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Abstract 

Background The literature explores why Web 2.0 is important to study, discusses its controversial 

definition and gives examples of its applications. It then defines marketing and looks at barriers to and 

advantages of the implementation of Web 2.0 in a public library marketing strategy. It concludes by 

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

Aims Using a case study of North Tyneside Council Library Service and a triangulation methodology 

of a content analysis, interviews and a questionnaire; guidelines for the implementation of a marketing 

strategy for Web 2.0 have been created. These guidelines consider best practice, corporate culture, 

staff time and skills available. 

Methods A case study approach has 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 to use multiple sources of evidence in 

relation to a particular 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 format, interviews 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.  

Results The methodology 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 and the service has 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. There were 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 consider corporate culture, staff time, staff training, applications 

to use, what the applications should contain, the need for a marketing strategy, need to co-ordinate 

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

Conclusions The literature review, content analysis, interviews and questionnaire have shown that 

Web 2.0 has and can be used successfully by library services to increase user and non-user awareness 

of what the library has to offer and cement its importance in this time of economic and social 

uncertainty. Web 2.0 has the potential to óbe the most critical marketing environment aroundô (Weber, 

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

This dissertation will explore ways in which North Tyneside library service currently utilises Web 

2.0 technologies to meet objectives in their marketing strategy (if present) and to reach non-users. 

Using knowledge of best practice, as identified in the literature and through empirical 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 researcher used to work as both a Temporary Summer Library Assistant and 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 with one of the Senior Librarians responsible for the area of Web 2.0 and 

marketing. 

It has been chosen to explore this topic through the researcherôs experience of working for this 

public library service where it was seen that these technologies were not used, even though a vast 

number of customers and non-users were familiar with Web 2.0 technologies 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 user and non-user 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 period of economic uncertainty and resultantly safeguard their 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 and Northumberland to the north. The area has a population of around 195,000 and has an 

area of 82 square kilometres. The borough was created in 1974 and combined a number of authorities. 

In the past the areaôs employment was focused upon fishing, ship building and coal mining but has 

now shifted towards public administration, education and health which constitutes 27.6% of the areaôs 

employment (Government Office for the North East, 2007). 

Appendix 1 is a summary page of demographic details about the borough. These are official 

statistics which inform policy and are socially constructed (May, 2001). Notable 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 those with no qualifications (32% compared to 29.1% in 

England and Wales) (Office for National Statistics, 2011).  
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 Appendix 2 (again in the appendices) (Government Office for the North East, 2007) depicts 

the spread of deprivation by scores produced from the Index of Multiple Deprivation which ranks 

areas nationwide by a number of factors. These figures depicts areas of low deprivation around the 

coastal areas and higher deprivation alongside the riverside and inland around areas such as North 

Shields, Wallsend, Backworth, Wideopen and Longbenton. This correlates with the demographics that 

libraries in these areas serve. Overall there is huge variation in deprivation in North Tyneside which 

means that the library service must adapt to these variations and take these factors into account in 

service provision. Additionally this economic deprivation could correlate with the creation of a digital 

divide; where those of a lower socio-economic status are disadvantaged as they do not have access to 

the internet and thus the 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 Web 2.0 technologies in their marketing strategy. Then explore how these technologies could 

be utilised by the service by producing draft guideline for its implementation. 

1.3. Research Objectives 

The objectives are as follows: 

¶  To 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 they currently utilise. 

¶ Identify best practice in the public library Web 2.0 marketing field and more widely. 

¶ Based on the research draft guidelines for the implementation of Web 2.0 applications for the 

public library service. This draft will be drawn from best practice and the methodology whilst 

considering corporate culture, staff 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 important theme of the dissertation. Web 2.0 applications and the 

concept of marketing, mentioned towards the end of the review are explored in detail in this literature 

review. Barriers to implementation and suggestions for implementation are then explored before a 

conclusion is reached. 
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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 óbe the most critical marketing environment aroundô and is seen by some as the third 

period of marketing (Weber, 2007:14). Libraries must move in time with current internet trends to 

ensure customers are engaged with their services and that online communities are fostered and created 

(Chua and Goh, 2010). This form of marketing also offers a reduction in marketing costs as there are 

no advertising overheads (Weber, 2007 and Fagan and Keach, 2010). Additionally the technology is 

easy to use (for those with the requisite skills) and allows information professionals to disseminate 

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

  Lastly, marketing public libraries is a tool to increase the libraryôs community profile, raise 

service use and consequently could have a positive effect on funding and prove the serviceôs worth. 

This is especially important in the current climate of economic misfortune and declining library 

opening hours which has affected North Tyneside Public library service (Walker, 2009; Rossiter, 

2008; News Guardian, 2011 and De Saez, 1993). Another factor in public library ñdeclineò is the rise 

of the internet. Doucett (2008) writes that in the past decade libraries have undergone transition with 

the advent of the internet. Public libraries especially used to be the main source of information and 

often entertainment in a community. The internet competes with this role along with modern demands 

on time and lifestyle. The public library must resultantly market itself to assert its new role in the 

digital community and assert its cultural and local value (Berube, 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 libraryôs marketing strategy. 

 There is huge deprivation in some areas of North Tyneside as depicted in the introduction and 

appendix 2 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 libraries in prolifically deprived areas and high Facebook usage on Peopleôs Network 

computers). However there is also the issue of those who are deprived and may not have access to the 

internet and thus Web 2.0 applications who are then further óleft behindô through marketing libraries 

solely through this method. Web 2.0 thus must be part of a wider marketing strategy to reach all 

perspective users. The Ofcom report on UK Adult Media Literacy (2011) particularly focuses on the 

lower than average internet use by the 65+ age group which suggests that this user group must be 

considered in a holistic Public Library marketing strategy. 

 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 public library environment (Rutherford, 2008). Previous studies 

have focused upon broad conceptual introductions or on individual Web 2.0 application case studies 
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(Rutherford, 2008). This study thus provides literature for an under-researched field and meets a real 

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 2.0 ï a term that has 

undergone widespread criticism (Bradley, 2007; Constantinides and Fountain, 2007; OôReilly, 2005; 

Chua and Goh, 2010; Berube, 2011; Maness, 2006 and Hawkins, 2008).The term has undergone 

widespread adoption in the last six years (Parkes and Walton, 2010). Additionally current theories are 

seen as inadequate in explaining the nuances of the term (Hawkins, 2008 and Constantinides and 

Fountain (2007)). This could be due to the fact that the term is in a state of never-ending beta, as it is 

always evolving (Parkes and Walton, 2010). 

OôReilly first coined the term in 2004 in relation to the second generation of web services 

such as social networks. His 2005 paper óWhat is Web 2.0ô is seen as the most definitive article in the 

field by many (Parkes and Walton, 2010; Miller, 2005; Holmberg et al, 2009 and Hawkins, 2008). 

These Web 2.0 technologies facilitate collaboration amongst users and allow new ways of interaction 

and participation (Peltier-Davis, 2009; Bradley, 2007 and Parkes and Walton, 2010).  A unique set of 

applications and tools define Web 2.0 (Berube, 2011).OôReilly (2005) sees Web 2.0 as more than a 

technology and as an ethos and environment with a purpose ultimately of collaboration.  

Constantinides and Fountainôs Web 2.0 definition goes along OôReillyôs lines but more succinctly 

illustrates what the technology entails (2008: 232). This definition will be used in the dissertation: 

 óWeb 2.0 is a collection of open-source, interactive and user-controlled online applications 

expanding the experiences, knowledge and market power of users as participants in business and 

social processes. Web 2.0 applications support the creation of informal usersô networks facilitating 

the flow of ideas and knowledge by allowing the efficient generation, dissemination, sharing and 

editing/refining of informational content.ô  

Hawkins (2008) and Constantinides 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 technology. Davisô quote summarises the evolution of Web 1.0 to Web 2.0 and its 

implications: óWeb 1.0 took people to information, Web 2.0 will take information to the peopleô (in 

Miller, 2005). 

 Web 2.0 can be defined in terms of the Library and Information sector as óLibrary 2.0ô. 

Bradley uses Caseyôs definition of this term (2007: 192): óWeb 2.0 resources have a role to play in an 

information setting, with libraries having to create and adopt a strategy to cope with change and 
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incorporate new tools; and to encourage increased participation from library usersô. Holmberg et al 

(2009) apply a content analysis of responses on the term Library 2.0 which concludes that this phrase 

contains seven distinct components. These terms include users, participation, libraries 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 note worthy as one of the most distinctive and important 

elements of this technology. 

Stainthorp, (2010:10) also reflects on Web 2.0 in terms of focusing on the user-centric aspects 

of technology: óan interactive, personalised, user-centric read/write internetô. Maness (2006) also sees 

the user-centred nature of web 2.0 as one of its essential elements along with multi-media, social 

richness and community innovation. Chua and Goh (2010: 204) also write of Web 2.0 in terms of 

including the user but they also reflect on the technologiesô potential - ówhen implemented in 

libraries, Web 2.0 has the potential to promote participatory networking where librarians and users 

can communicate, collaborate, and co-create contentô. Library 2.0 is however limited to web services 

to avoid confusion with library services (Maness, 2006). The terms Web 2.0 and Social Media or 

Networking will be not be used interchangeably, contrary to the work of Constantinides and 

Fountainôs Web 2.0 definition, as Web 2.0 encompasses more than social media for example online 

catalogues and mobile smart phone applications (2007: 232). 

2.4 Web 2.0 applications 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 applications both for users and public 

library services. Facebook allows status updates, messaging and posting to other users, photo and 

video sharing. Facebookôs purpose is described as follows on their about page: 

ó Millions of people use Facebook everyday to keep up with friends, upload an unlimited number of 

photos, share links and videos, and learn more about the people they meetô (Facebook, 2011). 

 OôReilly (2009) writes that Twitter offers a lightweight but meaningful connection between 

users and an organisation and can be useful in providing service updates, live tweeting on events and 

gaining customer feedback. The main element of Twitter the Tweet is described on applicationsô 

about page: 

óYou can tell your story within your Tweet, or you can think of a Tweet as the headline, and use the 

details pane to tell the rest with photos, videos and other media content.ô(Twitter, 2011). 

Other examples with a similar function, that public libraries have used  include RSS feeds, 

blogs, podcasts, instant messaging, social networks, Wikis, social library catalogues, social tagging 

and photograph sharing utilities such as Flickr (Bradley, 2007; Chua and Goh, 2010; Parkes and 

Walton, 2010; Rutherford, 2008; Berube, 2011 and Cragg, 2010). Chua and Goh (2010) and 
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Hammond (2010) discuss examples of Web 2.0 applications in usage by Libraries through the 

methodology of a content or thematic analysis, which in part inspired part of the research method. 

2.5. The Demographics of Web 2.0 Users 

 Ofcomôs UK Media Literacy Report (2011) gives statistics on internet use. The report states 

that if people are literate in media and internet technology then they are able to make use of 

opportunities from new and traditional communications. The most important statistics involve the lack 

of internet take uptake at home  by those aged 65+ (35% compared to 75% average internet take up) 

and mobiles and the internet being used more by 16-24 year olds than TV (mobiles 28%, internet 26% 

and TV 23%). In terms of Web 2.0, social networking is the second most common internet usage 

alongside information seeking (both at 45%). Other relevant data includes the statistic that 51% of 

people with a social networking profile check it daily, younger people are happier to share online with 

61% of 16-24 year olds being happy to share holiday photos compared to 37% on average, but only 

4% of users have open social networking pages suggesting users are aware of privacy issues. These 

statistics depict the high usage of social networks and the different views on privacy dependent upon 

user age. 

2.6. Marketing  

 Marketing is defined by the Chartered Institute of Marketing UK in De Saez (1993: 1) as óthe 

management process which identifies, anticipates and supplies customer requirements efficiently and 

profitablyô. De Saez (1993) also adds that any service offered by a library can be marketed. Doucett 

(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 this selling point to 

attract attention. Web 2.0 is a platform upon which to communicate and facilitate two way 

conversation which is in contrast to one way and static traditional marketing (Doucett, 2008). The 

four Ps of the marketing mix are also heavily discussed in the literature. These Ps include product, 

place, price and promotion (Chowdhury, 2008 and De Saez, 1993). Promotion is the key purpose of 

Web 2.0 marketing. 

 Library and Information Services however often find it difficult to relate to the business 

conceptualisation 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 awareness of what the library has to offer in a 

time where libraries are needed more than ever (Helinsky, 2008). Library and Information Services 

can however apply PEST (political, economic, social and technological) and SWOT (strengths, 

weakness, opportunities, threats) analyses to the marketing issue to aid in creating a comprehensive 

marketing strategy (De Saez, 1993). 
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Many corporate firms are integrating Web 2.0 into their marketing plans building on 

anecdotal evidence that these technologies have a substantial effect on consumer behaviour 

(Constantinides and Fountain, 2007).Web 2.0 allows two way engagement between users and a 

service which develops trust overtime and which facilitates feedback and relationship formation 

(Weber, 2007 and De Saez, 2002). Constantinides and Fountain (2007) ultimately see it as a shift 

from the production to the consumption of media and from mass to personalised intuitive 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 context; which is what this 

study attempts to do (Constantinides and Fountain, 2007; Peltier-Davis, 2009; Kendrick, 2006 and 

Chua and Goh, 2010). De Saez (2002) positively sees traditional marketing 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 have on offer (Chowdhury, 

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 underline the libraryôs service ethos something done well with the Tower 

Hamlets óIdeas Storeô concept which is innovative to attract new users (Chowdhury, 2008). 

2.7. Barriers to Implementation 

In terms of implementation there are barriers in the form of conforming to the corporate style, 

service goals and culture of an organisation (Bradley, 2007; Rutherford, 2008 and 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 more incremental approach (Berube, 2011). These factors are both 

seen as very important through conclusions formed through this study.   

Also it is important to ensure that staff are enthusiastic about the technology and that 

management are supportive (Bradley, 2007; Rutherford, 2008 and Hammond, 2010). This enthusiasm 

can be instilled in staff through a training programme such as ó23 Thingsô as championed by Leech 

(2010). There are also fears that user generated content facilitated through Web 2.0 applications could 

negatively affect organisations. Also staff time will be needed to moderate this content (Rutherford, 

2008). However, user generated content can also be seen as one of the strengths of this collaborative 

technology (Constaninides and Fountain, 2007).  

Implementation must also be done in an open minded fashion and in a combination that 

contributes towards the librariesô marketing aims (Bradley, 2007 and Cragg, 2010). More negatively 

there are also studies that have found that Web 2.0 is seen as a drain on staff time which indicates that 

a strategy is needed to ensure the most efficient and effective applications are utilised (Cragg, 2010). 



MA Dissertation 100226713 
 

16 
 

There may also be a simple lack of resources, even in an environment who are very pro Web 2.0 for 

creating applications 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 (Litwin, 2006). There have also 

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

óWeinergateô scandal where Congressman Anthony Weiner ñtweetedò provocative photos of himself 

publicly (Poniewozik, 2011). This displays the importance of screening any content before it is 

posted. Ultimately addressing these legal, corporate culture and staff issues could stall the creation of 

a comprehensive Web 2.0 strategy; factors which become apparent through the methodology (Berube, 

2011; Helinsky, 2008 and Bradley, 2007). 

2.8. Implementation 

 Advantages of Web 2.0 over traditional marketing methods include improving the userôs 

choice in terms of ways in which to contact the library, the growing importance of these technologies, 

successful use by other public library services, low 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 óHow to Use Web 2.0 in Your Libraryô. These ideas include RSS feeds on 

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 and RSS feeds; personalised OPACs, Wikis, Instant messaging óAsk 

a Librarianô services, putting photos from tours, events and archives on photo sharing sites and of 

course Facebook and Twitter feeds/pages. Maness (2006) suggests similar applications in his article 

óLibrary 2.0 Theory: Web 2.0 and its implications for Librariesô. He emphasises that Library 2.0 is a 

mash-up of traditional library and innovative Web 2.0 services and thus a hybrid service. This concept 

alongside user-centeredness should be at the centre of the implementation of Web 2.0. Rutherford 

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 constraints of the public library sector. There is a lack of 

consensus and belief regarding the term Web 2.0 but the definition by Constantinides and Fountain, 

building upon OôReilly (2007 and 2005) succinctly defines the term. Web 2.0 is emerging as a 

significant component 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 strategy. There are a number of 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 that suggests 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 has explored two concepts through the chosen mixed methods, 

triangulation methodology. This triangulation methodology uses multiple sources of evidence in 

relation to the same research problem in order to compare different forms of evidence. First the use of 

Web 2.0 in the library currently was explored. Secondly, how Web 2.0 could be used successfully 

used to meet marketing objectives was looked at. This methodology was then analysed to produce 

draft guidelines of best practice tailored to North Tyneside libraries.  

A case study approach has been adopted as it allows an in-depth investigation that can be seen 

as less daunting then a more widespread study (Gorman and Clayton, 2005). This case study focuses 

on a specific issue (Web 2.0 usage in Marketing) in a bounded organisational 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 science 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 rethink preconceived ideas 

(Flyvberg, 2006 and Chowdhury, 2008). The methodology includes the collection of content or 

thematic analysis of Web 2.0 applications, semi-structured interviews, and an online questionnaire on 

Web 2.0 and public library marketing distributed via email, Twitter and Facebook. 

 

3.2. Proposed Methodology 

 

Before North Tyneside Council were contacted it was proposed to create model Facebook and 

Twitter applications after the literature review and content analysis. This 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 rethought as detailed below. This could be seen as a 

limitation to the study. 
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3.3. Content Analysis 

A content analysis of current public library Web 2.0 applications took place to see how public 

and other library services are utilising this technology to market their service. 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 sources. Additionally wider library and information service Web 2.0 

applications were analysed to see how this technology is utilised outside the public library world. 

Additionally traditional marketing strategies implemented by North Tyneside public library service 

were also analysed. 

Content analysis can be viewed as a method to bring ócommunication messages into focusô 

and can be successfully applied to the world wide web (Krippendorff and Bock, 2009: 5). Content 

analysis also facilitates the discovery of practical examples of Web 2.0 usage and will identify the 

current marketing climate (Walker, 2009).It is an objective and neutral way to obtain a quantitative 

description of various forms of Web 2.0 marketing and is an unobtrusive and non-reactive method of 

data collection (Marshall and Rossman, 2006). In simple terms content analysis is the study of textual 

data focusing upon continual analysis of relevant documents and sources (Chowdhury, 2008 and 

Marshall and Rossman, 2006).  

Krippendorff and Bock (2009) see the application of content analysis in the context of the 

World Wide Web as comprising five steps. First the research question or hypothesis must be 

formulated which can be descriptive in nature. Then the sample should be selected from an online list 

or from search engine results related to the library and information studies field. Then the categories 

should be defined and the depth of study limited to an initial screen as a result of time restrictions. 

Then a uniform method of coding should be applied for consistent analysis. Lastly the data retrieved 

should be interpreted and analysed which can be very descriptive in nature. This analysis can then be 

utilised within the scope of the development of new content, which in the case of this study includes 

suggestions for the implementation of these applications for North Tyneside Council public library 

service. 

In this study the 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 study. This 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 library. A semi-structured interview with a senior member of staff at the study site, 

was carried out to explore how they currently use the technology, how they think the technology 

could be implemented and what they think about current library and information science Web 2.0 

models. A semi-structured interview has been chosen as they use general questions but allow space to 
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move onto further questions depending on the interviewôs progression (Bryman, 2008). They offer a 

medium between focused and unstructured methods (May, 2001). In essence the exact wording of 

questions is not predetermined but a set of questions and an interview guide of topics has been pre-

formulated to facilitate discussion around topics of relevance whilst allowing flexibility (Gorman and 

Clayton, 2005). 

Advantages include immediacy, mutual exploration to resolve any ambiguities, personal 

contact, relative speed and most importantly the retrieval of a large quantity of rich data in a short 

period of time (Gorman and Clayton, 2005; Marshall and Rossman, 2006 and Powell and Connaway, 

2004). Disadvantages include cost of travelling and 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 

transcription (Gorman and Clayton, 2005 and Powell and Connaway, 2004). Marshall 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 interview is not impaired or biased by these 

processes.  However there are potential problems with any research method and the interview could 

form a component of a triangulation approach to address single research method weaknesses and 

ensure findings are strong and grounded. The triangulation approach is taken in this research (Gorman 

and Clayton, 2005; Chowdhury, 2008; Marshall and Rossman, 2006 and Powell and Connaway, 

2004). 

It was proposed to carry out a semi-structured interview with the E-libraries Officer from 

Newcastle City Council Library Service. This was to facilitate comparison between the two 

neighbouring authorities. However, the E-libraries officer preferred to answer questions by e-mail 

after a telephone conversation so the interview became more structured. The interview was still useful 

and did facilitate a comparison between the two authorities. The answers received by email were 

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

 

3.5 Observation of 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 that due to a council restructure the library service did not 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 are re-assigned. The only document relevant to the 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 

peopleôs preferences and behaviour that was compared to evidence from the literature review, and 

views the intervieweesô had on the publicôs behaviours and needs. This method is further explored in 

the methodology section. 

Online questionnaires were posted on Facebook and Twitter as well as distributed via 

Sheffield University library service staff email lists. This method is cost-effective, quick to administer 

and allows a wide audience to be reached (Bryman, 2008). These methods of distribution are suitable 

as they use the interviewerôs current contacts on social networks and a variety of ages with the 

inclusion of the library staff email list; this is seen as advantageous by Chowdhury (2008). 

Additionally as the researcher is from North Tyneside some of the respondents could have been 

residents of North Tyneside and even public library users. However, the sample cannot be 

representative of the area as no comprehensive sampling technique was enacted due to the short 

timescale.  

This anonymous questionnaire was clearly marked as to be answered by adults only to 

conform with the ethics policy. Additionally questions about ethnicity and age were included to see if 

non-user groups are being targeted. As these questions are sensitive an explanation of why they are 

being asked was provided.  

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 period, inference from a large group of people can be made, results can be 

analysed relatively easily and lastly questionnaires are inexpensive (Powell and Connaway, 2004; 

May 2001 and Marshall and Rossman, 2006). Disadvantages of this method include the lack of 

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 due to recipientôs abilities and low 

response rate (Powell and Connaway, 2004 and May, 2001). 

Results were analysed through coding to classify results into analysable and meaningful 

categories. Relationships and results were also analysed through identifying variables on pie charts 

and graphs bearing in mind that a correlation of variables does not necessarily mean the variables are 

related (May, 2001). These results were then analysed alongside models of best practice to 

recommend how the library service could use this technology. Draft guidelines for the usage of Web 

2.0 applications for the library service took staff time and skills, budget constraints and corporate 

culture and policy into account. These elements could all affect the real-life implementation of Web 

2.0 applications. 
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3.7. Ethics 

 Values and ethics are vital as they are needed to make research legitimate (May, 

2001). The researcher has read and agreed to abide by the óUniversityôs Ethics Policy Governing 

Research Involving Human Participants, Personal Data and Human Tissueô. She anticipates her 

dissertation research will be low risk as it involves human participants and their data possibly in the 

form of interviews and surveys. A consent form and information sheet have been prepared to allow 

participants to give their informed consent (see appendices, figure 10 and  11 respectively). The 

project however does not deal with sensitive issues and will address issues of safety, informed 

consent, coercion, anonymity, confidentiality and data protection.  Lastly, it involved only adult 

participants which was clearly indicated on the online survey. Questions regarding ethnicity and age 

were sensitively posed and their purpose was clearly outlined. 

3.8. Fitting Together the Methodology 

 The content analysis, interviews and survey results fit together alongside the literature review 

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 that North Tyneside 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 news, leaflets and posters in 

the library and occasional leaflet drops via post. This publicity particularly focuses upon events such 

as author talks (see News Guardian, June 9
th
 2011, óAuthor to Talk about her Life and Crimesôand 

News Guardian, May 19
th
 2011, óIt Would be a Crime to Miss Talkô one of which is in appendix 3). 

 On a visit to the Central Library of North Tyneside (North Shields) on the 30
th
 July 2011 the 

researcher collected a number of leaflets the library had produced (included as appendix 4). Three 

leaflets focused on upcoming author events such as óCrime Scene Saturdayô and event at a library 

joint service centre, a library events leaflet with author events, the summer reading challenge and 

local history related events, an event at a library site with a local poet and the óStory Tyneô short story 

competition. Other leaflets related to activities for children such as a list of events related to the 

summer reading challenge óBounce and Rhymeô times and venues, a request for feedback on story-

time and a leaflet on óToddler Talesô. Lastly there was a generic leaflet related to services offered at 

that library, which is available and tailored to each branch library. In the researcherôs opinion these 
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events and services could be successfully marketed on Web 2.0 as the content analysis of Web 2.0 

applications depicts. 

4.2. Observation of the current situation at North Tyneside Council Library Service 

 North Tyneside Council Library service do not use Web 2.0 in their marketing strategy. This 

was discovered through 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 analysis 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 literature (Orkney Library and Archives, 

New York Public Library and the British Library). To gauge local offer and what North Tyneside 

Council already does Newcastle City Libraries and North Tyneside Council pages were chosen. They 

were found through Twitter and Facebook searches. The first page of wall posts and tweets were 

analysed on the 28
th
 July 2008 as anymore would be too time consuming and not conducive to 

comparison. Screen shots of the applications are included as an appendix (Figure 5). Coding of wall 

posts and tweets was used as there is too much to write about and this allows comparison (see below 

and codes as appendix 6). 

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 Public Library which acts as a tool to advertise the page to usersô 

friends as it will show up in the news feed. Additionally 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 photos page in terms of what was included as summarised in the analysis table. 

Also there is a wide difference in the number of likes for the British public library pages and 

the more metropolitan and national libraries in New York and in the case of the British library. This is 

explained by their notoriety and the large populations that the British and New York Public Libraries 

serve. Wall content is similar 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 the wall. The researcher found 

the most successful Facebook page to be the Orkney Public Library one as it used comedy and 

entertaining non-library 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 successful and provide useful models for North Tyneside public 

library service. 

Figure 1. Facebook Content Analysis 

 

 

 

 

 

 

 Access Apps Info Photos Likes Wall 

Content 

Discussions Interactivity  

Newcastle 

City 

Libraries 

Open to 

anyone. 

w, i, 

p, d. 

Location, 

what page is, 

disclaimer, 

internet 

safety/privacy 

guidelines. 

Photos 

from 

ómemory 

bank 

archiveô, 

of library 

building, 

library 

public art, 

colouring 

in sheets. 

639 e/c, n/ls, 

l/w2, a/s, 

s/s, p,ucs, 

n/o, a/le/s, 

p/rf. 

Related to 

archive 

posted by 

page, library 

poetry posted 

by user. 

Users interact 

well.  

Encouraged 

by asking for 

feedback. 

Orkney 

Public 

Library 

Open to 

anyone. 

w, i, 

f/a, 

p, 

qu. 

Location, 

contacts and 

website, 

opening times, 

about, email, 

library 

catalogue. 

Events, 

photos of 

old library 

sites and 

mobile 

library. 

866 l/w2, 

nb/s, a/s, 

a/le/s, 

ucs, p/rf, 

p, v, n/o, 

n/ls, s/s, 

e/c. 

n/a. Use of 

comedy and 

non-library 

use. 

Entertaining 

and very 

engaging. 

British 

Library 

Open to 

everyone 

w, i, 

f/a, 

e, p, 

v, d, 

o. 

Description, 

location, 

contacts, 

website. 

Themed 

around 

collection, 

shop, 

events. 

33,792 l/w2, e/c, 

ucs, p/rf, 

a/s, n/ls, 

n/o, 

a/le/s,p. 

Posts by 

users mainly 

complaining 

about 

services. 

Interactive, 

requests for 

feedback, 

uses notoriety 

well. 

New 

York 

Public 

Library 

Have to 

like to 

view. 

w, i, 

l/w2, 

p, v, 

e, n, 

l/lc, 

qu, 

d, o. 

Location, 

mission, 

contacts, 

general 

information, 

website. 

Events 

and shop 

items. 

37,910 e/c, n/ls, 

n/o, a/s, 

l/w2, s/s, 

a/le/s, p, 

v, p/rf, 

nb/s, ucs. 

Generic 

advertising 

by users, 

points of 

view from  

users on 

library and 

wider issues. 

Lots of 

interactivity, 

user 

comments 

and posts on 

issues both 

related to the 

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 in this text with a summary and implications this analysis for North Tyneside Council Library 

serviceôs 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 Twitter 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 offer. In terms 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 followers which could be due to 

being established longer than the NTCouncil team page which has very few followers comparatively. 

However I 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 

retweeting only Northumbria Police.This was unlike the other pages that retweeted users, relevant 

organisations and notable figures to add interest and pizzazz. I feel with more user interaction like the 

other pages followers could be gained. Also a library page would create 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 successful Twitter 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 

users 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 Newcastle and Orkney Library services and 

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 entertain something which is an obvious disadvantage in the Twitter environment. 

 These content analysis discoveries are supported in the literature particularly by Ekart (2011) 

in her article óMaking Twitter Work for Youô. She sees Twitter as an opportunity for two way 

communications ï not simply pushing out information but pulling in the user and their queries. User ï 

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 on to 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 could definitely look into to make best use of the applicationôs capabilities. 
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Figure 2. Twitter Content Analysis  

 Username Tagline Followers Tweet Content Interactivity  

Newcastle 

City 

Libraries 

Toonlibraries ï 

use of local 

dialect for user 

relevance. 

Services 

on offer. 

2452 e/c, ucs, n/ls, n/o, 

a/s, l/w2, s/s, 

a/le/s, p/rf, p. 

Very 

interactive, 

tweeting out 

answers to 

queries and 

tweets. 

Asking 

questions in 

tweets. 

Relates to 

Facebook 

page. 

Orkney 

Public 

Library 

Orkneylibrary- 

direct and 

simple. 

Services 

on offer 

and 

suggestion 

to join 

library. 

3407 e/c, ucs, v, nb/s, 

p/rf, p, n/o, a/s. 

Very 

humorous, 

answering 

user queries 

and using 

retweets. 

Relates to 

Facebook. 

British 

Library 

Britishlibrary Confusing 

tagline 

about a 

man 

called 

Colin 

Wright- 

not about 

library. 

176,759 e/c, o/n, ucs, l/w2, 

a/s, p/rf. 

Quite 2-d, 

interactive 

but strikes 

me as boring 

and not very 

entertaining. 

Bit geeky 

and non- 

mainstream. 

North 

Tyneside 

Council  

NTCouncilteam- 

direct and 

simple. 

Focuses 

on 

purpose of 

Twitter. 

Too wide 

a remit to 

discuss 

service 

offering. 

565 n/ls, e/c, s/s, n/o. Just a series 

of links to 

council 

website 

about events 

and news. 2-

d, dull, not 

entertaining 

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 objectives. Two interviews 

were carried out, first an email questionnaire to the e-libraries officer at Newcastle City Libraries and 

then a senior librarian at North Tyneside Council. These interviews depict the different approaches to 

Web 2.0 within the library services 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 customers. The head of service gave the researcher the contact for the E-

Libraries Officer who was telephoned to arrange an interview in person but she preferred to have 

questions posed by email so she could consider her answers. This closed question email interview was 

very successful as it broadened the researcherôs perspective of how North Tyneside Council could 

implement a Web 2.0 strategy. This interview is included as an appendix (Appendix 7). 

5.2.1. Research Objective 1: To identify whether the Library service currently uses Web 2.0 

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 market their service. Facebook and Twitter were 

chosen first as óthey could be set up for free to instantly have an online presence on two of the most 

popular and recognisable websitesô. The Youtube was set up to host a demolition of the city library. 

They tried Myspace for a while but it was seen to be óquite buggyô, unpopular and with a lot of 

complicated HTML use so was abandoned.  

These applications were seen to have more óimmediacy and personalityô than the corporate 

site. This Web 2.0 were seen by the e-libraries officer as able to host more ódynamic content and 

display events and news more effectivelyô than the static corporate website that was ódifficult to 

quickly updateô while Facebook events were easier to manage. The Wordpress Blog was set up as it 

also set up to get past the óconstraintsô of the corporate website and to facilitate óstaff blogs, an events 

calendar and RSS feeds to our contentô. Flickr has been used to promote the Tyneside Life and Times 

Local History Picture Collection which was seen as óextremely helpful in developing our profile for 

usô. 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 and print marketing are co-ordinated. An example given in the interview was 

óadvertising Facebook/Twitter and using a QR code to link to the blogéalso using QR codes on 

posters and in exhibitionsô. The subject saw those that did not utilise Web 2.0 in their marketing 

strategy as missing out on óvaluable customer feedback, networking opportunities within the local 

community and increased promotion of eventsô. 

 So in conclusion Web 2.0 applications have many advantages over the corporate site in terms 

of usability and higher user involvement. These applications have increased the profile of the service 

particularly in relation to the local history picture collection and Web 2.0 and traditional marketing 

are closely linked. Traditional print marketing and Web 2.0 marketing are co-ordinated, which 

increases awareness an issue that will be explored 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 2: Identify best practice in the public library Web 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 Council are not restrictive óyes, there is a Social Media 

Policy which provides guidelines but I wouldnôt say the Council regulates our social media activityô. 

The only cost is staff time and Flickr subscription ($24 a year). The subject remarks óit would be more 

difficult for other libraries to achieve what we have done if they do not have a dedicated staff member 

to co-ordinateô. 

 In terms of staffing and training there óshouldô be an awareness of the technologies. there is 

also a programme developing to óestablish digital champions in library branchesô who will cascade 

training and the 23 things course will also be provided. Additionally staff are asked for their ideas on 

promotions and they should send óthe details [of an event] on a press release form so I can advertise 

onlineô. 

 In practice Web 2.0 applications are managed by the E-libraries officer and óadvice is taken 

from the Marketing Department and the Councilôs Senior Web Content Officerô. They are advertised 

by óa mixture of word of mouth, posters, leaflets. The blog is set as the home page of the Peopleôs 

Network so any customer using one of our computers will see itô. The demographics using the 

Facebook page (the only application used that collects such statistics) is shown in Figureé the 

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 part of the draft guidelines for North Tyneside 

Council Library Service.  

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

2.0 applications for the public library service.  

 Carrying on from the last two research objectives in relation to the interview easy to manage 

and highly visible Web 2.0 applications should be used, print and Web 2.0 marketing should 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 was a senior librarian within North Tyneside Council with 

responsibility for IT. He was interviewed as this was the contact suggested by the head of service and 

because he has the most expertise in this area. The interview took place on Friday 1
st
 July from 2-3pm 

in the staff office at the central 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 

supervisor. They and the Dictaphone to be used had then been piloted with a small group of subjects 

to ensure the researcherôs interview technique was 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 directive probes used to elicit additional 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 

was built up due to the interviewerôs previous knowledge and experience of issues at hand (OPACs, 

smart phone applications, content analysis of other libraryôs Facebook and Twitter pages) and a 

previous working relationship with the subject both of which provided common ground. Recording 

the interview on a Dictaphone offered the freedom to listen to responses and to formulate questions 

and probes. The full interview transcript can be found in the appendices (Appendix 8). 

5.3.1. Research Objective 1: To 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 they currently 

utilised.  

 There is not a marketing strategy document but it is óin developmentô as there has just been a 

restructure (council cuts of up to 20% as of last summer when the researcher used to work there). This 

has meant ónew people in new postsô. The only Web 2.0 application currently used is the council 

Twitter. The library service sends information off to the web team and then they Tweet it. Traditional 
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marketing methods such as newspapers, occasional radio, internet, email, websites, posters and flyers 

are also used.  

There are negotiations currently around Facebook but issues around corporate image and the 

need to brand the library service are holding this development back. Also in the pipeline is a 

Smartphone app óto link to website, catalogue, reservations and connect to blogs we currently donôt 

haveô. There is also the idea of developed a more interactive library catalogue ódown web 2.0 [route]ô, 

which would act as the library homepage with audio books linked to this. 

 Overall corporate culture and staffing are the main factors holding back the development and 

implementation of a Web 2.0 marketing strategy. The interview inferred that these 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 2: Identify best practice in the public library Web 2.0 marketing field and 

more widely. 

 The senior librarian identified a number of inspirations for the smartphone application and the 

ónewô library catalogue interface. Such an app would include links to blogs and Facebook and the 

library catalogue which has been discussed with the library management system providers. The 

smartphone app was seen as something ónot many people haveô and criticism was levelled at the 

Edinburgh app which didnôt link to the catalogue and had only events, opening times and a bus 

timetable. The senior librarian was obviously using the experience of Edinburgh to learn from and 

positively influence the Smartphone app that North Tyneside Council library service wish 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 advantages of Prism 3 as it being 

offsite, having óall sorts of features like Amazonô with user reviews, book pictures and borrower 

figures; and lastly being a óhomepage for libraries and link[ing] back from there to council websitesô. 

 The subject then went on to provide a critique of Public library services that have utilised this 

Prism 3 óWeb 2.0 enabledô library catalogue. In particular South Tyneside Library service: 

ósome libraries have even less free-rein from IT then us like South Tyneside who have 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 IT to BT giving them cost issues.ô  

There is also issues with Wolverhamptonôs usage of this product - óhowever we wouldnôt go for that 

(referring to Wolverhampton website) as it is breach of accessibility for those with sight problemsô.  
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 Similarities can be drawn in terms of how the subject foresees the practical implementation of 

Web 2.0 for the service and how Newcastle City Libraries implement the same technology. For 

instance using blogs to provide information on events, sending contributions óto a certain member of 

staff/group and [then] they post themô and the use of QR codes on publicity materials in the library.  

More innovatively the subject suggests the use of the press to publicise new Web 2.0 

applications ï óWeôd get it in the press as much as possible. Things like this you need to be first. If 

you go to the chronicle they will say óoh youôre the fourth to do thatô. You need to be near the start. 

The [smartphone] application thing could work like that.ô However, this thinking may not work in 

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

 Overall the subject sees Web 2.0 as simplifying the library service for users óItôs seamless 

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 about how it works so they donôt have to fight their way through web 

pages to get to where they want to. Quick, clean, easy, dusted.ô 

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

2.0 applications for the public library service.  

 In terms of implementation of a Web 2.0 marketing strategy there are a number of barriers for 

North Tyneside public library service. Namely cost and staff time, public desire and education, 

corporate culture and practical issues. 

 Cost and staff time are a huge issue especially in the midst of a recession ï óCost, is obviously 

the biggy. Staff time and availabilityé 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 it tomorrow. But we will see.ô So the motivation is there (as this quote intimates óFacebook 

is something we need to get ourselves involved inô) but there are definite issues in this area. 

Newcastle City Library services are advantaged in that they have more staff 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 infrastructure. Newcastle city libraries meanwhile have a 

dedicated E-libraries Officer. 

There is also the issue of staff availability to keep things up to date óOne of the big things 

apart from cost is the ability of staff to keep things up to date. Itôs all well and good having Facebook 

but if you never post on it then people start getting bored of it and if your last post on it was seven 

months ago; it needs to be current.ô Staff time is also needed to moderate the content and there would 

be logistics issues in when staff would update the applications. For instance they couldnôt be updated 

on the counter as this would impede customer service which is a strength of the service ódue to 
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operational reasons you canôt just sit banging away on your blog and go óoh Iôm just on me blog, wait 

a secondô. The restructure has also stalled the development of 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 desire is also important, as the interviewee suggests, as the demographic 

of North Tyneside is so different to Newcastle. 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 users in these 

applications 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, was mentioned in the interview. This 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 services. Advertising is also very important óand advertise it ,itôs all well and good having 

these resources but you need to tell customers about themô. 

Corporate culture is a big restraint on the implementation of Web 2.0 in the marketing 

strategy for North Tyneside 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 to the first research objective and the 

development of a Facebook page which significantly altered the methodology of this research project 

(see section 3.2). There are also practical issues with moderation to prevent inappropriate content on 

the applications and the 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 of Issues Raised 

 Web 2.0 has a number of advantages over traditional corporate websites which is apparent in 

both interviews. In the case of Newcastle City Libraries Web 2.0 is seen to have more óimmediacy 

and personalityô and possesses higher usability. The senior librarian at North Tyneside library sees 

Web 2.0 as simplifying the experience for users and offering a óseamless[ly]ô linking service. Both 

agree that Web 2.0 marketing must be used in co-ordination with traditional methods. It 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 

technology (as this quote intimates óFacebook is something we need to get ourselves involved inô). 

 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 area and a 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 include ï the 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 advantages over North 

Tyneside Library service and that the disadvantages North Tyneside face are preventing the ideas that 

senior members of staff have reaching fruition. 

6. Questionnaire Evaluation 

6.1 Questionnaire Approach and Analysis 

 The questionnaire questions were conceived through considering the research aims and 

objectives and what type of data needs to be collected. The construction of the questionnaire is vital 

for its success (Powell and Connaway, 2004). The first few questions were factual to find out the 

participants age and ethnicity and were simplified from official census questions. Questions 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 carefully and advice was sought from the dissertation 

supervisor. The questionnaire was then piloted by fellow students to gauge its success, how suitable 

the questions were, ensure the questions were easy to understand and ease of use as suggested by May 

(2001). Feedback from the pilot was then incorporated into the final questionnaire which 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 used which allows only ten questions but this was 

completely adequate for the questionnaire created. A link to the survey was then posted on the 

researcherôs Facebook and Twitter pages and then emailed to her colleagues at the University of 

Sheffield Library service. The respondents were thus a mixture of demographics and from 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 places). Sixty-six subjects responded. A copy of 

the survey is included as an appendix (Figure 9). 

6.2 Demographic Response ï óQuestions about youô 

Age- The survey respondents were mostly in the age category of 25-44 (48.5%), with the 

second highest age bracket of respondents as 15-24 (39.4%), the smallest group of respondents were 

45-64 (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 

 

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 displays heterogeneity and does not facilitate the collection of data from a 

representative sample of the population. This is due to the researcherôs use of her social network and 

work contacts which are ethically limited due to her background. 

Figure 4.Question 2- Ethnicity of Survey Respondents 

 

 

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 or 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 

 

6.3 Thematic analysis 

Instead of coding which could complicate the analysis, the questionnaire responses will be 

analysed in relation to the research objectives which will identify common themes. This allows the 

main themes to be drawn out. Findings will then be summarised at the end of this section. 

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

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

Alternative marketing methods-This objective was covered in a way through question 8 ï 

óWhich other methods could be used to market public libraries to you effectively?ôThis question 

related to methods of marketing other than Web 2.0. The most popular alternative method was seen to 

be by E-mail (61%), then publicity material in the library (57.6%), then jointly word of mouth and 

publicity material in 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 websites was 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.Question 8 - óWhich other methods could be used to market public libraries to you 

effectively?ô 

 

Question 10 which invites comments on the survey topic also provides suggestions for 

marketing methods other then Web 2.0. These include óbetter publicity outside the library world 

would encourage more people in. Larger signs, colourful postersô, ólocal presséan effective window 

displayô and lastly ótraditional paper based marketing should not be done away with since not 

everyone is online or engaged in the digital economy. Indeed there are some who are put off by a 

social media presenceô. These comments all emphasise the importance of traditional paper based 

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

Libraries that use Web 2.0 are perceived as advantaged compared to those that do not- 

question 9 asks the question ïó Do you think libraries that use social media are at an advantaged 

compared to those that do not?ô. Overwhelming respondents saw the use of Web 2.0 as advantageous 

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 for public library marketing - for libraries to 

appear forward thinking, to engage with non-traditional users particularly young people, heightened 

engagement, the widespread use of these applications, more effective marketing, more personal and 

community orientated approach and cost effective. Disadvantages or non-use of Web 2.0 as not being 

a particular advantage mentioned include the wide variety of users who are not connected to the 

internet or such media are not affected by this technology particularly missing out older people, web 

2.0 not having a sufficient reach and simply marketing to those who are already regular users, lack of 

relevance and replicating what is already on library web-pages.  
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Figure 7. Question 9 - óDo you think libraries that use social media are at an advantage 

compared to those that do not?ô 

 

 

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

more widely. 

 Getting users interested in Web 2.0- Question 6 ïó If you would join a Social Media 

application for a Public Library, what would lead you to following such a page?ô Examines 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 application and identify 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 search engine 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 (32.2%). Other 

responses included ówouldnôt botherô and óadverts elsewhere or word of mouth outside of the library. 
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Figure 8. Question 6 - óIf you would join a Social Media application for a Public Library, what 

would lead you to following such a page?ô 

 

 

 The kind of information that should be on Web 2.0 applications in relation to public 

library market ing- question 7ï óWhat kind of information would you like to see on a Social Media 

application for a Public Library?ô This question can provide guidance of what users want to see on 

Web 2.0 application which should contribute to guidelines for an implementation strategy. The 

question allowed multiple 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 related pages (35.6%) and lastly pictures (32.2%). Other 

suggestions include óbook recommendations [sic]ô and ónews about people in the library (librarians 

etc.) and stories about library usersô. 

Figure 9. Question 7 - óWhat kind of information would you like to see on a Social Media 

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

2.0 applications for the public library service.  

  The questions analysed below were designed with research objective 3 in mind. 

 Which Web 2.0 application(s) to use- Question 4 óIf you joined a social media page for a 

public library which type of application would you join?ô gauges which Web 2.0 applications are 

most popular with the subjects and could be used to decide which to implement in North Tyneside 

Library serviceôs marketing strategy. The most popular applications with subjects are Facebook 

(74.6%), then Twitter (54.2%) both with the highest percentage of respondents. Mid level popularity 

is displayed 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 application that could be used for 

this purpose. No one skipped this question so the answers are representative. 

Figure 10. Question 4 - óIf you joined a social media page for a public library which type of 

application would you join?ô 
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Perceived barriers by subjects to using Web 2.0 in relation to public library marketing- 

question 5 ï óif you would not join a social media application concerning a public library please 

indicate whyô- covers the issue of why users would not get involved in this method of marketing. 14 

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 

laymanôs terms) was the second most cited option (35.7%) and lack of interest in public libraries 

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 media ï óor rather: not sufficiently 

interested in receiving news from a public library as to patronise its social media feed/pageô; 

óalthough I'm a public library user and therefore am interested in public libraries, It is unlikely that 

they would be interesting enough for me to seek them out in that wayô and ónot interested in social 

media relating to public librariesô. The lack of response suggest that most of the respondents would 

join a social media application concerning a public library. 

Figure 11. Question 5 - óif you would not join a social media application concerning a public 

library please indicate whyô. 

 

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 
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6.4. Summary of Questionnaire Findings 

 In terms of the demographics that completed the survey it could be seen that they were too 

homogeneous. This is due to the predominant age range being either 25-44 or 15-24 and the 

predominant ethnicity being white. A more complex sampling technique was thus needed to get a 

more heterogeneous sample. The 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 what methods are currently 

used) the survey was more successful. It identified other marketing methods and the importance of 

using Web 2.0 in co-ordination with these approaches. Additionally advantage and disadvantages of 

Web 2.0 were identified particularly related 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 supporting 

the idea that marketing methods must be co-ordinated. Respondents also identified what they would 

like to see on Web 2.0 applications; which was similar to what has been described in the content 

analysis (events, new books, reviews, news, service updates). In relation to objective 3, guidelines for 

best practice can be formed. These include direction on which application to use (Facebook and 

Twitter being the most popular). Additionally barriers to implementation different from those already 

suggested were brought 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 research aims and research objectives which are 

explored systematically. Information from the literature review, content analysis, interviews and 

questionnaire will be assimilated in order to draw conclusions related to these aims and objectives.  

The conclusion and suggestions for improvements for the research project will then form the 

recommendations section. 

7.2. Review of Research Aims- This research aims to investigate how North Tyneside library service 

currently does or does not utilise Web 2.0 technologies in their 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 2.0 technology that the library 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 be implemented 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 technologies. This was 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 service. They included corporate culture, staff time and 

training, funding, privacy issues particularly related to children and whether the user demographic  

would want or use such a service. These factors are explored further in the research objective 

conclusions. 

7.3. Research Objective 1- To 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 Council library 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 interviews. The content analysis and interview also discovered that the library 

service utilises more traditional methods such as leaflets and posters in the library, newspaper 

publicity, radio, internet, email and websites which focus on events, news and services both in relation 

to children and young people (bounce and rhyme, summer holiday activities) and adults (events, 

crime festival, author readings). Similarly a Web 2.0 marketing strategy should consider how to 

market to both young people and adult users. Also discovered in the interview was the fact that the 

service has no marketing strategy due to a restructure in the wave of public sector cuts. This has 

meant a lack of direction in terms of service marketing. 

7.4. Research Objective 2 ï Identify best practice in the public library Web 2.0 marketing field and 

more widely. 

 Best practice was identified through the literature review, content analysis, interview and 

questionnaire.  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 the content of these 

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 technology as having the potential to óbe the most 

critical marketing environment aroundô (Weber, 2007:14) . The technology can also contribute to 

increasing a services community profile especially important in this time of public sector budget cuts. 
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The interviews also gauged that Web 2.0 technologies have advantages over traditional marketing 

methods due to their enhanced usability for both producer and consumer; they allow more user 

involvement and can increase the profile of the library service particularly in relation to Newcastle 

City Library Serviceôs local history picture collection. 

 The best applications to use where particularly explored in the interviews and questionnaire 

which subsequently influenced the content analysis. The interview with the Newcastle City Librariesô 

E-libraries Officer identified that Twitter and Facebook were most heavily used as óthey could be set 

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

websitesô.  The interview with the Senior Librarian from North Tyneside Council Library service also 

identified Facebook as an important application to get involved in ï óFacebook is something we need 

to get ourselves involved inô. This was supported by the user questionnaire which confirmed Twitter 

and Facebook 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 

analysis and questionnaire. The most important conclusions reached through the content analysis of 

Twitter and Facebook accounts for library services was that of communicating two way and involving 

users which is supported by Ekartôs 2011 article on Twitter; and ensuring content is engaging, 

entertaining and varied as done very successfully at Orkney Public Library service. Additionally the 

content of the pages was explored and it was seen that library and relevant news, events, service 

related updates and announcements, photos, videos, reviews and user comments formed the bulk of 

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 questionnaire. The literature review identified barriers to the 

implementation which included corporate culture, the stifling of innovation, staff time and training, 

lack of resources, privacy issues, the need to screen user generated content and whether Web 2.0 

technology is relevant for everyone. These issues were again 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 development 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 2.0 for all user groups. 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 Newcastle. The questionnaire particularly identified factors 

contributing to non-use of Web 2.0 applications in relation to public libraries with question 5. This 
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question 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 will further be explored in detail in the next research objective which contains the 

draft guidelines. Main points raised from the literature review, content analysis, interviews and 

questionnaire are explored as bullet points in the next section. 

7.5. Research Objective 3 -Based on the research draft guidelines for the implementation of 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. 

¶ Corporate culture - corporate culture needs to facilitate freedom for the implementation of 

these technologies as is currently done at Newcastle City Library Service. The library service 

is allowed free rein whilst collaborating with the marketing department and Councilôs Senior 

Web Content Officer.  North Tyneside Council Library Service thus need to overcome issues 

in relation to corporate culture such as increased free-rein from IT and the pre-occupation 

with corporate branding. 

¶ Staff time- a dedicated staff member is an important element in successful implementation as 

mentioned in both sets of interviews. This is not currently available at North Tyneside 

Council Library Service and the current Librarian who is responsible for this area has many 

other responsibilities. However, there is obvious enthusiasm, gauged from the interview, on 

the part of the Senior Librarian to implement a Web 2.0 marketing strategy. There is also a 

need for a partnership approach to facilitate the knowledge sharing. For example, in the 

interview it is mentioned that the E-libraries Officer at Newcastle City Library Service works 

in partnership with the marketing and IT departments within the council. 

¶ Staff training  - staff need to be aware and trained in Web 2.0 technologies. There needs to be 

a dedicated training programme such as ó23 Thingsô as advocated by Leech (2010) in the 

literature review and the use of ódigital championsô in branches as mentioned in the interview 

with the E-libraries Officer from Newcastle City Library Service. However, as mentioned in 

the interview with the Senior Librarian from 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.  

¶ Applications to use - highly visible Web 2.0 applications should be used as 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 with the Senior Librarian from North Tyneside Council was a smart phone 

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 

Librarianôs knowledge of previous implementation of these applications could be usefully 

applied to develop improved applications. However there was not evidence, from the 

interview, that an improved library catalogue attracts more users. Additionally 

experimentation should occur to test applications and they should be abandoned if proven 

unsuccessful as was the case at Newcastle City Library Service in the context of Myspace. 

¶ Main points on contents of applications- the 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 engaging and entertaining and 

that two way communication with the use if encouraged. 

¶ Marketing strategy- a marketing strategy should be created by North Tyneside Public 

Library Service in order to provide direction for the implementation of Web 2.0 applications. 

SWOT and PEST analyses, as mentioned in the Literature review in regard to library 

marketer De Saez (1993); can be carried out to guide the strategy, find out what users want 

and create an efficient and well thought out strategy. 

¶ Co-ordination  ï traditional and Web 2.0 marketing should be co-ordinated. 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 does not exclude those who have no interest or who are unable to access 

Web 2.0 technologies for whatever reason. Marketing must be non-exclusionary and 

demographic reflecting the values and purpose at the heart of the public library service. 

¶ Other considerations- there is a need to screen user-generated content and staff generated 

content to ensure that issues such as the óWeinergateô affair are not associated with the 

service. The user demographic must also be considered in terms of content and which 

applications to use. Privacy and the issue of users who are children need to be considered to 

prevent to safeguard child safety and user privacy. 

8. Recommendations 

8.1. Recommendations for North Tyneside Council Library Service 

 The draft guidelines outlined in Research Objective 3 form the recommendations gauged 

from the study. In summary it is recommended, in terms of what is achievable that North Tyneside 

Council Library service implement popular applications such as Facebook and Twitter and the smart 

phone application and Web 2.0 influenced library catalogue homepage, the creation of a simple 

marketing  strategy to guide implementation, they follow the best practice for application content, 
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they co-ordinate traditional and Web 2.0 marketing whilst considering the user 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 macro-issues 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 of North Tyneside Council.  

8.2. Recommendations to improve the study 

 The study could have been improved through the implementation of the original 

methodology, more interviews with North Tyneside library staff, a better sampling technique for a 

more heterogeneous sample of North Tyneside county residents and more interviews with library 

services that have successfully implemented a Web 2.0 marketing strategy. 

 The original methodology comprised creating model Facebook and Twitter accounts for 

North Tyneside Council Library Service, adding 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 not allowed 

due to permission not being given by North Tyneside Council. This was a definite setback in the 

research. A 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 levels, what they see as public desires and needs 

and how they see the service developing. The questionnaire respondents were particularly 

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 constraints. Resultantly 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 age and ethnicity would have been more useful in order 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 information on best 

practice and benchmarking. The questions posed to the E-libraries 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 analysis. Using the same questions would facilitate 

comparison between the services. 

8.3. Recommendations for further research 

 Expanding upon this study a multiple case study approach could be adopted to compare and 

contrast data on different public library services in order to gauge best practice in the field. Rutherford 

(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 questionnaire have shown that Web 2.0 

has and can be used successfully by library services to increase user and non-user awareness of what 

the library has to offer and cement its importance in this time of economic and social uncertainty. As 

previously mentioned Web 2.0 has the potential to óbe the most critical marketing environment 

aroundô (Weber, 2007:14) which combined with this research gives a sense of urgency to its 

implementation.  This sense of urgency is symbolised in this quote by Mckenzie (2009:29) ï óas the 

screws tighten on local government finance and libraries come under threat, letôs be ruthless in our 

promotionô. 

9. Word Count 

15, 087. 

 

 

 

 

 

 

 

 

 



MA Dissertation 100226713 
 

47 
 

10.  Bibliography 

Berube, L. (2011). Do you Web 2.0?- Public Libraries and Social Networking. Oxford:Chandos. 

Bradley, P. (2007). How to Use Web 2.0 in Your Library. London: Facet Publishing. 

Bryman, A. (2008). Social Research Methods. 3
rd
 Ed. Oxford: Oxford University Press. 

 

Chowdhury, G.C. et al. (2008). Librarianship: An Introduction. London:Facet. 

 

Chua, A.Y.K. and Goh, D.H. (2010). ñA Study of Web 2.0 Applications in Library Websitesò, 

Library and Information Science Research 32, 203-211. 

Constantinides, E. and Fountain, S.J. (2007). ñSpecial Issue Papers: Web 2.0: Conceptual Foundations 

and Marketing Issuesò. Journal of Direct, Data and Digital Marketing Practice, 9(3), 231-244. 

Cragg, E. (2010). ñUse of Social Media in the Member Libraries of the Business Librariansô 

Associationò. SCONUL Focus, 49, 12-14. 

De Saez, E. (1993). Marketing Concepts for Libraries and Information Services. London: Library 

Association Publishing. 

De Saez, E. (2002). Marketing Concepts for Library and Information Services. 2
nd

 Edition. 

London:Facet. 

Doucett, E. (2008). Creating Your Library Brand: Communicating your Relevance and Value to your 

Patrons. Chicago:ALA. 

Ekart, D.F. (2011). ñMaking Twitter Work For Youò. Computers in Libraries, 31(4), 34-35. 

Facebook (2011). Facebook About [Online]. http://www.facebook.com/facebook?sk=info [Accessed 

21
st
 August 2011]. 

Fagan, J. C. and Keach, J.A. (2010). ñBuild, Buy, Open Source or Web 2.0? : Making an Informed 

Decision for Your Libraryò. Computers in Libraries, 30 (6), 9-12. 

Flyvberg, B. (2006). ñFive misunderstandings about case-study researchò. Qualitative Inquiry, 

12(2):219-245. 

Gorman, G.E. and Clayton, P.(2005). Qualitative Research for the Information Professional: A 

Practical Handbook. 2
nd

 Edition. London:Facet. 

http://www.facebook.com/facebook?sk=info


MA Dissertation 100226713 
 

48 
 

Government Office for the North East (2007). Local Authority Area Profile- North Tyneside [Online]. 

http://www.gos.gov.uk/nestore/docs/ourregion/laps/north_tyneside.pdf [Accessed 11th July 2011]. 

Hammond, S. (2010). Public Library 2.0: Culture Change? Ariadne [Online], 64. 

http://ariadne.ac.uk/issue64/hammond/ [Accessed 24
th
 April 2011]. 

Hawkins, J. (2008). Web 2.0: Kula Exchange and Online Social Interaction. Msc: University of 

Sheffield.  

Helinsky, Z. (2008). A Short-Cut to Marketing the Library. Oxford:Chandos.  

Holmberg, K. et al. (2009). ñWhat is Library 2.0?ò Journal of Documentation, 65 (4), 668-681. 

Kendrick, T. (2006). Developing Strategic Marketing Plans That Really Work ï A Toolkit for Public 

Libraries. London: Facet. 

Krippendorff, K. and Bock, M.A.(eds) (2009). The Content Analysis Reader. London:SAGE. 

Leech, H. (2010). 23 Things in Public Libraries. Ariadne [Online], 64. 

http://www.ariadne.ac.uk/issue64/leech [Accessed 24th April 2011]. 

Litwin, R.L. (2006). ñThe Central Problem of Library 2.0: Privacyò. Library Juice [Online]. May 22
nd

 

2006. http://libraryjuicepress.com/blog/?p=68 [Accessed 22
nd

 July 2011]. 

McKenzie, S. (2009). ñStaying in With a Book ï The New Going Outò. Library and Information 

Update, May 2009, 29. 

Maness, J.M. (2006). ñLibrary 2.0 Theory: Web 2.0 and Its Implications for Librariesò. Webology 

[Online], 3 (2). http://www.webology.org/2006/v3n2/a25.html [Accessed 22nd July 2011]. 

Marshall, C. and Rossman, G.B. (2006). Designing Qualitative Research. London:Sage. 

May, T. (2001). Social Research- Issues, Methods and Processes. 3
rd
 Edition. Berkshire: Open 

University Press. 

Miller, P. (2005). ñWeb 2.0: Building the New Library.ò Ariadne [Online]. Issue 45, October 2005. 

http://www.ariadne.ac.uk/issue45/miller/ [Accessed 22
nd

 July 2011]. 

News Guardian (2011). ñAnger Over Plans to Cut Library Opening Hours to Save Cashò. News 

Guardian, Thursday May 19
th
, 3.  

Ofcom (2011). UK Adult Media Literacy Report [Online]. London:Ofcom. 

http://stakeholders.ofcom.org.uk/market-data-research/media-

literacy/medlitpub/medlitpubrss/adultmedialitreport11/ [Accessed 21
st
 August 2011]. 

http://www.gos.gov.uk/nestore/docs/ourregion/laps/north_tyneside.pdf
http://ariadne.ac.uk/issue64/hammond/
http://www.ariadne.ac.uk/issue64/leech
http://libraryjuicepress.com/blog/?p=68
http://www.webology.org/2006/v3n2/a25.html


MA Dissertation 100226713 
 

49 
 

Office for National Statistics (2011). North Tyneside- Census 2001 [Online]. 

http://www.statistics.gov.uk/census2001/profiles/00CK-A.asp [Accessed 11th July 2011]. 

OôReilly, T. (2005). What is Web 2.0? [Online]. 

http://www.oreillynet.com/pub/a/oreilly/tim/news/2005/09/30/what-is-web-20.html [Accessed 24th 

April 2011]. 

OôReilly, T and Milstein, S. (2009). The Twitter Book. Sebastopol: OôReilly. 

Parkes, D. and Walton, G. (eds.)(2010). Web 2.0 and Libraries: Impacts, Technologies and Trends. 

Oxford:Chandos. 

Peltier-Davis, C. (2009). ñWeb 2.0, Library 2.0, Library User 2.0, Librarian 2.0: Innovative Services 

for Sustainable Librariesò. Computers in Libraries, 29 (10), 6-11. 

Poniewozik, J. (2011). ñBirdbrainedò. Time, June 20
th
, 22. 

Powell, R. and Connaway, L. (2004). Basic Research Methods for Librarians. 4
th
 Edition. Westport: 

Libraries Unlimited. 

Rossiter, N. (2008). ñMarketing the Best Deal in Your Town: Your Library ï Where is Your Purple 

Owl?ò Oxford: Chandos. 

Rutherford, L.L. (2008). ñImplementing Social Software in Public Libraries: An Explanation of the 

Issues Confronting Public Library Adopters of Social Softwareò. Library Hi Tech, 26(2), 184-200. 

Stainthorp, P. (2010). ñThe First Six Tools for Practical Library 2.0ò. SCONUL Focus, 49, 10-12. 

Twitter (2011). Twitter About [Online]. http://twitter.com/about [Accessed 21st August 2011] 

Walker, J. (2009). ñWhen in the Red, Libraries are the New Blackò: Marketing Public Library 

Services During a Recession. MA: University of Sheffield. 

Weber, L. (2007).Marketing to the Social Web: How Digital Customer Communities Your Business. 

Hoboken: John Wiley and Son. 

 

 

 

 

 

http://www.statistics.gov.uk/census2001/profiles/00CK-A.asp
http://www.oreillynet.com/pub/a/oreilly/tim/news/2005/09/30/what-is-web-20.html
http://twitter.com/about


MA Dissertation 100226713 
 

50 
 

11. Appendices 

Appendix 1. Summary page of demographic details about North Tyneside (Office for National 

Statistics, 2011). 

 

 

North Tyneside   

 

Listed below is a selection of interesting and frequently requested indicators from the 2001 Census, based on 

data released on or before 13 February 2003. You can see other indicators and more detail for local areas in 

the Neighbourhood Statistics area of this website. Further data from the Census, including data for smaller 

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   

  

  Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Percentage change since 1991  -1.5%   2.5%   321 9 

 

Density 
        

  

Number of people per hectare 23.3   3.4   75 3 
  

 

 

 

 

 

 

 

People, Places and Families   
 

 

 

 

 

  

Marital status (all people aged 16 and over) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Single people (never married) 27.0%   30.1%   167 10 

Married or re-married people 51.4%   50.9%   271 16 

Separated or divorced 11.7%   10.6%   58 4 

Widowed 9.9%   8.4%   44 6 

 

http://www.statistics.gov.uk/census2001/pop2001/North_Tyneside.asp
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Transport (all households) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Households without car/van 36.8%   26.8%   37 8 

Household with 1 car or van 45.1%   43.8%   143 8 

Household with 2 or more cars/vans 18.1%   29.4%   346 20 

  

Composition (all households) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

One person households 33.0%   30.0%   45 3 

Married couple households 35.7%   36.5%   280 19 

Cohabiting couple households 7.9%   8.3%   232 11 

Lone parent households: 

     with dependent children 7.1%   6.5%   88 14 

     with non-dependent children only 3.2%   3.1%   89 12 

All other households 13.1%   15.6%   347 17 
  

 

 

 

 

 

 

Ethnicity and Religion   
 

 

 

 

 

  

Ethnic Group (all people) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

White 98.1%   91.3%   170 17 

   Largest minority ethnic group(s) Chinese (0.4%) 

  

Place of birth (all people) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Born in UK 97.4%   91.1%   58 17 

Born elsewhere in EU (inc Rep Ireland) 0.8%   2.3%   351 12 

Born outside EU 1.8%   6.6%   286 8 

  

Religion (all people) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Christian 78.2%   71.7%   101 21 

Buddhist 0.1%   0.3%   313 12 

Hindu 0.1%   1.1%   228 8 

Jewish 0.0%   0.5%   295 6 

Muslim 0.5%   3.0%   172 9 

Sikh 0.2%   0.6%   126 10 

Other 0.2%   0.3%   304 10 
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No religion 13.7%   14.8%   232 2 

Religion not stated 6.9%   7.7%   279 11 
  

 

 

 

 

 

 

Health   
 

 

 

 

 

  

(all people) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Limiting long-term illness 21.8%   18.2%   57 12 

General health 'not good' 11.2%   9.2%   58 15 

People providing unpaid care 11.0%   10.0%   86 13 

Providing unpaid care 50 or more hrs/wk 2.6%   2.1%   69 15 
  

 

 

 

 

 

 

 

Work   
 

 

 

 

 

  

Status (all people aged 16-74) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Employed 58.4%   60.6%   272 8 

Unemployed 4.1%   3.4%   63 12 

Long-term unemployed 1.4%   1.0%   54 12 

Student (economically active) 2.2%   2.6%   193 6 

Retired 15.9%   13.6%   90 8 

Student (economically inactive) 3.3%   4.7%   179 12 

Looking after home/family 5.7%   6.5%   309 21 

Permanently sick or disabled 7.6%   5.5%   58 15 

Other inactive 2.9%   3.1%   150 18 

  

Travel to work 

(all people aged 16-74 in employment) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Travel to work by car 59.8%   61.5%   306 19 

Travel to work by public transport 19.7%   14.5%   46 4 

  

Qualifications (all people aged 16-74) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  

Qualifications at degree level or higher 16.4%   19.8%   235 8 

No qualifications 32.0%   29.1%   104 16 
  

 

 

 

 

 

 

 

Housing   
 

 

 

 

 

  (all households) Value E&W avg 
Eng & Wal 

Rank/376  

Regional 

Rank/23  
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Number of households with residents 84861   -   64 3 

Number of people per hectare 23.3   3.4   75 3 

Average household size 2.24   2.36   336 21 

Vacant household spaces 3.8%   3.2%   84 15 

Owner-occupied 66.4%   68.9%   305 12 

Without central heating 4.8%   8.5%   255 9 

Without own bath/shower & toilet 0.1%   0.5%   348 13 

Overcrowding indicator 4.5%   7.0 %   186 10 
  

 

 

 
 

This page printed from National Statistics Website. 

Crown Copyright applies unless otherwise stated. 

 

 

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

North East, 2007). 

 

 

 Appendix 3. North Tyneside Council Library service marketing from local media 
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Appendix 4. Leaflets from North Tyneside Council Library Service 
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Appendix 5. Screen shots of Facebook and Twitter pages analysed in Content Analysis 

 

 


