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Executive Summary 

Introduction 

 Edinburgh City Council identified the need to create a marketing campaign to engage 
with potential users of the library service across the city.  The objective of the 
campaign will be to increase visitor numbers, active borrowing and the number of 
people engaging with extended services.   

 In order to inform the development of the campaign and create a salient message 
and delivery plan, research was needed to better understand the potential target 
audience, their lifestyles, behaviour, perceptions of libraries, service needs and 
possible communications channels. 

Methodology  

 Progressive was commissioned to undertake qualitative research with potential 
library users.  The research took the form of 8 focus group discussions, each with 8 
or more people in attendance and lasting 90 minutes. 

 A topic guide was used to guide the discussions and techniques such as word 
association and questionnaire completion were used to uncover latent perceptions 
and provide depth to the findings.  Stimulus depicting different library services was 
shown to respondents to highlight the extended services available. 

 Respondents were non-users of the library, but were non-rejecters of the idea of 
using a library in future.  Furthermore, they were not currently studying at University 
or college as that might have impacted on their public library usage.   

 People from across the city of Edinburgh were recruited to take part in the research, 
to ensure a mix from library catchment areas with higher or lower memberships in 
proportion to the catchment population.      

 Each group was structured to include people with similar geo-demographic profiles 
based on the presence and age of children in the household, the age of the 
respondent and the occupation of the chief income earner.  Broadly, the groups were 
split into the lifestages of ‘pre-nesters’, ‘young families’ ‘older families’ and ‘post-
nesters.’     

 Within those groups, both men and women attended and homeowners, renters, job 
seekers, employed people and people with / without access to the internet at home 
were represented.          

Findings – Behaviour Drivers   

 Potential users from the different lifestage groups had different lifestyle and 
behaviour drivers.  Pre-nesters were driven largely by convenience, young families 
by routines, older families by using their time wisely and post-nesters by an appetite 
for active consumerism.  

 Potential users needed, therefore, to be considered in different ways depending on 
their lifestage and not treated as a homogenous group.  Their lifestage had a bearing 
on their propensity to become library users and also the different communications 
messages they may respond to. 
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 However, there were some broadly similar needs common to the different lifestages.  
In general these were expediency of service provision and the delivery of worthwhile 
pursuits perceived to enhance their lifestyles.  This suggests that a campaign should 
be tailored to target different people, but can centre on a core, common theme.   

Findings - Usage and Perceptions of Libraries  

 Across the lifestages, respondents were disengaged with the library experience and 
visiting a library simply had not crossed their minds.   

 Perceptions of libraries were based on historical visits and there were a number of 
unchallenged negative perceptions.  These led to a questioning of whether a visit to 
the library would be a worthwhile use of their time.   

 Libraries were thought to be important to communities, if not personally relevant.  
Respondents generally perceived services to be for children and retired people and 
were unsure as to what libraries offered them, as adults, and so were not motivated 
to visit libraries for themselves. 

 However, respondents recognised that their perceptions might be out of date and 
that they were based on assumptions so were largely open to hearing something 
new about libraries which may challenge existing negative perceptions.            

Findings - Services and Facilities  

 People were largely unaware of the extended services and facilities available in 
libraries.  Core services were taken for granted and talking about them was not ‘new 
news’, but there were many extended services offered that surprised and appealed to 
people.   

 Different services appealed to different lifestage groups and each segment identified 
services that either made them ‘sit back’, meaning they were disinterested in them or 
‘sit up’, meaning they were of relevance, or could motivate them to visit.  Different 
services should therefore be used in different communications to attract people from 
the spectrum of lifestage groups.     

 The exception to this was pre-nesters who did not identify services that could 
motivate them to visit and were less interested overall in the services offered. 

 Each lifestage group offered suggestions for services that might appeal to them and 
in-library cafés were mentioned by people in all the lifestage groups.   

 Although awareness of the range of extended services should be raised to 
encourage trial, the experience also needs to match expectations set by any 
communications campaign.  It is not enough that services are available they must be 
of a good quality and readily accessible to encourage repeat visits.      

Findings - Communications  

 Key messages within communications should focus on range, supported by quality 
and accessibility of services.  Different communications can appeal to different target 
audiences to ensure people see the personal relevance to them, so young families, 
older families and post-nesters should each be targeted using communications that 
highlight specific services. 
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 Functional messaging, such as what services are available, when, where and how 
they are accessed, should be supported by an emotional message to connect with 
the target audience. 

 The emotional message should be recognised and believed by all potential library 
users.  This can provide an underpinning message to all communications, regardless 
of the segment they are targeting.  Importance of libraries to the community is the 
most transferable message across communications. 

 Enforcing the community aspect, local media channels and outdoor advertising will 
be effective at delivering key messages.  PR will be essential in lending credibility to 
the campaign.   

 Communications should be consistent across channels and in-library promotions, in 
terms of presentation, look and feel.  Frequency of exposure to an integrated 
campaign will reinforce the key messages to potential library users. 

 One website should support the campaign and as well as visiting the library should 
be included as a call to action on all communications.  The website should reflect the 
campaign’s aims in terms of presentation and also should be clear, accessible and 
easy to navigate to ensure visitors do not encounter any barriers to use.        

Conclusions 

 Running a marketing campaign would be worthwhile to raise awareness of the range 
of services on offer at libraries and the right campaign could stimulate interest and 
encourage trial. 

 The marketing campaign has two main jobs to do; challenge negative perceptions 
about libraries and tell people ‘new news’ about libraries in a compelling and credible 
way.   

 The two aims can be achieved by promoting functional messages based on range, 
quality and accessibility which appeal to different lifestage segments in conjunction 
with the emotive message of importance to the community.  This will help to resonate 
with the broadest target audience possible and use of local media will help to enforce 
the campaign values.    

Recommendations  

 Base a campaign around one overarching strategic proposition supported by a two 
tiered communications strategy.  

 The overarching proposition should centre around the range of services and the 
importance of libraries to the community and convey the notion that ‘libraries offer 
much more than you think, for everyone in the community.’  This needs to 
reinforce the idea that they will find something for themselves in the library 

 Tier 1 of the communications strategy should be a centrally coordinated campaign 
which represents the Edinburgh libraries network as a whole, promoting the 
overarching proposition in one creative style, consistent across media  

 Tier 2 should be comprised of a tactical toolkit that can be used by individual libraries 
and tailored to their needs and service offerings.  This can be a downloadable 
resource in keeping with the same creative style as the tier 1 campaign.    
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1. Introduction and Objectives 

Background 

1.1 One of Edinburgh City Council’s 9 potential outcomes from their strategic plan 
is to ensure ‘high quality cultural, sporting and leisure facilities and events are 
provided for Edinburgh’s citizens and visitors.’1  One priority action is to 
increase library usage throughout the city, in part by providing upgraded library 
facilities and adopting retail strategies in all libraries, such as quick choice 
displays.  Measures of success towards this goal include increasing the 
number of library memberships and active borrowers.     

1.2 According to the Edinburgh Resident’s Survey 2008, 42% of residents had 
used a public library (mobile, or online included) within the last 6 months and 
this figure remained steady at 39% in 2009.  This was the second highest arts / 
culture pursuit after watching a film at a cinema or other public venue (68%) 
and was just ahead of visiting museums (37%) and attending exhibitions 
(32%).2   So around two fifths of the people in Edinburgh are library users.     

1.3 Recent Edinburgh based surveys have indicated a lack of engagement with the 
library service however and Edinburgh City Council is keen to understand how 
to increase library engagement and usage throughout the libraries in the city. 

1.4 The Audit Commission Scotland reports a slightly more mixed picture, showing 
that visits to Edinburgh libraries have increased slightly from 2007/20083, but 
the number of library borrowers and the percentage of the resident population 
who are borrowers decreased slightly since 2006/2007.4   There is therefore 
some work to do to attract more people to public libraries.    

1.5 Of 449,020 people present in the Edinburgh City Council catchment area 20% 
are active library borrowers, that is someone who has borrowed at least one 
item within the last year.  Edinburgh City Council would like to expand this.5   

1.6 Museums, Libraries and Archives Council UK conducted research in 2008 to 
better understand reasons for using library services and also barriers to their 
use.  They found that non-users often had deep seated negative perceptions of 
libraries and wanted to disassociate themselves with the types of people who 
do visit them.  There was low awareness of additional/ modernised services 
offered by libraries and non-users felt that even with improvements, libraries do 
not offer a unique service that will enhance their lives, so simply felt there was 
‘no need’ to visit.  As a consequence, the report recommended that 
communications were needed to raise awareness of the extended services 
libraries offer and to challenge negative assumptions amongst non-users.6   

                                            
1 The City of Edinburgh Council’s Corporate Plan 2007 -2011 
2 Edinburgh Residents Survey Spring 2009, Ipsos MORI, QCEC20 Which of the following arts or cultural events, if any, have 

you participated in over the last six months?   
3 Audit Commission Scotland – Key Indicators (Culture) http://www.audit-

scotland.gov.uk/performance/service/index.php?year=2008 
4 As above 
5 Data provided by Edinburgh City Council 
6 MLA research 2008 http://research.mla.gov.uk/ 



1.7 Edinburgh City Council identified the need to create a marketing campaign to 
engage with potential users of the library service with the aim of breaking down 
negative perceptions and increasing visitor numbers.  In order to create a 
salient message and comprehensive delivery plan, more needed to be 
understood about the target audience in terms of their lifestyles, their behaviour 
and their perceptions of libraries.   

1.8 Progressive was commissioned to undertake this primary research and this 
document outlines the findings and recommendations resulting from the 
qualitative research that was conducted.   

Research Aims and Objectives 

1.9 The overarching research objective was to explore the attitudes and behaviour 
of potential customers, and their needs and expectations of the Council’s 
library service.   

1.10 Potential customers are defined as people currently not using the library, but 
who do not outright reject the idea of using libraries.   

1.11 The outcomes of the research are intended to inform a libraries marketing 
strategy which will in turn aim to increase people’s engagement with library 
services and increase visitor numbers.   

1.12 In order to meet this objective, several areas were explored:  

 

a) Current behaviour in terms of the usage of similar services that libraries 
offer 

i. Services accessed, the needs of the target audience & alternative 
services used 

 

b) Past experience with libraries  

i. Positive or negative experience, reasons why stopped using a 
library & current perceptions of libraries 

 

c) Needs and expectations  

i. Role of the library in today’s society 

ii. Reactions to a range of services offered by the libraries 

 

d) Communications  

i. Reactions to messaging areas  
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ii. Current channels used to access local information and suitable 
channels for an Edinburgh City Council marketing campaign 
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2. Methodology 

2.1 Qualitative research was undertaken to meet the research objectives.  
Qualitative research is exploratory in nature and the research was designed to 
illicit spontaneous answers from respondents based on a free flowing 
discussion.   

2.2 In total 8 qualitative group discussions were conducted.  Each group lasted 
around 90 minutes.  A trained moderator facilitated the sessions, using a topic 
guide as a prompt to ensure all salient issues were discussed by respondents 
and all objectives were met.  The topic guide was designed in conjunction with 
Edinburgh City Council.    

2.3 Ten respondents were recruited per group in anticipation of at least 8 
respondents attending on the night and allowing for any unavoidable 
cancellations.  This is industry standard.     

2.4 Seventy-one people participated in the study, due to some cancellations at the 
last minute and the groups included between 8 and 10 respondents:      

 2 x groups of 8 respondents  

 5 x groups of 9 respondents  

 1 x group of 10 respondents  

2.5 There were 2 discussion groups per evening on Wednesday 3rd November, 
Thursday 4th November, Wednesday 10th November, Thursday 11th 
November 2010.  The first group began at 18.30 and the second at 20.15.    

2.6 Discussions were held in two Edinburgh City Council venues, The Scottish 
Book Trust and City Chambers. 

2.7 Respondents were paid a £30 incentive as a gesture of goodwill for their time. 

2.8 Respondents were shown stimulus in the course of the group discussion.  The 
order that the stimulus was presented was changed for each group.     

 Pictures depicting different library services were used to illustrate what 
libraries offer people nowadays, these were grouped together into 12 
main categories.   

 The main categories were; computers and the internet, foreign language 
resources, business services, services for specific groups, social and 
support groups, social events, children’s activities, services for young 
people, books / music / DVDs, virtual library, other services, facilities.  
Further details of these can be seen in the Appendix.   

2.9 Standard respondent validation procedures were followed.   

 Validation of all respondents was conducted between recruitment and the 
date of the group by telephone.  Questions were asked to confirm the 
demographic and other recruitment criteria.  
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 Where the respondent could not be reached prior to the evening of the 
group the group moderator confirmed each respondent’s identity at the 
start of each group by asking them to fill in a questionnaire.   

2.10 All research was undertaken in compliance with the MRS Code of Conduct and 
in line with ISO 20252.  

2.11 It should be noted that, due to the small sample sizes involved and the 
methods of respondent selection, qualitative research findings do not provide 
statistically robust data.  This type of research does, however, facilitate valid 
and extremely valuable consumer insight and understanding. 

Sample 

2.12 The following table shows the sample structure for the research:  

Pre-Nesters 

ABC1  

Higher Usage Areas 

Pre-Nesters 

C2DE 

Lower Usage Areas 

Family – Younger Children (aged 0-12)  

ABC1 

Lower Usage Areas 

Family – Younger Children (aged 0-12)  

C2DE 

Higher Usage Areas 

Family – Older Children (aged 12-18)  

ABC1 

Higher Usage Areas 

Family – Older Children (aged 12-18)  

C2DE 

Lower Usage Areas 

Post-Nesters 

ABC1 

Lower Usage Areas 

Post-Nesters 

C2DE 

Higher Usage Areas 

2.13 Usage areas are based on library usage data, see appendix for details 

 Higher usage areas  = % of active borrowers in the catchment is over 
12% 

 Lower usage areas = % of active borrowers in the catchment is under 
12%   

2.14 People are classified by socio-economic groups (ABC1 or C2DE) which are 
identified by determining the employment of the chief income earner in the 
household.  It is often common to segment qualitative focus groups in this way.  
Further information can be found in the appendix.   

2.15 Further considerations for the sample were: 

 Do not outright reject the idea of using a library 

 No students / currently studying 

 Not currently using the library  
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  ‘Non-users’  = not been to the library in more than 4 or 5 years 

  ‘Lapsed’  = not been to the library more than once in the last 3 years 

 Mix of homeowners/ renters 

 Mix of internet access / no access 

 Some job seekers included,  either been unemployed recently or have just 
been looking for a new job 

2.16 The sample was designed to include a good mix of respondents in different 
circumstances across Edinburgh which was delivered in the final sample 

2.17 The target audience were segmented primarily by lifestage which in this project 
translates to the age of the respondent, if they had children in the household 
and if their children were younger (under 12) or older (over 12).   

2.18 In qualitative research it is standard to interview people in similar 
circumstances, with broadly common characteristics, to enable the 
respondents to relax in each other’s company more quickly and for a natural 
discussion to flow.  The decision was therefore made to group together people 
from similar age groups.  This also allows any attitudinal or behavioural 
differences amongst the target audience to be identified more easily as well as 
any areas of consensus within each lifestage group. 

2.19 The presence of children can often have an impact on the free time of adults, 
their interests and their disposable income, which may change as children get 
older.  There was also a hypothesis generated within Edinburgh City Council 
that library usage could be in part influenced by children in the household and 
that people tend to visit when their children are younger and access facilities 
aimed at children, but decrease usage as their children get older.  For these 
reasons, it was also felt to be important to segment the sample by the age of 
children in the household.      

2.20 Definitions of the different lifestages are therefore: 

 Pre-Nesters: respondents were aged under 40 and did not have any 
dependent children in the household      

 Young Families: respondents could be any age and  had dependent 
children aged under 12 in the household 

 Older Families: respondents could be any age and had dependent 
children aged over 12 in the household 

 Post-Nesters: respondents were aged over 40 and did not have any 
dependent children in the household  
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3. Research Findings A: Pen Portraits of Lifestage Groups  

3.1 To understand each lifestage group more thoroughly, we asked respondents to 
talk generally about their lifestyles, hobbies and interests.   

3.2 We found that there were different drivers and motivations for spare time and 
hobbies amongst the different lifestage segments.   

Pre-nesters  

3.3 Pre-nesters were aged between 23 and 39, so there was some variation in 
their age ranges.   

3.4 There was also some variation within their employment type.  Examples of 
some of the jobs held by the ABC1 group were lawyers, web designers, 
financial services roles and administrative roles. 

3.5 The C2DE group held jobs such as delivery drivers, mechanics, charity 
workers, nail technicians and shop assistants.   

3.6 Some of those who were in the ABC1 socio-economic classification tended to 
be ambitious in terms of their careers and most had looked for a new job within 
the last 12 months.   

3.7 As per the sample specification, they either rented their accommodation or 
owned their home, with or without a mortgage.  The ABC1 socio-economic 
group was comprised of more people who were home owners, whereas the 
C2DEs group was more likely to be renting.  They lived either alone, with 
partners or friends.     

3.8 Much of their free time was spent on sports such as going to the gym, riding 
and cycling.  Pre-nesters also reported active social lives and their hobbies 
were generally focused out of their home.   

3.9 They, as many other young people, listed going to pubs, live music events and 
going to the cinema as important pastimes and ‘socialising’ was the hobby 
common amongst respondents.  This indicates that friends and peer groups 
are important to pre-nesters.      

3.10 Reading was also a hobby that was spontaneously mentioned and people 
bought lots of different types of books including journals, novels and celebrity 
autobiographies.  

3.11 Online usage was extremely high amongst this group, with in-home broadband 
usage being widespread and people were used to media convergence.   

‘The first place I look for anything is online. I can get everything and it is 
there on my phone, everywhere.’     

3.12 They were comfortable with e-commerce channels and purchasing items 
online.  Amazon was a key retail channel for this group.    
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3.13 This was also the most convenience led group.  Their active social lives meant 
that services, such as Amazon and Lovefim, that deliver to their doors and fit in 
with their lifestyles were attractive to them.   

3.14 They are used to convenience solutions, with service providers working around 
them to make life easy for them.  They displayed a low tolerance for barriers to 
convenience and will tend to drift towards the easier option.   

‘If I get things online, everything comes to my door.’  

‘I moved into a flat above a second hand book shop, so everything I 
need is there.’  

Younger families  

3.15 Younger families ranged in age from 30-47 years. 

3.16 As per the recruitment specification, some were homeowners and some were 
renters and as per the pre-nesters group, renters tended to be C2DE and 
homeowners in the ABC1 group.  They lived with partners and children.   

3.17 Examples of job types for the ABC1 group are mental health nurse, sales 
consultant, IT consultant, insurance worker.  There was some unemployment in 
the C2DE group due to redundancy and some had recently found work after a 
spell of unemployment.  Job types included an alarm engineer and an airport 
worker.   

3.18 Hobbies tended to include the family and they enjoyed days out with their 
children or, walking the dogs.  Time for themselves was spent watching DVDs, 
TV, listening to music in-home or participating in sports such as skiing, cycling, 
swimming and football.   

3.19 There was little time for reading, though those with younger children read 
books with them.  They read the same books a number of times to encourage 
reading skills but books had a finite appeal; as children’s reading skills 
advanced, they were always on the lookout for new material.   

3.20 Internet usage was high amongst younger families.  All but one respondent had 
access to the internet at home.   

3.21 Work and family commitments meant that routines were important and this 
group.  They were led by their routines and as such, they perceived that they 
were time pressed.  They were happy in their routine and believed they would 
only go out of their way for a good reason.   

‘The library is right down the hill from my house.  But I would have to go 
all the way down the hill.  It would be difficult to get to now I have started 
shift work’ 
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Older families  

3.22 Respondents in these groups were between 35 to 58 years old.   

3.23 Most were home owners, but some in the C2DE groups rented.  They lived with 
their families and children.   

3.24 Fewer respondents from these groups had been actively looking for a new job 
compared to pre-nesters and people with younger families and there were a 
mix of careers represented in the groups.  These included a nursing assistant, 
an electronic engineer, a financial services worker, a midwife, a police officer 
and homemaker.   

3.25 Their hobbies were more about enjoying themselves, versus the family focus of 
younger families and included going to the gym, zumba, football, golf, darts, 
shopping, fishing and watching movies.   

3.26 Reading was a hobby and they were generally frequent book buyers, disposed 
to go to charity shops for books, or buy them from supermarkets or online 
retailers.  Waterstones was mentioned as an important retail outlet for this 
group.  Some swapped books with friends and 1 person mentioned attending a 
book club within their circle of friends. 

3.27 They were quite frequent internet users, but the C2DE group had the lowest 
internet access at home across all groups.     

3.28 Day to day life was becoming less about their children and more about 
themselves, which allows them to discover new interests, although they did 
note that they, like younger families, felt time pressed.        

3.29 The key motivator for this group can be defined as wanting to use their time 
wisely.  They had more time for themselves now, but were still working so any 
interests fit around their working lives. 

‘I go to the gym before work. There isn’t a lot of time after work.’ 

Post-nesters  

3.30 Ranging in age from 47 to 68 meant that there was a mix of people who were 
still working and those who had retired.   

3.31 Only one respondent had actively looked for a new job recently.  ABC1 
respondents worked as carers, NHS workers, medical physics and in the 
building trade and C2DE respondents included gardeners, secretaries, and 
clerical workers.   

3.32 Most were home owners, with just 1 person renting in the C2DE group.  They 
generally lived with a spouse or partner.   

3.33 Hobbies and interests included walking, reading, travel, watching horse racing, 
swimming, going to the gym, bowls, dog walking and family history.   

3.34 Like other groups, they too read frequently and bought books from 
supermarkets and charity shops.   
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3.35 All but 1 person had access to the internet, but they demonstrated the lowest 
frequency of use and some people would not describe themselves as 
completely comfortable with using the internet.  

3.36 Post-nesters who had retired had time to explore their interests and most felt 
that they were financially secure, preferring to buy things they needed.  They 
had a desire to keep learning new things, but were also driven primarily by an 
active consumerism.   

‘You have to try to learn all your life and keep out of the house’ 

‘If I need something, I’ll just go out and buy it.’ 

Summary 

3.37 Different needs and wants of the target audiences emerged throughout the 
group discussions. 

 Pre-nesters were convenience led. 

 Parents of young families were routine led. 

 Parents of older families wanted to use their ‘me’ time wisely.  

 Post-nesters were time and cash rich making them driven by active 
consumerism.  

3.38 Therefore instead of treating ‘potential users’ as one homogenous group the 
range of different outlooks should be taken into account when considering both 
how likely these non-users are to become library users and also how to 
communicate a compelling message about libraries to them.       

3.39 These different drivers and outlooks, however, do complement each other and 
focus on the themes of expediency and the delivery of worthwhile pursuits that 
enhance lifestyles.      

3.40 This suggests that a communications campaign would need to encompass 
messages tailored to the interests and needs of different groups in order to 
resonate with the broadest possible target market, but could be centred on a 
core theme.     
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4. Research Findings B: Usage and Perceptions of Libraries  

Usage 

4.1 As the research sample were non-users or lapsed users, respondents had 
either not been into libraries for a long time, or had gone in very briefly as a 
one-off to accomplish a specific task. 

4.2 Pre-nesters had, with few exceptions, had not been in public libraries since 
childhood, when they were often frequent visitors.   

 1 respondent had used the printing facilities in their local library when they 
had urgently needed a document to be printed and did not have the 
resources to do so at home.    

 1 had tried to join, but did not have any identification with them at the time 
and so was refused membership and did not return, reflecting the fact 
that a convenience barrier had been erected and would not be overcome.   
(N.B. identification is not now needed in order to join).   

‘I wanted to go and look something up one lunch time. I went down 
there and got to the barrier, but didn’t have my ID with me, so I couldn’t 
join.  Then I just completely forgot about it.’  

 The few recent visits were therefore driven by a one off need for a 
specific resource 

4.3 Young families had also not visited since childhood for themselves.   

 1 respondent had tried to go to a library, but it was closed when they got 
there, showing a lack of awareness of opening times. 

 1 respondent had been to pick up a bus pass form for one of their 
parents. 

‘I went down for my Mum to get a form for her bus pass.’ 

 A  recent visit was therefore driven by a need to go for other people 

4.4 Older families had visited when their children were younger, for activities such 
as bounce and rhyme, so did have some adult experience of the libraries 
service.   However this was generally more than 5 years ago and was driven by 
their children’s rather than their own needs.    

 1 respondent had been to a library recently for a smoking cessation 
group, so was using the library as a venue rather than using library 
services.  

‘It’s not just books, there is a lot in the library.’ 

 A recent visit was therefore for a specific reason, unavailable 
elsewhere  
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4.5 Post-nesters had some adult use of libraries, but had not had an engaged visit 
for up to 20 years.  

 2 had been for their bus passes recently.  

 3 had been to pick up covers for their recycling box covers. 

 1 had been in to source a specific cookery book for a recipe. 

‘If all else fails there is always the library.’ 

 Recent visits were to access useful services / entitlements  

4.6 Respondents had very little recent experience of libraries in a way that meant 
they were engaging with the service as a whole.  As such, their perceptions 
were based on historical experience, rather than recent usage, which may not 
be reflective of the current experience available in libraries but which gave 
them lasting impressions of what libraries offer.       

Perceptions of libraries   

4.7 Spontaneous associations people had with libraries fell into 6 main categories, 
services, the library concept, the library environment, logistics, management 
and other service users as illustrated in the table overleaf (Figure 1).      
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Figure 1: Spontaneous positive and negative associations with libraries  (bold/ italics 
show where words are both positive and negative) 

 Positive associations Negative associations 

Services Books 
Computers / internet 

Mobile library 
Playstations 
Newspapers 
Information 

Local information 
Bus passes 

Photocopying 
Leaflets  

Music/ CDs 
DVDs 

Self-service 
Book groups 

Toys 
Venue hire 

Smoking cessation 

Just books 
Lack of information 

Limited choice 
Playstations 
Self-service 

Toys 

Library concept Educational 
Multifunctional 
Access for all 

Free 
Communities  

Borrowing 
Reading 
Studying 

Old fashioned 
Academic 

Access for all 
Old fashioned 

Stigma 
 

Environment Quiet 
Murals 
Smell 

Nice buildings (traditional libraries) 
More seating (modern libraries) 

Brighter (modern libraries) 

Quiet 
Boring  
Noisy 

Old buildings 
 

Logistics Location 
Cards/ membership 

Opening hours 
 

Location 
Cards / membership 

Convenience 
Parking 

No bags for books 
Management Council run 

Librarians / staff 
Fines 

Council run 
Librarians / staff 

Fines 
Other service 

users  

Old people 
Children 

Old people 
Children 
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4.8 Collectively, people listed a lot of different associations.  The older families 
groups were able to generate more words than the other groups.  This may be 
because their experience, although over five years ago, was relatively recent 
compared to other respondents.  Not all respondents could contribute words or 
perceptions of libraries because their lack of use meant they just did not know, 
beyond books and computers, what to expect from libraries.   

4.9 The broad brush positive associations of a library build a picture of a place of 
academia, containing useful information and extended services to be accessed 
or borrowed by anyone in the community who may need them.  They appear to 
be peaceful, egalitarian places with knowledgeable staff which are perhaps on 
the way to becoming more modern and relevant. 

‘They are a good focal point [for the community].’  

4.10 At worst, libraries were perceived to have a narrow offering, with an old 
fashioned, inflexible, ethos both in concept and execution.  Services such as 
Playstations and toys, mentioned by some older families, muddied the waters 
of what libraries should be and served to create a perception that they cater too 
much for children and young people.  This means they could potentially get 
noisy in places.      

‘Libraries are a big source of information but the internet has taken over 
now. 

4.11 Due to lack of recent usage and actual awareness of services or facilities, 
details provided were fairly top line and people could not expand on the 
specifics or give detailed examples to substantiate their perceptions, however 
they were able to talk around why some things were considered to be positive 
and why some were also negative.     

4.12 These categories and in some cases the actual words, were the same for both 
positive and negative perceptions, showing the dichotomy faced by libraries.  
What was positive for some people, or what could be seen as key strengths of 
the library service, could be off putting for others, as highlighted in figure 1.   

Services – positives and negatives 

4.13 Books were, naturally, the most widely associated service with libraries but the 
danger of the core service being ‘just books’ was not an exciting offering for 
people already buying books in an easy and cheap way online and in 
supermarkets, hence ‘books’ was positive, but ‘just books’ was negative.  The 
perceived quality and range of the books on offer (and indeed music / DVDs) 
was also potentially a negative and some primarily pre-nesters questioned that 
the books may be old, worn out and probably not books they had heard of.  
This was also a concern for the music / DVD offerings.        

‘Isn’t all the music just classical though?’  

4.14 Computers were acknowledged as being integrated into the core service 
offering.  The internet is the first port of call for information and because 
libraries were seen as places of education and learning so the availability of 
computers is a logical and necessary service offering.  However, computer 
games consoles were not necessarily seen as a positive; some believed it was 
important to offer access to consoles, whereas for others having access to 
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potentially noisy games jarred with their perceptions of libraries as sedate 
environments.   

‘Unless they are in a separate room, that would get noisy.’  

4.15 Other technology perceived as both positive and negative was the self-service 
kiosks which were either assumed or known to be available.  The positive 
came from an automated, quick, convenient process whereas the negative 
perception was that it could potentially be less personal and informative; a 
service user would have to navigate their way around a potentially tricky 
system without help. 

‘Even at checkouts something always goes wrong and you have to 
speak to someone anyway.’ 

4.16 The contradictory perceptions of the library as a place to get general 
information, local information and leaflets versus lack of information and limited 
choice related to the assumption that libraries are limited to the stock within 
their walls.  Because the stock is aimed at a general audience, it might not be 
specific enough in some local libraries to meet specialist information needs.     

‘I couldn’t get a database useful for work in there.’      

Library concept – positives and negatives 

4.17 Access for all as a positive, reflects the fact that people believed libraries were 
very important to have for people who could not access information elsewhere, 
for example if they did not have the internet at home or the means to frequently 
purchase books.  As an important part of the community, libraries were seen to 
‘fill a gap’ for some people, but this again meant that services designed to be 
suitable and accessible for all might not be tailored to an individuals’ specific 
needs.   

‘It’s good perhaps for foreign people who don’t have the internet at 
home and need to email.’  

4.18 ‘Old fashioned’ was both a positive and a negative.  For some, the library 
conjured up nostalgic images, but for others it was an outdated concept as 
compared to services such as Amazon, which is a modern service, allowing for 
user generated book reviews, email marketing, one click ordering, delivery to 
the door and tailored recommendations based on past browsing and purchase 
behaviour.  

Environment – positives and negatives  

4.19 For people interpreting ‘quiet’ as solitude and time alone to think, study or read, 
the ‘quiet’ of a library was a positive thing.  For others, the ‘rules’ of an 
intimidating silence that were perhaps imposed upon them as children made 
them feel uncomfortable and they felt that if they were to make a noise, such as 
asking an assistant a question for guidance, they might be ‘shushed’.  

‘It can be a bit intimidating if you’re just going to go and get a book for 
your holidays.’ 
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Logistics – positives and negatives  

4.20 The locality of a library was positive to those who were close, who lived by a 
library that was easily accessible on foot or where parking was easy.  Those 
who lived further from their library saw location as a negative.  

4.21 Becoming a card carrying member was also positive and negative.  The 
positive was that the libraries can keep a track of lending and that it was easy 
to for anyone to join, but it could also be a negative for those who felt there was 
no motivation to have to go and get a card to be able to access services. 

4.22 Those aware of the opening hours were able to say they probably did open at 
suitable times however some perceived libraries to be only open during the 
day, mostly during working hours and not at all on weekends, meaning they 
were not convenient for people to access.   

Management – positives and negatives 

4.23 Council run libraries were seen to be not for profit, so any services that did 
incur a cost would be inexpensive.  However, this also suggests limited 
budgets and therefore potentially inferior products or technology, especially 
with looming public sector spending cuts.    

4.24 Librarians and staff were seen to be helpful and knowledgeable, with a wealth 
of information about library services and stock to offer people who might 
request it.  A minority of people in the pre-nesters groups, referred to librarians 
in a more stereotypical manner as authoritarian, unapproachable figures.  
Again, this was based on their experience of libraries when they were children.      

4.25 Fines were perceived to be a way of controlling the flow of stock and therefore 
a necessary measure.  However most people had incurred a fine at some point 
and some felt that although fines were not large enough to be punitive, they 
would be better off just buying a book rather than having to pay a fine for one 
they may not even get to read in the lending period.     

Other service users – positives and negatives 

4.26 A top of mind perception was that libraries appealed to and were catered more 
towards older people.  Libraries were felt to be an extremely positive resource 
for older people who may need to access them, but people disassociated 
themselves from this demographic group, particularly post-nesters.  Older 
people (older families and post-nesters), did not want to be perceived as being 
old themselves.  Younger people (pre-nesters and younger families) assumed 
that, if older people were using the service, it was not geared towards them.   

4.27 It was a positive for all that libraries were perceived to cater towards children, 
to help them learn and have a place where parents and children could spend 
time together, without having to spend money.  Younger families and post-
nesters with grandchildren primarily saw this as a positive.  However, pre-
nesters and older families felt that this made the libraries places that they 
would not want to visit because they simply wanted a more adult environment 
(and older families had moved on from that lifestage) and were not too keen on 
being in a place disturbed by other people’s younger children.   
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‘They’re important for the older and younger generations.’ 

Differences in perceptions by lifestage  

4.28 There were some differences in perceptions by lifestage, with different groups 
being led by different drivers.   

Pre-nesters  

4.29 Positive associations related more to academia and research, mirroring their 
usage of University libraries or their school usage for studying purposes.  For 
them, this information gathering role has now been usurped by the internet, 
leading them to conclude libraries were ‘irrelevant’ to them at their current time 
of life.     

4.30 Pre-nesters gave a more emotive view of libraries than other groups.  They 
tended to associate words such as ‘boring’ and ‘old fashioned’ to describe 
libraries.  As their most recent and frequent interactions were in childhood, their 
associations were based on the imposition of rules and regulations that they 
had been subjected to at that time.  They also disassociated themselves with 
older people, which is the adult target audience they felt the libraries were most 
designed for.        

4.31 They associated libraries with their environment and expected experience 
rather than the services offered, leading them to report a more image led view 
of libraries.   

Post-nesters  

4.32 Although they had little recent experience of libraries, their views tended to be 
more positive rather than negative.  They appreciated that libraries were useful 
as a community hub and housed a variety of useful services, information and 
resources, with fines to keep control of those resources.   

4.33 Areas of negative perceptions tended towards navigation around libraries; they 
perceived it could be difficult to use the self-service facilities and it could be 
awkward to find exactly what they were looking for.  Some also worried that as 
they were not given bags at the library, they might not be able to carry back the 
books they wanted to borrow. 

4.34 Their perceptions were therefore based more on the functional aspects of 
libraries.    

Younger families  

4.35 Perceptions were driven primarily by what libraries could offer their children or 
them as parents, rather than what libraries could do for them as adults 
themselves.   

4.36 Positive associations were with services for children, such as kids corners and 
reading groups and as a source of information for what is on in the area for 
them to do as a family.    
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4.37 Negative connotations about libraries related to fines, noisy teens playing on 
consoles and that they could be inconvenient to access, in terms of location 
and opening times.  Some felt that the children’s offerings might only be 
available during their working hours.  

4.38 This means that younger families had a strong child-led focus.    

 Older families  

4.39 Older families were very positive towards libraries, and a range of library 
services, despite not having accessed them for some time.  

4.40 They noted outreach services such as the mobile library as an important facility 
for the community, but other positive connotations were self-interest led.  
Social groups such as book clubs were positive as well as access to local 
information.   

4.41 However, negative associations related to convenience factors and how easy it 
would be for them to get to the library in opening hours, or how easy it would 
be for them to park outside the library.  This also reflects the importance of 
spending their time wisely.   

4.42 This group also mentioned the potential ‘stigma’ of going to the library, in terms 
of them being seen to ‘need’ to use libraries rather than it being an active 
lifestyle choice to complement hobbies and interests.         

Importance, relevance and motivation to visit libraries  

4.43 Respondents were each asked, based on their perceptions, to give a score out 
of ten for libraries for the following aspects: 

 Importance to the community (where 1 was not at all important and 10 
was extremely important) 

 Relevance to them personally (where 1 was not at all relevant and 10 was 
extremely relevant) 

 Motivation to visit a library (where 1 was not at all motivated and 10 was 
extremely motivated) 
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Figure 2: Scores given by respondents 
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4.44 As shown in Figure 2, libraries were deemed to be very important to the 
community.  All groups gave a score higher than 7 out of 10, with an average 
score of 8.1.   

‘Libraries are a human right.’ 

4.45 Both relevance and motivation to visit scores were low, with all groups giving a 
score under 5 out of 10.  So, although libraries were considered important, 
most potential users deflected relevance away from themselves.   

‘They’re good for the people who need them.' 

4.46 Young families and post-nesters gave slightly higher scores than pre-nesters 
and older families.  The higher scoring groups were the people who were 
expected to be in the libraries anyway, either for themselves or for their 
children, so this shows libraries may indeed be more appealing to them.   

4.47 Driving these scores were the 6 categories of perceptions outlined earlier 
(services, the library concept, the library environment, logistics, management 
and other service users).  

 High importance to the community 

 The management (i.e. the council) has a duty to provide access to 
services for people who might not be able to access them 
elsewhere. 

 This in turn will attract other service users who are older or with 
children and who have the time to visit (i.e. ‘not me’).  

 Low personal relevance 

 The concept of the library as multifunctional and accessible to all 
inherently meant that it was not tailored to the individual and 
therefore old fashioned. 
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 Services therefore could be perceived as limited or lower quality 
in relation to alternatives that could be accessed, i.e. Blockbuster 
for DVDs or Amazon for books. 

 Low motivation to visit 

 The library environment was not always perceived as inviting.  

 The logistics (opening hours / parking) of the library were seen to 
be inconvenient, so it might not be worth the trip there. 

4.48 These perceptions were all interlinked.  Because libraries were thought to be 
aimed at the community at large, the offering was therefore less personally 
relevant to the individual, which in turn led to a lower motivation to visit.     

4.49 Perceptions and usage were all linked to childhood or children for all groups in 
some way.  There was little in the library offering perceived to connect with 
them as adults.  Changes in lifestage therefore meant that libraries became 
less relevant to people, who simply stopped visiting.         

4.50 Based on lifestyle drivers, perceptions of libraries and historic usage, people 
had built up practical and emotional barriers to visiting libraries in future leading 
to a low motivation to visit.  These are summarised in the table below for each 
lifestage segment.   

Figure 3: Mindset drivers, recent library usage and barriers to library usage 

 Pre-nesters Younger 

families 

Older families Post-nesters 

Personal drivers Convenience  Routine Me Time  Active 

consumerism 

Reason for 

recent library 

visit 

One off resource On behalf of 

others 

Can only access 

service in library 

Access services 

entitled to  

Perceptions of 

libraries 

Image led Child led Self led Functionality led 

Practical 

barriers 

Better things to 

do with their time 

than study 

Not easily 

adopted into 

routine 

Other interests 

replaced libraries 

post attendance 

with children 

Happy / able to 

purchase what 

they need  

Emotional Not desirable / Just another Not a pleasure / Don’t want to be 
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barriers youthful for 

image 

chore hobby  seen as old/ 

‘have not’ 

4.51 Where respondents had been library visitors in the past, they did not indicate 
that they had made a conscious decision to stop using public libraries, or that 
they would be opposed to visiting again at some point in future; they simply had 
not thought about visiting.  Libraries, as yet, had not offered them anything 
unique, or special enough to break their practical and emotional barriers to 
visiting libraries.     

‘It just fell down the pecking order of things to do with work and a busy 
lifestyle.’ 

Summary 

4.52 Respondents were disengaged with the library offering.  Services were perceived to 
be for children or retired people and therefore just not for them.  Libraries just hadn’t 
crossed their mind for anything more than a cursory visit and people had not given 
them much consideration prior to the group discussions.       

4.53 People believed that libraries are more important to the community than they were to 
themselves.  This means the personal relevance of libraries can be easily deflected, 
resulting in a low motivation to visit.  Perceptions of libraries are historical and often 
linked to being a child, or accessing services on with children so people do not really 
know what libraries do for them as adults. 

4.54 Based on these historical perceptions, there are a number of unchallenged negative 
associations towards libraries.  They do not know if a visit to a library will be a good 
use of their time or will be convenient to their lifestyles, which are the key common 
lifestyle drivers to all target audiences.   

4.55 The only group to tend towards more negative comments were pre-nesters whereas 
other groups largely talked about positive spontaneous perceptions.   Admittedly, 
people do not know if their perceptions are in fact reflecting in reality, so they are 
potentially open to being told something new, different and positive about libraries.     

4.56 This means that it is important in a marketing campaign to:   

 challenge negative perceptions about libraries, by showing they are 
convenient and worthwhile visiting.  

 tell people something new about libraries to make them personally 
relevant as well as socially important 
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5. Research Findings C: Library Services and Facilities  

5.1 Respondents were shown stimulus that depicted and described a range of 
services available in libraries. 

5.2 The visual stimulus can be found in the appendix, but a list of services in the 
category were also read out and discussed as shown in figure 4 below. 

Figure 4: Stimulus categories shown to and described to respondents 

Computers and the internet: 
Peoples network services (email, internet, 

word processing, printing) 
Photocopying 

Learn IT buddies and classes 
Wi-Fi 

Foreign language resources: 
Interpretation and translation services 

Different language stock 

Business services: 
Libraries mean business 

Careers services 

Services for specific groups: 
Silver surfer sessions 

Family and local history resources 
Mobile library and sheltered housing services

Housebound and link services 
Celebration of learning 
Get up and go brochure 

Social and support groups: 
Reading groups / author’s signing 

Carers support (i.e. SPACE initiative) 

Social events: 
Live music 

Art exhibitions 
Quizzes 

Children’s activities: 
Book-bug sessions / chatterbox sessions 

Summer reading programme 
Activities and events (craftwork etc) 

Bookbus 

Services for young people: 
Homework help 

L4Y 
Classes / groups 

Books / Music / DVDs: 
Books 

Large print books 
Audio-books 

CDS 
DVDs 

Virtual library: 
Ebooks 

Online enquiry and information service 
Online membership, reservations, renewals. 

Your Edinburgh (online local information) 
Your library (Portal to Virtual library) 

Tales of One City (Blog), Word up (E-
‘Magazine’) 

Electronic resources, incl. Learn a 
Language, Driving Test, Britannica Online, 

News UK etc. 
Capital Collections 

Other: 
Issuing concessionary travel passes 

Powersave meters 
Equipment loans 

Facilities: 
Opening Hours 

Self-service kiosks 
Library catalogues 

Modern buildings / redevelopment 
Staff development 
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Computers and the internet 

5.3 The majority of respondents had internet access at home and did not use out of 
home internet except if there was a problem with their home connection or 
equipment, where they may use internet cafes.  Very few people needed or 
wanted to access the internet out of home, so this is not a key library service 
for them.     

‘I’d perhaps go to a coffee shop where I could also get something to eat 
whilst I did my work.  Libraries wouldn’t appreciate me eating and 
drinking there.’  

5.4 There was a relatively high awareness of the people’s network services, which 
would be good to access in an emergency and there was some assumption 
that help using the systems in the form of classes might be available for people 
who needed them.     

5.5 Wi-fi was an unexpected and pleasant surprise for most.  The assumption was 
that libraries offered a static internet service offering, but not that people could 
take in their own devices and access the internet through them.    

 ‘Wi-fi is a brilliant idea, good place to go if you want to get out of the 
house.’  

5.6 This would be useful for people to know about as an additional service to use if 
they were already in the library, but potentially not as a draw on its own to get 
people into libraries in the first place.   

‘I could use the wi-fi whilst my child played with the books in kids 
corner.’ 

5.7 However, for some people the wide availability of coffee shops were 
competitors to library wi-fi spots.  If people had a handheld or laptop device 
they would naturally visit a place where they could also be sure to get 
refreshments.       

  Foreign language resources 

5.8 There were a number of different language speakers across the groups.  They 
recognised that different language stock could be useful as they were not an 
‘everyday’ book purchase. 

‘I might not buy different language books, so borrowing them could be 
useful.’ 

5.9 Interpretation and translation services were not directly relevant to the 
respondents in the research and they assumed that someone needed these 
services they would look online for professional, specialise companies to use.  
If it was a cost effective alternative business resource, then it was perceived as 
being probably be relevant to someone.   

‘That would usually be quite expensive, so it would be good for small 
business if it was free, or even cheaper than competitors.  As long as it 
was a good quality service.’  
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Business services 

5.10 There was a general assumption that some business resources such as 
newspapers and top line research reports might be accessed through the 
libraries, however they were perceived as being available only at Central 
Library.  It was not perceived to be a core service of the library to provide 
detailed reports for business use as libraries were more associated with 
personal research rather than professional business development.     

‘If you could search databases for work that would be good because 
they are expensive.’     

5.11 The careers service was relevant to some people and seen as a valuable, if 
specialist, resource.  One person who had been recently unemployed had been 
signposted to the service via the job centre, but had not used it as they had got 
a job before they needed to go.  If the service offered CV hints, tips and 
careers guidance then this was seen as a resource that would be very useful to 
job seekers, or those looking to change career.   

‘It would be a lot more comfortable atmosphere than going to the job 
centre.’  

Services for specific groups 

5.12 Mobile libraries and other outreach services reinforced the view that libraries 
were important to the community, but no respondents currently needed to 
access these facilities.  Pre-nesters felt isolated by this section and it reinforced 
their view that although these things are important to the community, libraries 
are not for them.   

5.13 Silver surfer sessions were personally relevant to some post-nesters who 
thought they probably should learn to use the internet more efficiently. The 
library would be perceived as a good place to do this and some would be 
willing to pay a nominal fee to learn. 

‘You’d feel more comfortable in a library doing this, they’d have time to 
help you properly.  

5.14 The stand-out service in this section was family history resources.  Some 
people in the family and post-nester groups were interested in genealogy, but 
had only associated researching family trees at the national archives, or via 
websites such as ancestry.com, not with libraries.  The national archives were 
perceived to be inaccessible and for very serious researchers and it was 
assumed that you would have to know what you were looking for once you got 
there.  Signing up to websites could mean quite an expensive outlay – there 
was no guarantee that they would be able to effectively use the sites once they 
had paid.     

5.15 This was not therefore perceived as a core library service but was of high 
interest to some.  Useful aspects of a library based family history service could 
be a knowledgeable librarian to help navigate archives and make sense of the 
data, a cheaper way to access data perhaps a richer bank of information than 
online, especially if families had a long history in Edinburgh.   
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Social and support groups 

5.16 Respondents were surprised to hear about the groups and networking aspects 
of the library offering.   

5.17 People conceded that book clubs might, on reflection, be assumed to occur in 
libraries but there was little awareness of anyone having attended them.  Book 
groups were more associated with friendship groups and people saw both 
positives and negatives to having them in libraries. 

‘That’s a good idea, I could have a book club and not have to put on the 
catering associated with hosting one for all my friends.’ 

‘I know some people it might be suitable for, some of my single friends 
might go to meet people.’ 

5.18 People generally did not assume that authors would go to book signings or 
readings at libraries and the top of mind association with this service was 
Waterstones or the Book Festival, which tended to meet their needs if they 
were interested in literature.  There could be some question over which authors 
might go to a library and it was perceived that they might not attract best-selling 
authors because of competition from book retailers.  A further drawback to the 
service could be that the author’s book would not be on sale in the library for 
the author to sign.   

‘If there was someone famous I might go, but I would have had to have 
heard of them.’ 

5.19 None of the respondents had a need for the support groups mentioned, such 
as SPACE, but concluded that, although not a core library service it was 
important for people who did need support and the library was a good venue to 
use.       

Social events 

5.20 Social events were not perceived positively by all groups.  There was low 
awareness of the social aspects of library membership although some people 
had heard that they held art exhibitions.  Book quizzes and live music were not 
associated with libraries, but some people could grasp that some libraries were 
suitable for being used as a venue after hours. 

5.21 The main issues with social events was that people felt they had active social 
lives and interests and would not need to go to a library for social stimulation.  
Concerns were also raised over the quality of such events in terms of content 
and delivery.  One person had seen an art exhibition and there was little 
explanation or interpretation of the pieces on display, as they are used to 
seeing in the galleries around Edinburgh.   

‘I saw a sign for it and went to have a look, but it was just put in the 
corner and I had to go and find it and then I didn’t really know what I 
was looking at.’  

5.22 The main opportunity identified for libraries in this domain was displaying 
school, college or university exam pieces, or those by credible local artists.   
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5.23 Quizzes and live music tended to appeal to post-nesters, but they were not 
appealing to all.  There were some younger pub quiz attendees and some 
people who liked going to see live music, but they tended to involve also having 
a drink whereas events in the library were expected to be more sober and 
serious affairs.  Some people thought that the live music would be by unknown 
artists or music genres they were not interested in.  

‘Anything that brings the community together is good.’   

‘It’s probably all big-band.’   

Children’s activities 

5.24 Respondents identified that library offerings were catered more towards 
children, so it was unsurprising that people assumed there would be children’s 
activities in the library and were aware of particular services such as the 
Bookbus and activity events. 

5.25 These services were only relevant to the younger family groups.  Some 
respondents had been to these things when their children were much younger, 
and some Dads in the group said they believed that their partners took their 
kids along, but it was not something they personally did with their children.   

5.26 Others simply felt they could not take advantage of these services because 
they would be run during the day whilst they were at work, which is a potential 
barrier to accessing these services.   

5.27 On consideration, Dads felt that these activities were something they could get 
involved with. 

‘I probably could go with her instead of her Mum.  That would give us 
something to do together.’  

5.28 Respondents were surprised as to the extent of the children’s activities, such 
as full day craft sessions and summer reading programmes, which could also 
potentially help to relieve them of childcare worries during a couple of days in 
the summer for those children who were old enough to be left for a few hours at 
the library.  

5.29 Overall, there was a positive response to these services amongst the relevant 
audiences.   

Services for young people 

5.30 Again, respondents were surprised at the extent of the offering available for 
young people, with older families most interested in these facilities.     

5.31 Educational services such as Homework Help and art classes were thought to 
be particularly useful.  Homework Help could help young people and their 
parents find useful information for homework and coursework.  The service 
would also provide a good means of access to resources that could be 
expensive to purchase, such as text books which may only be required for a 
limited time.   
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5.32 Learning for Youth was seen to be both positive and negative.  Some parents 
would worry about the skills being taught to their children and question if DJing 
is appropriate, or the use of Playstations and games consoles outside of their 
control.  Others were happy for their children to learn these things.       

5.33 Parents believed they would encourage their children to get involved if they 
were aware of what was on offer and the different schedules of activities at 
their local libraries.  

Books / Music / DVDs 

5.34 The most widely associated services with libraries were, of course, books and 
even if people did not need them it was assumed that large print and audio 
books would be available through the library.    

5.35 There were a mix of people who used different book buying channels, Amazon, 
high street and local book shops, supermarkets and charity shops.  Most 
people liked to own books, to keep them to read again or to swap them with 
friends.  This means that the core library service offering, book borrowing, is 
unlikely to be the reason that current non-users would go to visit the library.   

‘I buy them because I like to have them and read them when I want to, 
or lend to friends if I recommend them.’      

5.36 Some less frequent book buyers bought books mainly for holiday reading, so 
were motivated primarily to buy quick reads that could be sourced easily and 
cheaply at supermarkets, charity shops or online.  Buying books for themselves 
rather than borrowing them meant that they would not have to worry about the 
condition they kept their books in. 

‘I just buy say Jordan’s new autobiography or something like that.  I pick 
it up at Asda with my shopping and don’t really have to worry if I get sun 
tan lotion on it or any pages fall out.’  

5.37 Recorded music in the form of CDs was perceived to be a core offering for 
libraries, but not one that many people would access.  The majority did still use 
CDs but some had access to mp3 players and downloaded their music.  
Although it was perceived that the CDs in stock might be classical or out of 
date, this appealed to some people who felt that they might like to explore a 
back catalogue of a particular artist without having to purchase all of their CDs. 

‘You could try before you buy.’   

5.38 Some people were surprised to learn that DVDs could be borrowed from 
libraries, however, some made the same assumption that they could be out of 
date and not the most recent chart listings.  People used services such as 
Lovefilm and Blockbuster and were comfortable with these offerings but if DVD 
rentals came with just a small charge and the selection was up to date, they 
claimed they might try out the service.  Alternatively, a few people said they 
might use library DVDs to explore a particular classic director or genre. 

5.39 This means that there is potential to package an audio visual and literature 
offering in conjunction with other library services.  For example, Edinburgh 
Libraries could promote an Alfred Hitchcock season, whereby people could hire 
the moves and borrow a biography of the director at the same time.  This could 
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be supported by online resources or even lectures / talks.  Rolling Stones CDs 
could be packaged with sheet music and books about them.  There are many 
different artists to choose from or themes to enable people to explore and 
provide a hook across lifestage and personal interest.      

Virtual library  

5.40 Although some pre-nesters assumed that all library services should be online 
by now, even they were intrigued by the extent of resources available through 
the virtual library which was positively received by all groups.  This was seen 
as the rich resource of the libraries coming together on a convenient platform, 
which was easy for them to access.       

5.41 All groups believed that online account management would be essential if they 
were members in order to avoid late fees if they could not get to the library to 
return a book, or if they wanted to reserve a new title.  All groups, with the 
exception of some post-nesters, were comfortable managing their information 
online and welcomed this facility. 

5.42 Electronic resources such as learning a language and learning to drive were 
seen as unexpected and valuable resources that could be used by themselves 
or their families. 

‘My daughter is learning German so I can point her in this direction and 
maybe help her with it.’ 

‘I have just bought a theory test CD to help me pass that.  If I had known 
about this I would have checked here first.’  

5.43 Blogs and e-magazines were not generally read by the respondents in our 
groups, but they were recognised as being potentially good sources of 
information for finding out about what is on in the library network.   

Other 

5.44 People were aware that libraries issue concessionary travel passes and some 
had been in to either get forms for other people or to pick up passes for 
themselves (post-nesters).  Local libraries were seen as good central places to 
gather this kind of information and also to access other local authority services 
such as covers for recycling boxes.     

‘It’s good to have everything together in one place, like council services 
or the Citizens Advice Bureau.’   

5.45 The loan of equipment such as powersave meters and equipment loans were 
met with curiosity.  A few had received energy monitors from their utility 
providers but others were unaware that these things existed.  They were not 
perceived to be a core service, but highlighted that libraries offered access to 
things that not everyone could have.   

Facilities  

5.46 When shown pictures of the updated and upgraded library facilities, many of 
the environmental negatives were challenged.  Extended weekend and 
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opening hours meant younger families revised their impression that libraries 
were not convenient for them to go to.  

5.47 By modernising and restoring old buildings, Edinburgh Libraries were seen to 
be making good use of existing resources and preserving heritage.  The 
seating areas in Portobello were seen to be smart and people could picture 
themselves there.    

5.48 New build libraries were seen as a good opportunity to include cafes and 
converging council services, in a large building with dedicated areas for each 
service although there was a minor worry that this would mean libraries might 
‘lose focus’ from their core offering.    

5.49 Self-service kiosks were seen as essential as discussed earlier, but 
approachable staff should be on hand to help.   

5.50 The facilities on offer made libraries seen enticing, modern and somewhere 
people might want to spend time.   

Overall range of services  

5.51 Services were broadly segmented by whether they were perceived to be a core 
service and if people were aware, even if vaguely, that they were available in 
the library, as shown in Figure 5.   

Figure 5: Perceptions of the services on offer, after prompting with stimulus 
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5.52 The top right hand quadrant represents areas that are hygiene factors for 
libraries.  They were believed to be core services, and awareness was 
generally high.  These are not ‘newsworthy’ services however as people 
believed libraries should be excelling in these areas already.   

5.53 The top left and bottom right hand quadrants are both filled with services that 
are seen to be specialist interest services.   
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 Services in the top left hand quadrant relate  to learning or education so 
were more synonymous with the library offering, however there was low 
awareness of these specific services so this opinion was formed on 
prompting 

 The bottom right hand quadrant illustrates services that people were 
aware of before the stimulus was shown to them, but people felt they 
were slightly outside the traditional remit of the library.   

5.54 The services that were the most unexpected and therefore the most 
‘newsworthy’ are clustered in the bottom left hand quadrant.   

5.55 All services were thought to be relevant to someone, but those highlighted in 
red yielded the most enthusiasm within the group discussions.  

 Therefore, those services highlighted in red and in the bottom left hand 
quadrant should be the most motivating and newsworthy to include in a 
marketing campaign.  

Differences by lifestage 

5.56 There were definite pull and push points in terms of services and some 
services appealed to some and not to others, as highlighted in figure 6 
overleaf.    

5.57 Motivational services were those that people believed they would visit the 
library specifically to investigate.  ‘Sit – up’ services are of interest, whereas 
‘sit- back’ may be off putting to the target audience.  The secondary services 
might be of interest, but might not be compelling enough a draw on their own to 
encourage people to visit.   

5.58 Ideas for improvement show the spontaneous ideas that respondents had 
when they were asked what else libraries could do to encourage them to visit.  

 

 

 

 

  

 

 
 
 



Figure 6: Motivational service differences by lifestage 
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5.59 Pre-nesters showed some interest in the services on offer, but this did not 
extend to motivate them to use the library.  There would potentially need to be 
some development of particular services to entice them in to the library but they 
are unlikely to convert to be library users.  Therefore, for a promotional 
campaign, pre-nesters can be considered to be a cold target audience. 

5.60 Things that allow them to spend time with their children or help their children to 
learn most appeal to young families.  The route to engaging them in library 
services in through their children, but they are willing to use services 
themselves as long as it in convenient and fits into their routine.  They are 
therefore a key target audience for a marketing campaign.   

5.61 Services that allow older families to educate themselves or their families can 
motivate them to see the value of the resources available through libraries.  
Specialist services are the hook for older families to become a warm target 
audience for a marketing campaign.  

5.62 Post-nesters were keen to use the services to learn new skills in a comfortable 
environment.  They appreciated the community feel that some of the social 
aspects brought as long as they don’t feel ‘old’ participating in them.  They are 
therefore another warm target audience for a campaign.  

5.63 After seeing the services that libraries had to offer, respondents were asked to 
revisit the scores for importance to the community, relevance and motivation to 
visit that they had given earlier.  See figure 7.     

5.64 There were some changes in the scores across the board.  The stimulus 
reinforced to all that libraries were important to the community.  Initially 
‘relevance’ scores were higher than ‘motivation’, but this was reversed when 
scores were revisited.  There were still a lot of services that might not be 
relevant to them, but they were generally more inclined to find out about the 
things that were  

5.65 Seeing the services raised people’s awareness and curiosity, demonstrating 
that the right message could encourage trial.   

Figure 7: Score given after being shown the service stimulus compared with scores 
prior to being shown stimulus; change is shown in brackets 

 

Overall Pre nesters Young 
Families

Older 
Families

Post Nesters

Importance 8.1  9.0 
(+0.9)

7.4  8.8
(+1.4)

8.9  9.6 
(+0.7)

7.8  8.8 
(+1.0)

8.4  9.0 
(+0.6)

Relevance 3.8   5.1
(+1.3)

2.8  3.5 
(+0.7)

4.6  6.3 
(+1.7) (+1.7)

(+2.1) (+2.2) (+2.2) (+2.4)

3.7  5.4  4.2 5.2 
(+1.0)

Motivation 3.4  5.5 2.3  3.7 
(+1.4)

4.2  6.4 3.4  5.6  3.8  6.2

 

5.66 There were, however some caveats to these increasing scores in that the 
experience must live up to the expectations set in order to encourage repeat 
visits.  People would be disappointed if they got to a library and the books were 
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tatty, no extended services were available in their local library or there were 
conditions attached that they were not expecting. 

5.67 A marketing campaign should portray a realistic representation of what people 
can expect to find from libraries.  It would need to give people a clear definition 
of the services they can expect, how to access them and where services would 
be available.   

Summary 

5.68 People took it for granted that some core services were offered through 
libraries, but were not aware of the full range of services, several of which they 
turned out to be interested in.  The wide range of services really made people 
think about the library offering beyond books. 

 Books are not going to be a major ‘pull’ for potential users, so it is 
important to emphasise the range of other services available to people, 
using examples of ‘motivating’ or ‘sit-up’ services in relevant 
communications.    

5.69 Raising awareness of the services made most realise it’s not just for the ‘have 
nots’ and that there is something there for them, with pre-nesters generally 
being the exception.   For younger families, older families and post-nesters, the 
warmer target audiences, there does appear to be a role for libraries amongst 
their hobbies and interests.   

5.70 There were still some questions over the details of services offered in terms of 
quality, accessibility and convenience, which would need to be addressed in 
any communications promoting them.   

5.71 Telling people about the services may not be enough, they have to also be 
convinced in a credible way of accessibility and quality of the services offered.   

5.72 Getting people to understand and appreciate the range of extended services on 
offer is key to encouraging repeat and frequent visits.  If people engaged with 
just one service, their propensity to visit the library frequently might be reduced 
compared to if they were accessing two or three relevant services.      

 

 

 38 

8426 – Edinburgh City Council – Potential Use of Libraries 



6. Research Findings D: Communications  

Message areas 

6.1 Respondents were shown a range of communications messages to assess 
what kinds of messages might be impactful, credible and motivating for them to 
use the library.  They were not intended to be finished propositions, but broad 
messaging areas consistent with what Edinburgh Libraries are trying to reflect 
with their core and extended services.  Reactions to each of these messages 
are shown in figures 8 and 9, below.   

Figure 8. Reactions to messaging areas – least effective messages  
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Figure 9. Reactions to messaging areas – more effective messages  
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6.2 Range was the most motivating key message for potential library users, but the 
target audience must also be satisfied that with that range is also a high quality 
service. 

6.3 Supporting messages should convey that the benefits to using the library are 
that services are free and accessible to all. 

6.4 However, the message cannot be simply a functional message and must evoke 
a resonant and credible emotional connection.  The most credible and 
universal ‘truth’ to the library service is its importance to the community.  So 
whilst the campaign must emphasise personal relevance through promoting a 
range of relevant services, to establish an emotional connection importance to 
the community should also feature in some way.    

Media usage 

6.5 There was a low awareness of community information advertising, and people 
did not tend to look for it generally unless they had a specific query.  People 
must be given a reason to seek out local information. 

‘I just come across things in the paper, I don’t go looking for it.’ 
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6.6 Some were open to hearing about library services and displayed a keenness to 
hear more about the library services discussed in the group. 

‘How do we find out about all this with enough notice?’ 

6.7 However, people were able to articulate where they would expect to see a 
campaign for Edinburgh Libraries if one should run, such as local radio, press, 
leafleting and via outdoor advertising, such as on bus sides, bus shelters, and 
posters at libraries.  

6.8 Amongst respondents, there were frequent listeners of local radio stations, 
such as Forth 1, Real Radio and Galaxy.  

 Drive time was identified as a key listening time, but some people were 
also able to listen during the day at work or at home. 

6.9 Local press such as Evening Times, Stockbridge Spotlight and the Herald and 
Post were also read frequently, as was the regional publication, Metro.  This 
highlights the opportunity for a localised PR campaign.   

‘I always look through them to see if there is anything of interest.’ 

6.10 Leaflets were not always read, but usually noticed and one in a compelling 
format, with a clear and relevant message may be kept for future reference.  
Direct door drops were suggested as was leaflet delivery through schools.    

6.11 However, people turned to the internet first for all sources of information.  All 
media must include a call to action directing people to a relevant section of the 
website.   

The website 

6.12 People would search for ‘Edinburgh Libraries’ or expect access through the 
City Council site, which means currently they could get to either 
www.edinburgh.gov.uk/libraries OR yourlibrary.edinburgh.gov.uk/  

6.13 In order to keep their interest and satisfy curiosity, they need to be able to 
access all the information on one site, even if functional information is also on 
another site.  Only the most dedicated would switch between sites to find out 
what’s on offer from Edinburgh Libraries.   

6.14 The website must reflect the campaign message and be accessible, provide 
easy to find relevant information and answer key questions with clarity, for 
example   

 The range of services on offer, presented in a category / service index 
rather than location to emphasise the accessibility of the library network as 
a whole  

 What people need to join and what ID they should take, if any?   

 How to access services and more detail about joining conditions, such as 
when book groups accept new members, or if starting a new one is a 
possibility   
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 Activity scheduling / locations 

 Area to sign up to what’s on reminders / newsletter / blog updates   

6.15 If people come across barriers at this stage, they might not progress further to 
actually visit a library 

Summary 

6.16 Communications should challenge perceptions of ‘it’s just not for me.’  Range is 
the best overarching hook for this, supported by quality and accessibility 
messages.   

6.17 Functional messaging should also be used in conjunction with an emotional 
message.  This means promoting range, quality, accessibility plus community 
importance.    

6.18 Local media channels and outdoor advertising should be effective at doing this 
as they are relevant, visible and by their localised nature emphasise the 
‘community’ aspect.   

6.19 Communications should combine to provide a consistent approach to delivering 
and reinforcing the campaign message, including the website.   

6.20 The key message to promote is that libraries are important to the community, 
but include something for everyone.  
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7. Summary and Conclusions  

Summary 

7.1 People had often not visited the library in a long time, since they were children 
themselves or, for parents, when their children were younger.   

 People tended to believe libraries are aimed at old people and children.  
This has two implications:  

 Because most people did not align themselves with either children 
or old people libraries had little personal relevance to the 
respondents as adults.      

 Libraries were, however, deemed to be important to the 
community and to those who needed them.   

 Their perceptions of libraries were based on historical experience.  
Respondents had not formed new opinions of libraries and as such had 
an outdated view of what is available throughout the network.  This 
means:   

 Negative perceptions have remained unchallenged for some time. 

 People were unaware of what new extended services libraries 
offer.  

 There was therefore little reason for people to consider visiting a library.     

7.2 On prompting, several of the extended services appealed to respondents.    

 Younger families, older family and post-nester lifestage segments reacted 
positively to a range of services for themselves or their children.   

 Pre-nesters were less likely to be positive about the services on offer. 

 As long as the services lived up to expectations and were of a good 
quality, people were open to having their perceptions challenged and for 
their knowledge of the library offering to be brought up to date.     

7.3 For younger families, older families and post-nesters (the warmer target 
audiences) there does appear to be a role for libraries amongst their hobbies 
and interests.  However, the potential role of libraries may be different for each 
target group, reflecting their specific needs and wants.   

 ‘Non-users’ cannot be treated solely as one homogenous group.   

 There were some broad similarities in the motivators of the lifestage 
segments and all wanted convenient services that fit in with and enhance 
their lifestyles.    

 These similarities should be enough to enable people to be spoken to 
about libraries in a similar way.      
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Conclusion  

7.4 Based on the reactions within the group discussions, a marketing campaign to 
raise awareness about the range of services on offer at libraries would be 
worthwhile.    

7.5 We expect the right campaign would stimulate interest in the extended library 
service offering and encourage trial. 

7.6 The right marketing campaign should:  

 Challenge negative perceptions about libraries, by telling people 
something new about libraries and showing they are convenient and 
worthwhile visiting.  Raise awareness of the extended services to create 
a sense that they are viewed as personally relevant as well as socially 
important. 

 Ensure people are told new news in a credible way that also reassures 
them that the library services are high quality and accessible.  Range is 
the best overarching hook for this, supported by quality and accessibility 
messages.    

 Include a functional message to raise awareness as well as a credible 
emotional message to resonate with a broad target audience and achieve 
stand out of the marketing campaign.  This means promoting range, 
quality, accessibility plus community importance.       

7.7 Local media channels and outdoor advertising should be effective at doing this 
as they are relevant, visible and by their localised nature emphasise the 
‘community’ aspect.   

7.8 Communications should combine to provide a consistent approach to delivering 
and reinforcing the campaign message, including the website.   
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8. Recommendations  

Assumptions  

8.1 The following recommendations assume that: 

 The range of extended services and events available at libraries are 
spread across the Edinburgh network, so there is regular coverage 
across the city and they are not focused on one location.   

 This does not necessarily mean that each service has to be available in 
each and every library all the time, but services should be easy for 
interested parties to get to and participate in.   

 Members of one library can use all facilities in all other libraries.     

 The service or facility being promoted matches consumers’ expectations 
and delivers on promises made in the marketing campaign. 

 This creative brief is understood to be a work in progress which should be 
discussed with the internal libraries team, the Council communications 
team and any marketing agency that may be appointed to undertake the 
activity once budgets and key business priorities for the campaign have 
been set.   

Strategic recommendations  

8.2 To recap, the marketing campaign should aim to:  

 Challenge negative perceptions of libraries 

 Raise awareness of extended services 

 Credibly promote high quality accessible services  

 Use a functional and an emotional message to achieve stand out and 
resonate with a broad target audience  

 In order to stimulate trial and ultimately repeat library usage  

8.3 We believe that despite the differences to consider for each of the lifestage 
segments, the marketing strategy can be based around one overarching 
proposition which would be supported by a two tiered communications 
strategy.    

Overarching proposition  

8.4 The overarching proposition, the thing that it is most important to tell people, 
should centre around the themes of range of services and the importance of 
libraries to the community:  

Libraries offer much more than you think, for everyone in the 
community 
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8.5 This proposition does not have to be overtly stated in these words, but can be 
reflected in the campaign language, tone, style, imagery and strapline.  The 
most important aspect is that people are convinced that as well as being 
important to the community, they will find something of personal relevance to 
them at the library.   

Two tiered communications strategy  

8.6 Tier 1 should be a centrally co-ordinated campaign, which represents the 
Edinburgh Libraries network as a whole and promotes the overarching 
proposition in one creative style across high profile media formats.   

8.7 Tier 2 should be comprised of a tactical toolkit that can be used by individual 
libraries and tailored to their unique needs and service offerings.  This should 
be in the format of a downloadable bank of resources which are in keeping with 
the creative style of the tier 1 strategy and libraries should be encouraged to 
utilise them whenever needed.    

Tier 1 

8.8 Because consideration to visit a library is low amongst the ‘non-user’ group in 
general, tier 1 of the campaign has quite a big job to do, from taking people 
through from consideration of using the library, to actually using the library.  
This means it must be sufficiently impactful, credible and motivating.     

 Impactful - to get people to notice the advertising.   

 Credible – to make people realise that the library services are for 
them and worth their while investigating.  

 Motivating - most importantly, to encourage people to visit the 
website or go to a library.  

8.9 Impactful  

 A high level of impact can be achieved by using a single media outlet that 
has the potential to be seen by a large number of relevant people or by 
using multiple media outlets to add up to a larger combined campaign 
reach.  A multi-media approach also means the chances of people seeing 
the message more than once (the campaign frequency) is higher than if 
the advertising is placed in just one outlet.   

 The campaign style should be consistent across all media formats in 
order to increase the chances of people noticing the campaign and 
maximising the campaign frequency.  Key media channels to maximise 
impact are outdoor advertising and local press.  

 Outdoor advertising could include roadside, bus side and bus shelter sites 
which can be specifically selected by geography in order to maximise the 
campaign relevance, such as those on key transport routes throughout 
the city and sites close to local libraries.    

 Local press advertisements can be highly targeted and placed alongside 
relevant editorial in order to increase the chances of being noticed.   
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8.10 Credible  

 In order to make people realise that libraries are relevant to them, the 
campaign should depict a range of motivating services pertinent to the 
different target audiences and people should be able to recognise 
themselves, in terms of their lifestages, mindsets and points of view, in 
the creative.   

 Above the line paid for media (outdoor / local press) is expensive to 
produce and therefore may not be flexible enough on its own to target the 
different lifestage segments with services that are of interest to them.  
Personalised media such as direct marketing - door-dropped leaflets/ 
inserts and email marketing could be considered to tailor the message to 
the target audience. 

 A further way to lend credibility to the campaign is to plan for some PR 
coverage in local press and local radio stations.  The information must be 
newsworthy so a strategy must be designed to ensure the information 
about Edinburgh Libraries is compelling enough for these channels to 
believe it will appeal to their readers or listeners.  

 PR could focus on two areas: 

 The launch of the campaign itself.  In times of public sector cuts, 
using public sector money for an advertising campaign could be 
controversial, therefore the reasons why the campaign is being 
launched could be emphasised.  For example, libraries are a great 
way to reuse existing resources and minimise household 
expenditure.  A range of services, for the whole community are 
provided by libraries, so there is no need for people to spend 
money on expensive entertainments. 

 The unexpected services on offer.  The range of services could be 
emphasised by using a variety of case studies involving people 
that are not the perceived ‘typical library users’ (i.e. not children / 
older people) accessing different services and talking about the 
benefits of doing so.  This will help people see themselves in the 
message and connect with it more.      

8.11 Motivating  

 The main campaign aim is to encourage people to engage with the 
services, either by taking the first steps to find out more information 
online, or by actually visiting a library.  This means removing as many 
barriers to engaging with the library as possible.       

 This means that the campaign should have a compelling call to 
action and should also cite a URL for people to visit the website.   

 This single call to action should direct people to one website, 
where all relevant information should be accessed to avoid any 
confusion between the council website and the Your Library 
website.     
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 As people visit the website, they could be offered the option to join 
a mailing list which will send them information on their local library 
and the Edinburgh library network.  People could be asked to 
personalise their preferences for services / promotions with ‘you 
may also like..’ suggestions to ensure and subsequent 
communications are tailored and relevant. 

 Ensure it is clear that people can join the library online if that is 
their preference.  This service should be available up front on the 
site that is used as the call to action.   

 People should be clear on how to take this call to action up and 
the advertising should seek to break down people’s convenience 
barriers, so key information such as opening hours, or the location 
of different services should also be included in the copy.   

Tier 2 

8.12 Once new visitors have been encouraged to visit the library by the tier 1 
campaign, the tier 2 campaign should kick in to promote range and encourage 
repeat visits. 

8.13 This means that the tier 2 campaign will be primarily controlled by individual 
libraries to tactically promote their service offerings.  They should also aim to 
ensure that new visitors are given the correct information about the services 
they are interested in and that expectations built up in the tier 1 campaign are 
met. 

8.14 Promotional material should include posters which highlight ‘what is on here 
this week’ which can be displayed in and around the libraries themselves, in 
the library entrances, just outside the doors, or slightly further out on local 
community notice boards. 

8.15 These materials should have a consistent look and feel to the tier 1 promotional 
element, with areas for text that can be customised according to the 
requirements of the specific library.  This means different libraries can add their 
own details, such as service schedules, opening hours etc where necessary.   

8.16 A consistent look and feel is important, again to build on the frequency of the 
campaign message and make people more likely to remember it.   Control of 
the design of these materials should be retained by one central marketing 
function.  However, libraries should be free to use the materials as they need 
them, so they should be accessible on demand.  An effective way of managing 
this demand is to have an online resource of authorised materials on an 
intranet or bespoke site, so libraries can download them print them off as 
required.     

8.17 Staff should be on hand to give out accurate and tailored information to visitors 
or be able to point them in the direction of relevant information.  Visitors should 
also be able to access self service kiosks for up to date information about 
extended services and packaged offerings (i.e. DVD / book/ music package 
promotions) to promote interested services.  
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Different jobs to do per segment 

8.18 Although the overarching campaign should be used at a broad brush level to 
appeal to all ‘non users’, it will have slightly different jobs to do for each 
lifestage segment.  A creative brief has been included overleaf to highlight key 
considerations for pre-nesters, young families, older families and post-nesters.  
This should be considered by the creative teams when refining the marketing 
strategy.  See figure 10 below.     



Figure 10.  Key messages per segment 

 Pre-nesters Younger families Older families Post-nesters 

Overarching proposition: Libraries offer much more than you think, for everyone in the community 

Priority  Low High High High 

Difficulty High Low Medium Medium 

Negative perception to 
challenge 

The library is boring and just 
for children / older people 

There is little for them to 
engage with at the library 

outside of activities for their 
children 

There is nothing that would 
be of specific interest to 

them or their families  

The library is just there for 
the functional and practical 

things it offers 

Making libraries relevant 
 
Tier 1 aims to encourage 
motivation to visit 

Show that libraries are a 
modern service that 

includes something useful 
for them  

Libraries are accessible and 
easy to fit into their routine 

They will get return back on 
their invested time at the 

library 

The library is a social place 
which is a hub of the 

community 

Range of services  
 
Tier 2 aims to encourage 
initial and ultimately 
repeat engagement 
through multi-service take 
up 

Virtual library  
Learn to drive 

Language resources 

Kids activities 
Wi-fi 
Café 

Drop off books in any 
location 

Virtual library 

Youth activities 
Local history 
Genealogy  

Computer lessons 
Social events 
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Appendices 



Appendix 1: Topic Guide 

Overall objective: 

To explore the attitudes and behaviour of potential customers their needs and 

expectations of the Council’s library service in order to inform a new marketing 

campaign 

Section 1: 

 

(approx. 5 mins) 

 

Aim: To introduce 
the topic, 
encourage 
participation and 
explain the shape 
of the session. 

Introduction/Warm Up  

 Welcome to the session 
 Introduction by researcher to discussion and explanation of 

Market Research Society Code of Conduct – emphasise 
confidentiality 

 Explanation of rules of engagement of group discussion: take 
part; not a test; no right or wrong answers; 

 Objective of the discussion: understanding lifestyles, usage of 
certain services and media consumption  

 Introductions: name, age, family, interests / hobbies 
 Quick warm up: how do they spend their free time? 

  

Section 2:  

 

(approx. 15 

mins) 

 

Aim: to 

understand how 

people view 

libraries and, 

what their 

perceptions are 

based on  

 

Stimulus needed: 

Spare flash 

cards, flip charts 

Library perceptions  

Projective technique – word association.  

Interviewer note – explain projective technique.   

 

‘We are going to start off by playing a word association game.  I am going 

to say a word or phrase and would like people to shout out the first thing 

that comes into their mind.  We’ll keep going until nobody can think of 

anything else to say.’  

 

Use the words ‘library’ and ‘traditional library’ and ‘modern library’.   Write 

all associated words onto cards / a separate piece of paper.  Are there 

any differences between traditional and modern?      

 Of those words, which are positive and which do you see as 
negative?  (ask them to group together)      

 Are there any more positive perceptions?   
o Add on separate pieces of paper  

 Are there more negative perceptions?   
o Add on separate pieces of paper  

Keep positives and negatives in separate piles for later   

 For what reasons do you think libraries are (probe positive 
words)?   

 What gives you that impression?  For what reasons do you think 
libraries are (probe negative words)? 

 What gives you that impression? 
  

Section 3: 

 

 

(approx.  15 

Role of the library  

Library usage 

 When was the last time you were in a library?  Which one?  
 What did you do there?   
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mins) 

 

Aim: To 

determine usage 

and perceptions 

of libraries and 

the services on 

offer – and to 

understand the 

key motivating 

reasons behind 

perceptions 

 

 

Stimulus: Positive 

/ negative 

perception words 

from section 2 

cards 

Rating scales 

questionnaires  

 

o Probe service usage 
 Tell me about your experiences using libraries  

o Probe buildings/ environment/ surroundings, staff, other 
customers, services 

 Have you ever used the library frequently in the past?    
o When?  For what purpose?  What to do?  
o What made you stop? 
o Families / post nesters - probe impact of children in 

library visiting 
 What are the reasons for not going back?  

o Probe: 
 change of circumstances/ change of offering/ 

conscious decisions to stop going back  
 

‘Now I would like you to each write down on your own piece of paper your 

score out of 10 for each of the following things.’  Where 1 is the lowest 

score, and 10 is the highest” 

 

 Relevance of libraries to you personally (1 is not at all relevant 
and 10 is extremely relevant) 

 Importance to community (1 is not at all important and 10 is 
extremely important) 

 Your motivation to use libraries (1 is not motivated to use 
libraries and 10 is extremely motivated to use)  

 

 What scores did you give?  For what reason?   
 

Reintroduce positive / negative perceptions from Section 2 

 Which of these negative factors have an effect on the scores you 
have given?  

o For each question ascertain factors for - personally 
relevant / importance to the community / motivation to 
use libraries 

o If there is one thing that stops you from using a library, 
what is it?  

 Which of these positive factors have an effect on the scores you 
have given?  

o For each question ascertain factors for - personally 
relevant / importance to the community / motivation to 
use libraries 

o If there was one thing that would make you use a library 
what would it be?  

  

Section 4: 

 

 

(approx.  35 

mins) 

 

Aim: To 

determine usage 

Service Usage 

 What do you think libraries offer nowadays?   
 What services / facilities might you expect to see there?  Prompt 

- What else?    
 What, if any, terms of use do you think libraries have? 

o Probe – membership conditions, time limits for using 
services, payment for services  

If any payment for services  what services do you think you would need 

to pay for?  Do you think you would need to pay for book loans / internet 

access?  What gave you that impression?     
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of similar services 

to libraries and 

opinions of the 

services on offer 

 

 

Stimulus: 

Flashcards  

Library images / 

slide shows 

 

Interviewer note – Refer to flashcards and library stimulus (services).   

‘Now I want to explore your opinions of different services that libraries 

offer.  I am going to read you a list and show you a range of images 

which depict the services on offer in libraries nowadays.’   

 

For each category, explore: 

- Do they access these services already?  How / where / in what 
way?  

- What are the benefits/ weaknesses of the service they use?  Can 
you give me an example?       

- What would they like to see (in the category) offered at the 
library?  

- Prompt with list / mood board  did they know these would be 
provided at the library?   

- What is good / bad about them?  
- What impression they give of libraries?   
- How appealing / motivating to use the library the service is 

personally?    
- Any improvement / developments needed to increase appeal?   

 

Computers and the internet 

 Peoples network services (email, internet, word processing, 
printing) 

 Learn IT buddies and classes  
 Photocopying  
 Wifi 

 

Foreign language resources 

 Interpretation and translation services  
 Different language stock 

 

Business services 

 Libraries mean business  
 Careers services 

 

Services for specific groups 

 Silver surfer sessions 
 Family and local history resources  
 Mobile library and sheltered housing services 
 Housebound and link services  
 Celebration of learning 
 Get up and go brochure 

 

Social and support groups  

 Reading groups / author’s signing 
 Carers support (i.e. SPACE initiative)  
 

 

Social events 

 Live music  
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 Art exhibitions 
 Quizzes 

 

Children’s activities 

 Book-bug sessions / chatterbox sessions  
 Summer reading programme  
 Activities and events (craftwork etc)  
 Bookbus 

 

Services for Young People 

 Homework help 
 L4Y 

 

Books / DVDs 

 Books, large print, audio-books 
 CDS, DVDs 

 

Virtual library  

 Ebooks 
 Online enquiry and information service   
 Online membership, reservations, renewals. 
 Your Edinburgh (online local information) 
 Your library (Portal to Virtual library)  
 Tales of One City (Blog), Word up (E-‘Magazine’) 
 Electronic resources, incl. Learn a Language, Driving Test, 

Britannica Online, News UK etc. 
 Capital Collections 

 

Other 

 Issuing concessionary travel passes  
 Powersave meters 
 Equipment loans 
 Is there anything else that should be offered here?   

 

Interviewer note – Refer to library stimulus (facilities).   

‘I am going to show you a range of images which depict libraries and the 

facilities on offer in nowadays’. 

For each one, explore 

- Did they know these would be provided?   
- What is good / bad about them? 
- What impression they give of libraries? 
- How appealing / motivating to use the library the service is 

personally  
 Any improvement / developments needed to increase appeal?   
 Opening hours (weekend etc)  
 Self-service kiosks  
 Library catalogues  
 Modern buildings / redevelopment  
 Staff development 
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Section 5:  

 

(approx. 5 mins) 

 

Aim: To check if 

perceptions 

change after 

service range has 

been presented 

 

‘Now I would like you again to think about all the services on offer at 

libraries and now each write down on your own piece of paper your score 

out of 10 for each of the following things.’  Where 1 is the lowest score, 

and 10 is the highest”   

 

 Relevance of libraries to you personally (1 is not at all relevant 
and 10 is extremely relevant) 

 Importance to community (1 is not at all important and 10 is 
extremely important) 

 Your motivation to use libraries (1 is not motivated to use 
libraries and 10 is extremely motivated to use)  

 What scores did you give?  Can you explain the scores you have 
given?  

 Have they changed on seeing the new services on offer? For 
what reasons? 

 If so  what are the main things that have made you increase / 
decrease scores?    

  

Section 6:  

 

(approx. 10 

mins) 

 

Aim: To gain an 

understanding of 

the messages / 

services that 

might appeal to 

people and the 

media channels 

they may be 

receptive to any 

messages on  

 

 

Community services messages and media  

 After having looked at the services and facilities on offer, how 
would you describe Edinburgh libraries now? 

 Are there any differences than earlier description/words?  How is 
this so?   

 What do you think about the following statements?  
 

Probe if they are perceived as impactful, credible and motivating to visit a 

library.  If so, why?  If not, why not?    

o “Libraries may look traditional, but they are changing” 
o “There are a range of services for all life-stages” 
o “Libraries offer something unexpected” 
o  “Library services are accessible from anywhere” 
o “At the library, you can get expensive information and 

resources for free”  
 Any other ways to sum up libraries now you have seen the 

services on offer?   
 Do you ever look to find information about community services 

i.e. leisure facilities, parks, recycling facilities, neighbourhood 
services?  What kinds of information? 

 Where do you look?   
o Probe channels  press, radio, out of home, outdoor, 

notice boards, online 
 What would make you look for information about libraries?  

o Where would you expect to find this information?   
  

Section 7: 

(approx. 5 mins)  

Aim: To bring the 

interview to a 

close 

Summary 

 Moderator sum up – what one thing would make you consider 
using your local library?   

 Key thoughts emerging?  Sense check with participants  
 Any other thoughts / comments Thank respondents and close 
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Appendix 2: Usage Areas 

Location [Catchment] users v popn. 
Kirkliston 28.1% 
Ratho 23.9% 
Sighthill 19.3% 
Oxgangs 16.7% 
Balerno 16.3% 
Central Liby 15.9% 
Currie 14.3% 
Corstorphine 14.3% 
Blackhall 13.7% 
Portobello 13.5% 
Morningside 12.9% 
Newington 12.9% 
Leith 12.8% 
Piershill 11.2% 
Colinton 11.1% 
Wester Hailes 11.0% 
Muirhouse 10.6% 
McDonald  Road 10.0% 
Stockbridge 8.9% 
Moredun 7.4% 
Granton 7.3% 
Craigmillar 7.3% 
Fountainbridge 6.9% 
Gilmerton 6.7% 
Balgreen 6.2% 
S.Queensferry 4.5% 
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Appendix 3: Socio-Economic Classification 

A- Higher managerial, administrative, professional e.g. Chief executive, senior civil servant, 

surgeon 

B - Intermediate managerial, administrative, professional e.g. bank manager, teacher 

C1- Supervisory, clerical, junior managerial e.g. shop floor supervisor, bank clerk, sales 

person 

C2 - Skilled manual workers e.g. electrician, carpenter 

D- Semi-skilled and unskilled manual workers e.g. assembly line worker, refuse collector, 

messenger 

E - Casual labourers, pensioners, unemployed e.g. pensoiners without private pensions and 

anyone living on basic benefits 
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Appendix 4: Stimulus 

8.19 These categories, and the services within them were: 

 

 

 Computers and the internet, including: 

 Peoples network services (email, internet, word processing, 
printing) 

 Learn IT buddies and classes  

 Photocopying  

 Wi-Fi 

 

 

 

 

 Foreign language resources: 

 Interpretation and translation services  

 Different language stock 

 

 

 

 

 

 Business services: 

 Libraries mean business 

 Careers services 

 

 

 

 Services for specific groups: 

 Silver surfer sessions 

 Family and local history resources  

 Mobile library and sheltered housing services 
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 Housebound and link services  

 Celebration of learning 

 Get up and go brochure 

 

 

 

 Social and support groups: 

 Reading groups / author’s signing 

 Carers support (i.e. SPACE initiative) 

 

 

 

 

 Social events: 

 Live music  

 Art exhibitions 

 Quizzes 

 

 

 

 Children’s activities: 

 Book-bug sessions / chatterbox sessions  

 Summer reading programme  

 Activities and events (craftwork etc)  

 Bookbus 
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 Services for young people 

 Homework help 

 L4Y 

 Classes / groups 

 

 

 

 

 Books / Music / DVDs 

 Books 

 Large print books 

 Audio-books 

 CDS 

 DVDs 

 

 

 

 

 

 

 

 Virtual library  

 Ebooks 

 Online enquiry and information service   

 Online membership, reservations, renewals. 
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 Your Edinburgh (online local information) 

 Your library (Portal to Virtual library)  

 Tales of One City (Blog), Word up (E-‘Magazine’) 

 Electronic resources, incl. Learn a Language, Driving Test, 
Britannica Online, News UK etc. 

 Capital Collections 

 

 

 

b) Other 

 Issuing concessionary travel passes  

 Powersave meters 

 Equipment loans 

 

 

 

c) Facilities  

 Opening Hours 

 Self-service kiosks  

 Library catalogues  

 Modern buildings / redevelopment  

 Staff development 


	Aim: To introduce the topic, encourage participation and explain the shape of the session.

