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Library & Knowledge Services 

 Annual Report 2020/21 
In April 2020, as the Covid pandemic began to accelerate, we were asked to vacate our library 

premises in the Education Centre within 48 hours, along with the other teams based there. 

Working from home where possible was the national instruction, and we were immediately 

able to continue our work, now as a ‘virtual library service’. Once the Education, Training and 

Development teams negotiated clinical skills training room space within the Isle of Wight 

College, the Library & Knowledge Services (LKS) team were able to offer administrative and 

receptionist assistance through a Library Assistant being based there also. This hugely 

benefited the LKS by enabling the inter-lending of print books from our library networks to our 

service users, and keeping us fully in touch with our wider department. Although service use 

was significantly reduced over the year, due to some reduction in our service offer, and clinical 

and organisational priorities, I am pleased to report as usual, below, the breadth of services 

provided and their impact, reported by staff members for both themselves and the wider 

organisation, over a very difficult and ‘different’ year. 

 

 

 

 

 

 

 

 

 

The six Quality Improvement Outcomes used to evaluate Library and Knowledge Services 

supported by Health Education England (HEE) are referenced within each section below. 
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Outcome 2 – all NHS decision making is underpinned by high quality evidence and 

knowledge mobilised by skilled library and knowledge specialists 

Outcome 6 – LKS specialists demonstrate that their services make a positive impact on 

healthcare 

 

Key achievements 

 All basic services such as literature searching, provision of journal articles, registration 

and set-up for resources, as well as searching and IT skills/e-learning help were 

maintained by LKS staff working from home via MS Teams

 
 Our quality standards for supply of journal articles and searches were largely met, with 

100% of searches sent within the 10-day timescale, and 88% of articles supplied within 

the 5-day benchmark – some large lists of requests taking longer to complete  

 The Library Assistant based at the temporary training centre fulfilled not only book 

requests, but loans of our 23 laptops to various Trust staff – particularly vital and 

appreciated during this time  

 Comprehensive pages of key sources of 

information, learning and upskilling about Covid-19, 

cross referenced to the Trust Covid Hub pages, 

were added to our website immediately and 

advertised, with new information also being shared on the library Twitter 

feed 

 A collection of 13 key e-books in the Oxford handbooks series was 

purchased, particularly to support medical students and junior doctors 

 BMJ Best Practice online point-of-care tool, provided by HEE, was 

promoted, and usage increased 57% in year, with Dynamed also available  

0

200

400

600

800

1000

1200

1400

1600

1800

2000

Apr May June Jul Aug Sept Oct Nov Dec Jan Feb Mar

Routine library activity episodes and e-accesses 
April 2020 - March 2021 

Training

Induction

Literature searches

Document Supply

Own loans

Library e- resource accesses



3 
 

 Reduced risk or improved safety

Improved the quality of patient care

Saved money or contributed to financial effectiveness

More informed decision making

Contributed to service development or delivery

Facilitated collaborative working

Contributed to personal or professional development

Impact of search/training for the organisation 
n=18 

Immediate
contribution

Probable future
contribution

 The Royal Marsden Manual of Clinical Nursing Procedures Online was renewed and has 

been particularly useful in supporting international nurses’ induction  

 41 different subject current awareness bulletins (3 produced 

internally), were regularly emailed to 139 staff, and personalised 

KnowledgeShare fortnightly alerts of new reports and articles 

went to 298 subscribers. In addition, a major update was 

completed of the online updating resource on ‘Netvibes’  

 As well as continual updating of the LKS web pages, significant 

time was spent by the Electronic Resources Assistant setting up 

and updating intranet pages for other teams within the 

Education, Training and Development department 

 As part of the LKS team, the Learning Technologist led the 

project to introduce ESR-OLM as the Trust learning management 

system, and was substantially supported by others in our team, 

particularly with user queries and support, and training 

attendance recording – support essential to the progress of the 

project and wellbeing of those involved  

Impact stories 

Over the year, LKS staff spent 129 hours completing or helping with literature searches, so 

saving valuable time for staff. All receiving a completed literature search or search training 

session are contacted 4 to 6 weeks later with an online survey eliciting information on the 

impact of the search or the training session on their work or education/professional 

development. A 32% return rate showed the following impacts: 

Follow-up to feedback from one of our searches in 

June 2020 was submitted and accepted into the LKS 

national database of impact case studies. 
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IT Skills Pathway is recommended for those seeking help with using MS 

Office programmes. The internal feedback survey reported 9 responses in 

year, of which 78% agreed that using the programme had increased their 

productivity, 89% felt they performed faster, and 89% thought it had been 

time saving. Nearly half suggested they would also pass on skills gained. 

 

 

 

 

 

 

 

 

 

 

 
Outcome 1 – all NHS organisations enable their workforce to freely access proactive LKS that 
meet organisational priorities within the framework of Knowledge for Healthcare         

Outcome 4 – all NHS organisations receive library and knowledge services provided by teams 
with the right skill mix to deliver on organisational and Knowledge for Healthcare priorities 

 
Key priorities 

 All staff, students, apprentices and temporary staff continue to be welcome to use the 

full range of LKS services, as are staff in public health, social care, and the CCG     

 We have missed the regular in-person induction previously possible within the main 

Trust Induction programme marketplace. However, cohorts of students, apprentices 

and international nurses visiting the training centre for their inductions have been 

introduced to our services in person, with other new employees to the Trust receiving 

an introductory welcome email outlining our services, sent a couple of weeks after 

starting 

 Staff wellbeing has been an absolute priority for the Trust 

throughout the year, with LKS playing a major role in fast 

I am most appreciative of the promptness in 
which you sent me this and so helpful with a 
complex young person I am working with. 
(Psychotherapist) 
 

The library has always been an important resource for me. Having such experienced staff and a 

well-stocked library on site whilst I was studying for my MSc really made things easier.  

I regularly ask them for literature searches when we are exploring a new pathway or want to 

understand the impact of a clinical intervention. The regular knowledge updates during Covid have 

been very useful in keeping us up to date with the latest research and advice. (Manager) 

 

The current awareness alerts are always appropriate and 

enable me to keep up to date on current theory, helping 

me to support the people I work with. (Practitioner)  
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How the information/knowledge gained helped personally 
n=18 

Confirm prior knowledge or refresh my memory

 Gain new knowledge

Generate new ideas

 Update skills

 Gain new skills

 Improve my confidence

 Save my time

development of wellbeing web pages, sourcing appropriate information and self-help 

resources, along with ongoing updating of the site, attending group meetings and 

regular contributions to the wellbeing ‘Thrive’ newsletter 

 When packing our books for storage, our wellbeing collection 

was kept back and available to the ‘Listening Ear’ counsellors to 

recommend, and later promoted by the library 

 The Electronic Resources Assistant has been key to 

implementing the use of MS Teams for online training and 

development sessions provided by other teams in our 

department and the wider Trust subject specialists, as well as 

the presentation of the monthly online Trust Induction 

programme 

 LKS staff have continued to develop their own skills and knowledge through the year, 

attending online training provided by HEE around new resources and national 

developments, and the Electronic Resources Assistant completed a Foundation Degree 

in Graphic and Media Digital Design and has been further supported to undertake a 

distance learning top-up degree in Computing and Information Systems 

 In addition, the Clinical Outreach Librarian attended training on critical appraisal of 

evidence at the BMA, enabling sessions now to be offered to staff in the Trust 

Impact stories 

Our literature search/training session impact feedback reports many personal gains from the 

information/session, and although the initial reason given for request is very often allied to 

academic work, the actual organisational impact can be seen by the wide variety of uses 

suggested to which the information has, or will be put. 
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Personal or professional development

Direct patient care

Teaching or presentations

Sharing information with, or advising, other staff or colleagues

Patient information, advising or educating patients, clients or families

Developing guidelines/ guidance/pathways/policies

Audit

 Research

 Organisational/service development/ business planning

 Legal or ethical questions

 Commissioning or contracting

Publication

Have used

Probably will use
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Other
(please
explain
below)

Library & Knowledge Services missed during library closure 
n=50 

I have missed

Two aspects of our usual service offer which have been severely curtailed this year are the 

availability of access to a computer, along with quiet study space, and the much-valued support 

given for those undertaking e-learning or other IT functions for those with low digital skills – 

such support is much more difficult remotely. The value of these services has been backed up 

by a small online survey advertised internally – asking what has been most missed, with 

additional comments given on the impact felt:  

 

 

 
 
 

 

 

 

 

 

 

 

 

 

Use of knowledge and information gained from literature search/search training 
n=18 

The personal help and support offered 
has been missed, which has meant 
I've spent more time searching for 
resources. (Anon) 
 

Every member of staff has been extremely helpful and 

supportive during particularly challenging times. I would like 

to take this opportunity to thank everyone: your support 

helped to facilitate my success in my studies. (Nursing) 

 Amazingly helpful – I am doing a training course and needed some books, having been able to 
access them through our library (organising a loan from other libraries) saved so much time 
and energy. The staff go above and beyond to help; I really feel able to turn to them for 
support and appreciate their effort and kindness. I also really like the flexibility they work with; 
what an amazing team and service within our NHS Trust. (Anon) 
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Outcome 5 – Library and Knowledge specialists improve the quality of LKS using evidence from 
research, innovation and good practice 

 
Key partnerships 

 Thanks to our well-established library networks we have been able to supply 139 print 

books to staff as requested whilst our own stock is in storage 

 LKS staff have attended a variety of online meetings and training within our networks, 

contributing to discussions and procurement decisions on new resources such as e- 

book collections, and developments within the HEE funded NHS libraries, such as for the 

new proposed resource discovery interface, and move away from our current databases 

search platform 

 The Electronic Resources Assistant has been working part time with HEE Technology 

Enhanced Learning (TEL) team during the year, and representing our Trust within the 

wider TEL network events and meetings, sharing learning and experience about, for 

instance, possible benefits and uses for virtual reality and 360-degree filming  

 The Clinical Outreach Librarian has continued to support the Primary Care Quality & 

Safeguarding Network with literature searches, and led the development of the Stop 

Over Medication of People with Autism and Learning Disabilities (STOMP) group, 

providing evidence searches and convening meetings. Updates on our services have 

been shared with CCG and Public Health services, and literature searches completed 

 The Library Services Manager undertook Quality Service Improvement & Redesign 

(QSIR) training, as a result of joining the national Evidence for QI (E4QI) project, the 

purpose of which was to connect the skills of library and knowledge specialists with QI 

teams for mutual benefit. This gave a useful insight to both parties, and the basis for 

further co-working  

 We have contributed to the SWIMS libraries network newsletter, and gained ideas and 

benchmarked our services through this, participating in wider regional ‘randomised 

coffee trial’ chats and meetings, and from news and articles from CILIP (Chartered 

Institute of Library & Information Professionals) publications  

 Whilst not always being officially redeployed during the pandemic, the LKS staff have 

spent significant time supporting other departments and services within the Trust, 

notably the ESR project team with training recording and emailed queries; the 

Organisational Development team with appraisal recording, web development and 

wellbeing resources; HR Recruitment team with administrative follow-up work, and 

running online surveys; and the Clinical Training team with reception, procurement, and 

general duties in the temporary training centre 
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 Many staff in the Trust, as well as in other teams in our department, have benefited 

from MS Teams training and support from the Electronic Resources Assistant 

 The library’s loanable laptops have been vital, allowing people to work from home and 

new starters in a variety of Trust departments to be able to work whilst laptops are on 

order 

Due to the ongoing pandemic, participation in the annual multi-agency national Health 

Information Week in July was restricted to Trust e-bulletin information and social media posts 

this year, promoting the Reading Well resources for self-help which we hold, our online 

evidence resources for staff and patients and public, and discussion on ‘health literacy’ in 

relation to trustworthy and easily understood information. Unfortunately we were not able to 

work with the IOW public library this year, but continue to promote their services via Twitter, 

especially for the Reading Well books and the health benefits of reading for pleasure. 

Other national days/weeks, such as Autism Awareness Week and British Sign Language Week, 

were also opportunities for promotion via social media. 
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Outcome 3 – Library and knowledge specialists identify the knowledge and evidence needs of 

the workforce in order to deliver effective and proactive services 

‘Place’ has been central to our experience this past year, with the sudden loss of our usual 

physical space, and move to largely home-working, with resultant inability to provide some of 

our key services such as computer access, quiet study space, print book browsing and in-person 

training and IT support. The case for earliest return of these facilities, and the library staff to 

the main site, was supported by results from our short survey of what had been missed, 

discussed on page 6, and summed up in the written comments below: 

 

 

 

 

 

 

 

 
With the setting up of the off-site temporary training facilities and home-working, 

communication became top priority:    

 Our ‘Virtual Library’ has been promoted on our web pages on the Trust 

website, so accessible to all both on and off site. During the year quick 

access to the ETD department intranet site was enhanced with an icon on 

the Trust website also 

 Use of social media has also been vital to advertise our ‘virtual library’ 

presence, our resources and events, with our Twitter followers reaching 

200+ and useful responses to several of our posts on the Trust Facebook 

pages 

 A quarterly departmental ETD newsletter was initiated, with contributions 

from each team and a focus on contact details, with some paper copies 

sent to departments for those unlikely to get online access. 

Along with other news items through the year this was also 

circulated via the Trust e-bulletin to all staff Trust email inboxes 

 

I have missed finding quiet places to do online training and having help on hand for people like me who are 

not very computer literate 

It was nice to just pop into the library at lunch time just to chill for half an hour and de-stress 

I have missed having a physical space to visit and it has been more stressful trying to complete projects  
 

There doesn't seem to be anywhere quiet, and appropriate for doing non-patient facing research or 

CPD, I really miss that about the library 

Being able to borrow a tablet for use in meetings (prior to Covid) was extremely beneficial as was the 

support and expertise of your staff 
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Preferred means of communication from and with the LKS team 
n=50 

Hear from us

Contact us

Access resources

Impact stories 

Being acutely aware that many staff don’t know all that is offered by the Library & 

Knowledge Services, our survey also focused on how staff would like to hear from us, and 

communicate with us, as well as how we can improve promotion and access to resources – 

these results will frame future developments in the coming year: 

 

 

 

 

 

From those responding to our survey that had used the library services we were also able to 

draw information on the value they felt they gained from those services used, whilst also 

promoting the breadth of services offered. Despite being a relatively small, self-selected 

sample of respondents, the results show the diversity of use, and that staff are able to assess 

value and impact directly.     
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Obtaining books and journal articles

Current information awareness & alerting

Literature searching for evidence

e-resources - BMJ Best Practice

e-resources - Dynamed

e-resources - Marsden Manual online

e-resources - Journal of Paramedic Practice online

e-books

Training on/help with searching the literature

OpenAthens registration (to access e-resources)

Personal help with accessing e-learning / IT skills

Well being books and information

Borrowing equipment (e.g. laptop/projector/ipad)

None of these services

Use and value of Library and Knowledge Services in relation to impact on your 
work/education/CPD/career progression 

n=50  

Most impact

Used

As someone who likes to physically visit the library as a quiet space to browse/carry out research 
etc, I have found the remote service more challenging but all the staff have been brilliant – really, 
really helpful and work hard to support you in any way they can. 
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Looking forward 

Whilst we have been glad to contribute LKS staff time and skills to many other teams during the 

disruption of this year, it is clear that this has inhibited our ability to develop our own service as 

much as we would have wished. The imperative is to focus on regaining our library space to 

enable us to offer our full range of services, and to work harder on demonstrating our value 

and input to all areas of core Trust business, from maintenance of patient safety and quality of 

care, to wellbeing of staff, financial savings, staff retention, digital and health literacy, internal 

knowledge management and more.   

Careful alignment of our strategy with the Trust priorities, combined with attention to the 

refreshed Knowledge for Healthcare HEE development programme for NHS libraries, our 

baseline Quality and Improvement Outcomes Framework submission to HEE, and extended 

service user/non-user feedback will guide us in moving forward with decisions on the 

appropriate balance of physical/in-person and electronic/‘virtual’ services. Promotion and 

marketing of our services is key, in partnership with other teams in the wider department and 

the Trust Communications team, alongside the advocacy of our leaders and current service 

users.  
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