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Management Board Strategy  

14
th

 December 2011 

Surrey and Sussex Healthcare Library & Knowledge Services Strategy 2011-2016 

 

   

For: Management Board 

Summary: This document outlines the proposed strategic direction of the Library & 
Knowledge Service for the next five years.  The strategy has five sections: 
1. Why have a library service?  The scope & purpose of the Library service 
2. What are we trying to achieve? Library & Knowledge Service Objectives 

2011-2016 
3. Where are we now? 
4. How will we know when we have got there? Outcomes for the next five 

years 
5. What are we going to do this year? Outcomes for 2011-2012 

 
The strategic objectives are mapped as closely as possible to the Trust’s 
objectives and are: 

Deliver a high quality Library & Knowledge Service  

•     Investing in the library staff 

•     Using technology to improve the delivery and access to Library 

        & Knowledge Services 

• Developing a comprehensive marketing strategy 

Work in partnership and in collaboration 

• Working across organisational and sectorial boundaries 

• Ensuring effective and timely access to the evidence base of healthcare 

Supporting and Engaging with others in the development of an effective 

Organisation 

• Improve the use of the Trust’s knowledge (both corporate knowledge 

and the knowledge of individual members of staff) to reduce risk and 

improve the patient experience, through the reduction of silo working, 

duplication of effort and learning before during and after events, 

projects and work streams 

• Improve the user’s experience 
Once the strategy has been approved an action plan will be developed. 

Status: Approved by Surrey & Sussex Management Board 14
th
 December 2011 

Presented by: Yvonne Parker, Director of Human Resources 

Author: Rachel Cooke, Head of Library Services and Knowledge Management 
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Notes:  

Trust Values:  

 

One Team 

Safety & Quality 

  

Legal: 

 

What are the legal considerations and implications linked to this item? 

Please name relevant act 

 

   

Regulation: 

 

What aspect of regulation applies and what are the outcome implications? 

This applies to any regulatory body [– key regulators include: Care Quality 

Commission, MHRA, NPSA & Audit Commission] 

It is a requirement for the Contract Review carried out by the NHS Kent 

Surrey and Sussex Postgraduate Deanery that there is a current Library 

Strategy which has been approved by the Trust. 
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Surrey and Sussex Healthcare NHS Trust 

Library & Knowledge Service Strategy 2011-2016 

 

1. Why have a library service? - The Scope & Purpose of the Library Service 

The Surrey and Sussex Healthcare Library & Knowledge Service aims to be one of the best in the South East 

and to be known for its innovation and collaboration with other departments within the Trust and the local 

health economy.  The Head of Library Services & Knowledge Management is  recognised across the whole 

of the South East Coast and nationally as a leader and facilitator in knowledge management within the NHS.  

The Library & Knowledge Service operates across the whole of the local health economy West Sussex 

(north) and Surrey (east & mid), with libraries at East Surrey and Crawley Hospitals, and a resource centre 

at Langley Green.   It provides a multi-professional library to staff and students of the following healthcare 

organisations: 

 

• Surrey and Sussex Healthcare NHS Trust 

• Sussex Partnership Foundation NHS Trust 

(north W Sx) 

• Surrey and Borders Partnership NHS 

Foundation Trust (east Surrey) 

• NHS West Sussex (north W Sx) 

• NHS Surrey (east Surrey) 

•            Sussex Community Health(north W Sx) 

• Surrey Community Health (east Surrey) 

• South East Coast Strategic Health Authority 

• South East Coast Ambulance Service 

• University of Surrey 

• Medical schools including St George’s, Imperial, and Brighton and Sussex  

 

An element running through the Government’s healthcare reforms (Liberating the NHS) is that NHS should 

be a knowledge based service and that NHS staff should have access to and use appropriate knowledge to 

support their practice, their learning and development and their research.  

 

To this end the Library & Knowledge Service provides services for: 

• Clinical decision making by health care professionals, patients and carers enabling the highest 

possible standards of patient care and safety 

• Commissioning decisions, service development and health policy 

• Lifelong learning and continuous professional development 

• Education, training and study 

• Research and innovation 

• Information and clinical governance 

• Health promotion and public health 

• Training the workforce to acquire and develop information literacy and knowledge management 

skills  

• Understanding and using knowledge and learning resources, both printed and electronic, in the 

workplace or elsewhere 
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The Library & Knowledge Service co-operates and collaborates with local, regional (this is enabled by the 

Kent Surrey and Sussex Library and Knowledge Services) and national information providers to maximise 

the variety and quantity of resources available. Resource sharing between these organisations ensures a 

cost-effective service to users, and promotes service development and continuous professional 

development of library staff. 

 

The Library & Knowledge Service currently has seven sources of funding, the main source being the Kent 

Surrey and Sussex Deanery allocated MPET funding. The Deanery funding is allocated by the Kent Surrey 

and Sussex Library and Knowledge Service which is part of the Deanery.  The Kent Surrey and Sussex Library 

and Knowledge service is carrying out a three year library allocations rebasing programme to ensure that 

there is an equitable distribution of funding across all the library services.  The rebasing programme will 

mean that SaSH Library & Knowledge Service will take a slight cut in funding. 

 

As part of the annual Deanery Contract Review process the Library and Knowledge Service completes a 

Library Quality Manual which includes the NHS Library Quality Assurance Framework plus additional Kent, 

Surrey and Sussex Contract requirements.  The content of the Quality Manual is reviewed during the library 

verification process. Highlights and concerns are then presented at the Deanery Contract Review Visit.  

From 2012 onwards Kent, Surrey and Sussex Library and Knowledge Services will be starting a three year 

rolling programme of Deep Dives when the evidence to support the statements in the Library Quality 

Manual will be examined.   

 

2. What are we trying to achieve? -  Library & Knowledge Service Objectives 2011-

2016 

The Library & Knowledge Service’s objectives have been mapped as closely as possible to the Trust’s 

Objectives for 2011-12. 

 

Deliver a high quality Library & Knowledge Service  

 

•     Investing in the library staff 

•     Using technology to improve the delivery and access to library & knowledge services 

• Developing a comprehensive marketing strategy 

Work in partnership and in collaboration 

 

• Working across organisational and sectorial boundaries 

• Ensuring effective and timely access to the evidence base of healthcare 

Supporting and Engaging with others in the development of an effective Organisation 

 

• Improve the use of the Trust’s knowledge (both corporate knowledge and the knowledge of 

individual members of staff) to reduce risk and improve the patient experience, through the 

reduction of silo working, duplication of effort and learning before during and after events, 

projects and work streams 

• Improve the user’s experience 
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3. Where are we now? 

 

Deliver a high quality Library & Knowledge Service  

Investing in the library staff 

 

The Library training log demonstrates that library staff have had appropriate development 

opportunities during the year. 

 

Completed “Library Courses, Conferences and Training Report” templates demonstrate how these 

opportunities will benefit the provision of library and knowledge services. 

 

Library staff attending courses such as the health and safety risk assessment training has 

empowered them to take on these issues and work alongside the Library Management Team. 

 

100% of library staff have had an annual Performance Development Review in the last 12 months. 

 

The Knowledge Skills and System Librarian is skilled in the area of e-learning (development, 

facilitation and implementation), having just completed the TAP Diploma in E-learning.  Work has 

begun to implement e-learning in the Trust, with the Knowledge Skills and Systems Librarian working 

alongside the Education, Training and Development Department. 

 

The Head of Library Services and Knowledge Management has returned to the Trust from 

secondment as Knowledge management Fellow at the NHS Institute of Innovation and 

Improvement, where she successfully completed the Institute for Healthcare Improvement, 

Healthcare Improvement Advisor Programme.  She is a Fellow of the NHS Improvement Faculty. 

 

Using technology to improve the delivery and access to library & knowledge services 

 

“Articulate” the new Trust e-learning software has been purchased.  This will enable the Knowledge 

Skills and Systems Librarian to develop Library & Knowledge Service e-learning course material and 

to be an expert Articulate user when supporting others in the Trust. 

 

The Library & Knowledge Service went live with the new South East Coast wide library management 

system and continues to explore how to use the system more robustly. 

 

The Library & Knowledge Service has created its own bespoke systems using Microsoft Office 

systems to log library issues with the IT Helpdesk, library system suppliers and Estates.  The Library & 

Knowledge Service’s IT Helpdesk log was commended as good practice by the SHA (England) Library 

Leads’ Innovation Awards Scheme 2011. 

 

Developing a marketing strategy 

A skeleton strategy has been drawn up and discussed by the Library Management Team. 

 

Work in partnership and in collaboration  

 

Working across organisational and sectorial boundaries 

 

A clear process for reporting on library developments and joint working is in place through the Local 

Academic Board (SaSH, SaBP and SxPT) and Local Faculty Groups.  
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Strong links are in place with other trainers working in the Trust through the Trust Trainers’ 

Operational Group and Education, Training and Development Department;  this is exemplified by the 

Annual Trust Training Needs Analysis data report which is produced by the Library & Knowledge 

Service. 

 

The Library & Knowledge Service has successfully participated in the Trust’s “Employment Works” 
1
Scheme for two years. 

 

Details of how to use the services is included in the pack given to all new Trust starters. 

 

There is a strong link between the Library & Knowledge Service and the Trust Voluntary Services, 

which has facilitated volunteers joining the library and increased awareness of what the service can 

offer Trust staff, volunteers and patients.  

 

The Acting Head of Library Services jointly with the regional Head of Library & Knowledge Services, 

has expanded the existing link that SaSH Library & Knowledge Service had with SEC Ambulance Trust 

to the rest of the Kent Surrey and Sussex Library network.  Key achievements include the purchase of 

five SECAmb funded e-journals accessible to all SECAmb staff. 

 

The Outreach Clinical Support Librarian has spent a 12 hour shift on a ride-along “third manning” 

with a paramedic team to better understand the information needs and access requirements of 

SECAmb staff. 

 

An exploratory meeting has taken place with the Sussex Business Intelligence Unit (part of 

Commissioning Support Unit). 

 

SaSH Library & Knowledge Service has played a key role in developing the relationship between the 

Kent Surrey and Sussex NHS Library network and the Research Design Services SE. 

 

The Library & Knowledge Service continues to have a strong and productive close working 

relationship with the other Kent Surrey and Sussex NHS Library & Knowledge Services; this includes 

rationalising journals across the patch and achieving value for money through joint purchase of e-

resources. 

 

There is continued strong joint working with the local public library services via the West Sussex 

Health Information Partnership Group and the Surrey Health Information Partnership Group.   

 

Working with NHS Surrey Public Health Team to improve their use of the evidence base healthcare. 

 

Ensuring effective and timely access to the evidence base of healthcare 

 

The Library section of the new SaSH e-induction for junior doctors has been completed. 

 

Library & Knowledge Service (intranet and internet) websites are kept up to date however there 

have been problems with the transfer of the library pages to the new Trust Web platform; an 

extension of the licence to the old platform has been purchased by the Library & Knowledge Service 

to enable an orderly transfer from the old to the new. 

                                                             
1
 An employment-focused education programme giving young people with learning disabilities the opportunity to develop 

essential employability skills by getting “hands-on” work experience in the workplace. 
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A number of successful trials for additional e-resources have been run and usage reports written e.g. 

UpToDate and Anatomy TV.  Anatomy TV has since been purchased. 

 

Usage statistics for all library resources (e and print) purchased locally and regionally are collected 

and analysed to inform future purchasing decisions. 

 

Supporting and Engaging with others in the development of an effective Organisation 

 

Improve the use of the Trust’s knowledge (both corporate knowledge and the knowledge of 

individual members of staff) to reduce risk and improve the patient experience, through the 

reduction of silo working, duplication of effort and learning before during and after events and 

projects 

 

The Library & Knowledge Service has begun to work with the Trust Chief Knowledge Officer (Director 

of Information and Facilities).  Preliminary explorations around knowledge sharing issues have taken 

place. 

 

The first cycle of the Knowledge Retention and Transfer pilot has taken place with the Pharmacy 

Department with very positive results.  The aim of this project is to provide the Trust with a set of 

tools that can be used with leavers and their managers, which will enable others to pick up their 

work in a timely and effective manner. 

 

Improve the user’s experience 

Every year library user surveys and journal surveys are carried out, analysed and the results are 

acted on.  For example last year’s survey highlighted the need to improve the collection of 

cardiology texts which was then acted upon. 

To enable the library security system software to work and to provide the library team with reliable 

pcs,  six library staff pcs have been replaced and are working well. 

 

The Library revitalisation programme has led to new blinds, new pc chairs, repainting, re-carpeting 

and new art work being installed. 

 

A book detection system has been installed across both sites and the out of hours security system 

has been harmonised across both sites. 

 

Maintenance agreements are in place for all of the library equipment. 

 

NHS Library Costings Tools have been developed nationally.   

 

The Head of Library Services & Knowledge Management has undertaking training  to use the costing 

tools and ran training on the tools for NHS Library staff in the East of England whilst on secondment 

to NHS East of England 
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4. How will we know when we have got there? – Outcomes for the next five years 

Objectives 2011 -2016 Outcomes 

Deliver a high quality Library & Knowledge Service  

 

Investing in the library staff 

 

 Each year 100% of library staff have an annual and six month PDR. 

 

Each year 100% of library staff are up to date with their statutory and mandatory 

training. 

 

Library staff will have the skills to provide and to enable library users to access a library 

service which will increasingly be delivered electronically. 

 

By acting as an internal Trust e-learning consultant the Knowledge Skills and Systems 

Librarian will support and facilitate the development  and evaluation of eight in-house 

training programmes (including statutory and mandatory) in a variety of blended 

formats. 

 

The Head of Library Services and Knowledge Management has implemented the us of 

the NHS Core Costing Framework for Libraries, to enable workload planning, 

maximisation of library staff skills and to justify service outcomes through cost, value 

and impact. 

Library training log demonstrates all library staff have had appropriate development 

opportunities during each year. 

 

Using technology to improve the delivery and access to library & knowledge services 

 

 Library & Knowledge Service end user training is delivered in a variety of blended ways. 

 

Library & Knowledge Service users are able to access a wide range of library resources 

through their mobile phones and tablets. 

 

The Library & Knowledge Service has used web 2.0 technologies to communicate with 

users and improve access to library resources, such as RSS feeds and online forum. 

 

The Library & Knowledge Service will provide users with access to targeted information 

specific to their needs, such as personalised current awareness bulletins and alerts. 

 

Developing a comprehensive marketing strategy 

 

 Library & Knowledge Services Marketing strategy is reviewed and updated at least once 

a year to ensure the services provided to support the information needs of and are 

targeted appropriately at specific core library user groups and stakeholder 

organisations. 

 

Annual marketing plan is developed to enable the whole library team effective delivery 

of the strategy. 

 

Work in partnership and in collaboration  
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Working across organisational and sectional boundaries 

 

 The strong links and joint working with other Trust Departments has been maintained 

and built upon.  Including the work with the Trust’s Trainers Operational Group, 

Productive Ward Programme, and the Local Academic Board and Faculty Groups such as 

by participating in the meetings and taking forward actions, commenting on and the 

provision of documents. 

 

The opportunities to develop a clearly defined clinical librarian service, probably building 

on the existing links with the Local Faculty Groups, will have been explored and a report 

written. 

 

The Library & Knowledge Service meets all of the Service Level Agreement requirements 

and obligations for primary care and mental healthcare organisations; user satisfaction 

demonstrates that their staff feel fully supported in their access to and use of the Library 

& Knowledge Service.   

 

The Library & Knowledge Service supports GP commissioning through the provision of 

targeted and timely packages of research based evidence to support commissioning 

decisions. 

 

Strong links with health information providers in public services are maintained and built 

upon by: keeping public library service colleagues informed and up to date on current 

resources available to enable them to answer health related enquiries; and to enable 

the effective promotion of relevant health related resources available across both 

sectors to NHS staff and the general public as appropriate. 

 

Ensuring effective and timely access to the evidence base of healthcare 

 

 The access points to library training from induction to information literacy are increased 

(e.g. using e-learning and other web 2.0 technologies). 

 

The Library & Knowledge Service websites (intranet and internet) are kept up to date 

and allow people to access the library resources with ease. 

 

Supporting and Engaging with others in the development of an effective Organisation 

 

Improve the use of the Trust’s knowledge(both corporate knowledge and the knowledge of individual 

members of staff)  to reduce risk and improve the patient experience, through the reduction of silo 

working, duplication of effort and learning before during and after events and projects 

 

 

 

Knowledge Retention and Transfer tools and techniques for leavers have been 

integrated into the Trust’s processes. 

 

A number of different pilots using a range of knowledge sharing and transfer tools and 

techniques have been carried out and implemented. 

 

With the support of the Library & Knowledge Service the Trust will have revitalised and  

reviewed the need for a Trust wide integrated document and content management 
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system which will enable staff to easily share and access documents, work plans and 

project information for current and past work of the Trust. 

 

Whilst Trust decisions are devolved to the clinical divisions there are effective 

mechanisms in place to enable the easy transfer of good practice and learning of what 

works and what does not between directorates, divisions, departments and wards. 

 

Through the use of knowledge management tools and techniques the Library & 

Knowledge Service works with other departments to enable untoward events to be used 

effectively as learning opportunities within divisions, departments and Trust wide. 

 

Improve the user’s experience 

 Every year a library user survey and journal survey is carried out, analysed and the 

results are acted on. 

 

A set of library metrics are used to inform the delivery of an effective and timely library 

service.  This data is shared with the stakeholder organisations to enable them to make 

informed decisions about the provision of library services to their staff and where 

applicable the value of services that they fund.  

 

The physical libraries are a pleasant and vibrant place for people to come to work and 

study. 

 

Virtual access to the Library & Knowledge Service will provide people with access to a 

wide range of resources accessible via pcs, smart phones and other hand held devices. 

 

Other identified IT equipment needing to be replaced is replaced efficiently. 

 

The data provided through the use of a number of the library costing tools assist the 

Head of Library Services & Knowledge Management to make informed decisions, 

ensuring that current and future services are provided in a timely and cost effective 

manner. 

 

5. What are we going to do in this year? – Outcomes for this year 

Objectives 2011-2012                               Outcomes 

Deliver a high quality library & knowledge service 

 

Investing in the library staff 

 

 100% of library staff have an annual and six month PDR. 

 

100% of library staff are up to date with their statutory and mandatory training. 

 

Investment in a key member of library staff (Knowledge Skills and Systems Librarian) to 

facilitate members of the Trust Trainers Operational Group to develop and deliver e-

learning: in particular to work with the Education, Training and Development 

Department and the Fire Safety Officer to create a fire training e-learning module by 

March 2012 for use as part of the Trust’s provision of Statutory and Mandatory training. 
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The Head of Library Services and Knowledge Management has used the Information 

Consultancy template from the NHS Core Costing Framework for Libraries to enable the 

cost of providing such a service to users of the library service and to evaluate the best 

way to provide this service in the future. 

 

Investment in a member of library staff has enabled the effective support of the 

Transformation Team and Chief Knowledge Officer. 

 

The Library training log demonstrates all library staff have had appropriate 

development opportunities during the year . 

 

Using technology to improve the delivery and access to library & knowledge services 

 

 

 

 

Installation of “Articulate” (new Trust e-learning software) on the library computers and 

the Knowledge Skills and Systems Librarian is fully competent with how to use the 

software. 

 

The Library and Knowledge Services team has improved their communication to NHS 

 staff through the use of web 2.0 Technologies. 

Developing a comprehensive marketing strategy 

 Some members of the Library Management Team have attended the Library Marketing 

Workshop run by Kent Surrey and Sussex Library and Knowledge Services 

 

Library & Knowledge Services Marketing strategy has been developed to ensure the 

services provided meet the specific needs of intended user segments and stakeholder 

organisations. 

 

Annual marketing plan has been developed to enable the effective delivery of the 

strategy. 

 

Work in partnership and in collaboration  

 

Working across organisational and sectional boundaries 

 

 Strong links and joint working with other Trust Departments are maintained and built 

upon, through involvement in: the Trust  Trainer’s Operational Group particularly with 

the Knowledge Skills and Systems Librarian acting as an internal consultant for e-

learning programme development at SaSH, and the production of the annual Training 

Needs Analysis;  the Head of Library Services & Knowledge Management’s involvement 

with the Productive Ward’s Programme and the Ward Clerk Review;  all the Local 

Faculty Groups has  a named  member of the Library Management of Team assigned to 

it and who participates in every meeting. 

 

Contacts with primary care and mental healthcare revitalised. 

 

A link with GP commissioning is established and a document has been produced 

outlining the role that Library and Knowledge Services could play in the delivery of 

evidence based commissioning. 

 

Strong links with health information providers in public library services is maintained 
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and built upon, meeting with them through the Health Information Partnership 

Meetings at least three times a year and jointly identifying ways to improve the 

provision of health information to patients and the public 

 

Ensuring effective and timely access to the evidence base of healthcare 

 

 The access points to library training from induction to information literacy are increased 

(e.g. using e-learning and web 2.0 Technologies). 

 

Library & Knowledge Service websites (Intranet and Internet) are successfully 

transferred to the new Trust platform. 

 

Supporting and Engaging with others in the development of an effective Organisation 

 

Improve the use of the Trust’s knowledge (both corporate knowledge and the knowledge of individual 

members of staff)  to reduce risk and improve the patient experience, through the reduction of silo 

working, duplication of effort and learning before during and after events and projects 

 

 Trust leavers’ knowledge retention and transfer pilot is completed and analysed. 

 

Through the actions of the Head of Library Services working with others awareness is 

raised across the Trust concerning the After Action Review work that has taken place in 

midwifery. 

 

Head of Library Services & Knowledge Management is an active member of the 

Productive Ward Steering Group and has worked with the Productive Ward groups to 

enable effective sharing and learning between the groups in order to facilitate the 

effective spread of Productive Ward initiatives across the Trust . 

 

Improve the user’s experience 

(surveys, refurbishment, pc replacement) 

 The library user survey and journal survey are carried out, analysed and the results are 

acted on. 

 

A set of local library metrics are beginning to be developed. 

 

The library pc replacement programme (33 pcs) are installed and working (funding has 

been identified). 

 

Rolling stack in journal store has been installed East Surrey. 

 

Other identified IT equipment needing to be replaced is replaced efficiently. 

 

The Information Consultancy template which is one of the NHS Library Costings Tools 

will have been used to identify how much it costs to provide this service. This will assist 

the Head of Library Services & Knowledge Management to consider how best to 

provide this service and if appropriate how to fund it. 

 

 

 


