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Abstract

Background The literature explores wh/Neb 2.0is important to study, discussesatntroversial
definition and gives examples of its applicatidhshen defines marketing amoboks at barrierso and
advantages dhe implementation of Web 2.0 in a public library marketing stratégpncludes by

suggesting that Web 2.0 has a huge potential within the Public Library sector.

Aims Using a case studyf North Tyneside Council Library Service and a triangulation nuiiiogy
of a content analysis, interviews and a questionnaire; guidelines for the implementatiorrkétanma
strategy for Web 2.0 haveeen created. These guidelines consider best practice, corporate culture,

staff time and skills available.

Methods A case study approadiias been chosen as it focuses on a specific case which is bounded by

organisation and geographical boundaries and can utilise multiple sources of evidence to gain insight.

A mixed methods triangulation methodology has been chosen touligglersources of evidence in
relation to a pdicular research problem which allows comparison and more reliable generalisations.
The methodology included a content analysis and observation of marketing materials both in a Web
2.0 and traditional formainterviews both in person and by email with senior librarians from both the
study site (North Tyneside Council Library Service) and a neighbouring library service (Newcastle

City Library Service) and an online questionnaire for users.

ResultsThe methodlmgy discovered that the case study service does not currently use Web 2.0 in its
marketing strategy apart from contributing to a generic council Twitter. Traditional marketing
methods (local media, leaflets and posters) are used predominantly anditeelses\no marketing
strategy. Web 2.0 is seen to have a number of advantages over traditional marketing. The most
popular applications were seen to be Twitter and Facebook and a content analysis provides
suggestions for best practice for these tools. § here seen to be a number of barriers to the
implementation of Web 2.0 in the context of the study site. These amongst other factors contribute to
the creation of draft guidelines which considerporate culture, staff time, staff training, applications

to use, what the applications should contain, the need for a marketing strategy, neeidlioate

Web 2.0 and traditional marketing, privacy and user generated content.

ConclusionsThe literature review, content analysis, interviews and questionnaieeshawn that

Web 2.0 has and can be used successfully by library services to increase userumsll aomreness

of what the library has to offer and cement its importance in this time of economic and social
uncertainty. Web 2tbBehmesther ppiteali mar ket obeg

2007:14) which combined with this research gives a sense of urgency to its implementation.
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1.Introduction

This dissertation will edpre ways in which North Tyneside library service currently utilises Web
2.0 technologies to meet objectives in their marketing strategy (if present) and to reackenson
Using knowledge of best practice, as identified in the literatndethrough empical research
suggestions of how the technology could be utilised by the library service will be outlined.

The dissertation will involve collaborating with North Tyneside Council public library service,
where the researchased to work as bothTemporary Summer Library Assistaand as a Saturday
Library Assistant. The researcher has been in contact with the Head of Service and it has been
arranged for her to liaise thione of the Senior Librarians responsible for the area of Web 2.0 and
marketing.

thas been chosen to explore this topic through
public library service where it was seen that these technologies were not used, even though a vast
number of customers and naeers were familiar with Web 2.8dhnologies such as Facebook.
Additionally the researcher has seen the effective use of these technologies through working for the
University Library and theoretically through her Masters. It is felt that these technologies could be
applied to increase usand nonuser awareness of what the library has to offer and hopefully cement
its importance in this time of uncertainty. This should contribute to emphasising the importance of
public libraries in this current ped of economic uncertaiy and resultaty safeguardheir future.

1.1 Research Context

North Tyneside is a borough located in the north east of England. It borders the city of Newcastle
to the west ad Northumberland to the north. The area has a population of around 195,000 and has an
area of 82 guare kilometresThe borough was created in 1974 and combined a number of authorities.
I n the past the areads empl oyment was focused up
now shifted towards public administration, education and health wbiastitutes 27.6% of the adsa
employment (Government Office for the North East, 2007).

Appendix lis a summary page of demographic details about the bordhgke are official
statistics which infornpolicy and are socially constructed (May, 200N9teble statistics include the
predominantly white population above the England and Wales average (98.1% compared to 91.3%),
lower percentage of employment when compared to the average (58.4% compared to 60.6% in
England and Wales) and a higher degree of thitbeno qualifications (32% compared to 29.1% in
England and Walegpffice for National Statistics, 2011)
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Appendix2 (again in the appendide@Government Office for the North East, 20@Epicts
thespread of deprivation by scores produced fronmnltex of Multiple Deprivation which ranks
areas nationwide by a number of factorse3éfigures depicts areas of low deprivation around the
coastal areas and higher deprivation alongside the riverside and inland around areas such as North
Shields, Wallseth, Backworth, Wideopen and Longbenton. This correlates with the demogrtgattics
librariesin these areas serve. Overall there is huge variation in deprivation in North Tyneside which
means that the library service must adapt to these variamhtakehese factors into account in
service provisionAdditionally this economic deprivation could correlate with the creation of a digital
divide; where those of a lower so@gonomic status are disadvantaged as they do not have access to
the internet and thauthe opportunity that this technology offers. Marketing on Web 2.0 by public
libraries must resultantly take this into account.

1.2.Research Aims

This research aims to investigate how North Tyneside library service currently does or does not
utilise Web2.0 technologies in their marketing strategy. Then explore how thetsedlogies could

be utilisedby the servicdy producing draft guideline for its implementation.
1.3.Research Objectives

The objectives are as follows:

1 To identify whether North Tynesiddhrary service currently uses Web 2.0 technologies in
their marketing strategy. If so woand if not what methods do theyrrently utilise
Identify best practice in the public library Web 2.0 marketing field and more widely.
Based on the research drafidelines for the implementation of Web 2.0 applications for the
public library service. This draft will be drawn from best practind the methodologyhilst
consideringcorporate culturestaff time and skills available.

2. Literature Review

2.1.Introd uction

Firstly, this review explores why Web 2.0, in the context of public library marketing, is an
important issue to study. This situates and explains why this issue has been chosen for research. Web
2.0 is then defined as it is seen as an importantehaf the dissertation. Web 2.0 applications and the
concept of marketing, mentioned towards the end of the reariewxplored in detail in thigerature
review.Barriers to implementatioand suggestions for implementatiare then explored before a
conclusion is reached.

10
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2.2.Why is this an important issue to study?

Web 2.0 offers a new way to communicate with audiences in a digital environment and has
the potential to O0be t he mo sanhdiscseen ltysotna ds thadhir k et i n g
period of marketingWeber, 2007:14). Libraries must move in time with current internet trends to
ensure customers are engaged with their servicethatwhline communities afostered andreated
(Chua and Goh, 2010). This form of marketing alsersffa reduction in marketing coststhere are
no advertising overhea@#/eber, 2007 and Fagan and Keach, 2010). Additionally the technology is
easy to uséfor those with the requisite skilland allows information professionals to disseminate

information to users quickly (Bradley, 2007 and Fagan and Keach, 2010).

Lastly, marketing public lIlibraries is a tool
service use and consequently could havetha positi
This is especially important in the current climate of economic misfoendealeclining library
opening hours which has affected North Tyneside Public library sdkiatker, 2009; Rossiter,

2008 News Guardian, 2014nd De Saez, 1993notherfa¢ or i n public | i brary @
of the internetDoucett (2008) writes that in the past decade libraries have undergone transition with

the advent of the internéRublic librariesespeciallyused to be the main source of information and
oftenentertainment in a community. The internet competes with thiatotg withmodern demands

on time and lifestyle. The public library must resultamigrket itself to assert iteew role in the

digital community and assert its cultural and local valuer(Be, 2011) Thus this research can

identify the IT resources, human resources and most suitable applications needed to successfully

utilise Web 2.0 within a public |ibraryés mar ket

There is huge deprivation in some areas of North Tynesidiepicted in thimtroduction and
appendixX2 in the appendices. Web 2.0 offers the opportunity to market to this group of people as they
are often prolific users of application such as Facebook (personal experience of the researcher
working in librariesn prolifically deprivedar eas and hi gh Facebook usage
computers). However there is also the issuthose who are deprived and mayt have access to the
internet and thus Web 2.0 appl i clamarketingdibrandso ar e t
solely through this method. Web 2.0 thus must be part of a wider marketing strategy to reach all
perspective user§he Ofcom report on UK Adult Media Literacy (2011) particularly focuses on the
lower than average iatnet use by th&@5+age group which suggests that this user group must be

considered in a holistic Public Libranyarketingstrategy.

In terms of research in this field there are very few studies that explore the implementation of
a wide range of Web 2.0 tools in a pellbrary environment (Rutherford, 2008). Previous studies

have focused upon broad conceptual introductions or on individual Web 2.0 application case studies

11
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(Rutherford, 2008). This study thus provides literature for an uedearched field and meetseal

need for information on these emerging and important technologies.
2.3 Defining Web 2.0

There is a lack of consensus and belief in the definition of Web 1@rm that has
undergone widespread criticism (Bradley, 2007; Constantinides and Fount&m0 0 7 ; OO Rei | | vy,
Chua and Goh, 201®erube, 2011Maness, 200&nd Hawkins, 2008yhe term has undergone
widespread adoption in the last six years (Parkes and Walton, 2@titjonally current theories are
seen as inadequate in explaining thenwesa of the term (Hawkins, 2008 and Constantinides and
Fountain (2007))This could be due to the fact that the term is in a state ofeexéng beta, as it is

always evolving (Parkes and Walton, 2010).

O6Rei lly first «coi netdthasécend eaeration ofweb2ddvites i n r el
such as social networkd.i s 2005 paper 0 Wh thé mostsefilteetarti?e.inGh@ i s s e
field by many (Parkes and Walton, 2Q0Miller, 2005 Holmberg et al, 200&nd Hawkins, 2008
TheseWeb 2.0technologies facilitate collaboration amongst userd allow new ways of interaction
and participatiorfPeltierDavis, 2009 Bradley, 200And Parkes and Walton, 2Q1®\ unique set of
applications and tools def i mbesesWeb?2®as ore(thBrear ub e, 2
technology andsan ethos and environment with a purpose ultimately of collaboration.
Constantinides and Fogowretaiahd®a gWoOII R2 subcingtlgfsi hii hiean

illustrates what the technology entails (20282). This definition will be used in the dissertation:

6Web 2.0 i s a-soarce|integactivel andruseontrollen préine applications
expanding the experiences, knowledge and market power of users as participants in business and
socialppcesses. Web 2.0 applications support the cr
the flow of ideas and knowledge by allowing the efficient generation, dissemination, sharing and

editing/refining of informational content. 6

Hawkins (2008) and Catantinides and Fountain (2007) write that some argue Web 2.0 is an
evolution of Web 1.0 with a huge difference in programming and protocol. Others do not see this
evolution and see Web 2.0 as fundamentally the same as Web 1.0 and as simply building upon
previous technologypbavi s quote summarises the evolution o
i mplications: OWeb 1.0 took people to informati o
Miller, 2005).

Web 2.0 can be defined in terms of the Libraryand lor mat i on sector as OLIi
Bradley uses Caseybds definition of this term (2

information setting, with libraries having to create and adopt a strategy to cope with change and

12
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incorporate newtdos ; and t o encourage i ncr eHolmiethetmlar t i ci pa
(2009)applya content analysis of regpees on the term Library 2.0 which concludes that this phrase
containsseven distinct components. These terms include users, paiticjgétraries and library

services, Web and Web 2.0, technology and tools, social aspects and interactivity. Four of these seven
aspects focus on user interaction which is notetlwas one of the modistinctive and important

elements of this technolgg

Stainthorp (2010:10) alsaeflects onWeb2.0 in terms ofocusing on theise-centric aspects
oftechnology 6éan i nteracticeatrper g emalaness¢g2008sdasmasrer net 6
the usefcentred nature of web 2.0 as one of iteatal elements along with mulinedia, social
richness and community innovatid®hua and Goh (2010: 204) also write of Web 2.0 in terms of
including the user but they also reflecttotn e 't e ¢ h n o | 06gniheesnd | pnoptl eemteinatle d i 1
libraries, Web 2.0 &s the potential to promote participatory networking where librarians and users
can communicate, collaborate, andcco e at e Librarp 2.0eshawéver limited to web services
to avoidconfusion with library services (Maness, 2008)e terms Web 2.8nd Social Media or
Networking will benot beused interchangeablgontrary to thevork of Constantinides and
Fountai ndés WeasWéabh.2.0 endoenpassasinore than social rfexdexample online
catalogues and mobile smart phone applicat{g®d87: 232).

2.4 Web 2.0 aplications and examples of their usage by public libraries

Facebook and Twitter will be focused on in this study particularly through the Content
Analysis as they have been identified as very popular Web 2.0 applidatitnforusers and public
library servicesFacebook allows status updates, messaging and posting to other users, photo and
video sharingF a ¢ e b 0 0 k 6 slesqrilned as fobow's oh theibout page

OMillions of people use Facebook everyday to keep up withdsi, upload an unlimited number of
photos, share links and videos, and learn more about the people théffaeebook, 2011).

O6Reilly (2009) writes that Twitter offers a
users and an organisation and carubeful in providing service updates, live tweeting on events and

gaining customer feedbackhe main element of Twitter the Bst is described on applicatsin

about page:
6You can tell your story within ydinerandlise¢het , or vy
details pane to tell the rest (Twitter,B0ll).hot os, Vvi deoc

Other examplewith a similar functionthat public libraries have usddclude RSS feeds,
blogs, podcasts, instant messaging, social netwdritgs, social library cataloguespcial tagging
and photograph sharing utilities such as Flickr (Bradley, 2007; Chua and GohP2gkés and
Walton, 2010 Rutherford, 2008Berube, 2015hnd Cragg, 2010). Chua and Goh (2010) and

13
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Hammond (2010) discussaxples of Web 2.0 applications in usage by Librahesugh the

methodology of mntent or thematic analysis, which in part inspired part of the research method.
2.5. The Demographics of Web 2.0 Users

Of comds UK Media Liter #dosgninRmgt ase.The (epoftdtatey gi v e ¢
that if people are literate in media and internet technology then they are able to make use of
opportunities from new and traditional communicatidrise most important statistics involve the lack
of internet takauptake at homeby those aged 65+ (35% compared to 75% average internet take up)
and mobiles and the internet being used more 34lgear olds than TV (mobiles 28%, internet 26%
and TV 23%). In terms of Web 2.€ocial networking is the second most comrimgarnet usage
alongside iformation seeking (both at 45%). Other relevant data includes the statisbd ¥haif
people with a social networking profile check it daily, younger people are happier to share online with

61% of 1624 year olds being happy share holiday photos compared to 37% on average, but only

statistics depict the high usage of social networks and the different views on privacy depeoent up

user age.
2.6. Marketing

Mar keting is defined by the Chartered I nstit:
management process which identifies, anticipates and supplies customer requirements efficiently and
profitabl yod. Ddes tHateary zervicd Bf& ekl py adidrasy @an de markBtedcett
(2008) sees marketing as having three elements of identifying the potential audience, developing the
unique selling point of the service and then developing ways of communicating tinig peillit to
attract attention. Web 2.0 is a platform upon which to communécaidacilitatewo way
conversatiorwhich isin contrast tamne way and statitaditional marketingDoucett, 2008)The
four Ps of the marketing mix are also heavily discugséide literature. These Ps include product,
place, price and promotion (Chowdhury, 2@0f® De Saez, 1993romotion is the key purpose of
Web 2.0 marketing.

Library and Information Services however often find it difficult to relate to the business
corceptualisation of marketing and do not approach it as systematically or invest as much money and
energy into this vital management activity (Helinsky, 2008).However this is a mistake as there is a
need for good communication with users and to raise awss@fevhat the library has to offer in a
time where libraries are needed more than ever (Helinsky, 200&ry and Information Services
can however apply PEST (political, economic, social and technological) and SWOT (strengths,
weakness, opportunitiethreats) analyses to thearketingissue to aid in creating@mprehensive

marketing strategy (De Saez, 1993).

14



MA Dissertation 100226713

Many corporate firms are integratiifgeb 2.0into their marketing plans building on
anecdotal evidence that these technologies have a subdstifatibon consumer behaviour
(Constantinides and Fountain, 200Veb 2.0allows two way engagement between users and a
servicewhich develops trust overtime and whidtilitates feedback and relationship formation
(Weber, 200aAnd De Saez, 202X onstatinides and Fountaif2007) ultimatelysee it as a shift
from the production to the consumption of media and from mass to persomalisie media
However, more work is needed to evaluate these new technologies to reveal their true value within a
marketing strategy especially within a Library and Information Science contbith is what this
study attempts to d@onstantinides and Fountain, 2007; Pelbawvis, 2009; Kendrick, 2006 and
Chua and Goh, 2010pe Saez (2002) positively sees traditiomalrketing concepts and practices as
applicable in the digital environment of Web 2.0.

Marketing has become increasingly important for libraries and information services in order
to reach potential library users and to communicate the services they haffer §&howdhury,
2008). A marketing plan is a particularly useful tool used to plan how the service can grow in a
competitive marketplace taking into account segmentation of the market, resources and the corporate
influence. Branding can also underlinehe | i brarydés service ethos some
Haml et s 61 de avhich®inoovatvé to attoant aesvpugé@howdhury, 2008).

2.7. Barriers to Implementation

In terms of implementation there are barriers in the form of conifgto the corporate style,
service goals andulture of an organisatigii8radley, 2007 Rutherford, 200&nd Hammond, 2010).
Overwhelming there is seen to be a concern over taking risks in the public service environment so
innovation is often stifled for a ane incremental approach (Berube, 20These factors are both

seen as very important through conclusions formed through this study.

Also it is important to ensurhat staffare enthusiastic about the technolaegyl that
management are supportiigradey, 2007 Rutherford, 200&nd Hammond, 2010). This enthusiasm
can beinstilledn stafft hr ough a training programme such as 0.
(2010). There are also fears that user generated content facilitated through Web 2.0cmspdicatd
negatively affect organisationalso staff time will be needed to moderate this content (Rutherford,
2008).However, user generated content can also be seen as one of the strengtsitdtibrstive

technology (Constaninides and Fountaif)20

Implementation must also be done in an open minded fashion and in a combination that
contributes towards the | ibrariesd marketing ain
there are also studies that have found that Web 2.0 is seena@s andstaff time which indicates that

a strategy is needed to ensure the most efficient and effective applications are utilised (Cragg, 2010).
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There may also be a simple lack of resources, even in an environment who are very pro Web 2.0 for
creating apptations whether that be money, technology, staff time or knowledge (Berube,

2011)There are also issues of privacy with Web 2.0 applications particularly in access to sites such as
Facebook for children and the need for awareness of privacy settings(2606).There have also

been issues of combining business and personal life over Web 2.0. Perhaps most famously the

OWei nergated6 scandal where Congressman Anthony V
publicly (Poniewozik, 2011). This displattse importance of screening any content before it is
postedUltimately addressing these legal, corporate culture andissats could stall the creation of

a comprehensive Web 2.0 stratetactors which become apparent through the methoddB®enube,

2011, Helinsky, 2008and Bradley2007).

2.8 Implementation

Advantages of Web 2.0 over traditional marketing methods in¢luelo r ovi ng t he use
choice in terms of ways in which to contact the library, the growimmpitance of these technologies,

succeasful use by dter public library servicesow costs and simplicity of use (Rutherford, 2008).

Bradley (2007) puts forward a number of ideas for applying Web 2.0 in the library
environment in his book 6How to WseRSSMeddsopr. 0 i n Y
the library homepage from the local BBC news and/or blog updates; blogs on library news events and
virtual exhibitions; pod/video casts with library tours and tutorials; customised start pages or home
web pages with search facilities aR8S feedspersonalised OPACSYi ki s , Il nstant messeé
a Librariand services, putting photos from tours
course Facebook and Twitter feeds/patyamess (2006) suggests similar applications in hislart
6Library 2.0 Theory: Web 2.0 and its implication
mashup of traditional library and innovative We&.0 services and thushgbrid service. This concept
alongside usecenteredness should be at teatce of the implementation of Web 2Rutherford
takes a similar view to Bradley and Maness (2008).

2.9. Conclusion

Web 2.0 offers a new form of interactive communication that has a huge potential which
needs to be explored within the current constsamfiithe public library sector. There is a lack of
consensus and belief regarding the term Web 2.0 but the defiojtiGonstantinides and Fountain,
buil di ng u(po67and @¥seccirictly defines the term. Web 2.0 is emerging as a
significant @mponent of the marketing strategy of many companies. This is also being reflected in
the Library and Information Science world indicating how important it is to harness the potential of
Web 2.0 within a public library marketing stratedere are a numbef barriers to the

implementation of Web 2.0 technologies in the marketing strategy of public libraries; namely
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corporate style and culture, staff skills, user generated content, resources and privacy issues.
However, there is a body of literature thaggests ways in which to successfully implement Web 2.0

within the library marketing context.

3. Methodology

3.1 Introduction

The dissertation aims to explore how Web 2.0 could be used to market North Tyneside public
library service. To do this it h&xpored two concepts through the chosen mixed methods
triangulationmethodologyThis triangulation methodology uses multiple sources of evidence in
relation to the same research problem in order to compare different forms of evitiesitiee use of
Web2.0 in the library currentlyas exploredSecondly, how Web 2.0 could be used successfully
usedto meet marketing objectivegas looked at. This methodology was tlaealysed to produce
draft guidelines of best practice tailored to North Tyneside litwarie

A case study approach has been adopted as it allowsdaptin investigation that can be seen
as less daunting then a more widespread study (Gorman and Clayton,T2@9base study focuses
on a specific issue (Web 2.0 usage in Marketing) in a ledindganisational area (North Tyneside
Public Library Service, North Tyneside) and uses multiple sources of evidence to gain insight.
Flyvberg refutes misunderstandings about case studies arguing that it is a sufficient and necessary
method for social sciee research (Flyvberg, 2006). He argues that case study examples are powerful
and intrinsic to the development of generalisations. They also provide a wealth of information and a
variety of perspectives and have the ability to make the researcher mniokceived ideas
(Flyvberg, 200Gand Chowdhury, 2008The methodology includes the collection of content or
thematic aalysis of Web 2.0 applicationsemistructured interviews, areth onlinequestiomaire on

Web 2.0 and public library marketimljstributed via email, Twitter and Facebook.

3.2 Proposed Methodology

Before North Tyneside Council were contacted it was proposed to create model Facebook and
Twitter applicatiors after thditerature reviewand content analysi3 his would have used best
practice to create these Web 2.0 tools which then could be critiqued through sending a survey out to
users via these applications. Unfortunately due to council policy the researcher was not allowed to
implement this methodology so it has been rethoughttadetébelow. This could be seen as a

limitation to the study.

17



MA Dissertation 100226713

3.3 Content Analysis

A content analysis of current public libratyeb 2.0 applicationsok place to see hoywublic
and othetibrary services are utilising this technology to market teeiwice As well as data about
the site of the case study itself, primary data was gathered on comparator organisations and evidence
was gathered from secondary souréefditionally wider library and information serviéileb 2.0
applicationsvereanalysedo see how this technology ugilised outsideghe public library world
Additionally traditional marketing strategies implemented by North Tyegsidblic library service
were alsanalysed.

Content analysiscanlvei ewed as a met hodnt mebsiagesdcammuif
and can be successfully applied to the world wide web (Krippendorff and Bock,200®ntent
analysis also facilitates the discovery of practical examples of Web 2.0arshgéll identify the
current marketing climat@Valker,2009)lt is an objective and neutral way to obtain a quantitative
description of various forms of Web 2.0 marketing and is an unobtrusive andawaiive method of
data collection (Marshall and Rossman, 2006ximple terms content analysis is the statliextual
data focusing upon continual analysis of relevant documents and sources (Chowdhuay2008
Marshall and Rossman, 2006

Krippendorff and Bock (2009) see the application of corde@atysis in the context of the
World Wide Web ascomprisingfive steps. Firsthe research question lsypothesisnust be
formulatedwhich can be descriptivia nature. Theithe sampleshould be selectddom an online list
or from search engine resuitdated to the library and information studies fidltien thecategories
should be defined and the depth of study limited to an initiabaais a result afime restrictions.
Thena uniform method of coding should be applied for consistent andlgsdy the data retrieved
should be interpreted and analysé#ich can be very descriptivia nature This analysis can then be
utilisedwithin the scope of the development of new content, which in the case of this study includes
suggestions for the implementatiohthese applications for North Tyneside Council puliticalry
service.

In this studythe coding was developed after identifying common features of the applications.
Each application was analysed systematically for evidence of these features with only the first page of

posts being included for a reliable studhis allowed an easy comparison.

3.4 Interviews

Two interviews were carried out, one each with key staff members at the case study site, and
at a comparator libranA semi-structured interviewwith a senior membesf staffat the study site,
wascarried out to explore how they currently use the technology, how they think the technology
could be implementeand what they think about current library and information science Web 2.0

models A semi-structured interview haBeen chosen as they use generaktjans but allow space to

18



MA Dissertation 100226713

move onto further questions dependi fleydferat he i
medium between focused and unstructured methods (May, 20@ksence the exact wording of
guestions is not predetermined bueadf questions and an interview guide of topics has been pre
formulated to facilitate discussion around topics of relevance whilst allowing flexilédagynjan and
Clayton, 2005).

Advantages include immediacy, mutual exploration to resolve any ambigp#issnal
contact, relative speed and most importantly the retrieval of a large quantity of rich data in a short
period of time (Gorman and Clayton, 200&arshall and Rossman, 2086d Powell and Connaway,
2004. Disadvantages include cost of travellangd equipment, the lack of critical enquiry, a very
personal face to face method of enquiry, loss of anonymity which may affect subjects responses, open
to interviewer bias and sorting the important points from the data through the tricky process of
transciption (Gorman and Clayton, 20@md Powell and Connaway, 2Q0Marshall and Rossman
(2006) further expand on the difficulties of transcription which include the issues of judgement and
interpretation which needs special handling to ensure the inteiwiest impaired or biased by these
processesHowever there are potential problems with any research method and the interview could
form a component of a triangulation approach to addregkegiesearch method weaknesaed
ensure findings are strongdagrounded. The triangulation approach is taken inréisisarch (Gorman
and Clayton, 2005Chowdhury, 2008Marshall and Rossman, 2086d Powell and Connaway,

20049).

It was proposed to carry out a sestiiuctured interview with the-kbraries Officer fom
Newcastle City Council Library Service. This was to facilitate comparison between the two
neighbouring authorities. However, thdikraries officer preferred to answer questions fyal
after a telephone conversation so the interview became moceustdl The interview was still useful
and did facilitate a comparison between the two authorittes.answers received by email were

easier to analyse, more succinct but did not allow clarification or exploration of points made.

3.5 Observationof documents and physical site

A short observation of the library was undertaken to identify the kinds of marketing evident in
the space. This is detailed in the content analysis section. From the interview with the subject from the
site it became evident thdie to a council restructure the libreagrvice didhot have any current
policy documents related to marketing or a policy on marketing on social media. These documents are
planned to be created when these roles aassiggned. The onlyodument relevanotthe field was
the corporate branding guidance notes released by the marketing department which underlines styles

for promotional materials.
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3.6. Questionnaire

The method of a questionnaire was chosen as the data it collected provided information on
peopl ebs preferences and behaviour that was compa
views the interviewees6 had on the publicds beha

the methodology section.

Online questionnairesereposted @ Facebook and Twitter agell as distributed via
Sheffield University library service staff email listsis method is costffective, quick to administer
and allows a wide audience to be reached (Bryman, 2088%e methods of distribution are suitable
as they use the interviewerds current contacts o
inclusion of the library staff emalil list; this is seen as advantageous by Chowdhury (2008).
Additionally as the researcher is from North Tyneside some atpmwndents could have been
residents of North Tyneside and even public library uséoaever, the sample caot be
representative of the area as no comprehensive sampling technique was enacted due to the short
timescale.

This anonymous questionnaire swlearly marked as to be answered by adults only to
conform with the ethics policy. Additionally questions about ethnanity age werancluded to see if
norruser groups are being targeted. As these questions are sensitive an explanation of why they are
being askedvasprovided.

The methodology of a questionnaire has been chosen as it provides anonymity and thus frank
answers, participants can complete it at their leisure, it can facilitate the collection of a large amount
of data over a short time pedianference from a large group of people can be made, reanltse
analysed relatively easily and lastly questionnaires are inexpensive (Powell and Connaway, 2004
May 2001and Marshall and Rossman, 20dBisadvantages of this method include the laick o
personal contact, the lack of ability to qualify answers to ambiguous questions, a biased sample as the
most opinionated are the most likely to reply, technical difficulties duedoc i pabilgies andl ow
response rate (Powell and Connaway, 2&@4May, 200).

Resultswereanalysedhrough coding to classify results into analysable and meaningful
categories. Relationships and resulese alsanalysed through identifying variables on pie charts
and graphs bearing in mind that a correlation ofaldeis does not necessarily mean the variables are
related (May, 2001)These resultarere theranalysedalongside models of best practice to
recommend how the library service could use this technology. Draft guidelines for the usage of Web
2.0 applicatiasfor the library service tooktaff time and skills, budget constraints and corporate
culture and policy into account. These elements could all affect thifesatplementation of Web

2.0 applications.
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3.7. Ethics

Values and ethicarevital as they ee needed to make research legitimate (May,
2001).The researcher has redni wetdsiaigy @® dEtt i adi &l ib
Research I nvolving Human Parti c Sheamidpateshd?er son al
dissertation research Wbe low risk as it involves human participants and their data possibly in the
form of interviews and surveys. A consent form and information steetbeen prepared to allow
participants to give their informed conséste appendices, figure 10 and rédpectively) The
project however does not deal with sensitive issues and will address issues of safety, informed
consent, coercion, anonymity, confidentiality amadadprotection. Last/yt involved only adult
participants which waslearly indicated o the online surveyQuestions regarding ethnicity and age

weresensitively posed and their purpasasclearly outlined.
3.8 Fitting Together the Methodology

The content analysis, interviews and survey results fit together alongside the literatuve revie
to create guidelines for the implementation of Web 2.0 for North Tyneside Council Library service.
These guidelines will thus bear in mind best practice in the field gauged from the literature review,
content analysis and interviews; restrictions thatttNdyneside Council Library Service face as

gauged from the interviews and what the public want as discovered in the questionnaire.

4. Content Analysis

4.1 Traditional Marketing

North Tyneside public libraries market themselves through local neviistdesnd posters in
the library and occasional leaflet drops via post. This publicity particularly focuses upon events such
asauthortalks(seeNewsGuardian,Jd'héQ 11, O6Rat koaboot her Life and
News Guardian, May ® 0 1 1Wouéd tbe a Cri me to Mnappendk&| k6 one

On a visit to the Central Library of North Tyneside (North Shields) on tid@§ 2011 the
researcher collected a number of leaflets thatibhad produced (included appendixd). Three
|l eafl ets focused on upcoming author events such
joint service centre, a library events leaflet with author events, the summer reading challenge and
local history related events, an event at a library sitkwh  a | oc al poet and the 6
competition. Other leaflets relatedaotivitiesfor children such as a list of events related to the
summer reading chall enge 0 Banquestor feadlthckRrhsioime 6 t i me
timeanda | eafl et on O6Toddler Talesdé. Lastly there w

that library which is available and tailored to each branch libraryl n t he researcher 0s
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events and services could be successfully marketed briWes the content analysis of Web 2.0

applications depicts.
4.2 Observation of the current stuation at North Tyneside Council Library Service

North Tyneside Council Library serviao not use Web 2.0 in their marketing strategy. This
was discoveredchtough searching the web for such services and making no related discoveries apart
from the generic North Tyneside Council Twitter. This was further confirmed through the interview

with a senior member of staff.
4.3.Marketing on Web 2.0

The content analys will explore four Facebook pages and four Twitter pages for library
services and the North Tyneside Council Twitter. These services were chosen as exemplars in the
field and were recommended in the research questionnaire or litgf@tkrey Library ad Archives,
New York Public Libray and the British Library). @ gaugelocal offer and what North Tyneke
Council already doedewcastle City Librees and North Tyneside Council pages were choBeay
were found through Twitter and Facebook searches fif$t page of wall posts and tweets were
analysed on the #2uly 2008 as anymore would be too time consuming and not conducive to
comparisonScreen shots of the applications are included as an apg€iglixe 5) Coding of wall
posts and tweets wased as there is too much to writeoaband this allows eoparison (see below
and codes aappendixg).

4.4.Facebook Analysis

Main points from the Facebook analysis include access and the use of the like button to
access the page by New York PublicLibm whi ch acts as a tool to adve
friends as it will show up in the news feddlditionally the larger library services (New York and
British) had more links under the profile picture which linked to other Web 2.0 applications which
was useful but made the page more complex. Another thing to notes was the similarity of the

information and photopage in terms of what was included as summarised in the analysis table

Also there is awide difference in the number of likes for the Bfitipublic library pages and
the more metropolitan and national libraries in New York and in the case of the British library. This is
explained by theinotorietyand the large populations that the British and New York Public Libraries
serve. Wall contensisimilar with a huge emphasis on communicating two way with users which as
the literature review suggests is the main advantage of this technology. The discussions pages were
not used heavily by users possibly due to the visibility and usability of theTla researcher found
the most successful Facebook page to be the Orkney Public Library one as it used comedy and

entertaining no#ibrary content on the wall such as linking a Belle and Sebastian music video to a
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local event. Overall all pages were sessful and provide useful models for North Tyneside public

library service

Figure 1. Facebook Content Analysis

Access Apps | Info Photos Likes | Wall Discussions | Interactivity
Content
Newcastle| Opento | w,i, | Location, Photos 639 elc, nlls,| Related to Users interact
City anyone. | p,d. | what pagéas, | from /w2, als,| archive well.
Libraries disclaimer, 6 me mo s/s, p,ucs| posted by Encouraged
internet bank n/o, alle/s, page, library | by asking for
safety/privacy|ar c hi p/rf. poetryposted| feedback.
guidelines. of library by user.
building,
library
public art,
colouring
in sheets.
Orkney Opento |w,i, | Location, Events, 866 w2, n/a. Use of
Public anyone. | f/a, contacts and | photos of nb/s, a/s, comedy and
Library p, website, old library allels, nonlibrary
qu. opening times, sites and ucs, p/rf, use.
about, email, | mobile p, v, n/o, Entertaining
library library. n/ls, s/s, and very
catalogue. e/c. engaging.
British Opento |w,i, | Description, | Themed 33,792 | Ilw2, elc, | Posts by Interactive,
Library everyone | f/a, location, around ucs, p/rf, | users mainly | requests for
e, p, | contacts, collection, als, n/ls, | complaining | feedback,
v, d, | website. shop, n/o, about uses notoriety
0. events. alle/s,p. services. well.
New Haveto | w,i, | Location, Events 37,910| elc, nlls, | Generic Lots of
York like to /w2, | mission, and shop n/o, a/s, | advertising | interactivity,
Public view. p, Vv, | contacts, items. w2, s/s, | by users, user
Library e, n, | general alle/s, p, | points of comments
I/lc, | information, v, p/rf, view from and posts on
qu, website. nb/s, ucs. | users on issues both
d, o. library and related to the
wider issues.| library and
wider issues.
Very
relevant.
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4.5. Twitter Analysis

The Twitter pages were compared in the table below and important points will be elaborated
upon n this text with a summary and implications this analysis for North Tyneside Council Library

serviceds proposed Web 2.0 marketing strategy.

Main points about the Twitter pages include the need for a simple username that sums up
what the service is. All Tuwtier applications were successful at this. Less successful was the British
Library tagline which was confused and about a person not the library service and what it offers like
the others did with a view to attracting users and summarising their ofterma of followers the
British Library had the most followers which is expected as it has notoriety and a huge target
population. The other public libraries have a fairly large number of followkich could be due to
being established longer than the NoU@cil team page which has very few followers comparatively.
However | feel the low number of users could be due to the Tweet content of NTCouncil Team which
is very dull and simply focuses on publicising events and news on the council webpage and
retweethg only Northumbria Police.This was unlike the other pages that retweeted users, relevant
organisations and notable figures to add interest and pizzazz. | feel with more user interaction like the
other pages followers could be gained. Also a library pagddicreate a better identity for North
Tyneside Library service and could utilise a wider variety and more interactive tweeting style. This

should be included in a Web 2.0 strategy for North Tyneside Council library service.

In summary the most succegisTwitter pages (Orkney and Newcastle, the British Library
could be seen as an oxymoron as it has a large user base) are interactive and utilise the use
engagement aspect of Web 2.0 to produce an engaging page. They also Tweet about issues relevant to
uses but perhaps not related directly to the library service, this again adds interest to the page and
makes it entertaining something which is vital in the fast paced world of Twitter. North Tyneside
Council Library service could certainly learn from Newt@and Orkney Library servicesd
produce a more engaging page then that currently which is the Council run as a generic application.
The current page tweets out only events and council news stories and makes no effort to engage with

users or entertairomething which is an obvious disadvantage in the Twitter environment.

These content analysis discoveries are supported in the litepatticilarlyby Ekart (2011)
in her article OMaking Twitter Work Wwayr Youd. Sh
communication$ not simply pushing out information but pulling in the user and their queriesi User
library interaction in the form of answering user queries is seen as a very powerful interaction by her
due to its direct use. Ekart (2011) then goes$o suggest the use of search tools and third party
clients to enhance the use of Twitter by library services, something North Tyneside Council Library

service couldlefinitelyl ook i nto to make best use of the appl
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Figure 2. Twitter Content Analysis

Username Tagline Followers | Tweet Content Interactivity
Newcastle| Toorlibrariesi | Services | 2452 elc, ucs, n/ls, n/o,| Very
City use of local on offer. als, llw2, sfs, interactive,
Libraries | dialect for user allels, pirf, p. tweeting out
relevance. answers to
queries and
tweets.
Asking
questions in
tweets.
Relates to
Facebook
page.
Orkney Orkneylibrary Services | 3407 elc, ucs, v, nb/s, | Very
Public direct and on offer p/rf, p, nfo, a/s. hunorous,
Library simple. and answering
suggestion user queries
to join and using
library. retweets.
Relates to
Facebook.
British Britishlibrary Confusing| 176,759 | elc, o/n, ucs, l/w2,| Quite 2d,
Library tagline als, plrf. interactive
about a but strikes
man me as bang
called and not very
Colin entertaining.
Wright- Bit geeky
not about and non
library. mainstream.
North NTCouncilteam | Focuses | 565 n/ls, elc, s/s, n/o. | Just a series
Tyneside | direct and on of links to
Council simple. purpose of councl
Twitter. website
Too wide about events
a remit to and news. 2
discuss d, dull, not
service entertaining
offering. only retweet

Northumbria
police. No
user
interaction.
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5. Interview Evaluation

5.1 Approach to Interview Analysis

The interview analysis will be examined in relation to the research algeciiwo interviews
were carried out, first an email questionnaire to thibraries officer at Newcastle City Libraries and
then a senior librarian at North Tyneside Courldilese interviews depict the different approaches to
Web 2.0 within the librargervices and the challenges that face North Tyneside Council library
service particularly in relation to staff availability to produce and update Web 2.0 applications and

corporate culture.
5.2.Email Interview with E -libraries Officer at Newcastle City Libraries

Newcastle City Libraries were contacted as they were found to be particularly active on
Facebook and Twitter and were located right next to North Tyneside Library service so could be seen
as competitors in terms of customerhe head of serviceagetheresearcher theontact ér the E
Libraries Officer who watelephoned to arrange an interview in person but she preferred to have
guestions posed by email so sheldaonsider her answershik closed question email interview was
very successfula it br oade n epdrspective of how Blatla Tyels €auriciscould
implementaWeb 2.0strategy.This interview isncluded as an appendix (Appendix

5.2.1.Research Objective 1To identify whethethe Library service currently uses WelD2.

technologies in their marketing strategy. If so how and if not what methods do they currently utilised.

Newcastle City Libraries currently use the Web 2.0 applications Facebook, Twitter, Flickr,
Youtube, a Wordpress Blog and Foursquare to marketgbriice. Facebook and Twitter were
chosen first as O6they could be set up for free t
popul ar and r e cTheMoutubeawas set une Host & deradditidn of the city library.
TheytriedMyspae f or a whil e but it was seen to be O6qui

complicated HTML use so was abandoned.

These applications were seen to have more O6i.
site. This Web 2.0 were seen by thibeariesof f i cer as abl e to host more
di splay events and news more effectivelyd than t
guickly updated while Facebook events were easi €
alsosetp t o get past the O6constraintsé6é of the corpo
calendar and RSS feeds to our contentdo. Flickr I
Local Hi st ory Pictur e Caonklyhelpfulin developing oucpnofilevfars s e e n
u s These social media applications have also been utilised to gain feedback on the new city library
opened in 2009.
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The Web 2.0 andrimt marketing are cordinated An example given in the interview was
60 adtviessi ng Facebook/ Twitter and using a QR code t
posters and in exhibitionsd. The subject saw t ho
strategy as missing out on 0v artunitieshvithimnthelacalt o mer f €

community and increased promotion of eventso.

So in conclusion Web 2.0 dpgations have many advantagmeger the corporate site in terms
of usability and higher user involvemeihese applications have increased the profith® service
particularly in relation to the local history picture collection and Web 2.0 and traditional marketing
are closely linkedTraditional print marketing and Web 2.0 marketing ar@inated, which
increases awareness an issue that will béoeagh throughout this study. There has also been
experimentation in the application of Web 2.0 as in the case of Myspace, an effort that was abandoned

once it was proven unsuccessful.

5.2.2.Research Objective 2identify best practice in the public libnaiWeb 2.0 marketing field and

more widely.

Issues identified include corporate culture, cost, staffing and training and practical aspects. In
terms of corporate culture Newcastle City Counci
Policy whichpr ovi des guidelines but | wouldndédt say the
The only cost is staff time and Flickr subscript
difficult for other libraries to achieve what we have donééfytdo not have a dedicated staff member

tocoor di nat eo.

In terms of staffing and training there O6shol
alsba programme developing to 6establish digital c
training and the 23 things course will also be provided. Additiontalf§ are asked for their ideas on
promotions and they should send 6the details [of

onl i neo.

In practice Web 2.0 applications are mamhggthe Bl i br ari es officer and

from the Marketing Department and the Council 6s
by mdaxture of word of mout h, poster s, |l eafl et s.

Network © any customer using one of our computeiswi see i t6. The demograph
Faceboolpage( t he only application used that coll ects

interview transcript which contains a bar chart with these details displayed.

In summary the corporate culture and staffing of a library service has a huge influence on the

implementation of a Web 2.0 marketing strategy. A dedicated staff member and a wider staff training
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and awareness programme could thus be applied as phe dfaft guidelines for North Tyneside

Council Library Service.

5.2.3Research Objective 3Based on the research draft guidelines for the implementation of Web

2.0 applications for the public library service.

Carying on from the last two research atijeesin relation to the interviewasy to manage
and highly visible Web 2.0 applications should be used, print and Web 2.0 masketuid be co
ordinated, corporate culture needs to facilitate freedom for the implementation of these technologies,
staff need to be aware and trained in these technologies and a dedicated staff member is an important

element in successful implementation.
5.3. Interview with Senior Librarian at North Tyneside Council

The interview subject vga senior librarian within Northyneside Council with
responsibility for IT. He was interviewed as this was the contact seggegthe head of service and
becauséie has the most expertise in this area. The interview took place on Ffigialy from 23pm
in the staff office at theamntral library in North Shields. Questions had been formulated previously in
relation to the research aims and then they were improved with suggestions from the dissertation
supetrvisor. They and the Dictaphone to be used had then been piloted withgr@upadif subjects
toensurg h e r e sirgeaview technigbeswas perfected and the equipment was functioning well.

The interview began with introductions, ethics paperwork and permission to record was
sought. Questions were then asked with non ditegtrobes used to elic@dditional information. The
interviewer allowed the subject to talk about the issues at hand taking the role of listener and
formulator or related questions. Ambiguities were also addressed in these questions. A good rapport
waslwi |t up due to the interviewerds previous kno
smartphone applicatons cont ent analysis of other | ibraryos
previous working relationship with the subject boftwhich provided common ground. Recording
the interview on a Dictaphone offered the freedom to listen to responses and to formulate questions

and probesThe full interview transcript can be found in #ugpendices (Appends).

5.3.1. Research Objective 1To identifywhether North Tyneside Library service currently uses Web
2.0 technologies in their marketing strategy. If so how and if not what methods do they currently

utilised.

There is not a marketing strategy dbeenament b
restructure (council cuts of up to 20% as of last summer when the researcher used to work there). This
has meant Onew pIleeomyl\Web 2.0mpphcation cprrerglyt used is the cdunci

Twitter. The library service sendgormationoff to the web team and then they TweeTaditional
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marketing methodsuch as newspapers, occasional radio, internet, email, websites, posters and flyers

are also used.

There are agotiatons currently around Faceboblt issues around corporate imagel dme
need to brand the library service are holding this development Absckin the pipeline is a
Smartphone app 6to |Iink to website, catalogue, r
haved. There is al so teecet iiwe al iodr adrew ed aotpaldo qau anod

which would at as the library homepage widtudio books linked to this.

Overall corporate culture and staffing are the main factors holding back the development and
implementation of a Web 2.0 marketingaségy.The interview inferred thahese issues are difficult
to overcome particularly in the current economic situation where other pressures (arguably more

important) are put on senior members of staff who are best placed to push for such a strategy.

5.3.2. Research Objective 2identify best practice in the public library Web 2.0 marketing field and

more widely.

The senior librarian identified a number of inspirations for the smartphoffieajgm and the
6newd | i br ar y .Suehtaraappogldirclude inksaorbfogs anel Facebook and the
library catalogue which has been discussed with the library management system prokigers
smartphone app was seen as something 6not many p
Edinburghappwhit di dndét | ink to the catalogue and had c
timetable. The senior librarian was obviously using the experience of Edinburgh to learn from and
positively influence the Smartphone app that North Tyneside Council libraryeserigh to develop

(senior librarian was meeting with developers in the next few weeks.

The subject librarian also wished to develop the OPAC from Prism 2 to Prism 3 both of which
produced by the library management system Talis. He saw the advantagemd &s it being
of fsite, having 6all sorts of features | i ke Amaz

figures; and |l astly being a 6homepage for Ilibrar

The subject then wen to providea critique of Public library services that have utilised this

Prism 3 6Web 2.0 enabl e dSéuthiTynbsidelibrary seeviteal o g u e . I n
6some | i br ar i eseinframnTethee us &ke Soute Byseside wieodave a Prism 3 site
which is pretty rubbish. As corporate IT tied it down to the corporate image it just looks like another
council website. They have outsourced all their
There is also issues with Whdvever hampwondsnds age

(referring to Wolverhampton website) as it is breach of accesgibilit or t hose wi th sigh
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Similarities can be drawn in terms of how the subi@atseeshe practical implementation of
Web 2.0 for the service atmbw Newcastle City Libraries implement the same technology. For
instance using blogs to provide infor mbBetafon on e

staff/group and [thefl hey post themd and t he usehetbfasyQR codes

More innovatively the subject suggests the use of the press to publicise new Web 2.0
applications Ve 6 d get it in the press as much as possi
you go to the chronicbartheyowdbl tbhayddéoNoyonéee
The[smartphonehpplication thing could work like thétHowever, this thinking may not work in

practice as Newcastle City Libraries have just released a smartphone app.

Overall the subject seesWeb20asi mpl i fying theltdbraegmbessgi
linking, taking people from their entry point to where they would like to go without getting four clicks
in their way. And to be intuitive abbroughwemw it v

~

pages to get to where theywanb . Qui ck, ¢l ean, easy, dusted. 6

5.3.3 Research Objective 3Based on the research draft guidelines for the implementation of Web

2.0 applications for the public library service.

In terms of implementation of Web 2.0 marketing strategy there are a number of barriers for
North Tyneside public library service. Namely cost and staff time, public desireducation
corporate culture angractical issues.

Cost and staff time are a huge issue especially in tiistrof a recessiondCost, is obviously
the biggy. Staff time and availabiléy Corporate IT and corporate branding and branding costs and if
we can afford it we can get it. Value for money is the watch word at the minute. If it was all free we
would do t tomorrow. Butwe willseé. So t he moti vati on | Bacebdoler e ( as
issomethingwereed t o get ourselves involved ind) but th
Newcastle City Library services aaelvantaged in that they have mataff compared to North
Tyneside. Also the member of staff responsible for Web 2.0 in North Tyneside has a huge remit in
other areas such as inclusion and wider IT infrastrudNeei/castle city libraries meanwhile have a

dedicated Hibraries Officer.

There is also the issue of staff availability to keep things op daet ofthe big things

apartfromcostis he abil ity of staff to keep things up t
but if you never post on it then people start gettingtof it and if your last post on it was seven

months ago; it needs to be currént. St af f ti me i s al so needed to mod
be | ogistics issues in when staff would update t
ont he counter as this would i mpede cuuwtoomer servi
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operational reasons you canot jludgustorsmetblogbveaih gi ng a
a s e CThemedtrbicturéhasalsostalled the developmenf a marketing strategy which has a

negative effect on the implementation of Web 2.0 technologies as there is no structure.

The issue of public desiig also importantas the interviewee suggess,the demographic
of North Tyneside is so different toeMcastle. Newcastle has a younger demographic of workers and
students (two universities and an FE college) who are more interested in these technologies than the
older, less qualified demographic of North Tyneside. There is also the need to train tiess in
applicatiors which the subject suggests could be done by training the staff then the customers.
However, no explicit training programme, such as 23 Things utilised by Newcastle City Libraries to
train staff and mentioned in the literature review, mantioned in the intervievithis suggests that
North Tyneside Council Library service may not have the capacity to implement such a programme
which is understandable in the current climate where these technologies are not as important as core
library senices,Advertising i s md saodwerrtyi 9 enpiotr t,aintté s aal |
these resources but you need totelleuste r s about t hemo.

Corporate culture is a big restraint on the implementation of Web 2.0 in the marketing
strategy for Nortil'yneside Public Library Service. This is in contrast to the situation at Newcastle
City Library Service. This is because of corporate branding and the need to consult with the council
IT service before doing anything. This was mentioned in relation trsheesearch objective and the
development of a Facebook pagheich significantly altered the methodology of this research project
(see section 3.2 here are also practical issues with moderation to prevent inappropriate content on
the applications antthe issue of the use of Web 2.0 by children, which is often prohibited. There are
mechanisms being put into place to prevent children accessing Facebook on library PCs by disabling
such access due to the child status of their library card.

5.4. Summary oflssues Raised

Web 2.0 has a number of advantages over traditional corporate websites which is apparent in
both interviews. I n the case of Newcastle City L
and per s oaosaeksesthigtier uaabildyhe senior librarian at North Tyneside library sees
Web 2.0 as simplifying the experience Botbr users
agree that Web 2.0 marketing must be used-ardmation with traditional method#.is also seen as
advantageous to use Web 2.0 in a marketing strategy by Newcastle City libraries and it is apparent
that the subject at North Tyneside Council also feels it is important to get involved with this

technol ogy ( as Fadeboskisgamethirgy weardt it matgees ®@ur sel ves i

The interviewees experience suggests Newcastle City libraries have a number of advantages

over North Tyneside Council library service in terms of a more relaxed corporate culture, a staff
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member dedicated to this araadaa comprehensive training programme for staff (implementation of
23 things programme). These issues are also mentioned in the interview with the subject at North
Tyneside Council. Furthermore other factors which could affect the implementation of these
technologies were discussed, they includiee older and less qualified demographic of North

Tyneside compared to Newcastle, issues of moderating content and child protection.

Overall the interviews suggest that Newcastle Library has a number of adgamagé&orth
Tyneside Library service and that the disadvantilpeth Tyneside face are preventing the ideas that

senior members of staff have reachingtion.

6. Questionnaire Evaluation

6.1 Questionnaire Approach and Analysis

The guestionnaire questis were conceived through considering the research aims and
objectives and what type of data needs to be colle€teziconstruction of the questionnaire is vital
for its success (Powell and Connaway, 2004). The first few questions were factual td fimel ou
participants age and ethniciiynd were simplified from official census questio@siestions were then
asked in relation to library use and web 2.0 applications with multiple choice and room for extra
comments. The questions were worded carefullyaavice was sought from the dissertation
supervisor. The questionnaire was then piloted by fellow students to gauge its success, how suitable
the questionsvere, ensure the questions were easy to underatahdase of uses suggested by May
(2001) Feedlackfrom the pilotwas then incorporated into the final questionnaingch is included
in the appendices

The questionnaire was created online via the website Survey Monkey. Due to financial
constraints the free version on this application was usechalimvs only ten questions but this was
completely adequate for the questionnaire created. A link to the survey was then posted on the
researcherodos Facebook and Twitter pages and t hen
Sheffield Library servie. The respondents were thus a mixture of demographitfrom a variety of
locations (from the North East were the subject originates, Sheffield where she studied and worked
and other places due to student friends from various ple8iegy-six subjectgesponded. A copy of

the survey is included as an appenéiigure 9)
6.2 Demographic Response6 Questi ons about youbd

Age- The survey respondents were mostly in the age category4¥ @8.5%) with the
second highest age bracket of respondents-24 {30.4%) the smallest group of respondents were

4564 (12.1%) Respondents did not stray outside of this category probably due to the survey
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distribution methods being dependent on those of working age and the social network of the

researcher.

Figure 3. Question 1- Age of Survey Respondents

m Under 15
m1524

m 2544

m 4564
65+

Ethnicity - The survey respondents were overwhelmingly from a white ethic background
(90.9%), with small percentages from mixed (4.5%), Black or Black British (3.0%) and Not Stated
backgrounds (1.5%). This displalysterogeneitynd does not facilitate the collection of data from a
representative sample of the population. Thi
work contacts which are ethically limited due to her background.

Figure 4.Question 2 Ethnicity of Survey Respondents

m White

B Mixed

m Asian or Asian Britist
m Black or Black Britist

m Chinese or Other Ethni

Group
m Not stated

Public Library use- of those that responded to question 3 (7 did not), 81.4% of subjects use
and 18.6% of users do not use public libraries. This response could be due to the high number of
respondents who either work are studying in the field of Libraries and Information Science or could
be due to only those with an interest in public libraries responding to a survey relating to this field.
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Figure 5. Question 3- Public Library Use
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6.3 Thematic analysis

Instead oftoding which could complicate the analysis, the questionnaire responses will be
analysed in relation to the research objectives which will identify common th&hmesllows the
main themes to be drawn out. Findings will then be summarised at the aislsafdtion.

6.3.1Research Objective 1To identify whether the Library service currently uses Web 2.0

technologies in their marketing strategy. If so how and if not whtitads do they currently utilise

Alternative marketing methods-This objective wasovered ira way througlgyuestion 8
OWhich other methods icoullidbrmar iusse dt d oy ona r &kfeft e @tuik
related to methods of marketing other than Web 2.0. The most popular alternative method was seen to
be by Email (61%), tken publicity material in the library (57.6%), then jointly word of mouth and
publicity materialin local businesses and organisations (47.5%), then local newspapers (45.8%), radio
(37.3%), TV (22%) and lastly by post (16.9%). Marketing on community waebs#s also suggested
in the comments box. This question depicts that the marketing strategy should not just focus on Web
2.0 applications but on a whole arsenal of communication channels to reach the largest possible

amount of users.
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Figure 6.Question8-6 Whi ch ot her met hods could be used to 1

effectivel y?6o6
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Question 10 which invites comments on the survey topic also provides suggestions for

mar keting methods other then Web Zbragyworldhese i ncl
would encourage more people irarger signs, colauf u | post er s éffective windova | pres:
di splaydéd and | astly O6traditional paper based mar

everyone is online or engaged in the digital @oy. Indeed there are some who are put off by a
soci al media presenced. These comments all emp ha

marketing in tandemith Web 2.0 to reach all users as the interviews have suggested.

Libraries that use Web 2.0are perceived as advantaged compared to those that do not
guestion 9 asks the questibdDo you think libraries that use social media are at an advantaged
compared to those thatdondt? Over whel mi ng respondents saw t he
with 91.5% pertaining to this view and only 8.5% disagreeing. 7 respondents skipped this question.
Respondents were asked to explain their response and these answers contained the following themes
in relation to why users saw Web 2.0 as advantageous fdc fibbhry marketing for libraries to
appear forward thinking, to engage with rieaditional users particularly young people, heightened
engagement, the widespread use of these applications, more effective marketing, more personal and
community orientad approach and cost effective. Disadvantages cusemf Web 2.0 as not being
a particular advantage mentioned include the wide variety of wkerare not connected to the
internet or such media are not affected by this technology particularly masiotder people, web
2.0 not having a sufficient reach and simply marketing toetdso are already regular usdeck of

relevance and replicating what is already on library-patpes.
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Figure 7. Question9-6 Do you t hink | i brdaare@&anadvantage use soci a

compared to those that do not ?6

mYes

m No

6.3.2Research Objective 2identify best practice in the public library Web 2.0 marketing field and

more widely.

Getting users interested in Web 2.0Question & 6If you would join a Social Medi
application for a Public Library, what would lead you to following such a fageE x a mi nes what
would encourage a user to join a Web 2.0 application for the library. These results can be
implemented in creating a strategy for advertising these applicatwidentify what is perceived as
best practice by users. Promotional material (61%) is seen as the most important agent in leading
subjects to follow an application, then links from a public library website (50.8%), followed by
discovery through a searehngine and following what friends have done (both at 47.5%), word of
mouth in the library (37.3%) and lastly an advert on a social media application (3Q12R).
responses included O6woul dndt bother 6 aibay. 6adver:t
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Figure 8 Question 6- df you would join a Social Media application for a Public Library, what

a page?b6

would | ead you to following such
40
35
30
25
20
15
10
5
0 . . . . .

Through a Friends An Advert Promotional Word of  Link from
Search Have on a Social Material in  Mouth in Public
Engine Media the Library the Library Library

Application Website

The kind of information that should be on Web 2.0 applications in relation to public
library market ing- question 7 &Vhat kind of information would you like to see on a Social Media
application for a Public LibraryT his question can provide guidance of what users want to see on
Web 2.0 application which should contribute to guidelines for an impletimstrategy. The
guestion allowednultiple answer selection. The most popular questions selected were events
(91.5%), new books/resources (83.1%), service updates (81.4%), services (69.5%), reviews and
community news (both at 42.4%), links to relatedgsa(35.6%) and lastly pictures (32.2%). Other
suggestions i ude

ncl Obookwseaboméngaoppbesi hsit bfad

etc.) and stories about |l ibrary userso.

Figure 9. Question 7- AVhat kind of information would you like to seeon a Social Media

application for a Public Library?5o
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6.3.3Research Objective 3Based on the research draft guidelines for the implementation of Web

2.0 applications for the public library service.
The guestions analysed below were designed withareb objective 3 in mind.

Which Web 2.0 application(s)touseQuesti on 4 O61f you joined a :
public I|Iibrary which type of application would vy
most popular with the subjects and couldibed to decide which to implement in North Tyneside
Library servi ce ®ohe mostpopklar ipplicagions with sallijeetgaye. Facebook
(74.6%), then Twitter (54.2%) both withe highestpercentage of respondents. Mid level popularity
is disphyed in terms of Blogs (27.1%) and Youtube (15.3%). The least popular are Delicious the
social bookmarking service (6.8%); Wikis, Foursquare and Flickr all at 5.1.%, and Myspace and
LinkedIN at 1.7%Tumblr was also suggested by one subject as an appfichtit could be used for

this purposelNo one skipped this question so the answers are representative.

Figure 10.Question4-61 f you joined a soci al media page for
application would you join?o
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Perceived barriers by sibjects to using Web 2.0 in relation to public library marketing
queston5 6i f you would not join a social media appli
i ndi c a toeersuhie igsbie of why users would not get involved in this method of markist
subjects answered this optional question and the most popular response was the issue of privacy in
Web 2.0 which was selected by 57.1% of respondents, lack of interest in social media (Web 2.0 in
l aymands terms) was t h&n) andlack of ohteresoirspublicclibrariesd o pt i on
followed closely behind with a 21.4% selection rate. Further responses related to a general lack of
interest sufficient enough to follow a public library on social médiar rather: not sufficiently

interestdk i n receiving news from a public Iibrary as
6although I '"'m a public Iibrary user and therefor
they would be interesting enough for me to seek themoutimvthay 6 and &énot i nterest

medi a r el at i ngThelack pf tegpbnsecsugheistbhat anost of tkeGespondents would
join a social media application concerning a public library.

Figure 11 Question5-6i f you woul d diadappligatoon aoncerning a publia | me
l'i brary please indicate whyo.
60
50
40
30
20
10
Not Interested in Privacy Issues in Don't Have the Not Interested inSkipped Question
Social Media  Social Media  Skills to Join a Public Libraries
Social Media
Application

Question 10 which invites additional comments on the survey topic has a response that
considers some of the risks of Web 2.0. These include considering target audience, keeping the media
updated and the issue of negative user generated cordent t hi nk | i brari es shoul
they join a social media group and really consider target audience and why they are udirgg it. It
pointless having a Facebook pageifter that rarely getapdated or that doesn't profeutilise the
media. Also need to consider how to deal with responses, what would you do if someone said

something negative about your service on twitier?
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6.4. Summary of Questionnaire Findings

In terms of the demographitisat completed the survey it could be seen that they were too
homogeneousThis is due to the predominant age range being eithéd 26 1524 and the
predominant ethnicity being white. A more complex sampling technique was thus needed to get a
more heteogeneous sampl&he survey internet application does not allow the identification of

participants so a more complex application would have been useful to cross reference findings.

In terms of research objective 1 (if Web 2.0 is used and if not whabdweéne currently
used) the survey was more successful. It identified other marketing methods and the importance of
using Web 2.0 in cordination with these approaches. Additionally advantage and disadvantages of
Web 2.0 were identified particularly redat to the issue of those who did not use Web 2.0 being
excluded from this method of marketing. In terms of objective 2, identifying best practice, the issue of
identifying the best way in which to promote Web 2.0 technologies was identified again sigpportin
the idea that marketing methods must b®inated. Respondents also identified what they would
like to see on Web 2.0 applicatigmehich was similar to what has been described in the content
analysis (events, new books, reviews, news, service updateslation to objective 3, guidelines for
best practice can be formed. Thasdude direction on which application to us&cebook and
Twitter being the most popular). Additionally barriers to implementation different from those already
suggested werbrought to light such as lack of interest in Web 2.0 and public libraries, lack of
consideration of target audience and the problem of keeping content updated and relevant.

7. Conclusions
7.1. Introduction

The conclusion contains a review of the resleaims and research objectives which are
explored systematically. Information from the literature review, content analysis, interviews and
guestionnaire will be assimilated in order to draw conclusions related to these aims and objectives.
The conclusiorand suggestions for improvements for the research project will then form the

recommendations section.

7.2. Review of Research AimsThis research aims to investigate how North Tyneside library service
currently does or does not utilise Web 2.0 technoogigheir marketing strategy. Then explore how

these technologies could be implemented by the service.

This research discovered that North Tyneside Library Service does not use Web 2.0
technologies directly in its marketing strategy. The only Web 2tthtdogy that thdibrary service is
involved with is the generic North Tyneside Council Twitter account which it uses to post news and

events.
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The literature review, content analysis, interviews and questionnaire explore how Web 2.0
technologies could bienplemented by the library service; these are explored in more detail in the
research objectives. There was also seen to be a motivation and recognition by the senior librarian
interviewed that the service needs to get involved with these technoldgiiesvas seen practically

in meetings to develop a smartphone application and to discuss the creation of a Facebook page.

However there were seen to be a number of barriers to the implementation of Web 2.0
technologies by North Tyneside Library serviceeY¥lincluded corporate culture, staff time and
training, funding, privacy issues particularly related to children and whether the user demographic
would wantor use such a service. These factors are explored further in the research objective

conclusions.

7.3. Research Objective 1To identify whether North Tyneside Library service currently uses Web
2.0 technologies in their marketing strategy. If so how and if not what methods do are currently

utilised.

As previously mentioned North Tyneside Councitdity service are only involved in the
generic North Tyneside Council Twitter in relation to Web 2.0 technologies as discovered through the
content analysis and interviewighe content analysis and interview also discovered that the library
service utilisesnore traditional methods such as leaflets and posters in the library, newspaper
publicity, radio, internet, email and websites which focus on eyveeatgs and services bathrelation
to children and young peoplbeounce and rhyme, summer holiday aciég} and adults (events,
crime festival, author readingSimilarly a Web 2.0 marketing strategy should consider how to
market to both young people and adult us&lso discovered in the interview was the fact that the
service hasm marketing strategyus toa restructure in the wave of public sector cuts. This has

meant a lack of direction in terms of service marketing.

7.4. ResearchObjective 21 Identify best practice in the public library Web 2.0 marketing field and

more widely.

Best practice was iddified through the literature review, content analysis, interview and
guestionnaire Main themes identified include the advantages and importance of Web 2.0 over
traditional marketing strategies, which Web 2.0 Applications are best to use, what tim¢ cbtiitese

Web 2.0 applications should be and how to implement a Web 2.0 marketing strategy.

In terms of the advantages and importance of Web 2.0 over traditional marketing strategies
the literature review detailed the importance of the technologyvas ag t he pot ent i al
critical marketing environment aroundd (Weber,

increasing a services community profile especially important in this time of public sector budget cuts.
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The interviews alsoauged that Web 2.0 technologies have advantages over traditional marketing
methods due to their enhanced usability for both producec@mslimerthey allow more user
involvement and can increase the profile of the library service particularly in raiatidewcastle

City Library Servicebs | ocal hi story picture col

The best applications to use where particularly explored in the interviews and questionnaire
which subsequently influenced the content analysis. The interview with the Newcastlé @itylar i e s 6
E-l i braries Officer identified that Twitter and F

up for free to instantly have an online presence on two of the most popular and recognisable

websitesb. The i nt erfroin Hoxth Twneside CdutcieLibi@ny seivioeralsoL i b r ar
identified Facebook as an important application to get involvédi-Faceb ook i s somet hi |
to get ourselves involved ind. This was support e

and Faebook were the most popular Web 2.0 applications for respondents to considering following.

Best practice for the content of Web 2.0 applications was explored in detail in the content
analyss and gquestionnaire. The most important conclusions reacheglthitee content analysis of
Twitter and Facebook accounts for library services was that of communicating two way and involving
users which is supported by Ekartés 2011 article
entertaining and varied as donawsuccessfully at Orkney Public Library service. Additionally the
content of the pages was explored &was seen that library amelevant news, events, service
related updates and announcements, photos, videos, reviews and user comments fornkedfthe bul

content.This was reflected in the questionnaire responses.

Best practice for the implementation of a Web 2.0 marketing strategy was explored through
the literature review, interviews and questionnaiitee literature review identified barriers taeth
implementation which included corporate culture, the stifling of innovation, staff time and training,
lack of resources, privacyssesthe need to screen user generated coarghivhether Web 2.0
technology is relevant for everyanEhese issues weagain highlighted in the interviews which
flagged up the differing corporate culture and staffing arrangements at Newcastle City Libraries and
North Tyneside Council Library Service. These factors could be seen to be the main barrier holding
up the develoment of a comprehensive Web 2.0 marketing strategy at North Tyneside Council

Library Service

The questionnaire and interviews also highlighted barriers in relation to privacy issues, the
need to screen user generated content relevance of Web 2.Qukerajroups. In the interview with
the Senior Librarian from North Tyneside Council Library Service the issue of children using
Facebook was highlighted as well as the older less technologically aware demographic of North
Tyneside when compared with NewttasThe questionnaingarticularlyidentified factors

contributing to noruse of Web 2.0 applications in relation to public libraries with question 5. This
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guestion identified issues such as privacy and lack of interest. However, this answer may not be

representative due to the homogenous demographic of the survey respondents.

Best practice in terms of implementation of a Web 2.0 strategy for North Tyneside Council
Library service willfurtherbe explored in detail in the next research objective whichagmnthe
draft guidelines. Main points raised from the literature review, content analysis, interviews and

guestionnaire are explored as bullet points in the next section.

7.5. ResearchObjective 3-Based on the research draft guidelines for the implementat Web 2.0
applications for the public library service. This draft will be drawn from best practice, methodology,

corporate culture whilst considering staff time and skills available.

9 Corporate culture - corporate culture needs to facilitate freedomtifi@ implenentation of
these technologies as is currently done at Newcastle City Library Sérkiedibrary service
is allowed free rein whilst collaborating wi!
Web Content Officer. North Tyneside @wil Library Service thus need to overcome issues
in relation to corporate culture suchiasreased free-rein from IT and the preccupation
with corporate branding.
9 Staff time- a dedicated staff member is an important element in successful implemeasgation
mentoned in both sets of interviews. This is not curreatigilable atNorth Tyneside
Council Library Service and the current Librarian who is responsible for this area has many
other responsibilitieddowever, there is obvious enthusiasm, gauged from theviatv, on
the part of the Senior Librarian to implement a Web 2.0 marketing strategse is also a
need for a partnership approach to facilitate the knowledge sharing. For example, in the
interview it is mentioned that thelbraries Officer at Newcdke City Library Service works
in partnership with the marketing and IT departments within the council.
i Staff training - staff needo be aware and trained in Web Be8hnologiesThere needs to be
a dedicated training pr oogated byheechg20lOhnttes 623 T
literature review and the use of 6édigital ch:
with the Elibraries Officer from Newcastle City Library Service. However, as mentioned in
the interview with the Senior Libraridrom North Tyneside Council Library Service, the
issue of implementing a Web 2.0 marketing strategy is not at the forefront of their concern
what with current budget cuts and issues with frontline staff provision.
1 Applications to use- highly visible Web2.0 applications should be usas! highlighted in the
content analysis, interviews and questionnaire. These applications include Facebook, Twitter
and blogs. Other applications that could be applied successfully and that were mentioned in
the interview wih the Senior Librarian from North Tyneside Council was a sptahe

application and Web 2.0 enabled library catalogue library homepage which facilitated used
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input. Examples of these applications were discussed in the interview and the Senior

Li br aknowkdgé of previousnplementation othese applicatiascould be usefully
applied to develop improved applicatiohtowever there was not evidence, from the
interview, that an improved library catalogue attracts more usdditionally
experimentatiorshould occur to & aplications and theghould be abandoned iproven
unsuccessful as was the case at Newcastle City Library Service in the context of Myspace.

1 Main points on contents of applicationsthe content analysis and questionnaire give an
outline of best practice for the content of Web 2.0 applications. Content suggested includes
library and relevant news, events, service related updates and announcements, photos, videos,
reviews and user comments. It is also important that content is engadirgtartaining and
that two way communication with the use if encouraged.

1 Marketing strategy- a marketing strategy should be created by North Tyneside Public
Library Service in order to provide direction for the implementatioweb2.0 applications.
SWOT and PEST analysgas mentioned in the Literae review in regard tiibrary
marketer De Saez (1993%an be carried out to guide the stratdgyd out what users want
and create an efficient and well thought out strategy.

1 Co-ordination i traditionaland Web 2.0 marketing should be-aadinated This point is
emphasised in the content analysis, interviews and questionnaire. It is important to raise
awareness of Web 2.0 applications available to ensure that marketing reaches the widest
demographic and @s not exclude those who have no interest or who are unable to access
Web 2.0 technologies for whatever reason. Marketing must bexwunsionary and
demographic reflecting the values and purpose at the heart of the public library service.

9 Other considerdions- there is a need to screen ugenerated content and staff generated
content to ensure that issues such as the 6W:
service. Thaiser demographimust also be considered in terms of content and which
applications to use. f/acy and the issue of users who afleéldrenneed to be considered to

prevent to safeguard child safety and user privacy

8. Recommendations

8.1 Recommendationdor North Tyneside Council Library Service

The draft guidelines outlined iResearch Objective 3 form the recommendations gauged
from the study. In summary it is recommended, in terms of wiaahievable thalorth Tyneside
Council Library service implement popular applications such as Facebook and Twitter and the smart
phone aplication and Web 2.0 influenced library catalogue homepghagesreation of a simple

marketing strategy to guide implementatithrey follow the best practice fapplication content,
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they ceordinate traditional and Web 2.0 marketing whilst considetieguser demographic, user

generated content and privacy.

The other elements of the guidelines which include corporate culture, staff time and staff
training are more difficult to implement. This is due to issues of local government funding, corporate
culture and staffing which are maeissues which cannot be solved on a local scale. Fundamentally
there needs to be more invested in the library service in terms of both money and staff whilst

liberating the corporate culture borth Tyneside Council.
8.2. Recommendations to improve the study

The study could have been improved through the implementation of the original
methodologymore interviews with Ndh Tyneside library staff, better sampling technique for a
more heterogeneous sample of Nortmé@side county residents ambre interviews with library
services that have successfully implemdra&Veb 2.0 marketing strategy

The original methodology comprised creating model Facebook and Twitter accounts for
North Tyneside Council Library Servicadding users, updating them daily and then surveying users
on these applications. This would have put knowledge of best practice from the literature review,
content analysis and interviews into practice and gauged user opinions. However this was robt allowe
due to permission not being given by North Tyneside Council. This was a definite setback in the
researchA more detailed exploration of past library marketing strategies could also be employed
which could inform the Web 2.0 and wider marketing strategy.

More interviews with staff and stakeholders in North Tyneside library service would have
also been useful to understand their attitudes, skills levbks, they see as public desires and needs
and how they see the service developirtge questionaire respondents were gacularly
homogenous in terms of age and ethnicity and not all from North Tyneside which means they were
not representative of the users of North Tyneside Library Service. There was not a specific sampling
technique employed due to time and money comgg:aResultantly the survey was emailed to work
colleagues at the University of Sheffield and on the researchers Twitter and Facebook. A technique
that collected responses from those who live within North Tyneside and who are of a more
heterogeneous agedaathnicity would have been more usefubrder to apply generalisations to this

study.

An increase in the number of interviews carried out with library services who have
successfully implemented a Web 2.0 marketing strategy would have gauged more informaésh on
practiceand benchmarkingrhe questions posed to thdiliraries Officer from Newcastle City

Libraries could have been used in relation to Orkney Libraries, New York Public Library and the
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British Library which were explored in the content analyldising the same questions would facilitate

comparison between the services.
8.3. Recommendations for further research

Expanding upon this study a multiple case stamfpyoach could be adopted to compare and
contrast data on different public library services ireottd gauge best practice in the figRitherford
(2008) writes that this type of research, on a wide range of Web 2.0 tools in the same study, has been
neglected. Instead, as previously mentioned in the introduction, conceptual introductory and narrow
case study approaches on one type of application have been executed. This research should also

collect a wider amount of data so generalisations can be applied more reliably.
8.4. Closing remarks

The literature review, content analysis, interviews and gquresire have shown that Web 2.0
has and can be used successfully by library services to increase user-asdrremareness of what
the library has to offer and cement its importance in this time of economic and social uncertainty. As
previously mentior@ Web 2. 0 has the potential to Obe the 1
aroundd (Weber, 2007:14) which combined with thi
implementation.This sense of urgency is symbolised in this quote by Mckenzie (200929)s t h e
screws tighten on | ocal government finance and |

promoti oné.
9. Word Count

15, @87.
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11. Appendices

Appendix 1. Summary page of demographic details about North Tyneside (Office for Nation
Statistics, 2011).

census ¥

national STATISTICS 2 o OI

North Tyneside

Listed below is a selection of interesting and frequently requested indicators from the 2001 Census, |
data released on or before 13 February 2003. You can see other indicators and more detail for local
the Neighbourhood Statistiesea of this website. Further data from the Census, including data for sma

geographical areas, will be released on a rolling basis.

Population
Value
Total number of people 191659
Males 91707
Females 99952
Aged 0 to 15 36779
Aged 16 to 74 138972
Aged 75 and over 15908
Eng & Wal Regional
Value E&W avg
Rank/376 Rank/23
Percentage change since 1991 -1.5% 2.5% 321 9
Number of people per hiere 23.3 3.4 75 3

People, Places and Families

Eng & Wal Regional

Value E&W avg
Rank/376 Rank/23

Single people (never married) 27.0% 30.1% 167 10
Married or remarried people 51.4% 50.9% 271 16
Separated or divorced 11.7% 10.6% 58
Widowed 9.9% 8.4% 44

al
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Households without car/van
Household with 1 car or van

Household with 2 or more cars/vans

One person households
Married couple hoseholds
Cohabiting couple households
Lone parent households:

with dependent children

with nondependent children only
All other households

Ethnicity and Religion

White

Largest minority ethnic group(s)

Born in UK
Born elsewhere in EU (inc Rep Ireland)

Born outside EU

Christian
Buddhist
Hindu
Jewish
Muslim
Sikh
Other

Value E&W avg

36.8% 26.8%
45.1% 43.8%
18.1% 29.4%

Value E&W avg

33.0% 30.0%
35.7% 36.5%
7.9% 8.3%

7.1% 6.5%
3.2% 3.1%
13.1% 15.6%

Value E&W avg

98.1% 91.3%
Chinese (0.4%)

Value E&W avg

97.4% 91.1%
0.8% 2.3%
1.8% 6.6%

Value E&W avg

78.2% 71.7%
0.1% 0.3%
0.1% 1.1%
0.0% 0.5%
0.5% 3.0%
0.2% 0.6%
0.2% 0.3%

Eng & Wal
Rank/376
37
143
346

Eng & Wal
Rank/376
45
280
232

88
89
347

Eng & Wal
Rank/376
170

Eng & Wal
Rank/376
58
351
286

Eng & Wal
RankB76
101
313
228
295
172
126
304

Regional
Rank/23
8
8
20

Regional
Rank/23
3
19
11

14
12
17

Regional
Rank/23
17

Regional
Rank/23
17
12
8

Regional
Rank/23
21
12
8
6

10
10
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No religion

Religion not stated

Health

Limiting long-term illness
General health 'not good'
People providing unpaid care

Providing unpaid care 50 or more hrs/wk

Work

Employed

Unemployed

Long-term unemployed
Student (economically active)
Retired

Student (economically inactive)
Looking after home/family
Permanently sick or disabled
Other inactive

Travel to work ly car

Travel to work by public transport

Qualifications at degree level or higher

No qualifications

Housing

13.7%
6.9%

Value

21.8%
11.2%
11.0%

2.6%

Value

58.4%
4.1%
1.4%
2.2%

15.9%
3.3%
5.7%
7.6%
2.9%

Value

59.8%
19.7%

Value

16.4%
32.0%

Value

14.8%
7.7%

E&W avg

18.2%
9.2%
10.0%
2.1%

E&W avg

60.6%
3.4%
1.0%
2.6%

13.6%
4.7%
6.5%
5.5%
3.1%

E&W avg

61.5%
14.5%

E&W avg

19.8%
29.1%

E&W avg

232
279

11

Eng & Wal Regional

Rank/376
57
58
86
69

Eng & Wal
Rank/376
272
63
54
193
90
179
309
58
150

Eng & Wal
Rank/376

306
46

Eng & Wal
Rank/376
235
104

Eng & Wal
Rank/376

Rank/23
12
15
13
15

Regional
Rank/23
8
12
12

12
21
15
18

Regional
Rank/23

19
4

Regional
Rank/23
8
16

Regional
Rank/23
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Number of households with residents
Number of people per hectare
Average household size

Vacant household spaces
Owneroccupied

Without central heating

Without own bath/shower & toilet

Overcrowding indicair

This page printed from National Statistics Website.

Crown Copyright applies unless otherwise stated.

84861
23.3
2.24

3.8%
66.4%
4.8%
0.1%
4.5%

3.4
2.36
3.2%
68.9%
8.5%
0.5%
7.0 %

64
75
336
84
305
255
348
186

21
15
12

13
10

Appendix 2. Index of Multiple Deprivation for North Tyneside (Government Office for the

North East, 2007).

Index of Multiple Deprivation 2004 L’A
North Tyneside 3

Appendix 3. North Tyneside Council Library service marketing from local media

Author to talk about
her life and crimes

24A CRIME writer is to give a talk at
.pNorth Shields Library next week.

. Danielle Ramsay, pictured, will be

at the Northumberland Square library
pPn Thursday at 7pm.
\si s  Shewill be talking

i e about her novel
Broken Silence, set

* in her home town of
. Whitley Bay. :
Tickefs, costing £3,
- can be booked via
- (0191) 643 5270.
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Appendix 4. Leaflets from North Tyneside Council Library Service

awidening

horizon

North Tyneside Councit

Story Time

We are looking to find out when is the best
time for our story time sessions in the library.
Our "Toddler Tales’ sessions are half an hour of

fun, stories and activities for 2-5 year olds.

Morning O

9.30-10.00 O
10.00-10.30 0 GG
10.30-11.00 a J
11.00-11.30 a

Afternoon =

2.00-2.30 0

2.30-3.00 (]

3.00-3.30 a

3.30-4.00 0

Please return to Victoria
Harrison @ North Shields
Library

Saturday 24 September 201 |
John Willie Sams Centre, Dudley
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"
aounc® © ang

R\-\\]me J 77’77@

A 112 hour mix of songs, rhymes, rhythm and

‘b movement
for you and your baby to enjoy together
Battle Hill Library ~ North Shields Library Dudley Library
Mondays at Fridays at Tuesdays at
ys
10-10:30am ﬂ 10-10:30am 2:15-2:45pm
Killil}[gwo;th Li:)rary Howdon Library Fort;:tt H:ll Libtrary
uesdays a Mondays at ondays a
2:15-2:45 pm 10-10:30am 10:30-11:00
Thursdays at
9:30-10am Wed-m.asdays A Shiremoor Library
2:200p Mondays at
; 2:00-2:30pm
Longl};lel:lrt:;ia;ﬁrary Wallsend Library Fridayp
t
9:30 -10:00am b 9:30-10am
: Thursdays at
M"“k;“.‘;“" L:"”“'y 2.2:30 Whitley Bay Library
1 0;'0 ayls la Fridays at Tuesdays at
sl W03 9:30-40m
— & 10:30 -11am
0-18 months
mﬂ ccmlacteac:' tibrary fo Cullercoats Library
Book a place. @ Tuesday at &
Bounce and Rtyyme sessions run .30 -3-
ol yost oot t‘é) 2:30-3:00 <
All children must be ﬁ
April 2011 b s accompanied by an adult mw‘; A

Library Events 2011

Coming soon to your local library ...

Thursday 30 June

Danny Lawrence

Danny will be launching his new book
‘The Making of Stan Laurel’ about the
boyhood years of the Hollywood star
North Shields Library, 7pm

Tel. 643 5270

Friday 1 July

A History of Wallsend

As part of the Wallsend Festival
celebrations, Ken Hutchinson will be
joining us to talk about Wallsend
through the ages

Wallsend Library, 2.30pm

Tel. 643 2075

Saturday 2 July

Summer Reading Challenge

This year’s Summer Reading Challenge
starts on Saturday 2 July. The theme of
this year’s challenge is Circus Stars! Are
you ready to take the challenge?
Available in all Libraries and Community
Centres

Thursday 21 July

Dan Smith

Join Read Regional author Dan Smith
who will be talking about his thrillers
Dry Season and Dark Horizons. Dan will
read from the books and talk about the
inspiration behind them

North Shields Library, 7pm

Tel. 643 5270

www.northtyneside.govuk

Saturday 23 July

Harrogate Crime Writing Festival
Join us on a coach trip to the
Harrogate International Crime Writing
Festival, where authors signed up for
the day include David Baldacci,
Andrew Taylor, Frances Fyfield,
Martin Edwards and Val McDermid
Crown Hotel
To book a pl;
ibrary, tel.

Thursday 28 July

Beda Higgins launches Story Tyne
2011

Come and be inspired to enter our
annual short story competition as last
year’s Northern Writers’ Award-winner
Beda Higgins reads one of the stories
from her newly-published collection
Wallsend Library, 2.30pm

Tel. 643 2075

Thursday 8 September

North Shields and the Fish Quay

lan Brown from North Shields Local
Studies library will be giving a talk on
the history of North Shields and the
Fish Quay as part of Heritage Open
Days weekend

North Shields Library, 2pm

Tel. 643 5270

Tickets for all events are available
now. Please note there may be a
small charge for some events.

horizons
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Appendix 5. Screen shots of Facebook and Twitter pages analysed in Content Analysis
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