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Executive Summary

The Library Strategy 2019-2023 outlines a 
long-term vision for a world class library 
service in Newcastle  — anywhere, anytime, 
open and accessible 24/7. 

The Library Strategy 2019-2023 aims to:

Increase the library’s reach into the community and 
increase participation and membership through 
diverse engagement and partnerships,

Integrate a range of council services alongside library 
services,

Provide engaging programs to enrich and encourage 
lifelong learning,

Provide easy access to our unique heritage 
collections,

Provide relevant information services, and bridge the 
digital divide through technology.

 
The Strategy will deliver on the objectives of Newcastle 
2030 Community Strategic Plan, to support an 
inclusive and thriving community where diversity 
is embraced, community participation is valued 
and everyone has the opportunity to belong.  It will 
complement related City of Newcastle strategies 
including the Cultural Strategy 2016-2019, Smart City 
Strategy 2017-2021 and Social Strategy 2016-2019.

The Library Strategy 2019-2023 will guide future 
library infrastructure development and ensure that it 
meets the needs of a continuously adapting and evolving 
city. The Strategy highlights that physical infrastructure 
is only one service channel expected by 21st century 
consumers to ensure that libraries meet peoples’ 
changing needs and expectations.  

Lifelong learning underpins all library service elements, 
for in an era of rapidly changing economies, workplaces 
and communities that have the capacity to continuously 
learn, adapt and innovate, are resilient and more likely 
to thrive. 

Lifelong learning is essential in an era of abundant 
data which requires new skills and literacies to navigate 
and gain value from information. The ability to create, 
problem solve, continuously adapt and evolve skills, is 
required alongside digital access and basic literacy skills.

In developing the Library Strategy 2019-2023, 
Newcastle demographic and economic profiles were 
reviewed.  Technology disruptors that shape societal 
trends and influence community’s customer experience 
expectations were considered, alongside industry trends.  
Research included examination of library best practice 
from around the world.

The consistent thread is that libraries are spaces for 
people to gather to exchange ideas and information, 
foster lifelong learning, and preserve information 
and culture for future generations.  Leading libraries 
encompass multiple functions and co-locate with other 
services to integrate the community or council function, 
creating a one stop “shop” approach.

We have experienced essentially a ‘Gutenberg 
scale’ inflection point in the last 10 years… 
the world has gone from connected to 
hyper-connected and from interconnected to 
interdependent. 
Aspen Institute

The illiterate of the 21st Century are not those 
who cannot read and write but those who cannot 
learn, unlearn and relearn.  

Alvin Toffler
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The Library Strategy has been developed on an evidence 
base of national and international research and informed 
by local consultation through a large community survey 
and numerous community conversations.  We have 
workshopped future directions with Library staff and 
elected representatives.

The Strategy develops a vision for a community and 
customer focused library service that provides a wider 
range of services and learning activities. 

The Library Strategy 2019-2023 will develop a 
suite of library services that:

Integrates key council services to achieve CSP 
objectives,

Engages with the community in the design of its 
services,

“As a new resident I find the library a wonderful 
source of information on community events/
groups. The librarians and the library are my 
welcome point.”

Focus on outcomes for the individual and the 
community advancing knowledge and skills, and 
strengthening communities,

Provides clear outcome measures that are inclusive, 
productive and creative,

Provides up to date resources and multiple channels 
of service entry,

Uses an evidence-based approach to service design 
mixed with community consultation to ensure that 
all services are more relevant to more people,

Inspires a lifelong learning community built 
on knowledge, reading and connection as a 
cornerstone of inclusion,

Tells local stories to enhance a sense of place  
and pride,

Demonstrates value for council investment, 

Is supported by foundational infrastructure plan for 
buildings and IT.

We’ve shifted from stable stocks of knowledge 
and an archived world to information flows, 
participation and states of confusion. Now we 
create as fast as we learn. 

John Seely Brown
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In 2030,  
Newcastle will  
be a smart,  
liveable and 
sustainable  
global city.
As a community we value:

Community Spirit 

Resilience 

Active Lifestyle 

Engaged Citizens 

Creativity 

Leadership 

Innovation 

Inclusion 

Diversity 

Environmental Sustainability

 

As an organisation we value:

Cooperation

Respect

Excellence

Well-being

City of Newcastle

1.0 Vision
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Library Vision

Our City,  
Our Stories,  
The Library. 
A world class library 
for a smart, liveable 
and sustainable city.

Mission

As a service to our community:

We Enrich We Inspire We Strengthen

Library Strategy  7
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Contemporary 
Library

Creating contemporary, 
connected Library 
facilities & services

Living Learning 
Community

Developing resilient 
communities with every 
child ready to learn

Digital Inclusion Creating a smart city 
for the future

Newcastle Stories Creating a sense of 
place and celebrating 
Newcastle’s identity

Four Strategic Priorities for the library service

Library Strategy  9



Integrated customer-centered service model

Partnerships and collaborations

Learning and lifestyle programs

Professional skill development

2.0 How We Work  —

What we do —

Engage with the community in the design of services.

Focuses on outcomes for the individual and 
the community advancing knowledge and 
skills, and strengthening communities.

Integrates appropriate key Council 
services to achieve CSP objectives.

Demonstrates value for Council investment 
with expanded Council services.

Is supported by a foundational infrastructure 
plan for buildings and IT.

Provides clear outcome measures that are 
inclusive, qualitative and creative.

Provides up to date resources and 
multiple channels of service entry.

Uses an evidence-based approach to service design 
alongside community consultation to ensure that 
all services are more relevant to more people.

Inspires a lifelong learning community built 
on knowledge, reading and connection 
as a cornerstone of inclusion.

Tells local stories to enhance a 
sense of place and pride.

Historical background

City of Newcastle adopted the Library 
Act on 4 October 1944 prompted by 
the future bequest of Roland Popes’ 
Collections. In 1946, Roland Pope’s gift 
to the City arrived and Lindsay Miller 
was appointed as the first City Librarian. 
In 1948, the first Library Service began 
with Waratah and Wallsend Libraries. In 
1964, Council agreed to the transfer of the 
property of Newcastle School of Arts to 
City of Newcastle .

Local History section opened for business 
on the same day that the War Memorial 
Cultural Centre was officially declared 
open by the Governor of New South 
Wales on 26 October 1957. In 1958, the 
Local History Collection of local historian 
Wilfred J Goold was transferred to the 
Library. There was an official opening of 
the Local History collection in 1963.

In 1987 following the exit of the Newcastle 
Gallery the main gallery in the Newcastle 
War Memorial Cultural Centre was named 
the Lovett Gallery in recognition of Bert 
Lovett’s contribution to the Library and 
the City. Mr. Lovett was instrumental in 
acquiring the famous Snowball Collection 
of early 20th century images from the 
Snowball family, which was subsequently 
donated to the Library.
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The Library Strategy 2019-2023 compliments a suite of 
intersecting planning documents that are connected by the 
Community Strategic Plan and guide council services in 
specific focus areas. These documents include:

Heritage Strategy 
2013-2017 Cultural Strategy 

2016-2019

Smart City Strategy 
2017-2021

Social Strategy 
2016-2019

Reconciliation Action 
Plan 2016-2019

Disability Inclusion 
Action Plan 
2016-2019

Multicultural 
Plan 2016-2019

Library Strategy  11



It’s my favourite ‘me’ space … a portal to anything I 
am curious about. I love the Family History section. 
I love ordering a special book. I love the different 
exhibitions, and free discontinued books. I like the 
community feel. It is a real pleasure to me.”
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3.0 Strategic Priorities

Four strategic priorities emerged from the community and staff consultation, the legislative context, and 
national and international research. 

The four strategic priorities identified are supported by central principles of “how we work”.  By 
embedding these four priorities and making them principles of practice, the Library will proactively 
support the numerous communities of Newcastle to rise to the challenge of the future.

Digital Inclusion 
Creating a smart 
city for the future

Living Learning 
Community 

Developing resilient 
communities with every 

child ready to learn

Contemporary Library 
Creating contemporary, 

connected Library 
facilities and services

Newcastle Stories 
Creating a sense of 

place and celebrating 
Newcastle’s identity

Leadership, Governance and Values 
 
How we work: 
 
Integrated customer-centred service model

Partnerships and collaborations

Learning and lifestyle programs

Professional skill development

Library Strategy  13



Creating contemporary, connected 
library facilities and services

The Library will deliver services via a variety of channels 
– onsite through physical branches, online through the 
website and downloadable digital resources, and offsite 
through outreach activities, pop-up facilities and home 
library services. 

Libraries need to be available - 24 hours a day - 
anywhere, anytime!  Libraries need to be sustainable and 
relevant to the communities they serve with collections 
that are responsive to the needs of the community in 
multiple formats. The service points require attractive 
and inclusive physical facilities that provide flexible, 
welcoming and adaptable physical spaces with zoned 

3.1 Contemporary Libraries

areas. This is essential to supporting the objectives of  
the CSP. 

The Library needs to cater for a mix of meeting, study, 
quiet and active spaces. This will enable diverse programs, 
learning activities and technology hubs alongside passive, 
safe places to relax. 

Services and service points will differ by location, space 
available and community need.

Options for facilities and infrastructure will be explored 
through the actions (as outlined in Appendix A; Sections) 
to ensure that we are opportunity ready.

In the future, library service points should cater for 
multipurpose visits and be co-located with other council 
and potentially community services. A service point 
should be in priority population growth areas and close to 
other services, retail activity centres and transport hubs.

IT infrastructure should facilitate robust connectivity 
innovation technologies and engage the community in 
lifelong learning to support digital inclusion activities. 
Service points must offer a range of accessible and creative 
technologies with wifi. The future encompasses an online 
virtual library service, supported by professional staff, 
remotely in some cases.
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 Action  Partners/Method  Due  Measure

Develop an overarching future focussed, Contemporary 
Libraries Infrastructure Plan including IT infrastructure

External consultancy 2019 Infrastructure Plan 
adopted by Council

Develop a Library Engagement and Marketing Strategy Major Events and 
Corporate Affairs

2019 Consistent look 
and feel across all 
communications

10% increase in 
membership

Establish a fully resourced virtual library and seamless 
online membership experience

Council IT 2019 Complimentary 
physical and virtual 
collections

Increased usage of 
online resources

Upgrade online 
catalogue and website

Deliver Library App 
upgrade

Implement cashless 
self- serve systems 
and online payment 
gateways

Integrate CN services into service points – ensure that 
the customer experience is consistent and positive 
across all channels of communication OB7.4 c

Customer Service

Council IT

2020 Pilot program of 
integrated customer 
services trialled at 
Wallsend Library

Update of existing libraries and planning for new 
libraries in accordance with the Infrastructure 

Vendor, Council 
IT, Building Trade 
Services, Projects, 
Contracts

2019-2022 Complete update 
Lambton Library and 
pilot 24/7 open access 
technologies

Complete update 
Wallsend Library.

Increased visitation

Provide library services where people gather through 
pop-up facilities and co-location

Vendors

Community partners

2020 Concept(s) developed 
and delivered

Preserve our collections and upgrade climate control in 
the basement stack, WMCC

External design 2022 Completion of works

Improved quality of 
stored collections

Library Strategy  15



Develop resilient communities with every child 
ready to learn

Public libraries play a key role in learning and have 
undertaken a valuable role in helping children to 
learn to read for a long time through activities such 
as Storytime programs.  Adult learning opportunities, 
formal and informal, will be increased to focus on key 
skills such as critical thinking and  innovation, and 
critical literacies such as digital, health and financial. 

The learning activities will form the core of a wide range 
of collections, programs and facilities to connect people 
of all ages and foster the development of traditional 
reading and literacy. The Library is a gateway to 
understanding the knowledge economy, supporting an 
inclusive approach for the benefit of all citizens.  

The Library will provide formal and informal learning 
opportunities for all ages to:

Foster critical and innovation thinking,

Provide access to new digital learning models,

Foster the exchange of ideas,

Provide accessible and affordable learning 
opportunities outside of formal education,

Provide opportunities to learn and socially connect 
through volunteering,

Foster creativity through curiosity.

3.2 Living Learning Communities
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 Action  Partners/Method  Due  Measure

Measure the impact of early childhood activities for 
libraries and childcare over a period to develop proven 
methodologies which has every child read

Research partner 
Family Action Centre 
and State Library 
NSW

August 2020 Improve early 
childhood readiness 
to learn AEDC scale

Increase participation 
in early childcare 
education

Research Partnership 
established 

Establish Adult Learning volunteer program Learning and 
Development 
volunteering 

Relevant community 
partners

2019-2022 Develop partners and 
increase volunteer 
programs on annual 
basis

Target lifelong learning resources and programs to 
improve skills in financial literacies; health literacies; 
living sustainably and promoting wellbeing

Community or 
education partners

Waste Education

2019 Grow the number 
of diverse Programs 
established with 
community partners – 
min 2 per annum

Ideas Matter – develop concept to foster active 
citizenship

University of 
Newcastle faculties

2020 Active citizenship 
measured with 
number of 
programs; number 
of participants and 
range of diverse 
topics. 2 events 
delivered per annum

Reading Matters - develop a winter reading/author 
series engage readers on topic that matter – family 
violence, safe online,

Relevant presenters 
and partners

ongoing Min 5 programs per 
annum

Incorporate online learning with range of learning 
products into online learning Hub

Vendors - LYNDA

Training partners – 
Open University

2020 Hub established and 
launched

Support the UN Sustainable Development Goals to 
transform our world

UoN Business and 
Law: CIFAL

2019 Two events per 
annum to meet SDGs

Embed and align 
100% of programs 
with SDGs

Target lifelong learning for community governance 
workshops to support council and community volunteer 
organisations

Partner organisations

Relevant Council 
departments 

2019 One program 
delivered per annum
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Creating a smart city for the future

The Library will play an integral role in providing 
resources and programs to bridge the digital divide. In 
implementing the Community Strategic Plan and the 
Smart City Strategy objectives, the Library will develop 
programs to improve digital literacies and showcase 
smart city initiatives and technologies.  It will create 
opportunities for the wider community to experience 
augmented and virtual reality, 3D technologies and 
the maker culture. The Library will partner with 
stakeholders in the smart city ecosystem to promote 
initiatives to improve liveability, sustainability and local 
innovation.

3.3 Digital Inclusion
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 Action  Partners/Method  Due  Measure

Develop a specific Library IT 
Infrastructure Plan

Council IT, Smart 
City, Art Gallery and 
Museum

2019 IT Plan adopted and implementation budget 
approved

Rolling schedule of review and renewal of Key 
library systems

Improve, promote and facilitate 
equitable access to services and 
facilities (4.1c CSP)

Smart City, Council IT, 
Vendors

2019-2020 Upgrade and increase Public Access 
computers across service points

Upgrade MFDs across service points

Provide access to Virtual Reality, robotics, 
coding etc. through programs

Implement Tech for loan

Support and encourage 
innovation and creativity at all 
levels (6.2 CSP)

Smart City

UoN

Local Community 
groups/school

2019-2022 Incorporate Makerspace in Wallsend Library 
refurbishments

Incorporate STEM into programing across all 
ages

Undertake Partnerships with local start-ups 
and entrepreneurs to deliver community 
projects such as Grow a Reader

Podcasting tech for loan

Creative tech for loan in Makerspace

Deliver Novel Newcastle project

E-Smart Library that fosters 
digital citizenship

Alannah and Madeline 
Foundation

Good things 
Foundation Australia

2019-2022 Undertake Cyber Safety Awareness campaign

Provide access to resources and programs to 
support Cyber safety

Implement programs and support for online 
applications such as MyGov

Initiate series of short videos such as 
“lunchbox ideas that matter”   

Provide access to programs and resources to 
improve digital literacy

Contribute to liveability 
and sustainability of LGA 
communities through data 
collection

UN and iFLA 

Smart City

UoN

Industry partners such 
as Newie Ventures

2019-2022 Contribute data to Library Map of the World

Contribute Data to Smart City App

Become part of IoT network

Partner with Smart City to facilitate 
Community Lab workshops
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Creating a sense of place and celebrating 
Newcastle’s identity

The Library’s unique heritage collections will play a 
vital role in growing community pride. The Library 
will have a strong link to storytelling and will support 
the recording of stories, and developing new narratives 
about Newcastle’s identity by leveraging collections 
and archives.

The Library will continue to be a nominated State Records 
Regional Repository – public offices that house and make 
available local and State archives of regional significance, 
including the archives from Local Land Boards, schools, 
councils, police and local courts.

The archival collection and the specialist expertise, position 
the Library as a lead agent in the collection, preservation and 
presentation of Newcastle’s stories. 

It is a priority to enhance access to the collections through 
digitisation, improve physical storage and increase digital 
storage.

The Library will establish itself as a regional partner for local 
history research and storytelling. Collaborative partnerships 
with University of Newcastle, Newcastle Art Gallery, 
Newcastle Museum, Aboriginal people, local historical 
societies and other public records agencies, will assist the 
Library to increase access to existing collections and create 
new content for new collections.

3.4 Newcastle Stories
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 Action  Partners/Method  Due  Measure

Secure and preserve Newcastle’s stories, heritage & 
history collections

Consultation & 
Partnership

State Library of NSW

State Records of NSW

Museum

Art Gallery

UoN Library 

2019 Preservation needs 
assessment undertaken

Heritage storage, rare 
book & stack condition 
report complete

Heritage & history 
collection development 
plan adopted

Shared physical storage 
project for preservation

Increase the accessibility of Heritage & History 
collections through digitisation and digital excellence 
projects

Partnership 

UoN

Museum

Education and 
business 

Creative Industries 

State Library of NSW

2022 Annual digitisation 
delivery program 
completed

Digital excellence 
digitisation lab 
launched

Annual volunteer 
digitisation program 
delivered

Universal catalogue 
project 

Global Newcastle 
project delivered 

Develop an Aboriginal local history and cultural heritage 
delivery plan 

Consultation & 
partnership

Land Councils

UoN

Miromaa Aboriginal 
Language and 
Technology Centre

2021 Annual local stories 
project delivered 

Content in Language 
project delivered

Unlock Newcastle’s History by collaborating to develop 
diverse exhibitions and programming

Civic Services

Schools

UoN partnership

Partner with artist and 
historians

Creative industries

Local and family 
history societies

2022 Annual oral history 
program in place

Guest exhibition curator 
program developed

School local history 
digital program 

History podcasting hub 
project 

Historian in residence 
program 
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Leadership, Service, Governance and Values 

 Strategy  2018-2021

Increase focus on customer and 
user experiences

Deliver high standards of service through all service channels 

Enable easy access for members to manage their personal and family 
memberships

Provide customer driven collections that continue to be relevant and responsive to 
our community

Provide an integrated service 
point for council, eGov and 
library services

Develop an integrated customer service model for appropriate council services 
and eGov learning hubs using the latest technologies for easy access

Invest in staff professional 
development

Foster a culture of service, to achieve the strategic priorities for the benefit of all 
the community 

Develop leadership capabilities

Provide ongoing digital literacy training

Build strong respectful relationships in the workplace

Build capacity in managing difficult situations

Provide a clear policy and 
governance framework for 
decisions to ensure the library 
customer experience is 
consistent and engaging across 
all channels.

Update key guidelines and policies with a community perspective and customer 
centred focus.

Critically analyse performance measures and align to outcomes

Support local initiatives in programs and resources.

Build collaborations, 
partnerships and community 
focused services

Build internal capabilities to foster collaborations and partnerships

Focus on service design with the community not for the community 

4.0 How We Work  —

C
it

y 
of

 N
ew

ca
st

le

22



5.0 Library Service 
Options

The Library Strategy sets out how the library is 
diversifying the service delivery options. The strategy 
emphasises a direction to ensure relevant services, 
improved community outcomes and optimised value 
and return on investment for the whole of the council 
spend. The strategy moves the focus away from where 
a library is located to delivering accessible, sustainable 
services to all residents of the city regardless of their 
location.

Physical library branches or service points are 
increasingly important in providing the community 
with a range of safe, welcoming places that cater for 
a wide range of uses, particularly learning activities. 
Community expectations for a library service that 
is anywhere and everytime - online and mobile are 
extremely high. 

The options are underpinned by the principles of 
inclusion, equity and sustainability. 

The community feedback to the Library Satisfaction 
Survey articulated a clear desire to see facilities refreshed 
and opening hours extended.  While existing library 
users love the services they are familiar with, potential 
members and new residents moving in from other cities 
have expectations of a more sophisticated and diverse 
service offering in modern surroundings. 

The aim is to achieve a more diverse membership, 
increased audiences and increased use of current 
facilities and resources, ensure equitable access to 
council services for all residents across the city, 
and provide the ability to demonstrate innovation 
and increased efficiencies through co-location and 
partnerships.

The trend toward customer centric services is strong 
across the local government sector. Customers want to 
have multiple choices and fast responsive service levels. 

The current service is built on a strong foundation of 
community support. The future library service needs 

to complement the activities of Council as part of the 
smart, global city environment and the objectives of the 
relevant Strategies. It also has a significant role to play 
in preserving and making Newcastle’s history accessible. 
However, the service needs to be reimagined as one that 
can continuously adapt and innovate to meet rapidly 
changing expectations. 

With new technology, opportunities for co-location 
and new service delivery models, the Service Point ratio 
needs to be applied through a different lens. Public 
libraries across Australia have successfully developed 
new service  models that achieve more sustainable use 
of infrastructure. The Library Infrastructure Plan for 
Buildings and IT will explore how these could apply to 
the local context.

Based on the analysis significant gaps exist in several of 
the LGA suburbs

5.1 Anywhere, anytime

Significant resources need  to be invested / reallocated 
over the period to continually build our capacity in 
the online environment. This ensures that customers 
can engage with the library service via their channel of 
choice.

This includes:

Developing an online, virtual library supported by 
professional staff. The virtual library will be live and 
interactive, with a proactive approach to anticipate 
future customer expectations and needs. 

Streamlining the eresource platforms to create a one 
stop shop. Potential to develop this in collaboration 
with other Hunter councils.

Continued mobile device optimisation
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5.2 Library Service Points

Library service points can use the latest technologies to 
provide secure, safe, easy access to the collections and 
library spaces. They may or may not have fulltime staff 
resourcing. The IT infrastructure will provide access to 
PCs, printing, wifi, maker technologies. Library Service 
points will be serviced daily to ensure quick, responsive 
turnaround times for customers.

A library service point may be:

A static standalone library facility owned or leased 
by the council with dedicated staff resources for 
information and programs.

A co-located library sharing spaces and resources 
with other community services - either council or 
community operated with dedicated full or part-time 
staff resources to provide a professional information 
service and support programs for learning and 
connecting community. 

A drop off and pick up service point located within 
other council buildings or community facilities ( 
run by partners) with staff resource provided for 
partnerships and programs.

An online “virtual” service point with staff resources.

A specialist research centre specifically relevant to 
the main pillars of the library strategy. 

 
5.3 Flexible Design

Throughout this process strong consideration will be 
given to location factors and design approaches which 
determine the following:

To build or refurbish buildings to optimise flexibility 
of library spaces for multiple uses (e.g. individual and 
group spaces, quiet and noisy spaces, learning and 
recreational spaces, collaborative and co-working 
spaces, shared community spaces). 

To  build or refurbish to include technologies that 
streamlines access to the collections, to the library 
spaces and facilitates members having a choice.

To co-locate services in community centres, 
designated urban activity centres or existing service 
centres.

To embed technology access and connectivity to 
foster digital participation.

To build or refurbish to attract, engage and inspire 
everyone in the community to use the library like their 
lounge or living room.

To enhance access to services by locating service 
points in activity centres (a one stop visit), access to 
parking and public transport, disability access, and 
facilitating 24/7 or independent access to buildings.

To retain or develop a niche local character or 
speciality while leveraging the full resources of the 
library network. 

5.4 Location Requirements

Consistent with understanding the importance of 
developing people places, Library Service points are 
determined by a diverse weighting of outcome

To meet the needs and service natural population 
clusters to achieve equitable access points 
geographically across the city. 

To meet the needs of specific population growth 
areas such as Minmi/Fletcher, Stockton and 
Newcastle West.

Located in designated activity centres so that 
customer trips are optimised/minimised -  “a one stop 
shop” with a multipurpose open plan design approach 
including a “library”, and some community space that 
engages community and council staff.

Be located/co-located alongside or within other 
community, sporting or council facilities so that 
customer trips are optimised/ minimised. 

Allow for remote or isolated communities 
-communities separated by distance or 
geographically defined by those who tend to use their 
local facilities. 
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Our Community

Newcastle is Australia’s second largest, non-capital urban 
centre, and second oldest city. The Newcastle Local 
Government Area (LGA) is home to 162,766 people 
(erp 2017) and welcomes about 4.1 million visitors 
each year. The LGA is anticipated to continue to grow 
with an additional 32,000 people by 2036. Newcastle 
is the Hunter region’s urban centre and earmarked for 
significant development as part of The Hunter Regional 
Plan 2036.

Newcastle is known for its skilled workforce, high-
standards of research and a business environment typified 
by cross-company collaboration and networking. The 
services sector (education, health and social care, finance 
and insurance) is the bedrock of the economy while 
construction is booming.  Manufacturing in the region is 
globally competitive through innovation in an emerging 
advanced manufacturing sector. Newcastle is increasingly 
being acknowledged as a smart city, creatively rising to 
the challenges of 21st century workforce and economies.  
Newcastle is a city of makers and creators. The creative 
industries, entrepreneurs and inventors are finding a place 
for their talents in high value jobs, such as aerospace, 
medical technology and advanced manufacturing. 
Entire industries are being upended by the impact of the 
disrupting technologies, allowing sectors to be global 
while also local and niche.

The term ‘community’ used to be defined by geographic 
boundaries.  Now online ‘communities’ are shaped by 
mutual interests.  Networks have grown across borders 
and politics and exist alongside neighbourhoods. 
They significantly influence modern forms of social 
organisations.

The challenge to upskill is urgent. The transition 
from old industrial and service-based economies, to a 
knowledge-driven economy is rapid, underpinned by 
creativity and making.  There is a need for affordable 
access to digital technologies and fluency in digital skills. 
The ability to continuously relearn and adapt those skills 
will be essential.

Research indicates that communities with a strong 
emphasis on learning are more likely to thrive. 

Knowledge, reading and learning is the cornerstone of 
building an inclusive, cohesive community. Communities 
are saturated with an overabundance of information. This 
creates new essential skills required to understand and 
gain value from information in a way that did not exist a 
generation ago.

National population data from the 2016 census shows a 
nation that is living longer and ageing.  As a nation, over 
80% of our population lives in an urbanised environment.  
More than 80% of the population owns a smart device 
(phone or tablet) and has a Facebook account.

Between 2001 to 2016, Newcastle’s population increased 
by approximately 20,000 people, with the Lower Hunter 
experiencing very fast growth. Newcastle is on par with 
regional NSW averages. Cessnock and Maitland are 
experiencing higher than average growth.   In Newcastle 
the strongest growth was in the 20-30 years age bracket.  
31.4% of the population are aged 0-24 years 34.7% are 
aged 25-49 years with the remaining 33.5% over 50 years.

More than 40% of Australians aged 15 to 74 years do not 
have sufficient literacy skills to cope with the complex 
demands of everyday life and work in a knowledge-based 
economy.1

In 2016, there were 10,011 Newcastle households (from 
62,000=16%) that did not have internet access.

It is forecast that an estimated 30-40% of roles across a 
broad range of professions may be replaced by automaton 
within 10-20 years (Committee for economic development 
of Australia).

The Strategy has a strong emphasis on learning. Extensive 
demographic and economic data and research supports the 
concept that the activation of  lifelong learning across the 
Libraries’ networks,  benefits individuals and communities. 
In Newcastle, 11% of children who started school in 
2015 were assessed as being developmentally vulnerable 
(4%) or at risk (7%) on the language and cognitive skills 
domain which is a basic measure of childhood literacy and 
readiness to read and learn.

The Library Strategy 2019-2023
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How frequently do you visit a Newcastle Region Library 
branch or use the library’s online resources?

5% 5%10% 22% 36% 21%

Never

More than 2 years ago

At least yearly

A few times a year

At least monthly At least weekly

use both branch and  
online facilities

How do you access library facilities?

55% 43% 3%

branch only online only 
facilities

O
nl

ine satisfaction

84%

 satisf ed with serv
ic

e
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90% 94% 89% 85%

Lending books Exhibitions - local,  
national and 
international

Staff assistance

Accessibility Books, magazines  
and newspapers

Customer service

27% 27% 26%

Experience satisfaction with Libraries

 Top 3 things participants found useful

95% 87% 94%

Top 3 things most liked about libraries

Were satisfied 
overall

Feel safe Satisfied with 
cleanliness/

quality of 
maintenance

Rated the 
signage and 

information as 
easy to read
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Building space needs 
work including 

upgrades, maintenance 
and more space

Better selection of  
books, magazines  
and newspapers 

required

Longer 
opening 

hours

18%

OPEN EVEN 

LONGER

13% 9%

What could be offered that would make using the library attractive to you?

28%

Guest speakers 
& author events

25%

Exhibitions

25%

Historical photos

77% of the participants that don’t use the library still 

found the library services useful to the community.

Top 3 ways to improve
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Background 

Newcastle has one of the state’s largest public library services in loans 
and visitation. Operating as a region library, it currently delivers 
services through an integrated network of library branches or service 
points, local history, the library catalogue and website, associated 
mobile applications, and outreach activities in the community. The 
library has ten physical service points.

Current Newcastle Library Service 
- What we already offer 

 2017/2018  Size/sq.m Open 
Hours/wk

Loan/
annum**

Visits/
annum

Loans/
hour

Visits/
hour

PC usage/
annum

% PC 
occupancy

Self 
serve %

Wallsend 1,735 60.5 356,637 208,519 117.9 68.9 20/12931.09 21.37% 57.67%

Newcastle City* 905 57 191,981** 106,774** 67.4 37.5 14/13621.4 34.14% 73.90%

New Lambton 357 56 162,070 91,630 57.9 32.7 3/2497.0 29.73% 58.47%

Mayfield 264 43.5 91,472 54,432 42.1 25.0 3/2031.0 31.13% 57.56%

Hamilton 263 26 68,951 44,283 53.0 34.1 3/1340.7 34.38% 63.18%

Adamstown 235 26 59,820 42,176 46.0 32.4 2/1020.5 39.25% 51.39%

Beresfield 254 26 19,218** 9,745** 14.8 7.5 2/1360.8 52.34% 44.46%

Stockton 157 19.5 31,156 14,565 32.0 14.9 2/600.0 30.77% 33.84%

Home Library N/A N/A 18,517 1,675 N/A N/A N/A N/A N/A

Lambton 72 13 11,211 10,492 17.2 16.1 1/254.0 39.08% N/A

Service Sub 
total

4,242 327.5 1,011,033 584,291 69.38 40.6 N/A (av.) 37.33 (av.) 53

Local History/ 
WMCC

234 51 390 31,567 N/A N/A N/A N/A N/A

Lovett Gallery 180 51*** N/A 41,320* N/A N/A N/A N/A N/A

E-loans N/A N/A 229,307 N/A N/A

Programs and 
Exhibitions

N/A N/A N/A 84,849* N/A

TOTAL 1240,730 742,027

* = 17/18 refurbishment - reduced capacity ** = exclude eloans; *** = not staffed
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 Newcastle Region Library 17/18

Members - percentage 73,536 45.6%

Visits physical visits to branches - per capita 665,320 4.9

Loans (incl. downloads, streaming sessions) - 1,322,657 8.22

Wi-Fi sessions - per capita 77,625  
1.6

PC sessions - per capita 67,822

Lending collections including e collections- total number per capita 429,850 2.66

Heritage collections - total number per capita 440,000 2.73

Attendance: Exhibitions - per capita 41,320  
0.42

Attendance: Programs - per capita 27,442

Number of Information enquiries - 85,957 0.55

Enewsletters opened - total 38,475

App Downloads total 22,358

Website views total 363,068

City of Newcastle ’s investment in library services is 
commensurate with national and state benchmarks. 
Newcastle has a higher number of buildings per 
population that are on average smaller than the 
benchmark average.  This is not surprising given that 
Newcastle Region Library was originally established 
in 1957 in a different social and economic world. The 
smaller footprint is a barrier to providing particular 
programs, services and engagement activities.

In analysing the statistics, higher usage is linked to 
having a larger space followed by longer opening hours. 
The size of the space allows significant more depth and 
breadth in all service aspects - collections, programs and 
events for learning and engagement.

The Library Asset Management Plan (2018) rated 
most of the library buildings assets a score of 2 out 
of possible 5. Only Newcastle Library and Wallsend 
Library rated above this at 4 and 5 respectively. The 
Asset Management Plan assessed the condition of the 
buildings and whether the buildings were fit for purpose 
in size, shape, layout, and accessibility.

Despite the limitations of individual sites, the branches 
are an integral part of everyday life for over 60,000 
people per month to visit, loan and return books and 
other media, access the internet and technology. In 
addition, there are around 7,000 people per month who 
attend programs and exhibitions.

The number of visits to service points has remained 
stable for ten years but program attendances have 
increased year on year (except for when large periods of 
time restricted use of spaces because of refurbishments).  

Loans increased in 16/17 by 1%, arresting a ten year 
decline of 25%. The increase was driven by a large 
increase in the use of ebooks, online magazines, music 
and video streaming. The stable rate of visitation and 
the uptake of eresources indicate that customers are 
using the library in different ways for different purposes.  
ebooks and a range of other databases and online 
collections entered the collection in 2010 and now 
comprise 17% of all loans, an increase of 100% in the 
last 3 years
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Our Places and Spaces

Libraries provide accessible, affordable and appropriate 
places and spaces to meet, connect and study. It is an 
essential part of the modern library service offering and 
was highlighted by responses throughout the survey and 
the community conversations. 

The modern library has been described as ‘the 
third space’ – a place after home and work/school 
where people can feel comfortable in a communal 
environment. Community feedback demonstrated 
that the library is considered a safe place where all are 
welcome, access is free, and there are no judgments.

Collections

Newcastle Libraries provide print materials, multimedia 
and electronic resources for reading, listening to and 
viewing that support its core roles in lifelong learning, 
reading for pleasure and the documentation and 
preservation of cultural memory. 

The lending collection numbers over 420,000 items 
comprising fiction and non- fiction books, magazines, 
CDs and DVDs. 

The Local History collection of archives, records, 
photographs, old newspapers and rare books numbers 
almost 440,000 with items dating back to the early 
1800s.

The online collections are extensive and include 
information databases such as encyclopedia, reference 
and standards; recreational material including music and 
multimedia streaming, ebooks, eaudio books, magazines 
and newspapers.

Programs and Exhibitions

Newcastle Libraries’ programs and events calendar 
activate the library spaces and support our core role of 

lifelong learning. They are designed for people of all 
ages, abilities and interests at library branches across the 
city. 

Programs and exhibitions often relate to a part of the 
library collection, a targeted population demographic, 
a learning outcome or the development of skills. 
They may be delivered or curated by library staff, 
invited presenters, partner organisations or volunteers. 
Programming provides the libraries with the 
opportunity and the capacity to efficiently deliver real 
and significant benefits to individuals and communities.

Digital Inclusion, Information Services and 
Technology Access

Library professionals are skilled customer-centred 
guides who focus on helping people to develop skills 
in navigating and accessing the information they need 
in whatever mode the customer chooses - in person, by 
telephone, or online. Library staff provide instruction in 
the use of online collections and subscription databases; 
mobile devices, tablet and ereaders; give advice on 
searching the internet and assessing the reliability of 
websites and assist people with low skills or limited 
access to understand the online environment including 
cybersafety.

Digital literacy and technology access are integral 
to effective participation in contemporary society. 
Increasingly, the only way to access information, 
government or business services is online. Access to 
fast reliable technology and connectivity is integral to 
bridging the digital divide and achieving a cohesive 
society. 
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Local Government 
Legislative

Local government is legislated to provide free library 
services under the NSW Library Act 1939.  It therefore 
makes sense for Council to maximise the value from 
its investment, recognising the role libraries play in 
enabling lifelong learning and building strong, cohesive 
and inclusive communities.

Strategic

The Library Strategy 2019-2023 expands on the 
relevant components of Newcastle 2030 Community 
Strategic Plan (CSP).  It outlines actions that will 
contribute to delivering the overall vision for Newcastle 
in 2030. The Library Strategy 2019-2023 connects 
the aspirations of the libraries with services of Council 
within the overarching context of the CSP and its 
cultural, community and capacity building objectives.

The Library has demonstrated the ability to reach large 
audiences and improve community-focused outcomes 
relating to key community outcomes of the CSP 2030 
specifically relating to inclusive community: 

Objective 4.2 Active and healthy communities with 
physical, mental and spiritual wellbeing

Strategy 4.2b Improve local access to higher 
education and life long learning opportunities, 
facilities and services.

State

State Library of NSW works in partnership with the 
public library network and administers the subsidy/
grants to libraries each year. It is governed by The 
Library Council of NSW and this body has a role 
in advising local authorities on matters of policy 
and administration relating to library services.  It 
has developed guidelines to assist local government 
authorities in interpreting the provisions of the Library 
Act 1939. 

http://www.sl.nsw.gov.au/public-library-services/
guidelines-local-government-authorities

The Library Act of NSW was passed by State Parliament 
in 1939. This landmark legislation led to the provision 
of free library services for the people of NSW. 

https://www.legislation.nsw.gov.au/#/view/
act/1939/40

The Library Regulation outlines elements of the 
provision of library services within NSW.

https://www.legislation.nsw.gov.au/#/view/
regulation/2010/445

Industry Context 
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outcomes for the individual or community 
that can result from libraries helping people to 
improve their knowledge and skills, or change 
attitudes and behaviours. The focus groups and 
community conversations were based around 
these measures and outcomes.

National

The Library Strategy has been informed by the 2016 
Australian Library and Information Association (ALIA) 
Public Library Standards and framework. ALIA, the peak 
national body for libraries developed the framework 
to provide clear outcome measures that are inclusive, 
productive and creative. The framework focusses on 

 Service 
Management Service Offering Service Delivery

Governance

• Strategic decision 
making

• Strategic planning

• Accountability and 
reporting

• Advocacy

Management

• Policy and 
planning

• Human resources 
management

• Financial asset 
management

• Technology 
management

• Public relations 
and promotions

• Monitoring and 
evaluation

Content/Collections

• General and 
specialised

• Local studies, heritage, 
culture

• Digital

Information and reference 
services

Programs

• Literacy

• Learning

• Creative, cultural

• Technology 
awareness, digital 
literacy

Technology access

• Computers

• Internet and wifi

Places (physical and 
digital)

• Read and relax

• Study and work

• Meet and connect

• Colaborate and create

Service points

• Branches (incl. opening 
hours)

• Mobile libraries

• Website and online 
services

• Outreach services

Staffing

• Staffing levels

• Skills, qualifications 

Funding

• Operating

• Capital

• Sustainability

Partnership and  
collaboration 

• Community

• Government

• Education & business 

• Library sector

• Volunteers

Customer service

Public libaries
Strategic 
Community Focus

Public libraries 
work actively with 
their communities 
to provide services 
that are responsive 
to community 
needs and build 
individual and 
community 
capacity. 

Ensure acess for all

Reflect community 
needs and 
aspirations

Engage the 
community in 
shaping library 
services

Champion the 
community’s 
cultural identity

Create 
partnerships to 
build community 
and individual 
resillience and 
capacity

Individual and 
Community 
Outcomes

Effective library 
programs and 
services help 
individuals to change 
their knowledge, 
skills, attitudes and 
behaviours and 
communities to 
be more inclusive, 
productive and 
creative. 

Literacy and lifelong 
learning

Informed and 
connected citizens 

Digital inclusion

Personal development 
and wellbeing

Stronger and more 
creative communities 

Economic and 
workforce 
development 

C
it

y 
of

 N
ew

ca
st

le

36



ALIA National Framework for 
Australian Public Libraries

The 2016 Australian Public Library framework 
describes six key outcomes from the work of libraries.

Literacy and Lifelong Learning

Public libraries have played a valuable role in helping 
children to learn to read for a long time through 
Storytime programs.  Adult learning opportunities, 
formal and informal, will be increased to focus on key 
literacies such innovation, health and financial. The 
learning activities will complement a wide range of 
collections, programs and facilities to connect people 
of all ages. Every year 24,000 children participate in 
early years’ literacy programs at Newcastle libraries. The 
Library’s aim is for every child to start school ready to 
learn by engaging children in learning before they start 
school.

Stronger and More Creative Communities

Public libraries build social capital by providing an 
inclusive forum and support for expression of creativity 
and cultural identity. They preserve the past, celebrate 
the present and embrace the future by:

Ensuring free and equitable access to all people

Providing access to general and community-focused 
content and collections

Collecting and promoting local cultural content (e.g. 
Local History Library, family history classes, and 
exhibitions at the Lovett Gallery)

Nurturing and partnering with community groups

Celebrating diversity and promoting acceptance, 

tolerance and understanding

Newcastle Libraries’ Local History section at the War 
Memorial Cultural Centre, is a significant cultural 
institution which collects and curates Newcastle’s 
stories, and attracts tourists who wish to see local 
historical and cultural collections.

Informed and Connected Citizenship

Many people come to their library to connect with 
one another and find out what is happening in their 
community. In many ways the library is the new ‘town 
square’, a non-commercial place in a bustling central 
location (like the Wallsend Shopping Centre), close to 
or co-located with other community facilities, education 
and cultural organisations. At the library, people can 
meet formally and informally, learn about community 
issues and news, and learn about egovernment services.

Digital Inclusion

Newcastle Libraries support digital inclusion and 
provide a safety net to address the digital divide by 
providing free access to Wi Fi, computers and the 
internet; technical support and advice to people using 
the library’s computers; and training to people with 
low levels of digital literacy. The ability to access and 
use technology is fundamental to fully engage and 
participate in modern society. More than 16% of 
households in Newcastle (compared to national level 
of 10% of Australian households) do not have internet 
access.

Personal Wellbeing

A public library supports personal development and 
wellbeing allowing everyone to use the library as they 
choose. The survey showed that people use the library in 
many ways:

Reading for pleasure and enjoying a wide choice of 
viewing or listening material;

Meeting friends and people with common interests;

Talking to other library users and library staff or 
relaxing in a quiet welcoming environment, accessing 
everyday information like newspapers, bus timetables 
and Council information. 

Accessing information that supports health, fitness 
and wellness

Being where there are other people, where it is safe - 
cool on a hot day or warm on a cold day.
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Economic and Workforce Development

The support for economic and workforce development 
is an emerging role for libraries. Libraries do this by 
providing internet and PC access to allow people to 
search and apply for jobs online, write job applications, 
and resumes. Libraries partner with local community 
education providers to promote or provide vocational 
training opportunities and job-ready skill development 
through makerspaces, space where micro business 
entrepreneurs can research and collaborate. 

International 

In 2017, the International Federation of Library 
Associations (IFLA) updated its Trend Report. The 
report identified five important trends which will 
continue to influence and shape the future of library 
services providing challenges and opportunities:

The disruption of new and rapidly emerging 
technologies;

The rise of online education - bridging the education 
gap; new channels of learning;

The impact of hyper-connected societies;

The impact of the global information (knowledge) 
economy - preserving truth in the 21st century; and

Changing boundaries of privacy and data protection - 

data harvesting and open source.

 
Destination library tourism is a growing trend. Cities 
across the world such as Geelong, Aarhus (Denmark), 
Helsinki (Finland), Austin (US) Christchurch(NZ) 
have all recently opened new libraries to world acclaim 
for their innovation, architectural merit, sustainability 
credentials and their place at the heart of their 
communities.

United Nations Sustainable 
Development Goals

IFLA and ALIA have both adopted the UN’s 17 
Sustainable Development Goals (SDG)

GOOD HEALTH
AND WELL-BEING

INDUSTRY, INNOVATION
AND INFRASTRUCTURE

RESPONSIBLE
CONSUMPTION 
AND PRODUCTION

REDUCED
INEQUALITIES

SUSTAINABLE CITIES 
AND COMMUNITIES

CLIMATE
ACTION

AFFORDABLE AND 
CLEAN ENERGY

LIFE 
BELOW WATER

LIFE 
ON  LAND

CLEAN WATER
AND SANITATION

DECENT WORK AND 
ECONOMIC GROWTH

NO 
POVERTY

ZERO
HUNGER

QUALITY
EDUCATION

PEACE, JUSTICE
AND STRONG
INSTITUTIONS

PARTNERSHIPS
FOR THE GOALS

GENDER
EQUALITY
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The Sustainable Development Goals encompass 
people, prosperity, partnerships, a protected planet and 
a peaceful inclusive society.

Libraries are key institutions to help achieve the SDGs 
as they touch all ages, cut across jurisdictions and 
impact in both large and small communities.  Libraries 
are well placed to collaborate with partners and 
stakeholders in business and the community, to have a 
wider impact in raising awareness of the goals and how 
the community can contribute to their actions.

The Library Strategy will contribute to several 
Sustainable Development Goals: 

Lifelong learning programs and activities which 
reduce inequality and improve an individual’s ability 
to seek employment

Engagement and support for schools  and  
educational  institutions  to  widen learning  for all 
ages, ethnicities, abilities and interests.

Create activities and engagement to promote social 
participation, promote cohesion through education 
and awareness and inclusion through a welcoming 

approach for all people, ages, abilities and interests
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Consultation

As already outlined, the development of The Library 
Strategy 2019-2023 has been significantly informed 
by community conversations and surveys.  Participants 
included library members, non-members, (residents and 
non-residents who work in the LGA), library partners, 
community organisations, library staff and council staff.  

The Library conducted exit surveys in November 2016 
in libraries as well as community activity spots such as 
shopping centres. 285 users and non-users completed 
these surveys. A similar online survey was run through 
Newcastle Voice in February 2017 and over 1100 
surveys were completed.

Multiple staff workshops visioned the strategic 
directions within the ALIA framework including 
two specifically for library staff. There were over 25 
“community conversations” with organisations who are 
community partners.

In the surveys and community conversations, people 
were asked to consider the value of library services 
individually, and to the community.  They were 
asked what people thought of services, programs, and 
infrastructure, and what could be done better.  For those 
that were not users, they were asked what would attract 
them to be users.

The findings indicate that the current library is a well-
loved service that is highly valued by those who use it 
regularly and is respected by non-users who consider 
that it is ‘good’ for the community.

There is a need to reach more of the community who 
are either not aware of the services or who choose not 
to use the service for other reasons. The survey provided 
evidence that sections of the community were unaware 
of the breadth of services, collections and programs 
that would be useful to them. There was a general lack 
of awareness of the role of the library in supporting 
Council’s strategic objectives.

Consultation 
and Research 

Through the conversations, there was strong 
engagement in shaping the library’s strategic direction 
and a sense of expectation and optimism.  A repeated 
comment through the consultation was to ‘aim high, be 
bold.’ This has been interpreted to mean that the library 
service should strive to make more meaningful and 
demonstrable contributions to the community.

Through the survey, it was evident that libraries are 
many things to many people, but the consistent 
commentary from the consultation was to provide 
attractive welcoming spaces for different users and 
different purposes. We need flexible spaces and services; 
fast, reliable connectivity and technology, and user 
friendly access.  The survey also highlighted that a 
majority of existing users still prefer a physical item 
but there was an imperative to better communicate the 
breadth of resources available to non-users, and improve 
response times for requests. The survey also identified 
improvements to streamline the online customer 
interface

The survey revealed that some community members 
have a different view with regards to the value of the 
library service to the community and highlighted 
the significant information gaps as to what resources 
and services are currently offered.  Some respondents 
commented that 99% of what libraries offer is already 
accessible ‘from the comfort of my home …. device’. 
The comments assume that all community members 
have the skills to navigate the online world.  The 
comments also ignore the intrinsic value of programs, 
exhibitions and opportunity to learn and socialise in a 
safe and affordable environment. A small percentage of 
survey respondents (8%), believed Council should ‘stick 
to the basics and lower rates’.
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The areas for improvement raised during the 
consultation included a focus on:

youth engagement,

digital literacy,

outreach services,

creativity and innovation and

ongoing training

 

The community consultation confirmed there is a very 
strong sense of place surrounding Newcastle’s libraries. 
There is pride in Newcastle and the places where people 
live, work, learn and play. There is a sense of belonging to a 
special community and of having a unique history and an 
exciting future.  Newcastle’s specialist collections were seen 
as having a vital role in maintaining and growing this sense 
of place despite them being relatively unknown outside of 
the professional circles of researchers and the industry.

Improving Community Outcomes

The six key community outcomes developed by ALIA were 
used as part of the consultation structure and participants 
were asked to rate them in order of priority.

Literacy 
and lifelong 
learning

Informed and 
connected 
citizens

Stronger and 
more creative 
communities

Digital 
inclusion

Personal 
development 
and wellbeing

Economic and 
workforce 
development

30%

25%

20%

15%

10%

5%

0%

Council managers and coordinators  Stakeholders  Staff

Figure 1: Newcastle’s Prioritisation of ALIA National Guidelines
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Literature Review and Research 
Findings

A review of best practice examples of library services 
confirm the benefits of a professional, people-centred, 
customer service approach.  It confirmed the need to 
include: 
 
Up-to-date with relevant resources in multiple 
formats chosen by the users,

Multiple channels of service entry tailored to the 
users choosing,

A focus on service design that enhances the customer 
experience,

Engaging and informative programs designed to 
deliver improved outcomes,

Fast, reliable access to technology,

Fresh, modern, welcoming places and spaces.

 
Future library services depend on ongoing commitment 
to build staff capabilities and the delivery of high 
quality, customer-driven collections/services sustained 
by a partnership approach.

Libraries are not bookshops, and are much more 
than repositories of books and computers.  People 
are at the centre of the library’s mission to inspire, 
cultivate learning, advance knowledge and strengthen 
communities. The research shows that transforming to a 
people-centred, outcome driven model will ensure that 
services:

Adapt quickly to respond to community needs,

Continually engage and involve all stakeholders in 
shaping services to improve quality and effectiveness,

Are accountable to the community,

Demonstrate value for money.

Library facilities are ideally located in or near busy activity 
centres and are collocated with other services to create easy, 
one stop access to services.

Staff Development

It is clear from consultation with existing library users 
that staff skills and customer service are key determinants 
of return visitation.  Members expect the library staff to 
be professional, agile, problem solvers who are attentive, 
responsive and friendly.

The Library’s future depends on the continued growth of 
the library professional skill set.  Therefore, there is a need 
to invest in developing an expanded view of the library 
professionals’ role to ensure that staff are equipped to adapt 
to meet ongoing change by:

Creating an internal culture of learning, collaboration 
and support, to facilitate and analyse the vast amounts 
of information that needs synthesizing, storing and 
curating,

Leveraging the diverse specialist skills within the team 
to foster creativity and innovation,

Recruiting specialist skills to facilitate programming, 
championing all literacies to connect everyone to 
resources and information,

Developing strong capabilities to nurture partnerships 

and volunteers.
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The Library Strategy sets out how the library is 
diversifying the service delivery options. The strategy 
emphasises a direction to ensure relevant services, 
improved community outcomes and optimised value 
and return on investment for the whole of the council 
spend. The strategy moves the focus away from where 
a library is located to delivering accessible, sustainable 
services to all residents of the city regardless of their 
location.

Physical library branches or service points are 
increasingly important in providing the community 
with a range of safe, welcoming places that cater for a 
wide range of uses, particularly learning activities. This 
looks at the service delivery points in Newcastle and 
applies recognised industry standards and requirements 
to propose service options. Community expectations for 
a service that is anywhere and everywhere at any time - 
online and mobile are extremely high. 

The options are underpinned by the principles of 
inclusion, equity and sustainability. 

The community feedback to the Library Satisfaction 
Survey articulated a clear desire to see facilities refreshed 

Appendix B
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The Library Statistics

 Column 1 07/08 08/09 09/10 10/11 11/12 12/13 13/14 14/15 15/16 16/17

Loans 2008 to 2017 1,785,642 1,748,329 1,765,891 1,587,056 1,534,318 1,511,856 1,527,444 1,353,256 1,281,247 1,322,657

07/08 08/09 09/10 10/11 11/12 12/13 13/14 14/15 15/16 16/17

Visits to branches 
2008 to 2017

970,996 864,670 841,230 794,944 736,633 697,111 686,207 884,470 866,233 788,243

07/08 08/09 09/10 10/11 11/12 12/13 13/14 14/15 15/16 16/17

Program attendances 
2008 to 2017

5,756 11,443 9,751 19,100 19,354 22,023 23,737 23,087 80,942 68,762

07/08 08/09 09/10 10/11 11/12 12/13 13/14 14/15 15/16 16/17

ebooks and eresources 
(loans, downloads, 
streaming)

32,488 49,296 47,689 75,786 176,027

Ten Year Usage Trends
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 Reservations Placed 2012/2013 2013/2014 2014/2015 2015/2016 2016/2017

Reservations placed 
by staff

68,795 78,230 59,043 45,959 46,829

Holds placed online 58,253 67,847 55,883 67,707 78,948

Total 127,048 146,077 114,926 113,666 125,777

Staff Activities
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library management 
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 Items Renewed 2012/2013 2013/2014 2014/2015 2015/2016 2016/2017

Items renewed by staff 139,058 139,387 104,244 93,471 77,100

Items renewed online 184 42,421 54,811 86,623 85,699

Total 139,242 181,808 159,055 180,094 162,799
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 Public Access 2012/2013 2013/2014 2014/2015 2015/2016 2016/2017

Internet usage - public 
access

67,595 62,487 62,992 63,315 67,822

WiFi connections 43,625 71,062 67,889 65,838 77,625
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Digital Inclusion and Technology Access

How frequently do you visit a Newcastle Region Library branch or use the 
library’s online resources?

At least weekly

At least monthly

A few times a year

At least yearly

More than 2 years ago
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Comparative data for Newcastle and NSW public libraries

Statistics sourced from NSW Public Library Statistics collection 2016/17, compiled by the State Library of NSW

Library  Newcastle 
(LGA only) Campbelltown Canada 

Bay
Lake 
Macquarie Randwick

Population 160,919 161,998 90,427 205,748 147,408

Expenditure on library 
service per capita

$56.64 $38.71 $111.17 $58.18 $66.12

Expenditure on library 
material

$750,000 $480,855 $412,481 $818,193 $349,079

Expenditure on library 
material per capita

$4.60 $2.90 $4.56 $3.97 $2.37

Total floor area sq. m 4,242 5,412 3,561 5,474 4,195

Number of physical 
service points

9 Plus Local 
History and 
Exhibition

4 3 10 3

Number of Hours open 375 + 51 213 115 440.25 159

Membership 73,000 89,998 37,404 59,719 61,704

% population 45% 55% 41% 29% 42%

Library lending collection 380,150 149,919 129,452 248,694 176,514

Circulation per annum 1,270,219 478,564 503,470 1,360,181 863,650

Circulation per visit 1.50 1.15 1.46 1.9 1.40

Circulation per 
membership

16 5.3 13.4 22.7 13.9

Visits 778,000 554,403 344,770 709,330 615,527

Visits per popn 4.83 3.42 3.8 3.44 4.17

Visits by membership 10.65 6.16

Website visits 363,068 123,947 87,940 276,576 441,787

Number of PCs 96 71 57 64 56

Number of PCs per 10,000 6 4.4 6.3 3.2 4

Program attendance 68,762 14,476 21,484 40,760 44,076
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Comparative Data Newcastle and National Figures 2014-2015

National statistics sourced by Australian Public Libraries Statistical Report 2014 -2015, compiled by the State Library 
of Queensland

Compared with Annual Statistical Report, compiled by the State Library of NSW

# Attendances to exhibitions artificially inflate numbers so have been excluded.

*NCC includes purchasing for Dungog and Port Stephens plus activity based costing. Unclear if data 
includes ABC model.

Library indicator 2014/2015 (latest available) Newcastle 
2014/2015  National NSW Median

Expenditure per capita excluding library materials $59.71* $44. $43.32

Expenditure on salaries per capita $25.67 $25.83 $24.35

Expenditure on library material per capita $5.64 $5.47 $4.35

Library material number per capita 3.75 1.6 1.97

% library material purchased in last 5 years 46.1% 63% 49.5%

Acquisitions per capita 0.26 0.21

Circulation per capita excluding eresources 7.4 7.3 5.73

Turnover of stock (how often borrowed) 4.0 4.3 3.1

Internet capable devices per 10,000 persons 6 5.5 4.62

Circulation per staff member EFT 22,891 21,894 17,274

Population served per service point 16,122 16,186 16,561

Population per staff member 3,208 3,122 3,307

Total staff FTE per 10,000 population 3.08 3.2 3.06

Customer visits per capita 4.75 4.9 4.6

Registered membership (active) as a % of 
population

42% 35% 40%

Customers per month per service point 3,208 5,829 n/a

Attendances programs per capita# 0.18 0.24 0.21
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2016 Guidelines, Standards and Outcome Measures 
for Australian Public Libraries https://read.alia.org.au/
sites/default/files/documents/guidelines_standards_and_
outcome_measures_for_australian_public_libraries.pdf

Australian Library Information Association Early 
Literacy Framework and Strategy 2011

https://www.alia.org.au/sites/default/files/ALIA-PLAC-
Early-Literacy-Framework-Strategy_0.pdf

https://www.alia.org.au/sites/default/files/
Australian%20Libraries%20-%20the%20digital%20
economy_website.pdf

International IFLA 2017 Trend Report https://trends.
ifla.org/files/trends/assets/documents/ifla_trend_
report_2017.pdf

Powershift: Knowledge, Wealth, and Power at the 
Edge of the 21st Century

Director, Deloitte Centre for the Edge, Aspen 
Institute Report 2014

¹ Programme for the International Assessment of 
Adult Competencies, 2014. 
 
2 Australia ranks 34th of 36 OECD countries. 
Education at a Glance 2014: Australia, OECD. 
http://www.oecd.org/edu/ 
 
3 Australian Early Development Census, 2015

References and 
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The 1,300 community members who have given 
their time, and the 76,000+ members that support 
our library service on a daily basis.

Thank You
City of Newcastle  prepared this plan on behalf of the 
Newcastle community and would like to thank:



newcastle.nsw.gov.au

http://www.newcastle.nsw.gov.au/Home
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