selection of study aids and self help stock, which are free to access and use. 

• We continue to develop our links with organisations and community groups using the 
facilities in all borough libraries.  

• We provide outreach sets of quick reads, graded readers and other materials for adult 
learners at all levels.   

• We hold large collections of Welsh learners materials, and worked closely with the local 
Welsh bookshop in order to provide as much stock in Welsh as we can. When the Welsh 
book shop closed we developed closer links with other Welsh suppliers and groups to 
develop our stock more widely. 

• We continue to promote recreational personal reading as well as reading linked to study, as 
is evidenced in our significant investment of staff and time in the annual summer reading 
scheme for children.  

• We actively promote digital inclusion across all libraries through a variety of classes, 
activities and events. These are run through a variety of volunteer and staff sessions. All are 
involved in learning themselves and encouraging learning for life in others.  

• We work closely with Voluntary Action Merthyr Tydfil (VAMT) to find, teach and develop the 
use volunteers in many areas of the library service, so that we benefit from their experiences 
and knowledge, and they benefit from working with us and developing their skills.  

• We have hosted a variety of classes for adults, ranging from computing, Crochet and 
Knitting, Stop Smoking, Mindfulness, ESOL and many others. The occasional events have 
included poetry afternoons, writing workshops and local history walk and talk days.  
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• We are a key player in the promotion and delivery of the Bookstart scheme locally, and use 
our contacts to encourage family learning amongst the recipients of the packs.  

• Family Programmes visit every term with parents and children enrolled on courses from 
various primary schools in the Borough. The library staff who facilitate these visits convey 
key messages of reading for pleasure and the enjoyment of books and reading. 

• We have good relationships with many local schools and teachers and have developed these 
relationships further through reading groups in schools, young librarian training days, writing 
and reading activities and many other events and activities. 

• Merthyr Tydfil was one of the pilot authorities for the ECALM project and we are very 
committed to continuing this project. 

• Developing links with pre-school settings has seen activities and events take place outside 
the normal library setting and the Story and Rhyme group is now so large it has had to move 
next door to Redhouse which is part of the Merthyr Tydfil Leisure Trust portfolio, but boosts 
a large courtyard area to house over 30 children plus their accompanying adults. 

In relation to ensuring that people who live and work in Merthyr Tydfil are supported to enjoy a 
healthier and better quality of life, the provision of library services includes ensuring that resources 
are available so that anyone in the community, whatever their financial or personal situation, can 
use. This includes not just books in both written and audio formats, but non book items such as 
newspapers, PCs, and a wide variety of online resources. We also do extensive user and non user 
consultation and use the feedback to improve our services. Having access to information and 
sources of information empowers people to make better life choices and enhance their lives. 

Specific examples of work we have done over this framework include: 

• We have ensured that self –service units are available in all buildings so that borrowers are 
able to borrow or return material that may be sensitive without embarrassment or feeling 
awkward.  

• We make sure that the recognised sets of bibliotherapy items are not only easily available 
for all buildings when a prescription is presented, but also that the most commonly used 
titles are also available on open shelves for anyone to access and borrow, even without a 
prescription.  

• We have specific staff task groups who do outreach work promoting literacy within the 
community, working with schools and other groups. 

• We have special stock collections to support work on the various possible ‘life issues’ such as 
eating disorders, bullying, addictions. We also include useful links on our web pages for 
these and many other situations.  

• We are continuing our work with the national GP exercise referral scheme co-ordinators. 
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• Staff have recently undertaken training to deliver physical literacy sessions which are 
planned to form part of the story and rhyme delivery in the next year. 

• We have developed new links with Active Merthyr and trialled ‘Bringing Books To Life’ 
sessions combining physical literacy, craft and literacy activities and done this with different 
age groups. 

• We are developing ‘information hubs’ on a variety of well-being themes 

• We promote and train users to access sites such as ‘Add to Your Life’ to help empower 
people to make the right choices towards healthier lifestyles We work hard to ensure that 
no-one is excluded from being able to use our services. We have the transitional lending 
scheme so that even children whose parents are unwilling to complete a membership form 
may still borrow from us.  

• We have a specific home delivery service to anyone who cannot otherwise gain access to 
library stock.  

• We provide stock in Polish specifically to cater for the many migrant workers in the area, as 
well as a number of dual language books for children.  

• We also have Portuguese stock for adults and children. 

• We provide, where required, dual language Bookstart books in Bookstart packs. 

• The Library Service manages the main local studies collection for the local area and has 
significant underlying involvement with tourism.  

• We operate a bookshop that sells any in-print publications on Merthyr Tydfil alongside our 
own publications. 

• We have published two successful local books, one on Cyfarthfa High School and one on J O 
Francis, playwright. 

• Internet services are widely used by migrant workers and students. 

• We play a key role in the development of events and celebrations of cultural diversity in 
Merthyr Tydfil County Borough, particularly annual events such as Holocaust Memorial Day 
run by the Library service.  

• We gained funding to develop a ‘Holocaust Garden’, the only such recipient of the grant in 
Wales from the Holocaust Memorial Day Trust. 

• We support job seekers and claimants through targeted classes and drop in sessions and 
signpost users to agencies and organisations that can further help them 

Library services in Merthyr Tydfil are supporting the programme for Government and corporate 
priority outcomes across the authority, with 88% of households able to access a building with full 
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services. The value of what we do is generally recognised corporately and support for services has 
grown over many years. However, the service is currently challenged to keep levels where there are 
with reducing budgets especially in staffing. The service is committed to providing a quality customer 
experience and will continue to do this to the best of its ability. 

 



Merthyr Tydfil Leisure Trust 
Merthyr Tydfil Public Libraries Welsh Public Library Standards Case Studies 

[Type text] 
 

Case Study 1: Merthyr Tydfil Public Libraries 

Volunteering Matters 

 

Dear Jane, 

I was very keen to pass on my thanks and impressions to the Library Service, having been hosted at 
Merthyr Central, Dowlais and Treharris Library this last week. I was given your name as the best 
person to contact. 

I have been working in the Merthyr area conducting research amongst older people, and have been 
arranging with various community hubs to spend a little time with them, capturing the views of their 
older users as they come and go. 

I was fortunate to spend time at Merthyr Central, Dowlais and Treharris and staff have been so kind 
and welcoming in every branch. Needless to say, the great value of the library has featured 
significantly in the views of the customers I spoke to. Some of the people I spoke to just go to the 
library and nowhere else - they feel safe and welcomed there. 

All the staff throughout the branches were great, but I was able to speak with Jayne in Treharris in a 
little more detail. I was so impressed to learn about all the things that take place there, particularly 
for local children....in fact, while I was there, a number of the local youngsters came in to avail 
themselves of Homework Club and the computer & internet service provided by the library. Jayne 
explained that many households do not have the luxury of a computer or laptop at home. 

I also heard about Craft Table over half-term and the forthcoming Reading Groups which will start 
after the break. 

I think our organisation can help Jayne and I have written to my colleagues in the Learn Together 
Cymru project to tell them of the work going on at Treharris. Hopefully, they will be able to offer 
some support. 

For my part, when I am back in my offices in Haverfordwest on Monday, I will put together some 
craft items (we receive many donations of pre-loved craft kit) and send a parcel up to Jayne and John 
to assist Treharris Library with its efforts.  

I was really inspired, Jane, by your libraries and just wanted to let you know that your great work 
made a real impression on me. 

Warm regards, 
 
Rachel Evans 
Snr Project Worker  
 
 
Sent from my Windows Phone 
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Rachel Evans || Senior Project Development Coordinator 
01437769422 || 07733 265769 
36/38 High Street Haverfordwest, Dyfed Pembrokeshire SA61 2DA 
 
  
Read our latest newsletter 
 
www.volunteeringmatters.org.uk || @volunteering_uk || Sign up to our mailing list 
 
Volunteering Matters 
 

 
 
Volunteering Matters is a registered charity in England and Wales no. 291222 and in Scotland no. SC039171. 
Volunteering Matters is a company limited by guarantee no. 1435877. VAT regd. 480 852432. The information 
contained in this e-mail is confidential and may be privileged. It is intended for the addressee(s) only. If you are 
not the intended recipient, please delete this e-mail immediately. The contents of this e-mail must not be 
disclosed or copied without the sender's consent. We cannot accept any responsibility for viruses, so please 
scan all attachments. The statements and opinions expressed in this message are those of the author and do 
not necessarily reflect those of the company. The charity does not take any responsibility for the views of the 
author. 
  

http://eepurl.com/cAfcGL
http://www.volunteeringmatters.org.uk/
https://twitter.com/volunteering_uk
http://volunteeringmatters.us10.list-manage.com/subscribe?u=747af99c203712258cf557bea&id=6f185a47a3
http://www.volunteeringmatters.org.uk/
http://www.volunteeringmatters.org.uk/
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Case Study 2: Merthyr Tydfil Public Libraries 

Who Do I Think I Was? 

In partnership with regional organisation Head4Arts, Who Do I Think I Was? is a participatory arts 
and heritage project led by Head4Arts and funded by the Heritage Lottery Fund (HLF) 

During the project community groups from across the South East Wales Valleys region used 
collections held in Gwent and Glamorgan Archives to explore First World War history from a 
personal perspective. 

Inspired by this primary resource material, participants imagined how their lives might have been 
affected by the conflict if they had been alive a hundred years ago. 

Working alongside professional artists, each group has interpreted their research through an art 
form of their choice, including craft, creative writing, visual arts, drama and film. 

Merthyr Tydfil Public Library Groups  

The COMMUNITY WRITING SQUAD  of Young People (aged 10 to 12 years old) enjoyed a  visit to the 
Glamorgan Archives to examine  original material from the time of WW1, as a way of researching the 
effects of the war on life at home. Material used included school log books, diaries, and newspapers. 
During this visit the young people were encouraged to write ‘Postcards from the Front’ with the 
author, Phil Carradice. 

At another session with Phil Carradice at Merthyr Library, the young people were encouraged to 
develop poetry examining a range of emotions and situations that might have taken place during 
WW1. 

The session helped to develop the young people’s understanding of history in relation to WW1 at 
home and abroad, as well as developing their literary skills, and developing their artistic writing skills 
by providing inspiration and encouragement. 

The young people also produced poppies with Bethan from Head4Arts, which were used in displays 
about the project. 

The DOWLAIS VISUAL ARTS GROUP also participated in the project. Following their visit to 
Glamorgan Archives, the Dowlais Visual Arts group decided to explore, through the medium of 
creative writing, with Phil Carradice what life would have been like for different people living 
through the difficult times of the First World War. 

A series of poems and stories were written from a range of perspectives, including nurses, soldiers, 
school teachers and Belgian refugees. The group then experimented with paper-cutting techniques 
with artist Kelly Rosser, to create artworks to illustrate their writings. 

The artwork and poetry produced during the project were placed on banner displays by Head4Arts. 
The display was then shown at St Davids Church in Merthyr Tydfil during November 2016, at the 
request of the local branch of the British Legion. 
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Results 

Greatly enjoyed by all participants, many of the Dowlais Visual Arts Group want to know if there will 
be any more projects like this! 

 

Quotes from participants: 

Barbara Turner from Dowlais Visual Arts Group 

“I have really enjoyed the different sessions – and would like to do more” 

Margaret from Dowlais Visuals Art Group 

“Enjoyed getting out with her friends on visits to new places” 

Emily from the Writing Squad 

 “I love history and enjoyed visiting the Glamorgan archives to see the original papers, letters 
and diaries. I enjoyed it so much – I joined the Archives!” 
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Case Study 3: Merthyr Tydfil Public Libraries 

Merthyr & The Biscuit factory 

 

A joint project between OP Biscuits, Literature Wales, Head4Arts, Breaking Barriers 
Community Arts, and, Merthyr Tydfil Public Library Service.  Funding for the project was 
from Literature Wales as part of the Roald Dahl 100 celebrations. 

Project Aims 
A large proportion of the workers at OP Biscuits are from Eastern Europe. The project aimed 
to increase social inclusion for the workers, as well as promoting literacy and creativity 
through play among the children who participated in the project. 

Method 
• At the beginning of the summer, Mike Church the author / poet retained by the 

project, Kate Strudwick and Louise Richards visited the canteen at OP Biscuits 
Factory and engaged with the workers on their breaks – encouraging them to 
participate in the project. 

• 25 families signed up. 
• Saturday workshops were then held at Dowlais Library. 
• During the workshops children and their parents / grandparents / carers were 

encouraged to make pictures with biscuits! 
• Using the biscuit pictures, Mike Church then began to get ideas from the participants 

for a story about a special biscuit factory in Merthyr Tydfil. As a group, participants 
were encouraged to develop and expand the story. 

• The story grew as the project progressed, and eventually began to generate ideas for 
biscuit pictures. 

• Breaking barriers used green screen technology to film participants and include them 
in the growing story. 

• Louise Richards from Literature Wales used images from the film, and the script to 
create a banner book. 

• The Community Writing Squad became involved as part of their Arts Award, sharing 
their work with the project, and the children from the project told their developing 
story to the Community Writing Squad. 

• Katy Davies from the Community Writing Squad, narrated the story for the project 
film. 
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Outcomes 
• Only one of the families was of Eastern European origin. If the project is repeated 

more research needs to be done into making contact with ethnic communities.  
• Generally the participants who attended the project had a wonderful time – partly 

because of the nature of the project, and partly because of the skilful work and 
direction by Mike Church. 

• The film from the project has been released on Vimeo, and copies given to 
participants. 

• Interviews https://vimeo.com/182315990 
• Film - https://vimeo.com/181022907 

  
• The film will be shown at the OP Factory. 

 

Looking Ahead 

 
The Education Officer from OP is keen to do another project, and work with all the partners 
again. Hopefully, showing the film at OP’s Factory will engage more participants. The 
Education Officer is impressed with facilities at Dowlais Library. 

Mike Church will show film to contacts at BBC Wales. 

Funding – likely to be an issue given the cuts to local service budgets, but, the partnership 
can apply for grants. 

Target audience – need to build links with immigrant populations in Merthyr Tydfil to 
encourage involvement in the projects. 

Participant Quotes 
Nina I’ve enjoyed spending time together with my family during the project. It’s definitely been 

“the more the merrier” – the more people came and took part, the more interesting the 
story became. 

Nia  I’ve enjoyed working with the writer (Mike Church) and I want to join the Writing Squad 
now. 

Jake  I like making things out of cookies! 

Menna I liked doing Green Screen best, but, really enjoyed all the different things we’ve been able 
to do. Always something new. 

Lorna Marvellous idea! There should be more!  Nice to see all the children mixing together and 
getting involved in the project. 

https://vimeo.com/182315990
https://vimeo.com/181022907
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Welsh Public Library Standards 2014-17 
 

Merthyr Tydfil County Borough Council (Merthyr Tydfil Leisure Trust) 
 

Annual Assessment Report 2016-17 
 

This report has been prepared based on information provided in Merthyr Tydfil’s annual 

return, case studies and narrative report submitted to Museums, Archives and Libraries 

Division of the Welsh Government. 

 

1) Executive summary 

Merthyr Tydfil continues to meet all of the 18 core entitlements in full. 

Of the 7 quality indicators which have targets, Merthyr Tydfil achieved 6 in full and 1 in 

part. 

Merthyr Tydfil is a generally strong performer, with excellent support from its 

customers. Low staffing levels in such a small authority present challenges but the 

evidence of increased use and outreach and engagement achieved are welcomed. 

There is good evidence of the impact of the service, and the return included a 

comprehensive narrative to support the data. It is hoped that the authority and the 

Trust are able to maintain the investment in the future to ensure residents continue to 

benefit from its services. 

• Merthyr Tydfil carried out an impact survey in March 2017, with some increased 

scores compared to the previous year. 99% of children think that the library helps 

them to learn, while 93% of adults and 92% of children think it has made a 

difference to their lives. 96% of attendees at training sessions felt that they had 

been helped to achieve their goals. Three case studies showed the impact of the 

service on individuals and groups. 

• Merthyr Tydfil carried out customer surveys in March 2017, and has achieved high 

levels of customer satisfaction, with adult scores in the top 4 authorities for all 

measures. All libraries offer the full range of support for individual development. 

User training is well supported with the highest level of attendance at formal 

training sessions in Wales, and a high level of informal training. 

• Merthyr Tydfil meets the target for easy access to service points. There have been 

welcome increases in all indicators of use (bucking the Wales trend), although 

levels of book issues are disappointing given the high customer satisfaction score 

for the choice of books. Attendance at events has fallen following the end of grant 

funding, but remains above the median for Wales. 

• Book budgets have been protected and the targets for acquisitions have been met. 

ICT provision is good, and well used. Speed of delivery of requests has been 

maintained whilst numbers of requests have increased, and the percentage 

delivered within 7 days is now the highest in Wales.  

• There have been no further cuts to staff numbers, but the targets are not met, and 

this is the only target the service fails to achieve. Overall staffing levels remain 

below the median for Wales, and the note that no changes are planned within 
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current budgets is welcomed. Volunteers are well supported. The average net cost 

per visit was £1.93, below the median for Wales as a whole.  

 

Considering the four areas in the framework in comparison to the rest of Wales, Merthyr 

Tydfil performs well on Customers and communities, and Learning for life, but less well on 

Access for all and Leadership and development. 

 

In comparison to last year, performance has been steady, with welcome improvements in 

levels of use. 

 

2) Performance against the standards 

The standards framework comprises of core entitlements, quality indicators with targets, 

quality indicators with benchmarks and impact measures. Section 2 summarises 

achievements against the core entitlements, the quality indicators which have targets, the 

quality indicators showing performance against others, and impact measures. A narrative 

assessment of the authority’s performance is made in Section 3. 

 

a) Core entitlements 

Merthyr Tydfil is continuing to meet all of the 18 core entitlements in full. 

 

b) Quality indicators with targets 

There are 16 quality indicators (QI) within the framework. Of the 7 which have targets, 

Merthyr Tydfil is achieving 6 in full and 1 in part: 

 
Quality Indicator Met?  

QI 3 Individual development:  Met in full 

a) ICT support   

b) Skills training   

c) Information literacy   

d) E-government support    

e) Reader development   

QI 5 Location of service points  Met in full 

QI 8 Up-to-date reading material:  Met in full 

a) Acquisitions per capita    

 or Materials spend per capita   

b) Replenishment rate   

QI 9 Appropriate reading material:  Met in full 

a) % of material budget on children    

b) % of material budget spent on Welsh   

 or Spend on Welsh per capita   

QI 10 Online access:  Met in full 

a) All service points   

 Computers per capita   

b) Wi-Fi provision   

QI 13 Staffing levels and qualifications:  Partially met 

a) Staff per capita    
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Quality Indicator Met?  

b) Professional staff per capita    

c) Head of service qualification/training    

d) CPD percentage   

QI 16 Opening hours per capita  Met in full 

 

This is unchanged from last year. 

 

c) Impact measures 

The framework contains three indicators which seek to gather evidence of the impact that 

using the library service has on people’s lives. Through these and other indicators it is 

possible to see how the library service is contributing towards educational, social, 

economic and health and wellbeing local and national agendas. These indicators do not 

have targets. Not all authorities collected data for the impact indicators, and ranks are 

included out of the numbers of respondents stated, where 1 is the highest scoring 

authority. 

 

Merthyr Tydfil carried out an impact survey of both adults and children in March 2017. 

Improvements have been recorded in the percentages from the children’s survey, last 

carried out in February 2016, more frequently than was required. 

 
Performance indicator  Rank Lowest Median Highest 

QI 1 Making a difference      

b) % of children who think that the library helps them 

learn and find things out: 

99% 3/19 68% 93% 100% 

e) % of adults who think that the library has made a 

difference to their lives: 

93% 5/19 36% 86% 97% 

 % of children who think that the library has made a 

difference to their lives: 

92% 5/17 58% 82% 98% 

QI 4 b) % of attendees of training sessions who said that 

the training had helped them achieve their goals: 

96% 12/19 80% 97% 100% 

 

Merthyr Tydfil provided 3 good impact case studies:  

 A letter from a staff member of Volunteering Matters describing her experiences of 

three separate libraries. 

 A participatory arts and heritage project on First World War history in two libraries 

which was clearly enjoyed by the quoted participants. 

 A project aimed at increasing social inclusion for workers from Eastern Europe in a 

biscuit factory. Participants were enthusiastic, and lessons were learned for taking 

forward future projects of this kind. 

 

d) Quality performance indicators and benchmarks 

The remaining indicators do not have targets, but allow performance to be compared 

between authorities. The following table summarises Merthyr Tydfil’s position for 2016-17. 

Ranks are included out of 22, where 1 is the highest, and 22 the lowest scoring authority, 

unless stated otherwise. Indicators where fewer than 22 authorities supplied data are 

those where relevant data elements were not available to some authorities. Figures 
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reported in respect of the first two years of the framework for QI 4 to QI 16 are repeated for 

convenience of comparison. Note that indicators ‘per capita’ are calculated per 1,000 

population.  
 

Performance indicator  Rank Lowest Median Highest 2015/16 Rank 2014/15 Rank 

QI 1 Making a difference           

a) new skills 93% 1 /19 23% 71% 93%     

c) health and well-being 85% 4 /20 26% 56% 94%     

d) enjoyable, safe and 

inclusive 

99% 2 /19 93% 98% 100%     

QI 2 Customer satisfaction           

a) ‘very good’ or ‘good’ choice 

of books 

96% 2 /20 74% 90% 98%     

b) ‘very good’ or ‘good’ 

customer care 

99% 4 /20 90% 99% 100%     

c) ‘very good’ or ‘good’ overall; 99% 2 /20 92% 97% 100%     

d) child rating out of ten 9.0 12 /19 8.6 9.1 10.0     

QI 4 User training           

a) attendances per capita 248 1  3 34 248 390 1 278 1 

c) informal training per capita 334 4 /20 1 156 712 344 3 / 19 336 3 / 21 

QI 6 Library use           

a) visits per capita 3,706 14  2,453 4,033 6,751 3,493 15 3,667 17 

b) virtual visits per capita 994 10 /21 341 922 2,299 869 14 635 17 

c) active borrowers per capita 161 9  77 153 235 145 14 156 11 

QI 7 attendances at events per 

capita 

292 6  62 214 496 666 1 278 7 

QI 11 Use of ICT - % of available 

time used by the public 

          

a) equipment 55% 3 /21 16% 32% 69% 57% 3 56% 2 

QI 12 Supply of requests           

a) % available within 7 days 82% 1 /21 48% 70% 82% 82% 2 80% 3 

b) % available within 15 days 90% 4 /21 65% 85% 96% 90% 5 88% 6 

QI 13 Staffing levels and 

qualifications 

          

(v) a) total volunteers 66 5  0 24 209 52 4 28 6 

b) total volunteer hours 640 13  0 798 5,156 978 9 846 8 

QI 14 Operational expenditure           

a) total expenditure per capita £9,330 18 /21 £6,745 £11,979 £16,968 £9,655 19 / 21 £10,931 20 

b) % on staff, 58% 12 /21 46% 58% 75% 58% 12 / 21 55% 13 

% on information resources 24% 2 /21 4% 13% 25% 23% 1 / 21 21% 1 

% on equipment and 

buildings 

4% 9 /21 0% 4% 20% 3% 12 / 21 5% 10 

% on other operational 

costs; 

14% 15 /21 9% 22% 37% 16% 12 / 21 18% 14 

c) capital expenditure per 

capita 

£1,351 4 /21 £0 £341 £16,692 £0 14 / 21 £1,801 4 

QI 15 net cost per visit £1.93 17 /20 £1.50 £2.33 £3.30 £2.13 17 / 21 *  

QI 16 Opening hours (see note)           

(ii) a) % hours unplanned 

closure of static service points 

0.00% 1  0.00% 0.00% 0.48% 0.00% 1 0% 1 
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Performance indicator  Rank Lowest Median Highest 2015/16 Rank 2014/15 Rank 

b) % mobile stops / home 

deliveries missed 

0.00% 1 /19 0.00% 0.13% 8.33% 0.00% 1 / 19 0% 1 / 19 

Note:  Rankings here have been reversed, so that 1 is the lowest scoring (best performing) authority. 

* Income data for 2014-15 not provided to calculate this figure. 

 

Data on Wi-Fi usage has only been provided by three authorities for 2016-17 and so is not 

included in the table above. 

 

3) Analysis of performance  

The core entitlements and quality indicators are divided into four key areas. This section of 

the report outlines performance against the quality indicators within these four areas, and 

compares results with those from the first two years of the framework.  

 

a) Customers and communities 

Merthyr Tydfil carried out customer surveys in March 2017, and achieved similar results to 

the previous survey in 2016. Satisfaction levels with the choice of books are the second 

highest in Wales, with the highest proportion of adults thinking the library helps them gain 

new skills. All libraries offer the full range of support for individual development, and ICT 

access is considered particularly important for the community. Formal user training 

continues to be well supported with the highest level of per capita attendance in Wales. 

 

b) Access for all 

Merthyr Tydfil meets the target for easy access to service points. All indicators of use have 

increased compared to last year, although book issues per capita remain amongst the 

lowest in Wales. Following a year in which grant funding allowed a range of activities to be 

held outside of the traditional library environment, attendance rates have fallen this year, 

but remain above the median for Wales. 

 

c) Learning for life 

Merthyr Tydfil meets the targets for acquisitions overall, and has the second highest 

replenishment rate in Wales. It also meets targets for spending on children’s materials and 

materials in the Welsh language, but records that more needs to be done to promote the 

use of this Welsh language stock. Targets for online services are met, and the facilities 

continue to be well used. There has been an increase in the number of customers using 

the Wi-Fi network on their own devices, but the authority is unable to measure this 

formally. The number of requests is continuing to increase, particularly online, and the 

speed of delivery has been maintained.  

 

d) Leadership and development 

Staff numbers have been maintained at last year’s levels, which do not meet the targets 

set, and the service has no plans to change this within current budgets. The target for staff 

training has been met and the service is committed to CPD for all staff. Merthyr Tydfil has 

increased the number of volunteers, with 66 during the year, each giving an average of 10 

hours to the service. Volunteers are well managed, with written role descriptions, site 

specific induction and relevant training.  

 

There has been a further slight fall in revenue expenditure, with the proportions for staff 
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and stock being maintained. Average cost per visit has also fallen, by 9%, owing in part to 

the increase in visits, and is among the lowest in Wales. The extended opening hours 

trialled last year have been maintained, and there have been no unplanned closures 

during the year. 

 

4) Strategic context 

Merthyr Tydfil provided a clear narrative describing the library service’s contribution in four 

key outcome areas, learning and developing skills to maximise potential, a strong, 

sustainable and diverse economy, healthier and better quality lives, and a safe and 

sustainable place to live and work.  

 

5) Future direction 

The service is aware of the challenges presented by low staffing levels, which are unlikely 

to change. They are looking at different staffing models alongside colocation of service 

points to develop services and encourage greater use. Trust status has allowed more 

cross-sectional working for staff and provides opportunities for joint working practices. 

 

6) Conclusion 

Merthyr Tydfil is a generally strong performer, with excellent support from its customers. 

Low staffing levels in such a small authority present challenges but the evidence of 

increased use and outreach and engagement achieved are welcomed. There is good 

evidence of the impact of the service, and the return included a comprehensive narrative 

to support the data. It is hoped that the authority and the Trust are able to maintain the 

investment in the future to ensure residents continue to benefit from its services. 
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