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Öffentliche Bibliotheken 
als impulsgebende 
Wissensmanager 

Individuelles Wissensmanagement

Impulsgeber im Individuellen 
Wissensmanagement der 
MitarbeiterInnen

Fachkompetenzen erweitern
esp. IT-Kompetenzen

.- 10 years ago we were training our 
library staff to use the internet, now most 
people are computer literate

.-   training programms in place to orient 
staff, to build our skills,

.- customers not being able to generate 
their own content and evaluate that 
information, but also in the staff's ability 
to manage public

.- staff skill is very important, and one of 
the measures is staff training.

.- use social networking and twitter, for 
internal communication and sharing 
knowledge as well as sharing knowledge 
with the customer

the development of "soft knowl-
edge", of informal information that 
comes through the local community, 
using some of the web2.0 initiatives, 
blog or twitter, and all these wonderful or 
dubious communication devices

.- Fortbildungen der Mitarbeiterinnen 
und Mitarbeiter sowohl im Bereich EDV 
als auch im Bereich Service und die 
Kompetenzen, aber auch im Bereich 
Wissensmanagement.

.- Es gibt interne Fortbildungen: 
Wissenswerkstatt Stadtbücherei

. - Wir reagieren sehr aktuell auf Themen.

strengthen our presence also our 
skills related to web 2.0

.-  to move into that space in a very active way

.- for younger generations that are the 
media with which they are growing up

.-  a challenge for us, because lots of 
functionality and way in which web.2 
operates goes against the grain of 
sort of organised knowledge

.- it's very ad hoc, it's unrecorded, but we 
can't afford to not be in that space.

soft-skills ausbauen

.- not just on the IT side, in terms 
of actually working with the public

.- continue to invest in our staff

Train the Trainer-Programme

.- increasing the link between library 
services and education provision

.- including the training of staff to ensure 
that they are able to manage the 
organisation and adult education 
classes / giving advice

Innovationen stärken
instigated services (beyond the 
traditional library)

.- that they don’t just sit in the library and wait 
for people come and ask them things

.- they instigate things that will bring people 
into libraries, like job clubs, children's centre 
work, oral history projects

.- bring people into the building that 
perhaps wouldn't normally see a library,  
but having come in they can see what 
else we have to offer

.-  it's this issue of being proactive, 
doing things beyond a traditional 
library service, which will allow us 
to continue public libraries.

Neubau : 
Gestaltung eines Hauses das Leute besuchen möchten, 
weil sie es besuchen möchten und nicht weil sie grad 
ein Buch brauchen

Ambiente „Abenteuerspielplatz oder 
Vergnügungspark“, inhaltlich nicht unter unser Niveau

Neuorganisation der Zeitschriften-Abteilung

Aufgabenkritik & Personalentwicklung

RFID self-service :
free up our staff in order for us to deliver 
learning as a result of RFID self-service 

.- MitarbeiterInnen weiterentwickeln, 
auch in Richtung der Veränderung des 
Berufsbildes 
.- Es verlagern sich Aufgaben, eine 
Entlastung wird entstehen.

I don't think we're very smart at using 
search engines to raise where the library 
sits on the response listing as it were.

.- Es geht um einePersonalentwicklung, 
die schwierig einzuschätzen ist.

Pressearbeit intensivieren. Die 
Stadtbibliothek mit ihren Möglichkeiten 
in aller Munde zu haben....

????

Wir müssen ganz ganz sorgfältig planen, 
weil wir einen sehr geringen Mediene-
tat haben und deshalb stecken wir soviel 
Energie in unserer Lernkabinett. 

Stadtteilbibliotheken stärken

.- versuchen neue Wege zu gehen

.- Was können wir anbieten

.-  wenn wollen wir ansprechen.

Mitarbeiter von den unteren und 
mittleren Ebenen, deren Sprachkom-
petenz wir verbessern wollen. Wir 
haben nach außen und innen eine sehr 
positive Resonanz und Akzeptanz und 
erhöhen das Selbstwertgefühl

It's this issue of being 
proactive, doing things 
beyond a traditional library 
service, which will allow us 
to continue public libraries. 

I believe our knowledge skills 
are very important, not just in 
terms of customers not being 
able to generate their own 
content and evaluate that 
information, but also in the 
staff's ability to manage public

 We have to get the message out to 
everybody, that we must help our 
customers in dealing with the 
information society!

Impulsgeber im Individuellen 
Wissensmanagement der Kunden

Demokratie- und Diskussionskom-
petenzen erweitern

.-  it’s not just staff skills that are going to be 
involved, but I think public and political skills 
will be developed at the same time

Medienkompetenz / Technikkom-
petenz vermitteln (vom Handy bis 
Web 2.0)
Encouraging computer literacy, 
 web skills and social media 

wir haben 3 Schulbibliotheken 
(kombinierte Stadtteil- und Schulbiblio-
theken), wo die Schüler sehr stark auf 
das Internet zugreifen, ohne überhaupt  
Ahnung zu haben

.- . Da arbeiten wir gerade ein Konzept 
für die Internetnutzung aus.

.- basically spreading that knowledge 
and working with the knowledge that's 
already there within the community.

.- customers not being able to generate their own 
content and evaluate that information

.- parcels for basic IT skills 

.- public libraries have an important role 
in enabling those people who don’t have 
the skills to active catch up with other 
people��!Ā�! 

.- it's about enabling people to become 
computer literate

UK online centres

.-  all our libraries are UK online centres, and 
with that comes a set of requirements 

.- giving advice and tuition and 
that kind of thing to people who 
want to learn how to get online, 
use the internet, use electronic resources

.-  do some more learning based on that

.- aimed at people who are of working age

to help people to simply get 
technology to work

.- people will probably have new technology (e.g. i-
pod, i-phone, i-slate) but they often can't actually 
work out how to use it

.- there's an emerging role for libraries to 
help people to simply get the technology 
to work in a supportive environment

.- orientation and training of members of the 
community in the use of social media, generally web 
skills as well, but also street social media, like 
mobile phones

.- to help them to be self-sustaining in terms of 
their information gathering in the future.

... we can go out as well....

.-  people accessing the council and services

.- with us having our laptop, we can go out as 
well,

.- that will improve that sort of access to 
those sorts of information.

!!!

Virtueller Knotenpunkt & Wissensplatt-
form
powerful catalysts to develop knowledge 

.- social networking platforms do 
make it much easier to act as a virtual 
meeting point, for people who share an 
interest (facebook, myspace, …)

.- libraries can usefully have a presence 
on those sites, those platforms, and can 
provide a useful stimulus or catalyst 
for knowledge.

.- how we deliver library services to meet 
needs in the future, (IT and Web 2), in 
interaction and connection with other 
people of similar interests

.- use social networking and twitter, for 
internal communication and sharing 
knowledge as well as sharing knowledge 
with the customer

.- publishing a kind of knowledge base

.- staff looking at blogging, like telling 
a story, but using technology

enabling the public to navigate their way 
to what it is they are looking for 

.- a single search

.- we have a number of databases where 
we hold knowledge, specialist knowledge

.- so you don’t have to access and do a 
search on each individual database, 
there would actually be a platform, so 
you only search once.

Treffpunkt
Meeting Point

.- opening for people to meet in libraries, 
where there is a kind of a shared interest, 
particularly with things like

.-  for example, provide a bookgroup 
(reading groups, film),

.- people come in, and find it enjoyable, 
the format could be applied to other 
areas of interest as well

Die Gruppen die in die Bibliothek kommen belegen, 
das die Menschen immer noch den Ort des 
Zusammentreffens suchen. 

kundenfreundlichere Öffnungszeiten

.-  Lesewerkstatt.

.- Veranstaltungsraum, in dem 2 
Veranstaltungen parallel laufen können.

.- Gruppenarbeitsraum den man 
anmieten kann

.- Musikraum mit Klavier

.- BibliotheksCafe.

Lernorte kreieren

.- Was bedeuten Lernorte in der 
öffentlichen Bibliothek?

.- Eine Gruppe arbeitet vor um das in 
den Projekt-Bibliotheken auszuprobieren.

?? Q-thek

.- Wie kann man Lernorte oder 
Lernumgebung schaffen und wie muss 
die Aussehen für die Zukunft.

E-Learning  - Die elektronische 
Volkshochschule brauche ich in der 
Bibliothek nicht. 

„Medienkompetenz“ in dem Miteinander 
von Bibliothek und Volkshochschule, da 
kann man viel stärker Verzahnen

.- Gruppenarbeitsraum den man 
anmieten kann

Lernstudio einrichten

E-Learning-Plattform

Das ist so was wie „Sprachlernstudios" in 
der Bibliothek einzurichten

.-   keine (physischen) Kabinen bauen, 
dafür gibt es die VHS.

.- Wir stellen das zur Verfügung

.- wir werben, damit überhaupt ein 
Impuls gegeben wird

.- Das verlangt technische Voraussetzungen

Ein wichtiger 
Schritt  ist die 
Organisation 
des Lernens im 
Haus.  Die Bib-
liothek soll so 
gestaltet wer-
den, dass eine 
Lernatmosphäre 
entsteht. Lern-
gruppen sollen 
sich treffen kön-
nen oder ein-
fach sich die 
Menschen 
zusammen set-
zen können.

Freizeit und (Selbst)Organisation 
von Freizeitangeboten
Leisure and leisure organisation 

.- using the public library cause of the 
increase in the amount of online 
resources being available

.- arrange their lives around leisure 
(holiday, an event planning to go to)

.- book online in the public library: years 
ago they could just have taken the leaflet 
away and now they can actually make 
the booking themselves, pay for it.

Zielgruppenarbeit

supporting esp. older people 

digitally awareness 

.- looking for funding for a project to 
deliver digital awareness to people 
who are over 65 years of age.

.- the population is getting a lot older

.- older people feel left behind, cannot take 
advantages of information that's available from the 
government, from the health service, because they 
haven't got the resources

.- we're planning to run a series of learning 
courses, we aim to deliver that to over 2000 
people a year in the next 4 years.

.- we want to give them the ability 
to keep in touch via e-mail with 
their families, we want to give 
them the ability to things like 
online shopping, so that when 
they become older and more 
infirm and can't leave their house, 
but at least they're not alone, 
they've got the skills to make 
contact with other people.

We want to give elder people 
the ability to keep in touch via 
e-mail with their families, we 
want to give them the ability to 
things like online shopping, so 
that when they become older 
and more infirm and can't 
leave their house, but at least 
they're not alone, they've got 
the skills to make contact with 
other people.

Kultur- & Veranstaltungsarbeit

Vorlese Cafe für Senioren

.- möchten daraus ein Erzähl Cafe machen

.-  mit Generationsübergreifender 
Öffentlichkeit.

demografischer Wandel

 ‘schwierige’ Benutzergruppen & 
Web 2.0
hard-to-reach sections & web 2

.- we're here to impart knowledge, people 
are trying to reach hard-to-reach sections 
of our community

.- we can use web-2.0-developments for 
reaching these people, and providing 
information on different platforms,

.-  help with their knowledge management

Exzellenzzentren für Menschen mit 
Kleinkindern
centre of excellence and information for 
people with children under five 

.- some of our libraries are combined 
with children's centres

.- they become a centre of excellence 
and information for people with 
children under five,

.- a government initiative about making 
sure that people, mostly targeted group 
who are disadvantaged, have a good 
start in life in the first five years

.- we are creating a body of knowledge

.- getting parents into the buildings with 
their children, so they can access courses 
or parcels or activity sessions

running job clubs for people who 
are unemployed, probably done by 
volunteers 
with guidance from the library manager

people that are familiar with web.2 
technology and searching on the 
internet, we've got to promote what 
added value we can give to them 

Partner in formaler Bildung

Bildungsprojekte für 
Kindergärten

Schule

Schulungen (OPAC)  etc. für gymnasiale Oberstufe

Wir müssen uns ganz verstärkt um die 
Jahrgänge ab Klasse 5 kümmern. 
Medienkompetenz ist sehr wichtig.

Wir werden in die Schulen als Bibliotheksex-
perten rein gehen, in der Oberstufe. Da werden 
wir „Bibliotheksunterricht“ in verschiedenen 
Formen anbieten.

.- Schülersprechstunde: das bedeutet 
Führungen und Veranstaltungen für Schüler

. - Projekte in denen Experten die Schüler beraten

„Medienkompetenz“ = Angebote weiteren-
twickeln, die im Rahmen der Koopera-
tionsvereinbarung „Schulen“ wichtig sind 

Multiplikatoren

Verstärkter Einsatz im Bereich 
„Leseförderung“ für „pädagogisch 
tätige Personen“    von Erzieherinnen, 

Migrantenprojekte 

Kooperation VHS

- Zusammenarbeit mit der örtlichen 
Volkshochschule intensiviert

.- soweit es personell und finanziell 
möglich ist, Volkshochschulkurse zu 
unterschiedlichen Bereichen, 
überwiegend im Sprachbereich

.- den Volkshochschulteilnehmern auch 
vermittelt, wie sie das im Internet nutzen 
können, was sie nutzen können, was wir 
anbieten können.

Veranstaltungsarbeit

.- früher Schwerpunkt auf der 
„klassischen Lesung“ / „Belletristik“

.- .jetzt Veranstaltungen im Bereich 
„Sachbuch“, u.a. für Schulen (Hesse 
Schrader hat kostenfrei „Bewer-
bungstraining für Klassen“ durchgeführt)

Atlas der Ressourcen

.-  Kooperation mit dem Sprachenrat „Rem“

.-  zusammen den „Atlas der Ressourcen“ 
ausarbeiten.

.-  Ressourcen, die zum immer-Lernen 
von Sprachen verteilt

.- Die Bibliothek wird sich als 
Knotenpunkt einbringen.

Modulare Angebote

.- vermittelnde Tätigkeit der Bibliothek

.- Wir arbeiten mit Medienschulen, VHS 
etc.  zusammen.

.- die Bibliothek im Alltag der 
Kursteilnehmer verankern

.-  nicht nur Medienanbieter,

.- nicht um einmalige Bibliotheksbe-
suche, sondern Module

.- Was wir weiterhin ausbauen ist das 
Angebot zur Mehrsprachigkeit.

Inklusion / Diversity

.- LeseCafe  mit neuem Pächter

.- Verein, der psychisch Kranke betreut

.- in die Öffentlichkeit gehen und damit  
Integration von Kranken betreiben.

Es passt nicht in die klassische 
Definition von Wissensman-
agement, es ist eher in die 
Richtung Bibliothek als Integra-
tionsschnittstelle zu sehen. 
„Lebenslanges Lernen“

Die Bibliothek in der 
Gesellschaft. Wir 
müssen mehr Ziel-
gruppenarbeit leis-
ten, aber durch die 
Personalsituation 
wird es uns sehr 
schwer gemacht. 

Selbstüberschätzung einfangen

.- people increasingly are able to find 
knowledge and information indepen-
dently of the library

.- people's skills and ability to 
assess the quality of what they're 
finding via google or any other 
medium are not as strong as their 
confidence in how easy it is to find 
it in the first place 

more and more people are using online 
functions to find information, but they're 
obviously not able

systemisches Wissensmanagement

Impulsgeber im systemischen 
Wissensmanagent der 
Gesellschaft

Demokratiekompetenz vermitteln
democratic engagement 

.- understanding the significance, 
culturally and politically as well

.- Part of the role for adults in the project is 
about democratic engagement 
(councillors will be involved in training 
sessions, orientation sessions, and councillors 
will have an agenda to engage with the public 
through social media

.- it's building their ability to have a 
democratic discourse with 
customers directly using technolo-
gy that their customers want to 
use, instead of making declarative 
statements on the website,

.-  it’s not just staff skills that are going to be 
involved, but I think public and political skills 
will be developed at the same time

.- Skills around discourse and debate are perhaps not 
working very well at the moment, in a very traditional set 
of roles based around paper or meetings, council 
meetings, this is a different way of having a democratic 
…

co-location of services

.- future co-location of the services with other services

.- a lot of the advantages in terms of 
having those services in one place

.- perhaps education services or the 
health authority ....

Langfristige Kooperationsverträge mit Schulen

„Medienkompetenz“ in dem Miteinander 
von Bibliothek und Volkshochschule, da 
kann man viel stärker Verzahnen

realisiertes Bibliothekskonzept  

.- In unserem Gebäude ist die öffentliche Bibliothek mit 
vielen Einrichtungen untergebracht,

.- räumlich und inhaltlich integriert

.-  Das ist noch weiter auszubauen

Kooperation „Lebenslanges Lernen“

.-  wollen gemeinsam ein Prospekt 
machen: „Wo man als Kind in der 
Stadtbibliothek anfängt, als Jugendlicher 
in die Jugendkunstschule wechselt und 
hinterher zur VHS wechselt.

.- Schreibwerkstätte für Kinder in der Bibliothek

.- Für Jugendliche von einer Jugend-Kunst-Schule

.- VHS bietet das für die eher ältere 
Generation an.

.- Das wollen wir vernetzen,

Querschnittsaufgabe Gesundheits-
management
partnership with health information

.- partnership with health informa-
tion, e.g.patient carer trusts, which 
enable people to access medical 
information via the library

.- initiatives like the NHS: a customer can 
come in and go onto the website

.- helping them access websites or 
giving them access to the websites for 
chosing treatment, chosing hospitals, etc. 

.-  all the systems that they were originally 
thinking of using such as putting booths 
on street corners, and educating medical 
secretaries actually would have cost a lot 
more than using public library network

.-  television, radio and the professional 
services using us as the link.

Teilhabe garantieren
Guarantist for participation

empowering people

.- empowering people, whether they're 
members of staff or whether they're 
members of the public

.- public libraries have an important role 
in enabling those people who don’t have 
the skills to active catch up with other 
people��!Ā"! 

.- we as a council have a responsibility for quality 
information out there, around social care, around 
empowering people to make the right decisions

.- continuing to offer free internet 
access to members of the public 

- like all local governments in the UK we 
are being being squeezed

.- our politicians are saying we shouldn’t be 
offering free internet access to the public,

.- we're having quite a significant 
argument about it

Stadt-Land-Gefälle ausgleichen

.- we're quite a rural county

.- delivering online stuff is really important to end 
or to combat that rural isolation

.- it's important that what we deliver in the city, 
is matched by delivery in our villages

access to information

.- the amount of information is very dynamic

.- to make sure that the systems we have in 
place (website, databases) are all linked

.- to make sure that it is up-to-date and accurate

.- pull information together from various agencies

electronic resources that our library members 
can use free of charge, they can use the vast 
majority of these resources at home 

make e-books available in to some degree

Wir müssen schauen, welches Wissen in der 
Gesellschaft verlangt wird und uns danach richten. 
Wie weit können wir uns da anpassen?

Verlinkung zu kostenlosen Downloads

.- Ausbau im digitalen Bereich 

.- Ausbau der Datenbanken, E-Books

Wir müssen schauen, welches 
Wissen in der Gesellschaft 
verlangt wird und uns danach 
richten. Wie weit können wir 
uns da anpassen?

information ownership

.- who owns the information? 

.- there are lots of different agencies 
supplying information, there's always a 
temptation that it's someone else to give 
that information,

.- something needs to be put into place 
to make sure that people take ownership 
of that information.

Auf der einen Seite ist es die 
zur Verfügungstellung von 
technischem Zugriff, auf der 
anderen Seite gilt es, ein 
Portal zu schaffen, über das 
sehr bequem auf digitale 
Informationen zugegriffen 
werden kann. 

Public libraries have an 
important role in enabling 
those people who don’t have 
the skills to active catch up 
with other people.

being provider and link between the members 
of the public and the government

.-  to enable the public to access 
information from the government, 
especially online format

access to e-government and capability to use 
governmental information 
Zugang zu e-Government und die Kenntnis 
des Umgangs mit entspr. Angeboten

.- access to e-government is going to be 
one of the key things, like from a library 
into having an operation in a hospital 
for instance, or filling in a tax return

.-  government forms interacting with 
local and national government, using 
the public library as their base

.- people who haven't got access to 
computers can come in and use our pcs

.- even though the information is there, we still have 
to support people to get onto that pc,

Veranstaltungensarbeit

.- Kommune und Bevölkerungen 
erreichen wir über Veranstaltungen

.-   Wir hatten eine CO2-Ausstellung, vom 
Energiereferat lief parallel zum CO2-Gipfel

.- auf aktuelle Anfragen reagieren und 
agieren wir,  es eingebettet in eine 
langfristige Strategie

.- Europe Direct Informationszentrum mit 
entsprechend kooperativen Angeboten

Koordinierung eines stadtweiten-Wiki´s

streamline the way that informa-
tion is available to communities

.- in partnership with a leaflet distribution 
company
 if it's a local education group, we will of 
course supply their information

.- if a large organisation is not wiling to 
go through the partnership agreement 
then we will actually only have one copy 
of their information in the library.

Wir erarbeiten eine langfristige 
Strategie die genau das 
wiedergibt was im Enddefekt in 
dem Definitionsteil drin war...

(synergethischer) Impulsgeber im 
systemischen Wissensmanagement 
der Bibliothek(en)

cooperative inter-lending service

.- WorldCat local is a cooperative inter-
lending service whereby people can 
search across all library catalogues of our 
region, and then put inter-library loans

.- they don't have to go into their own library any 
longer, and ask for a interlibrary loan, they can 
do it themselves

.- that will help knowledge management as 
well because they can find things that they 
previously wouldn't have been able to find

24/7 co-operative inquiry service

.-  INQUIRE is a 24/7 service  in partnership 
with libraries in the United States

.- quite a number of libraries throughout 
the UK that participate in this

.- we have an allocated time when our 
librarians answer questions in real time 
on a chat mission

.-  to better enhance people's knowledge management.

libraries have a unique selling point, 
which is the quality of answers, and we 
need to repackage that and reenergise 
that basic inquiry service that we offer as 
Information Beyond Google. 

I was speaking with a colleague in another 
part of the local authority a couple of 
months ago, we were just having a drink in 
the bar, and he was saying he'd been trying 
to find, through the internet, for many many 
months, when Heathrow airport in London 
became Heathrow Airport as opposed to 
what it was originally called, which was 
London Airport, and he said - I've just not 
been able to find it on google at all, and I 
said - well I'm not at all surprised, because 
you can't find everything on google, but I 
can get you that answer by tomorrow 
morning, and I did. What I did was I e-
mailed our reference library, they found the 
answer, e-mailed it back to me, and I was 
able to give it to him later that evening, and 
he was very impressed, and it made him 
realise that the internet isn't everything, and 
we mustn't forget that either.

externe Beratungsangebote
(Ehrenamt)

.- Experte von außen in die Bibliothek

.- Kunden speziell beraten

.- Durch eine Agentur werden spezielle 
Einsatzorte für Ehrenamtliche vermittelt

????

Technische Rahmenbedingungen erkämpfen

Bereitstellung verbesserter EDV-
Ausstattung / W-LAN 

Wiki
.- hat nicht geklappt, wegen der Vorschriften und 
aus Zeitmangel der Mitarbeiterin. 
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