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Innovationen für ein 
nachhaltiges Externes 
Wissensmanagement 

cooperation & partnership

.- partnership work, in terms of 
generating contents, or generat-
ing knowledge, 

.- focusing on bringing the skills level to 
a point where people can engage in that 
discourse and dialogue with us 

in a comfortable way,

.-  part of that is using social media technology,

.- others using street technology, like 
mobile phones and text messaging.

.- that function will have to be linked to 
our library OPAC

.- building almost an online presence for 
reference libraries that will enable us to 
work with partners and to explain 
information for them and to collate 
information for them

The notion of us being 
partners, with a much wider 
information culturally becom-
ing increasingly important, 
particularly as professional 
roles are changing shift, or as 
they get eroded because of 
lack of funds. 

kommunal-gesellschaftliche 
Funktionen

aligned with our county council priorities

.-  so we know that once a year there's the 
schools' application process, where you 
have to apply for places at primary and 
secondary schools

.- we are committed to supporting families who need 
extra help in terms of accessing that page and 
completing that document online, because it's only an 
online function

.-  we're supporting customers in 
completing a task on behalf of the 
county council

.- we're having to pick and chose where we do 
support, and really assess the value and the role 
we play for our customers.

municipal knowledge manage-
ment gateways

.- allowing people to upload informa-
tion, to the greater community's interest 
and information

.- in the past we've been large scale project 
that was externally funded, which was 
focusing on ethnic minority communities 
and directing members of that community 
about their history and how they came to our 
city, how they live here

.- We have got a project to revisit that,

.- it would have to be externally funded

.- it would need to develop that further again, 
talking to communities, that would be something 
that we would want to grasp, funding that is 
available to a partnership.

.- That just shows you just the kind of 
decisions we're having to make between 
what we can and can't support.

Kooperation mit „Experten“ von außen, 
beispielsweise der Informationsstelle des 
Stadtjugenringes.

knowledge management in the context 
of information reference services

.- having one specialist unit offering information

.- support to all our staff and to the public

.-  to retain knowledge within the county effectively,

.- the customers are encouraged to 
telephone in and staff are encouraged to 
refer customers to the service, or 
telephone in themselves

.- that is an effective piece of retaining 
specialist skills within a large scale 
service, that's got dispersed buildings.

 literarische Net-Projekte

.-  Mitgründer (und die Stadt ist Träger) 
eines „virtuellen Literaturhauses “

.- unterschiedliche Netprojekte

.- Workshops mit Schülern und Autoren

.- Integrativen Massnahmen

Es gibt für bestimmte Bereiche 
Ansprechpartner innerhalb der 
Stadtverwaltung, auf die wir als 
Bibliothek auch externen 
Wissen kostenlos zurückgreifen 
können. Wenn ich in der 
Beratung den Fall habe, zum 
Thema Hartz IV und wir 
kommen mit unserem Bestand 
nicht weiter und im Internet ist 
nicht das, was wir nutzen 
wollen oder können. Da 
können wir Kollegen vom 
Sozialamt mit einzubeziehen. 
Die Ressourcen, die bei 2000 
Mitarbeitern vorhanden sind, 
werden gebündelt und wir 
profitieren gegenseitig. Das 
fing ganz harmlos an, als wir 
im Intranet veröffentlich 
haben, wer welche Fremd-
sprachenkenntnisse hat und 
da haben die anderen 
Bereiche der Stadtverwaltung 
immer wieder die Leute 
angesprochen, ob da 
geholfen werden kann und 
das wird dann auch von uns in 
Anspruch genommen. 

municipal knowledge 
management gateways

partners 

.- other community groups

.- council partners,

.- external partners

.-  businesses

.- interest groups

.-  online interest groups

.- other relevant providers

.- indigenous speakers of languages, that 
is in the area of local knowledges

.- specialists, who supply information 
and  knowledge

.- stärkere integrierte Vernetzung mit der Schule

Kooperation mit allen Wissen 
vermittelnden Institutionen. 
Wir können nur kooperieren, 
nicht selber innovativ werden.

offers & services

.- reading groups, reading clubs for that, 
if English is not their first language

.- sections in the council that would 
enable the adult education link 

.- computer types that we run very successfully, 
internet for beginners, internet shopping, to 
run those more frequently

.-  health - people who have needs for special 
knowledge in relation to health, a member of the 
library service would never be qualified or able to 
meet, and this will be an important development 
for public libraries

.- starting up new businesses, 

.-  job seekers

.- It's about getting customers using the 
technology as a matter of course

.- advice in specific areas, of areas where 
we would provide a high level of service 
by working with an appropriate partner. 

.- doing more homepages for local people. 

Bildungspartner

.- Klassenführungen für die 
Grundschüler.  

.- Ganz massive Unterstützung der 
Schulungsangebote nicht nur für Schüler

.- in Kooperationen einen Lernort zu schaffen

.- Datenbankeinführung für Schulen anbieten. 

.- auf die Homepages der Schulen unsere 
Datenbanken stellen, damit in den dort 
oft vorhandenen Schulbibliotheken oder 
an den Computerarbeitsplätzen unsere 
Daten abgefragt werden können

Absprache mit Unibibliothek  

.- Angebot an Bibliothekseinführung gestaffelt

.- Nutzen uns gegenseitig (Grundschule 
=  Kinder- und Jugendbücherei bzw. 
Zweigstellen; 7-10 = Zentralbibliothek ; 
Oberstufen = Unibibliothek)

.- Die Schulen bekommen 3 Einführungen

.-  Die Vernetzung läuft sehr gut und die 
Schulen nehmen das auch sehr gut an.

.-  Lizenz-Angebot erweitern:  kann nur in der 
Bibliothek genutzt werden, andere Bibliotheken 
verlinken die Datenbanken auf den 
Homepages der Kooperationsschule.

.- Recherchefenster in Schul-Websites einbauen

.- praktische Arbeit mit den Schulen auf 
der Homepage dokumentieren. 

Vernetzung / lokaler 
Bildungsserver 

.-  für ein Einzugsgebiet einen breit 
gefächerten Bildungsserver entwickeln.

.- Anbieter am Ort zusammenführen 
würde in einen Bildungsserver, wäre das 
doch vorteilhaft für die Menschen.

catalogue enrichment

.- personalisation of catalogue and 
bringing in other information that can be 
used by individuals

.- an individual will be responsible for 
their page on the catalogue

.- you go into your own homepage, and with 
that comes all kinds of ways of accessing the 
internet and that kind of thing

developing our OPAC

.- the customer's views, not the library's views

.- already have paper comments from 
customers and we're going to be 
implementing book reviews from our 
customers on our website

.- People are generating content and very 
basic answers to all sorts of questions, 
and a lot of those are fine, they're 
accurate, they're good enough.

.- libraries have to think about creating 
similar sorts of web pages around our 
core business, it could be around public 
libraries, it could be about local

.- using the librarian's expertise in terms 
of how people look for things

.- there's knowledge all over the place, 
and to be able to search it through a 
single search should be the first thing 

.- Sternchenbeurteilung, also die Kunden 
sagen: "von 1-5 hat mir gut gefallen" 

.- Rezessionen in bestimmten Bereichen oder zu 
bestimmten Projekten, also etwa so ne 
Jugendbuchwoche oder Sommerleseclub

.- im Prinzip wird das 1zu1 übernommen, was uns 
die Kunden da liefern. Wir werden schauen was für 
Erfahrungen wir da machen

.- Web 2 Angebote.

.- Roadshow im Bereich Divibib: gezielt 
die Kunden ansprechen, Vorteile und 
Nachteile zeigen und die Divibib als Art 
virtuelle Zweigstelle betrachten.

.- Ausbau des Webkataloges 
(Anreicherungen)

.- Verlinkung von kostenlosen Downloads;

.- Chatauskunft im Opac

.- Ausbau der Onleihe (inhaltlich, 
sowohl auf breitere Basis zu stellen)

Wir brauchen neue Kataloge. 
Die Kataloge müssten viel 
mehr angepasst sein auf die 
Bibliotheken. Die Biblio-
thekssoftwarefirmen müssten 
da mehr auf den Handlungs-
bedarf reagieren.

create a virtual service / a virtual library 

.- make sure that all the things that we 
can access remotely are all in one

.- people are there, there is training 
going on with staff

more (digitised) content

.-  we don’t have very much of our knowledge 
or of our resources within libraries, you need 
general resources digitised

.- we've done a lot of that as a 
profession, but it's a drop in the ocean 
compared to what we need to do.

.- Projekt für ein elektronisches 
Schulungsmodul in Kooperation mit 
der Hochschule 

.- Zugang zu externen Datenbanken liefern

.- ordentlicher Internetauftritt bei dem auch 
interaktive Möglichkeiten gegeben sind

.- E-Learning Angebote

.- Smart-Phones

Räume zum individuelle 
Wissensaustausch

.- individueller Wissenstausch. 

.-  viele Gruppen, die sich bei uns treffen 
um ihr Wissen auszutauschen

.-  Es werden nur die Räumlichkeiten 
genutzt, nicht aber unser Wissen

Family history

.- agents to informing the public

.- ancestry, for example, it's a depository for records 
and it's American, but it includes loads and loads 
and loads of material which is British or English, 
going back in history, and just recently they put on, 
for example, back in the 19th century

.- we used to send our convicts to Australia, they are 
now putting records of those sailings, they make 
them available on ancestry

.- We have a census every 10 years, and every 100 
years a census becomes public, so on January 1st 
2011, the 1911 census will become available, 
which a lot of family historians in this country are 
really looking forward to
These are done beyond our control if you like, we 
actually make them available, we buy into it, it's 
one of the electronic resources

.- if you did it at home, you'd have to pay for the 
service, but at the library it's free, we make it 
available to our users, free of charge

.- Dokumente verfügbar machen: 
Verschiedenartigkeit der Stellen auf die 
verschiedenen medialen Arten und Weisen

W-Seminare und das ErzählCafe wo wir 
nicht nur Raum sind, eben auch 
gesellschaftliches Angebot bieten

Wir sind pragmatisch und nah 
am Bürger.  Wir erfüllen 
niedrigschwellig und ganz 
pragmatisches die Wissens-
bedürfnisse der Bürger

outsourcing

.- paying other people to select books for 
us, to select stock for us, to process our 
stock, make it shelf-ready, and deliver it.

.- expertise is coming from elsewhere

library staff will no longer be 
able to be sole content 
generators, or information 
generators, they're going to 
have to do it in partnership

the customer as co-producer 

.- very much part of what's driving us:

.-  It's about getting customers using the 
technology as a matter of course

.- for interaction with service

.- as a way of expressing their information 
needs to us, information workers as well

.- social networking interaction through 
facebook and twitter

.- enabling customers to network with each other

.- it's not us providing services, but 
providing an opportunity to network in 
terms of their own needs and interests 
and research interests

.- that then gives us an opportunity to 
look forward to other opportunities to 
those individuals and share other 
opportunities with them

.- customer reviews, customer's answers to 
enquiries, customer's feedback

There's already a lot of 
evidence in other domains in 
customers influencing the 
content of websites, wikipedia 
is the obvious example here.

outcome / aims / problems / challenges

.- see how we can provide more regularly in 
partnership with relevant services, because we 
don't have the staff to do them, either with 
colleges, or, as we're increasingly trying to do, 
with volunteer help.

re-emergency of library curatorial role 

.- like social networks and social media 
are part of local knowledge base,

.-  local studies libraries for example have 
always collected local parish magazines, 
or local group magazines in the same 
way we're going to have to develop a 
strategy for dealing with online content

.- it's about skills

.- it's about gathering, and ways of 
looking at using the media.

oral history is a really obvious example

.- speaking archives and museums are 
not as joined up as they should be

.- a lot of our archives are still sort of in 
hard copy, they haven't digitised

.-  for local people there are issues, they don't 
necessarily see the borough boundaries,

Public libraries should be 
joining up with other institu-
tions, academic institutions, 
other information providers, 
they should be joining up with 
neighbouring authorities, 
because I just think they're too 
small they exist on their own, it 
would give access to much 
wider things. 

.- recognising the library itself has a 
role and it is identified in the community 
as a good place to find things

.- people's expectations of the quality 
and the level of service that they expect 
and need from the library are increasing

.- very often what people struggle with is where do I start.

.- libraries are identified as a start, the 
side of a direct connection

.- mit innovativen externen Projekten sind 
wir finanziell und personell überfordert

.- neue Kataloge. Die Bibliothekssoft-
warefirmen müssten da mehr auf den 
Handlungsbedarf reagieren.

.- keine personellen und finanziellen Ressourcen

.- Ein einheitliches Dach für die Bibliothek 

.- Medienangebote und Attraktivität

.- Wissensvermittlung auf die einzelnen Zielgruppen

.- Offene Ganztagsgrundschulen 
machen uns dermaßen Konkurrenz, da 
die Schulen immer mehr eigene 
Bibliotheken haben, bleiben uns 
deswegen die Schüler weg.

we've had to review everything that we're 
offering and try to be consistent in our approach

.- how to manage it between our 
capacity and resources and opportunities

.-  It really will be working in partnership 
with others to develop any opportunities.

.- a couple of years ago we were offering one to one 
computer training. We have reduced that role now, 
because we were not able to sustain it at the level that we 
were offering. What we do is instead refer customers onto 
other partners who can provide that support or we refer 
people to free web services that can provide that support. 
We see ourselves as an initial first step rather than 
offering the full-blown solution.

.- we will support customers around local 
and family history in our local family 
history centres. Although we're saying 
really up to 20 min support and then we 
would work with volunteers as a support.

Bibliotheken haben zwei Herausforderun-
gen: Das eine ist der Rückgang der 
Steuereinnahmen und das andere 
ist die Verbreitung des Internet. 

.- Beides müssen wir positiv und konstruktiv 
in weitere Planungen integrieren.

.- Was wird von uns gebraucht?

.- Was können wir wissen?

.- Für wenn leisten wir es?

.- Nicht ausweiten, sondern das Profil zu schärfen 
und genau zu schauen was biete ich an.

Bibliotheken sollten nicht alle 
neuen Dinge anbieten und 
sich nicht für jede Wissensver-
mittlung verpartnern. Ich halte 
es für sinnvoller, das Biblio-
theken ihr Profil schärfen und 
sorgfältig auswählen, wo sie 
sich engagieren. 

A couple of years ago we were 
offering one to one computer 
training. We have reduced 
that role now, because we 
were not able to sustain it at 
the level that we were offering. 
What we do is instead refer 
customers onto other partners 
who can provide that support 
or we refer people to free web 
services that can provide that 
support. We see ourselves as 
an initial first step rather than 
offering the full-blown solution. 

library 2 library cooperation

join-up between the libraries in London 

.- a particular issue for London libraries

.- 33 London boroughs in a relatively small space

.- each of which has all its own 
regulations and IT systems for loaning 
book stock and so on

vision: people can go into any library 
and borrow any book and  the 
technology could allow that in the 
same way that we've got a travel 
system for the whole of London, 
buses, trains, we should have 
something like that for public libraries.

the amazon-wikipedia-model

use a portal, it's bringing in information 
from other sources, information used, 
published many times, that sort of thing

.- there are websites which have been shed up with 
reviews of hotels, or review different sorts of things, 
and it is something to develop in terms of the book 
stock 

.-  using a sort of book loan, but you've also 
got the issue of getting interactive reviews,

.- you've got the wikipedia model, which 
is covering a huge amount of informa-
tion in one place,

.-   think discovery together, wikipedia is really about 
international information, there could be a parallel 
for local information, which at the moment is very 
fragmented,

.-  to go to lots of different places to get a 
picture of how example, your schools in 
your area, your pubs, or whatever

.- get the public engaged with what we're 
doing, interactive, so we're looking at 
how we can put that together

.- Linking all the things together, all the 
projects that are going on, so the service 
directory needs to link into that

.- make sure that we use that not just to 
publicise what books we have available, 
but also what events we have going on

.- we want to make it exciting, more like amazon, 
more dynamic than what we've got now, because 
a catalogue is just a catalogue, and that doesn't 
look very exciting.

loser Bibliotheksverbund

.- we (and our three neighbouring library 
services) have instructed consultants to 
examine information services  

.- it's to do with rationalising resources

.- who does what and how do they do it

.- it could be that future aspects of the 
information delivery are done by colleagues

.- people from other areas come to us

.- it could be more formalised than that: 
we would direct our users: you are signed 
up to us as a library user, you don’t have 
to join them, they will do it for you.

.-  It's one way of working together.

better meta data & better meta 
data standard 

.-  to enable everything to work well, we 
need a consistent approach to that.

Die Informationskompetenz für 
Lehrerweiterbildung wurde von den 
Wissenschaftlichen Bibliotheken in deren 
Netzwerk aufgenommen

Wir möchten in das E-Learning-Portal 
der Hamburger (Bib-Media) einsteigen

How do we match the ama-
zons and the googles? No one 
library is going to be able to do 
this. So is there something 
about linking our information 
networks together, to create 
some national and or global 
online information network, 
and some sort of activity that 
links those that are seeking 
information with the relevant 
experts via online information 
network. So I think our role is 
about trying to connect those 
links, create those links 
between the experts and the 
community on a global scale, 
and moderating the informa-
tion, which has always been 
our role, in terms of quality 
assuring it, and providing the 
infrastructure so that people 
can get access to it. 
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