
ANNEX 5

Bishops Cleeve Library Pilot – Executive Summary

Gloucestershire Library Service piloted an enhanced library offer for Gloucestershire 
in Bishops Cleeve library between 7th November 2016 and 31st March 2017. Bishops 
Cleeve library was chosen as the pilot site as it is the fourth busiest library in the 
county (2015/16), accounting for 5.6% of all visits to libraries.

Open+
The open+ system allows customer access to the services provided by the library, 
and the library building as a community venue, on a self-serve basis across an 
additional 26.5 hours of opening. Open+ technology allows approved customers to 
self-serve outside of core library opening hours by giving them access to the library 
building, thus providing them with more choice and flexibility as to when and how 
they engage with the library service.  The solution can automatically control and 
monitor building access, self-serve kiosks, public access computers, lighting and 
alarm systems. 

Open+ technology was installed in the library at the end of October 2016, with a “soft 
launch” period of two weeks in order to allow some identified customers to trial the 
setup.  The open access went live on 7th November 2016.

Between 7th November 2016 and 31st March 2017 328 customers signed up to use 
open+, with good usage and people travelling from as far as 26 miles away to use 
the service. The youngest person to sign up is 17 years old with the 2 oldest 
members being 91 years of age.

68 unique users accessed the library 166 times during April.  35 customers accessed 
the library on more than one occasion during April with the highest number of 
accesses being 19 times. 

During the pilot period the People’s Network PCs were used a total of 304 times 
during open+ hours. Usage was slow to start off but picked up towards the end of the 
project. There has been an increase in the total number of items loaned during the 
pilot period.

ICT provision
The IT infrastructure was radically changed in order to accommodate the open+ 
system.  The self service machines, gadgets and open+ system were all changed to 
operate through the broadband Wi-Fi system.  

The main lesson to be learnt from the pilot period is that clarity is needed over the 
technical setup.  Identifying the cause of faults was a problem. The Wi-Fi needs to 
be robust enough to deal with the new technology going through it and there needs 
to be a clear fault reporting procedure.

Customer Satisfaction
During the pilot period one formal complaint and 18 informal complaints were 
received, all of which were due to problems with technology. There have been no 
recorded incidents and the emergency telephone has only been used on one 
occasion by mistake.  The security company has not been required to attend the site 
due to the open+ system.
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During two open+ sessions, customers were surveyed to gauge their feedback on 
the use of the new system. Users were very positive about the system, with 82% 
rating the system as 9 or 10 (out of 10) for ease of use and the majority of customers 
using it to borrow books.

We have also surveyed customers who signed up to use the system but have not 
done so. The main reasons for this were either that they did not need to use the 
library outside of staffed hours or that they have not yet had chance to complete the 
induction. 

Access to additional services
During the pilot, partners and voluntary and community sector (VCS) organisations 
were welcomed to use and share the public library space for ‘pop up’ advice 
roadshows, engagement events, service delivery or information provision.

A meeting pod, equipped with Skype technology, has been provided within the 
library.  . Tewkesbury Borough Council are delivering a successful face-to-face offer 
from this space weekly as an alternative to the Parish Council offices. Library Staff 
are also answering regular enquiries about the Friday morning sessions and are now 
being viewed as an extension of TBC services by the local community.

During the pilot period the library also hosted a Health & Wellbeing day; three digital 
assistance days and a children’s STEM activity. Feedback from these events was 
positive. In addition a new “Health & Wellbeing Zone” was created to provide 
preventative advice and guidance to customers, a dementia “Share a Poem” group is 
operating and we are in talks with NHS 2gether over their “Let’s Talk” campaign.

Capital Project 
The attached grid shows the predicted costs and the actual costs of the project:

Predicted Actual Notes
Open+ £19,000 £19,045 Actual system was £14k 

but needed new gates at 
£5k

Infrastructure ICT - £25,000

Property - £3,464
(Less lighting 
upgrade at £12,520)

ICT - £26,195 

Property - £13,379

ICT – a lot of Sopra Steria 
time went into supporting 
the set up of Open+

Property – There were 
aspects overlooked by 
Property at the point of 
identifying costs.

Tech (Gadget 
Bar, End panel, 
Surface table)

£10,000 £18,700 We installed 2x 4 seater 
gadget bars instead of 1x 4 
seater which increased the 
cost.  We also brought in 
additional digital 
equipment.

Refurbishment £33,166 £26,256 Costs came in lower than 
anticipated.
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Totals £90,630 £103,575 + £12,945 – this is mainly 
the additional costs 
associated with 
unidentified property costs 
and the decision to 
purchase additional digital 
equipment, however this 
was still within capital 
budget costs.

Revenue costs
Buildings
The utility costs have shown an overall reduction from 2015/16 as demonstrated 
below:

2015/16 2016/17
Electricity £3,330 £2,863
Gas £2,253 £1,950
Premises/Repairs £7,200 £3,705
Water £494 £588

Libraries revenue costs:
Libraries have incurred ongoing revenue costs of £1,500 for the maintenance of 
open+ system and £500 for maintenance of the VPN.

Staffing
Staffing costs between 2015/16 and 2016/17 did see an increase of 3%, however, 
additional staff were put in to cope with the level of demand for inductions.  The cost 
per visit rose from 61p in 2015/16 to 64p in 2016/17, however the library was closed 
for two weeks and the open+ system is increasing in use so we are confident that the 
costs per visit will fall in 2017/18.

Overall Pilot Summary
A great deal has been learned from this pilot and it is believed that some of the costs 
associated with this project would not be as great going forward.  The open+ system 
has been welcomed by customers but there is still some work to do around the 
marketing to non-users.  The ability to be able to create additional opening hours has 
been hugely popular with all library users and has not incurred any significant 
ongoing revenue costs and has, in fact, seen a reduction in utilities spend.

Staff have been extremely positive about the open+ system and, in the main, about 
the new way of working.  The main cause of frustration has been the issues with the 
ICT infrastructure and in particular the gadgets. 

Our recommendation would be to go forward with introducing open+ into libraries 
where there are sufficient developer’s contributions and the changes required to the 
buildings allow us to do this.


