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BEST VALUE REVIEW OF ARCHIVES

IMPLEMENTATION PLAN 

 IMPACT REPORT
Purpose of the Report

To assess whether the options identified by the Best Value review have had the necessary impact on service users and if the service has improved in the way the review anticipated.

Background

Tyne and Wear Co-Ordinating Committee agreed the final report for the Best Value review of the Tyne and Wear Archives Service on 13 February 2003. 

The implementation plan comprised of 7 service options.  One general option around Management of Resources followed by 6 service options:

Option - Management of Resources
Option 1 – To look at ways of providing improved accommodation

Option 2 - Improve the collection of material held at Archives

Option 3 - Preserve the collection

Option 4 -Improve services to users

Option 5 - Improve services to those who use the service indirectly

Option 6 – Examine the future of the records management service.

Implementation updates have been reported to each meeting of the Tyne and Wear Archives Joint Committee.  At the July meeting each year a detailed end of year report has been presented, which includes a report on performance for the year including actual outcomes for the performance indicators for the preceding year. 

WHAT DID WE WANT TO ACHIEVE FROM THE REVIEW? 

To reflect the issues raised during the review we wanted to provide services that were easily accessible, linked together, reflected users' priorities and performed well.  Any changes proposed to the services provided also needed to support overall corporate priorities of the five districts.

The following key issues were identified as those in which improvements should be made.  Details are listed as to how the service has changed in relation to these key issues over the time it has taken to complete the implementation plan.

Accommodation

The issue of accommodation was central to the future provision of the service. It is the determining factor in housing the collection but was also the key to improvements in many aspects of the service.  

Improvement

· A major part of the review was the investigation of alternative accommodation for the archives service.  This was carried forward this year through the submission of a substantial PFI bid by South Tyneside Council on behalf of the Archives Service.  The South Shields Info Store is the proposed development of a new, landmark building at Harton Staithes, South Shields to incorporate the Archive, a new library and a number of other information, heritage and education related facilities.  The PFI bid was unfortunately not successful, but South Tyneside Council is currently investigating alternative funding options.

Working proactively

A very small proportion of the Tyne and Wear population could be classed as direct users of the service, people were simply not aware of the Archives.  25-30% of users come from outside Tyne and Wear.  The service needed to be more proactive in the use of the collection to the benefit of the wider population. Outreach work of various kinds did take place but there was no strategic outreach plan.  The Service needed to be more vigorous in promoting what it can offer.

Improvements

· An Outreach Development Assistant, funded from income, has introduced a programme for users and new users of the service 

· Two series of workshops have already been held and a third is planned.

· Regular users have been engaged on a series of volunteer indexing projects.

· Feedback forms for talks and groups have been introduced

· Promotional activities have included participation in local and family history fairs such as the BBC Family History Weekend and the National Family History Fair (formerly Great North Fair) and features in local press and on television.

· A steering committee for a Development Trust has been established.

Access to the service

There were a number of issues surrounding the way that equal access to the service was supported.  Direct access for users was at one service point in Newcastle and apart from Tuesday evening’s opening times were restricted to office hours.  Physical access to the service was difficult for users with disabilities, as was access to the material.  New users may need more attention and help from staff than experienced ones.  There was some concern that potential users were being denied access to documents that would be valuable to them due to gaps in the existing collection.  Whilst many existing partnerships exist there was scope for more partnership working

Improvements

· Access to the service is available at local libraries

· Saturday opening once a month was introduced

· A successful bid to the Heritage Lottery Fund has enabled the employment of a Cultural Diversity Worker to encourage more people from minority ethnic groups to make more use of the service, both to preserve their records and to use the research facilities. 

· Volunteers have been recruited to act as mentors for new users.

· Partnerships for publication and an exhibition have been established with Tyne Bridge Publishing and Tyne & Wear Museums.

· The written service standard for the paid research service has been implemented

Use of ICT

Potentially the service can be provided more effectively by making full use of ICT.  Opportunities existed to deliver more services electronically, including access to content via the service's website.  

Improvements

· The archives catalogues are now available online

· Successfully implemented the upgrade to the CALM system and staff training

· A new server has been installed.

· Improved digitisation facilities have been implemented including the purchase of a digital camera.
· A higher quality printer for images has been installed and put into use
· A strategy for the archiving of electronic records has been devised.
HAS THE REVIEW HAD THE NECESSARY IMPACT UPON USERS?

The service improvements have had the following impacts for the user 

Accommodation

· In the long term users will be provided with proper facilities for the consultation of documents in original, microfilm, digital and audio-visual formats, together with access to group, meeting and social spaces, through the provision of new accommodation
Working proactively

· The Outreach Development Assistant arranged a series of workshops, which also includes one on how to use the Internet.

· Feedback forms will reveal the level of customer satisfaction and if any suggestions are acted upon could result in further improvements 

· The Development Trust will promote the facilities/service and act as a focus for interested individuals and community groups encouraging training and teaching use and outreach activities

Access to the service

· Accessing the service at local libraries and a Saturday service has enabled new users who have previously been unable to visit during the week.  A greater number, and diversity of users will have access to the archives at different times to better suit their needs.

· All users of the paid research service are having their queries answered within the time specified in the service standard.

· The Cultural Diversity Worker is making contacts with relevant communities and is working with the Museums Hub, which has similar aims to diversify collections.  New groups of potential users are receiving direct information about the service for the first time.

Use of ICT

· The availability of the catalogues online has resulted in a number of enquiries, including from overseas.  A greater number of collections are accessible through externally funded cataloguing projects.

· Online catalogues have enabled researchers to prepare visits in advance and/or make better informed and targeted enquiries

· Online information has enabled the library staff to give more accurate and up to date information about our services and resources to their users

· Digital photography has expanded the range of copies that the archives are able to offer and speeded up the photography service, which was formerly outsourced. 

· The provision of copies to users and the quality of images for exhibitions has been greatly improved by the digital photography and the new printer.

CUSTOMER SATISFACTION

Overall levels of customer satisfaction remain very high and excelled the set target of 92% reaching 96.1%.   As the Performance Indicator L49 groups receiving a talk who were satisfied or very satisfied with the talk achieved 100% and could not be improved upon the description was altered.  The indicator now counts only those very satisfied. 

HAVE EFFICIENCY GAINS BEEN ACHIEVED?

Efficiency savings have been made as output has increased due to improving processes, maximising the use of ICT and ensuring that all staff are trained to use the new systems and to carry out the processes.

The quality of the service has also improved by extending the service beyond normal office opening hours.  The Archives service is now open on a Saturday and more materials are available at local libraries.

HAS PERFORMANCE IMPROVED?


[image: image5.png]Best Y




The nine performance indicators selected to track improvements to the service came under the following three headings:

1. Equal Access

2. Supported Learning 

3. Working Effectively

As demonstrated in the chart above the majority of the targets were met. A list of the performance indicators, set targets, and the actual targets gained for these performance indicators for 2003/04 and 2004/05 are attached as an Appendix.  

The one target not met was L52 ‘Number of documents made available through conservation, microfilming or digitisation’ this was due to the microfilm camera being faulty for much of the year whilst waiting for parts.
HOW ARE SERVICES PROCURED?

In February 2003 the following procurement options were agreed:

· The cessation of the operational aspect of records management for the Tyne and Wear Councils and private clients

· The procurement of the Archive service as a jointly provided service by the five Tyne and Wear authorities

· The continuation of Gateshead Council as the lead authority for Archives for the foreseeable future but that this role be reconsidered in the light of the final decision on the provision of changed accommodation

· The future consideration of the establishment of a Independent Trust to manage the service, but only in combination with other complimentary services (such as museums or libraries services)
The current situation is:

· The service continues as a jointly provided Tyne and Wear service with Gateshead as the lead authority.
· The role of Gateshead as the lead is open to reconsideration when a final decision is made on accommodation.
· So far, the opportunity of establishing an Independent Trust by including Archives with other services has not arisen.  An open mind will continue to be kept on this.
· The operational aspect of records management for the Tyne and Wear Councils and private clients is due to be discontinued in March 2007.  This action may need to be reconsidered in the light of developments on other areas such as accommodation.  A further report on this issue will be prepared if any changes to the current plan are needed. 
WHAT WILL HAPPEN NEXT?

The following actions are either in progress or will be initiated shortly.

· Discussion with South Tyneside Council on accommodation options will continue and separate reports will be presented to the committee. 

· The Development Trust will be established by the Steering Group, separate reports will be presented to the committee.

· Further consideration of the records management service will take place in the light of external developments since the Best Value Review reported.

· In preparation for a major Heritage Lottery Fund bid an Audience Development Plan will be drawn up.

· The programme of activities for users will continue.

· A joint publication with Tyne Bridge Publishing will appear in Spring 2006.

· A major exhibition for the centenary of the Mauretania will be held in September 2006.

· Further partnership with libraries to establish “front ends” for the archives service in each district will be initiated.

· A pilot programme for archiving electronic records will be initiated with one of the districts.

· Future reports and performance information will be incorporated into the annual report presented to committee every July.

CONCLUSION

This review has had the desired impact the outcome of which is an improved service that is much more customer focused and more easily accessible at times that suit the users needs and is linked together, reflecting users' priorities and performing well.  

Separate reports will be provided on 

· Accommodation

· Development Trust

· Records Management (if necessary)

More improvements are planned to continue and build on the improvements already made, these will continue to be reported as part of the annual report.
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