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Executive Summary

The Central Library

The European Commission Central Library (06T
after the signature of the Treaties of Rome in March 1957. The Library initially served the
European Economic Community (EEC) and EURATOM in addition to the European Coal

and Steel Community (ECSC) which had been created in July 1952.

In 1968 the three organisations were merged and their information collections were
integrated into the Central Library of the (how) European Commission. In 2008 the Library
celebrated its 50th Anniversary.

The Library is currently positioned administratively within the Directorate General for

Education and Culture (DG EAC)asUni t 4 wi thin Directorate C
and Communicationo. While the Central Li br a
is not |l ocated 6écentrallydéd within the organ

In its early years the Library was an administrative unit focusing on the purchase of
documentary resources, and it subsequently became a Library in the formal sense.
However, the Central word within 60Central L
authoritative provider of library services across the Commission. From the outset of the
Commission the Directorates General (DGs) had the freedom to establish their own

libraries and information collections. There was not, and is not, a single Commission

information resource policy which mandates that there should be a centralised internal
information strategy.

The Central Library currently functions at two locations, Brussels and Luxembourg. The
Luxembourg site does not have separate management, and the Head of Unit, and the

Deputy Head of Unit i both based in Brussels i are responsible for both sites. A Librarian

is in administrative charge of the Luxembou
the Central Library.

The Centr al Li brary f uncinstimthosal rmd monrafiide | ev e |
European Commission through its unique collection of resources related to European
integration. Physical resources include significant stores of publications, along with

reading rooms, in both Brussels and Luxembourg.

The Library acts at the core of a network (RéseauBib) of libraries and information
centres across the European Commission, providing them with leadership, support,
and advice in areas through:
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1 library management for example by coordinating the implementation and use of
the integrated library management system ALEPH in other Commission libraries;

1 acquisition and documentation of information resources, for example through
central Framework Contracts for purchasing information resources;

1 disseminating information and skills relating to new library developments across
the RéseauBib network, through training and other events where members of the
network meet.

The Library develops and maintains an online union catalogue (ECLAS) which aims to
provide comprehensive bibliographic information about the Library holdings, and about
Commission publications and information resources. Its current content focuses on post-
1978 material. There is a conventional card catalogue for pre-1978 material.

The Library is developing central access to electronic resources for all staff across the
Commission, ranging from full-text access to electronic journals, and publications from
major sources such as OECD and the Economist Intelligence Unit.

For staff within the European Commission the Library aims to provide effective personal
service:

1 By responding to user needs, for example through physical and electronic
enquiries;

T By providing relevant i ndfoocrunmeetnito nd etla vuesre
(both electronic and physical) directly to the workplace of users;

1 By pro-actively providing users with information about relevant material through
emai | 6al ertsdé and regul ar overviews of

Thelibrary i s tasked wiEtuh opemtnr jAbdeghenaigy 6t o t h e
European citizenship, by making available the resources relating to European integration,

so that users from beyond the Commission can benefit from access to the unique

collection of information resources relating to European integration.

The Library therefore functions as a lending library, as the custodian of a unique resource
relating to European integration, as an electronic information service, as a technical and
skills hub at the core of the network of Commission Libraries, and as the builder of a
catalogue of resources that aims to maximise the coverage of material produced across
the extensive activities of the European Commission.

Purpose of the Evaluation

This Evaluation was asked both to look at the efficiency and effectiveness of how the
Library has achieved its developments, along with a strategic consideration of the



organisational and operational environment within which the Library can best innovate for
the future needs of its user community. The specific evaluation objectives were to:

1 Assess the current services of the Library in view of its place in the current global
information environment;

1 Provide the Library with a strategic focus for the expansion of documentation, and
the quality of direct services for the target user populations;

1 Define the technical and human resources, and budget that would allow the
Library to achieve these goals.

In addressing the objectives the evaluation methodology used the following information
gathering activities:

1 An Online Survey, and Focus Groups where users and non-users were able to
provide opinions about their information needs, (for users) their experiences when
using Library services, and their recommendations about how the Library could
develop services to meet their information needs;

1 Interviews with an extensive range of Library staff, and with information specialists
in other Commission Libraries and Information Centres;

1 Desk Research including documentation/Information provided by the Central
Library, and material gathered to ascertain how other institutional libraries were
developing their services.

1.3 Main Findings
1.3.1 Relevance and added-value
Theresponses from users i ndi adqueseltingaroposithoad ef drs

the Central Library. The Library delivers significant value-added throughout the
European Commission by maintaining a unique global repository of information resources
relating to European integration. It also provides leadership, resources, training and
knowledge to libraries and information centres across the uneven information landscape
of the European Commission. It provides multi-lingual resources and services that
reflect the enlargement of the European Union.

The Central Library is at the centre of information resource developments across the

European Commissioni t h e ftsteategicghued6 i s used to indicate
Library in coordinating information resource developments across the highly distributed

and devolved information landscape of the European Commission.
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1.3.3

Effectiveness

The 2009 DG EAC Management Plan sets a single specific objective: A To conser
develop the collections of the Commission's Central Library (in either print or electronic

format) on all subjects relating to European integration and to make them available to staff
and citizenso.

The Library conserves its unigue resources effectively through its physical and electronic
collections. Within the constraints of its budget it develops resources through a formal
acquisitions and subscriptions policy. The effectiveness of development will be enhanced
by enabling the Library to acquire relevant databases. The Library strives to be effective
whemaki ng a vtleirdsaurbes ® étaff and citizens, but it needs to be provided
with better information technologies and tools to maximise effectiveness in the future.

Il n meeti ng t BEwopean Rrejectdf tthtee LG br ar y hayshebeen
transition from access to physical resources in the reading rooms, to delivering access to
electronic content to citizens worldwide.

Where the Library can strengthen its contribution to the European project is by having

the ability to provide electronic access to as many Commission information resources as
possible to external users. ECLAS can be enhanced by being populated with the

bibliographic information about pre-1978 Library holdings, about new Commission
information resouurce®d @e.dg.6gplelyl iladc teelaitver a
and evaluations), and by providing stable links for electronic resources.

Efficiency and cost-effectiveness

In the absence of detailed financial information (beyond the general average cost of staff)
it is difficult to cover the issues of efficiency in detail.

The Library management team have direct control over two main resource areas. First is
the budget for acquisitions and subscriptions, and the allocation of this resource is
complex because some of it covers the costs of other Commission libraries. Second is the
allocation of the staff resources to tasks. Medium to long-term project management
planning could help to manage scarce staff resources more effectively.

In the recommendations we also note that there is an opportunity to deepen the IT
capabilities in the Library, to position it within the Commission where it can deliver its
horizontal services more efficiently, and to utilise facilities such as customer relationship
management.



1.3.4 Utility

The extent to which the Library provides quantitative evidence of utility and value has

been limited, because the operational targets focus on conventional performance metrics.
The DG EAC Management Plan sets a limited set of targets that do not robustly address
service success and value delivered to users.

Two areas which influence the efficiency and effectiveness, and overall utility of the Library
are currently beyond its control. First, although it is a pan-European Commission resource
it is situated within a vertical Directorate General, and it has to combine horizontal service
with the vertical specialisation of DG EAC.

Second, the Library is tasked with bei,bu th
those across the Commission who are producing publications and information resources

are not required to send core bibliographic details to the Library. If this were accomplished,

the Library, through ECLAS,woul d communi cate cl earl yitsto t
institutional remit.

In the absence of such a remit all we can do is to encourage the Library to continue its
efforts to maximise its provision of bibliographic information, but at the expense of having
to allocate resources when unevenly mapping out the information landscape across the
Commission.

Three issues 1 technical innovation, partnership across the Commission, and
institutional remit i would, if resolved, significantly enhance the ability of the Library to
deliver services that users need, and they are noted in the recommendations which follow.

1.4 Recommendations

The evaluation recommendations focus on the institutional positioning of the Library, the
resources it delivers to its users, how it learns about its users and their needs,
mechanisms to enhance the ECLAS catalogue, the role of the reading rooms, how
important IT developments will enhance the Library services, the importance of the Library
in supporting other Commission libraries and information centres, and developments in
human resources. To plan and implement the developments the Library is asked to
develop a formal strategy with output indicators, and to use project management
methodologies in resource planning and monitoring. In summary the recommendations
are:

1. The European Commission should review the positioning of the Central Library
within the organisational structure so that it is best empowered to deliver and develop its
horizontal service portfolio.



2. The Central Library should continue to build the collection of resources, both physical
and virtual, relating to its unique focus on European integration.

3. The European Commission should identify mechanisms to overcome the current limited
possibilities of the Library to procure and make available a wide range of databases
(such as bibliographic information and online resources) so the Library can continue to
address its Mission.

4. To address the complexity of functions and services across the Library, coupled with the
need to effectively service its highly diverse yet specialised internal user community, we
recommend that the Library implements an integrated customer management
system, and it establishes a consultative representative panel of users who can provide
objective insights into user needs and Library performance.

5. An opportunity for training should be available for all new members of staff in the
European Commission so they are aware of the portfolio of library services which will
accelerate their ability to access information resources of relevance to their work. Tools
for e-learning should be provided.

6. Z39.50/ SRU / SRW or a comparable technical strategy should be enabled, so that the
ECLAS catalogue can communicate effectively with other union catalogues
(allowing the import and export of information).

7. The European Commission, through the Working Group on legal deposit, should
provide the Central Library with the ability to enhance service both to Commission
users, and to the dekalopiogaaramdat®whergbg alinfdormatign
products (from of f i ci al publications to the 6grey
etc.) produced across the Commission are accompanied by core bibliographic details
that enable them to be identified in ECLAS.

8. The Library should integrate the pre-1978 bibliographic records into ECLAS so that
users have full electronic information about all the holdings in the Library.

9. The Library should continue to partner with the Publications Office (OP) and other
relevant bodies who are digitising Commission publications, so that the maximum
access to electronic resources is provided for all users.

10. The relevant authority within the European Commission should ensure that disabled
people are not discriminated against. Access to Level 5 of the reading rooms in
Brussels (if Level 5 remains part of the reading room provision) should be opened up for
all users.

11.The Library should critically review the space utilisation in the reading rooms, and
consider removing displays of material that are not frequently needed by users. It may
bef easi ble to refocus staff resources into



access to Library st athefphysieallydr vivdally fohlonger e
hours.

12.The Library should be provided with industry-standard software for the automatic and
pervasive management of broken links to electronic sources 1 this will ensure that users
are not provided with incorrect URLs when they link to electronic resources.

13.The Library should be provided with resources to engage with Web 2.0 and related
technologies to enhance the proactive delivery of targeted information and knowledge to
users.

14.The Library will benefit from being provided with resources to redesign the external
Web site so that it both communicates what the Library does effectively, and (subject to
copyright issues) gives external users maximum access to Library resources, such as
the BIBLIO series and links to other information resources.

15.1T issues relating to licensing, user authentication, ability to access full text of journal
articles, and the Commission firewall need to be resolved with DIGIT.

16.The use of computers, including Internet provision, in reading rooms needs to be
resolved, including the provision of WI-FI access for personal portable computers.

17.The Library should continue to provide important resources, training, and support
across RéseauBib. The Library should undertake a review of needs with ReséauBib
members to identify how best to increase the levels of participation across the network.

18.The Library should explore how it can develop cooperation activities by organising
meetings at technical and management level between librarians and information
specialists across EU institutions and agencies so that there is a richer sharing of
experience in service developments.

19.The human capital in the Library will benefit from a strengthening of IT expertise.
While there is significant IT expertise across the staff, and there are currently two IT
specialists, a stronger core team of IT specialists would both help build constructive
relations with DIGIT, and would liberate the team of knowledge workers to focus on
delivering high quality information services to users.

20.The Library should adopt formal project management methodologies so that it can
clearly monitor how its valuable human resources are allocated to the service functions
and can assess the relative costs involved.

21.The Library should produce a document which outlines its strategy, and links the
strategy to functions and activities. Within the strategy document the Library should
devel odpsfabdar dd o Wwhich cledriy commmumicase the resulting value for
its user populations.

00rf



2.0

Introduction and Purpose

The purpose of this Report is to present to the Steering Group the Final results of the
evaluation of the European Commi,withthen Centr
recommendations arising from the evaluation.

The Central Library is much more than a conventional library. It functions at many levels:

T It iisstititidnealmé moryé of the European Commi ss
collection of resources related to European integration. Physical resources include
significant stores of publications, along with reading rooms, in both Brussels and
Luxembourg;

1 The Library acts at the core of a network of libraries and information centres across
the European Commission, providing them with leadership, support, and advice for

o library management by coordinating the implementation and use of the
library management system (ALEPH);

0 acquisition and documentation of information resources through central
Framework Contracts for purchasing resources;

o disseminating information and skills relating to new library developments
across the network, through training and other events where members of the
network meet.

1 The Library develops and maintains an online union catalogue which aims to
provide comprehensive access to Commission publications and information
resources. Its current content focuses on post-1978 material. There is a
conventional card catalogue for pre-1978 material,

1 The Library is developing central access to electronic resources for all staff across
the Commission, ranging from full-text access to electronic journals, and
publications from major sources such as OECD and the Economist Intelligence Unit;

1 For staff within the European Commission the Library aims to provide effective
personal service by:

1 responding to user needs, for example through physical and electronic
enquiries;

1T providing relevant information to use
(both electronic and physical) directly to the workplace of users;

1 pro-actively providing users with information about relevant material through
emai |l 66alndr trsegul ar overviews of new

! http://ec.europa.eullibraries/doc/index_en.htm
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f The Library is tasked with contributing
European citizenship, by making available the resources relating to European
integration, so that users from beyond the Commission can benefit from access to
the unique collection of information resources relating to European integration.

The Library functions as a lending library, as the custodian of a unique resource relating to
European integration, as an electronic information service, as a technical and skills hub at
the core of the network of Commission Libraries, and as the builder of a catalogue of
resources that aims to maximise the coverage of material produced across the extensive
activities of the European Commission.

The Library undertakes many of these functions, and other activities, in the absence of any
formal mandate that might require other libraries and information centres across the
Commission to comply with formal library processes and standards. The Library provides
leadership and encouragement across the network.

This evaluation has been asked both to look at the efficiency and effectiveness of how the
Library has achieved its developments, along with a strategic consideration of the
organisational and operational environment within which the Library can best innovate for
the future needs of its user community.
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3.1

3.2

Evaluation Objectives, Context, and Methodology

Evaluation Objectives and ToR
Section 2.1 of the Contract ToR established the high-level objective for this evaluation:

1 fArhe overall objective of the contract is to provide an independent external assessment
that will identify necessary actions for the development of the Central Library. This will
take into account the needs of users in the context of the constant increase of available
documentary sources, the challenges in identifying relevant and comprehensive
information, and tools that support access to, and dissemination of, information
resources. o (Il nterpreted from the French

The ToR identify three main evaluation themes (the service context, the information
resource context, and the Library resource strategy) and adopts a consistent focus on
identifying for each of these themes the three evaluation criteria of relevance,
effectiveness and efficiency.

The specific evaluation objectives are:

1 To assess the current services of the Central Library in view of its place in the current
global information environment;

1 To provide the Central Library with a strategic focus for the expansion of
documentation, and the quality of direct services for the target user populations;

1 To define the technical and human resources, and budget, that would allow the Central
Library to achieve these goals

The more detailed ToR are listed in Annex 1.

Evaluation Context

Within the context of the high-level objective a strategic focus of the evaluation has been
to identify how t he Cesetviceadontdxt ibpositiongd withintthie e
current world of information resource development, so that the Library can define its
information resource strategy that effectively delivers the information resources that
meet the demands of both current and future users.



Through the execution of the strategy the Library should deliver resources through a set of
relevant services that are aligned to strategic objectives. These services should be
delivered effectively to users using the financial, organisational and human resources of
the Library.

The current Mi ssi on St atteocoeservie and flevelop elledtiond r a
and documentation on European integration and to make them available to staff and

citizensd Within that mission the Library is expected to enhance "European Citizenship™*,
and this has been undertaken to date primarily by giving access to external readers who
need to consult the large physical holdings of documentary information about European

integration.

The Library currently addresses its Mission from a position within a Directorate General?: it

is Unit C4 within a thematic Director at e C A Cul t ur e, Mul tilingu
the O6vertical 6 Directorat e 1T@&ErEAC. dHe pesfdrmaicd u ¢
targets are set within the 2009 DG EAC Management Plan, and there is one specific
objective set by DG EAC to address Li brary Kkey peifdcomnsaenva ande
develop the collections of the Commission's Central Library (in either print or electronic
format) on all subjects relating to European integration and to make them available to staff

and citizenso .

TheAManagement Pl ano and operational target s
targets, not outcome targets. This evaluation has therefore involved working with the
Library to identify a long-term development strategy, by understanding the extent to which

the current role of the Library meets the rapidly changing needs of users in a much larger

and more organisationally complex European Commission than existed 50 years ago
when the Library was established. It also needed to provide an understanding of how the
Library o0fitsé within the diverse structur
European Commission, particularly noting the diversity of access provided to electronic
documentary resources by Directorates General and other Commission Services.

From the outset t hen, the Central Library
sections will show, it is also a pan-Commission service facility that provides physical and
virtual information resources, bibliographic coordination and support, advice and services
addressing specialist needs across the Commission (potentially 35,000 users many of
whom may require bespoke information resources), and it also aims to make available its
unique information resources to external users (potentially a global user community that
needs information about European integration).

! http:/ec.europa.eu/citizenship/who-we-are/doc52_en.htm provided broad citizenship objectives.
2 http://ec.europa.eu/staffdir/plsql/gsys_www.branch?plLang=EN&pld=1933&pDisplayAll=0
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3.3

Despite the importance of its aims and operations, the Central Library has to achieve them
without the O6power 6 of a for mal remit toes
the Commission i it has to build its authority through collaboration and by delivering value
to its users.

The Evaluation Structure

The combination of operational evaluation topics (what is the Library doing, how effectively
and efficiently is it doing it) and strategic topics (what do users want in terms of service
developments, what are (or are there?) comparator Libraries doing in their service
developments, and how can the Library develop a long-term strategy) has made it
challenging to develop a single intervention logic in line with the DG Budget Evaluation
Model.

As we will show, the current performance statistics provided formally by the Library, and
the limited management targets (set for the Library in the DG EAC Management Plan)
based on activity, communicate little about the intermediate and global impacts of the
Library services. In the DG Budget Intervention Logic intermediate and global impacts are
important boxes. The DG EAC Management Plan provides operational and specific
objectives, and the global objective is the more general one of "fostering European
citizenship".

Figure 3.1: DG Budget Intervention Logic
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On the basis of the limited set of objectives set out in the DG EAC Management Plan

which mainly state 6do S 0ome things i n greater v ol

comprehensive intervention logic.

At the highest level of an intervention logic there should be a high-level objective, which is
the stated Annual Management Plan of DG EAC, and is fio conserve and develop
collections and documentation on European integration and to make them available to
staff and citizenso .

The evaluation ToR present a number of possible high-level objectives which can be
outcomes from the mission. For example if an objective is to maximise access to
European Commission documents then a high-l e v e | 0 b j e c toifoster Eucopear
citizenship by creating a sense of ownership of and commitment to the European projecto .
The ToR also indicate another objective, relating to the services provided to core users

within the European Commission, in which case a high-l e v e | 0 b ec toidelieer c o

documentary resources that efficiently and effectively meet the identified needs of
European Commission userso .

The 31 specific evaluation questions (Annex 2) detailed in the ToR set the current
evaluation intervention logic for us. The ToR focus not only on evaluation, but also ask for
a strategic review of user needs, and
developments hel ping to Oposition the Library
better meet the needs of users in the future. Consequently, the identification of future high-
level objectives was explored as the evaluation progressed, using the initial intervention
logic:

h «
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Figure 3.2: Intervention Logic



The formal evaluation actions focus on the DG Budget Evaluation Model, which highlights
relevance, efficiency, effectiveness, and sustainability. Reading the ToR, we understood
relevance, efficiency and effectiveness to have the following meaning:

1 Relevancei n t he T dlRe redevaace ef the dbjectives, and of the priorities and
tools for applying the actionso . This is the extent to whi
fully meet the information needs of its users;

1 Effectivenessi n t he T dRe efettisenesssandiimpact of the actionso . Thi
the extent to which the Library activities actually achieve the goals of meeting user
needs;

1 Efficiencyi n t he T o'Re effidieacy &nd cost-effectiveness of actionso . Thi
the extent to which the human, organisational, and financial resources of the Library
are used appropriately and proportionately to develop services that deliver intended
outcomes for users in a cost-effective manner.

The ToR also requested that for each of the evaluation areas we consider the strengths,
weaknesses, threats and opportunities that are challenging the Library. For each of these
we can consider key questions:

1 Strengths: Wh a t i s gédlel i6Grugni gmueposition (USSP
characteristics of the Library make it the preferred choice by users for their
information needs?

1 Weaknesses: Where are the main areas of activity where the Library does not
effectively meet the needs of users, and why?

1 Opportunities: What options can the Library explore to reinforce its USP in the
future? For example, strategic alliances with other Libraries, expanding access to its
union catalogue (ECLAS®) by making it available through portals, and expanding its
role as a knowledgeable and trusted intermediary to other information resources.

1 Threats: What external factors (for example other Libraries, Internet-based
resources, budget pressures, increasing complexity of user needs) will impact on
the way in which the Library develops its future strategy?

! http://ec.europa.eullibraries/doc/catalogues/index_en.htm
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Taken in the context of the Evaluation Model this means:

1 RELEVANCE: The O6mar ket justificationd i s
through its mission to provide resources and services that uniquely meet the needs
of the target population (users). The needs are linked to clear objectives in
developing relevant services that are based on the identified user needs, and which
are met through;

1 EFFICIENCY: Activities and actions (e.g. provision of documentary resources in
formats relevant to user needs, in timely and flexible ways, the development of
electronic and online delivery of documentary resources, and the training and
support of users), which are achieved through inputs to service development (e.qg.
the most effective staff structure, the optimal allocation of resources to tasks), and
in collecting relevant information to identify the;

1 EFFECTIVENESS: Outputs and outcomes (e.g. an enriched range of documentary
resources and services, which enable the needs of users to be comprehensively
met), that have an impact on the user community, and which provide demonstrable
EU added value, and where the Library is positioned within the European
Commission so that its services are developed and delivered to maximum effect;

1 SUSTAINABILITY: Where there is flexibility and capacity for further service
developments to maintain the market justification for the Library.

At this stage we must note that to evaluate efficiency and effectiveness requires detailed
financial information. We had detailed budget information provided for acquisitions and
subscriptions which are in the remit of the Library. In addition to that, we were provided
with across-the-Commission average staff costs. These include a flat overhead cost for the
infrastructure and other costs per member of staff. While such costs may not reflect the
costs of running reading rooms or of maintaining physical stores, it should be noted that
the average is based on the breakdown of 49% Assistants (AST) and 51% Administrators
(AD) within a unit and that unlike Commission standard units, ASTs are 95% of library
staff. This results in a considerable overestimation of library staff costs. We must therefore
note that our ability to address cost-effectiveness has been limited.

The Evaluation Questions

The detailed questions are listed in Annex 2, and they are noted again in the context of the
analysis and recommendations.
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3.5 Methodological Approaches

There are four primary methodological approaches that are used in the evaluation of
libraries:

Figure 3.3: Library Evaluation Approaches

Engage users in benchmarking Library services
|dentify uservalues and needs Participant-oriented
Embed users intothe Library stategy

Procedures
Professional Standards and Practices
IT Developments

Cataloguing developments
Benchmarking Library expertis e and practice against other Libraries ;

Specify goals and objectives
Develop formal long4erm strategy

- Human Resources
oriented

Operalional Practices
Finandal Resources

Expertise-criented

Py i
Methodologies

_Underlying Principles

Efficiency
Effectivenes s

Mumerical measures

Inputs
Qualitative Measures L .
Objective-oriented
Perormance Metics Outptts Build wherent Key Performan ce Indicators

AddedValue for Users
Impact European Project

Qutcomes

AnObgectived approach sets specific goals for p
against which the performance can be measured. This includes the stated targets for the
Library to increase performance, and ensures that the performance increase is linked to
delivering outcomes of value for the users. It is the objective approach that we used in the
context of the Library strategy and long-term development plan, focusing for example on
re-orienting the performance metrics away from production (more books, more journals
etc.) to consumption (better services which meet the needs of more users). This approach
fundamentally concerns sustainability and utility.

A mdénagement-oriented appr oacho ai ms t o identify ar
stakeholders (users and decision-makers for example) by ensuring that the human,
technical and financi al resources are botht

matches the operational needs of the Library), and that staff expertise is being developed
and retained. This approach mainly concerns efficiency, and requires the ability to map
costs onto activities and outcomes.

A n expertise-orientedd6 approach focuses morpertise af libratye
staff in using professional practice and standards in identifying, prioritising, and meeting
the needs of their user community. It concerns the ways in which staff are applying their
expertise in the development of services that meet the needs of users, such as
cataloguing, the development of electronic services, training and support of users. This
approach mainly concerns effectiveness.
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3.6

Lastl y, pahtieipaat-oiiented®d @ppr oach where the emph:
stakeholders (current, and potential) and working with them to identify needs, and how
resources can be prioritised to meet those needs. Participant approaches involve both

|l i stening to users and talking with users.
through user surveys to reach a very large number of users, taking care to elaborate
standard responses to a fixed set of questions and by also gathering the detailed reasons
behind the responses.

Il n addition, 0t al ki ng wi t hhavewa svide-ranging discussiahe s
that allows investigation of emerging themes and issues. It can also lead to longer-term
user engagement through user-panels that provide important richness to online or paper-
based surveys. This approach links relevance to sustainability, since it allows a Library to
understand, on a regular basis, how the services are (or are not) delivering outcomes and
impacts of relevance for users.

Li brary 6Users6é and Potenti al Users

The Library currently defines it overall target users as:

A. .. al | staff, temporary staff and trfain
officials of other institutions or bodies of the Union European and, finally, external
visitors, i.e., public specialists and researchers (professionals, diplomats, officials of
member states, teachers, university students, etc.) seeking its collections on European
integration. Direct loans are available to Commission staff onlyo .

The Centr al Library has two primary sets
within the European Commissioni 6 i nt ernal 6 user s. I ts seco
beyond the Commission who would benefit from access to the extensive collections on
European integrationi 6 ext ernal 6 user s. Providing text e
towards the overall O&éEuropean Projectéo.

The evaluation therefore needed to be sensitive to the balance between users who form a
core constituency (staff, temporary staff and trainees from the European Commission) and

t halso® | i st of usemst whbére hehdi brary is to
Pr o] e c EufopeannCitizedshipb .

Il n addition, there was a particular remit t
Library services, but who may be unaware of the service offerings. In the framework of the
online survey, t he focus gr o intereal vlasnedr stoh ewiit

European Commission were made aware of the evaluation through an email sent to all

11



3.7

3.7.1

Commission employees on behalf of the Library. An attempt to reach potential users
beyond the Commission was made by notifying all European Documentation Centres
(EDCs), and by contacting library associations and institutional libraries.

However, it was not expected that every Commission employee would have a defined
need to use the facilities and resources of the Central Library, and the objective was to
explore the extent to which potential users were either unaware of the Library (a marketing
problem) or needed services which were not in the current portfolio of Library services. In
addition, as the evaluation progressed a
were Commission employees who received information and library resources and
services, but who did not know that the Central Library was fundamental to the provision of
the resources and services T key examples were users of DG libraries where the Central
Library provided training, management system, bibliographic and financial support to those
libraries.

Data Collection

The four methodological approaches (section 3.5) had value in the five main information
gathering activities:

Online Survey. (Participant)

Focus Group (Participant)

Interview (Management, Objective)

Desk Research including documentation/Information provided by the Central
Library (Management, Objective, Expertise)

= =4 =4

Annex 4 contains details of the organisations and people consulted during the evaluation.
Annex 6 contains details of information sources and literature.

Information base - ToR

The documents accompanying the ToR identified three sources of information that might
be drawn upon to inform the evaluation:

1 First, there was information relating to the internal Audit carried out within the
Commission;

12
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1 Second, there are the baseline performance statistics as stated in the DG EAC
Management Plan, and reported also in the yearly activity reports of the Library®
available from 1998 to 2008 online; and

1 Third, there was a process of user consultation (satisfaction survey) in 2008, carried
out by the Library. In this context, the ToR requested that we consider undertaking
a quantitative evaluation of performance.

To understand fully issues such as the resource planning and performance of the Library
we noted in our Inception Report that we would need to use more detailed information
about the Library such as:

the planned staff allocation to key activities?;

historical budget information;

staff turnover and recruitment;

and, key performance indicators such as the time/cost it takes to acquire and
accession an item into the collection, the time it takes to catalogue items, and
historical information about funding and activity levels beyond the online reports,
especially information relating to 2008.

= =4 =4 =

We can report that, within the limits of the available financial information, the Steering
Group, and the Library team, responded quickly and helpfully by providing us with all the
information we requested. In addition, we were given access to the RéseauBib®
collaboration platform on CIRCA* to allow us to assess the activity taking place across the
RéseauBib network.

Information from the third source, a user satisfaction survey, was provided to us in
Annexes 5-8 of the ToR. However given the usage levels reported by the Library (7000
visits a year, 7000 loans a year, and 3000 catalogue consultations a day etc.) the reported
response of 185 users (Annex 5 of the ToR) and 95 users (Annex 6 of the ToR) seemed a
very limited subset of the overall user population, and there was a need to engage with a
wider community of users and potential users. This was undertaken through a bespoke

! http://ec.europa.eu/libraries/doc/centrallibrary/publicab_en.htm

2 At least by the core staff teams that the Library uses as noted in the ToR: librarians and library assistants; the
acquisitions team; the periodicals and newspapers team; the management of contracts and tenders team.

¥ RéseauBib is the network of European Commission Libraries (http://ec.europa.eu/libraries/doc/docurama/dgs_en.htm )
through which the Central Library provides strategic coordination, resource support, and professional advice.

* http://circa.europa.eu/ An extranet tool, developed under the European Commission IDA programme.
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3.7.2

online user survey' where the questions were specifically addressing the evaluation
guestions of importance to this study.

Online Survey

A bespoke online survey was created for this evaluation. A total of 61 questions (Annex 3)
were developed that specifically addressed the evaluation questions provided in the ToR.
They were constructed to allow responses in the form conventionally used for Likert?
guestions, which use a bi-polar scale of responses on a five-point scale.

The questions were developed in draft by the evaluators and checked for consistency and
clarity by the Evaluation Steering Group. Once the English language questions were
agreed a professional translator was used to produce the French language version, and
these were also checked for linguistic consistency by the Steering Group.

The first three sets of questions were targeted at those who use the Library, either
physically (going to the Reading Rooms), or virtually by using the online services offered
via the ECLAS catalogue and the Library Websites. The final three sets of questions
aimed to engage people who were non-users of the Library, asking them what their
priorities would be if they were to become Library users.

1 Set 1 focused on the frequency with which people use the Library services with the
five-point scale being: Never, Rarely, Once a month, Once a week, and Dalily.

Users al so were provi de dNotwvapptichbleb hfeo o pt h @ %
all other questions. Also an optional write-inbo x was avai Ifyolbdoeot wh €

use the Central Library at all, please give reasonso ;

1 Set 2 considered how successful usage had been for respondents, with the five-
point responses being: Very unsuccessful, Unsuccessful, Neither successful nor
unsuccessful, Successful, and Very successful;

71 Set 3 asked for user satisfaction levels, with the responses being: Very unsatisfied,
Unsatisfied, Neither satisfied nor unsatisfied, Satisfied, Very satisfied;

1 Set 4 asked respondents to say how important it would be for their needs if certain
developments/services were prioritised by the Library, with the responses being:
Very unimportant, Unimportant , Neither important nor unimportant, Important, and
Very important;

1 Set 5 asked for views on what the Library should be doing, the responses being:
Strongly disagree, Disagree, Neither agree nor disagree, Agree, Strongly agree;

! There has been consideration of employing online performance surveys such as Libqual http://www.libqual.org/ .
However, surveys such as LibQUAL are generic, with a set of questions that are generally used for all institutions, and it
was clear that the Central Library activities would not be effectively covered by generic questions.

% http://en.wikipedia.org/wiki/Likert _scale
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1 And, the final question set provided write-in boxes for respondents to provide extra
information relating to their information needs.

The online survey was publicised through several channels. First, the Central Library
placed an announcement on the Library Web sites (Europa, IntraComm and the DG EAC
Intranet) and on the ECLAS home page. Second, the Library arranged for all members of
the European Commission staff to receive the survey questionnaire. Third, ECOTEC sent
emails to some 1100 external organisations, ranging from EDCs to Library Associations,
and major institutional libraries.

As of 21 September 2009 the online survey had been completed, fully or partially (some
sections relate only to existing users of the Central Library), by 844 bona fide respondents,
ofwhom769coul d be defined as 0i nt &respandants Weoemmi s
from beyond the European Commission.

3.7.3 Focus Groups and Interviews

Two programmes of Focus Group meetings (of 2-3 hours duration, in both English and
French) were carried out in Brussels and Luxembourg. Attendees had all completed the
online survey before arriving, and a background paper was provided to them identifying
the key discussion points.

Focus Groups were held in Brussels (two groups each in English and French on 7 July)
and Luxembourg (one group each in English and French on 13 July).

The eventual participation in the groups at Brussels was 18 people, and in Luxembourg it
was three people. The distribution of attendees and Interviewees is provided in Annex 4.

What was lost in volume of attendees was gained in the opportunity for participants to
engage in an in-depth and open discussion of information needs.

Interviews were undertaken both in person and via telephone. In both cases initial contact
was made with the interviewee, and a set of questions were provided in advance.

For those people who were involved in operating information or library services across the
Commission the questions focused on the reasons for building services within their DG,
who are the main users of information, any policy for access to external users, the
logistical and operational challenges when developing information services for their users,
and the priorities for making available information and documents provided by the DG. In
addition they were asked for information about their archiving policy, their participation in
the Réseaubib network of Commission libraries and their views on its effectiveness.
Regarding technical developments they were asked about any technical challenges
(working within the Commission firewall, for example, or DG IT policies) that they
experience in building online access to information resources, and to detail any current
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resource challenges they are experiencing. Finally, they were asked about synergies with
the Central Library, and to identify where synergies could be created in the future.

For users of information (both users and non-users of the Central Library) the questions

focused on understanding their key information needs, and what resources are used to

satisfy the need. They were asked to discuss what resourcesinan 6i deal wor |
satisfy their information needs, considering the range of information, types of information,

the relative balance of electronic/physical availability of resources, and the quality and

integrity of information. They were asked for their views about whether the European
Commission should have a single source of information about all its publications and

reports (of funded projects and contracts etc.), so that users know where they are

available. Lastly, they were asked to identify strategic priorities that should be part of a
development strategy for the EC Central Library.

3.7.4 Other Information Sources

Desk-based work assessed information and statistics provided by the Library. A wide-
ranging set of documents was provided covering staff job descriptions, procedures,
cataloguing practice, acquisitions procedures, and participation of the Library in wider
activities across the Commission and the European information landscape. We were
made welcome at the Library in a series of visits where we were able to review and check
information, and also to read internal documents such as those relating to the Audit of
2007".

The Web sites and service descriptions of the libraries within the Commission and of a
range of international institutions (UNESCO, UN Geneva, OECD, World Bank, IMF) were
reviewed to understand how they have structured access to their physical and electronic
resources and services, their catalogue availability and search facilities. In particular the
sites were studied to ascertain whether the organisations were providing a single-point of
access to information resources across the organisation. Comparative information of this
kind was needed to inform the evaluation issues about ECLAS having a role in providing a
single-point of access to Commission information resources.

Relevant reports and literature were studied relating to Library developments. Annex 6
contains the details of the information sources used during the evaluation.

'Ra pport dobéaudit: tlalRioh!| i1t Hheduddrep@réwlsOr@de available for us to read during
our visits to the Library.
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3.7.5

3.8

Benchmarking

In the Inception Report we discussed how we could search for possible comparator
libraries:

1 Would other governmental libraries be comparable, such as the Dutch Parliament
Library in The Hague, or the House of Commons Library in the UK, or even the
Library of Congress in the USA?

1 Would other pan-governmental libraries be comparable, such as those of the UN,
UNESCO, OECD, or the World Bank?

As each of these was considered the differences significantly outweighed the similarities
the most pivotal difference being that the pan-governmental libraries in particular have
centralised information resource provision, and the governmental libraries address specific
parts of government and do not reflect the organisational diversity of the Commission.

Furthermore, the absence of more specific financial data made it difficult to undertake
realistic benchmarking. A benchmark comparator Library had been selected by the
Auditors in the 2007 Audit of the Central Library. This was the Library of the University of
Namur'. The Auditors stated their view that the Namur library represented a similar
Afoperating configurationo

However, no comparative information was available in the Audit report to indicate that the
similarities between the Central Library and that of the University of Namur were greater
than the institutional differences i and we note the specific institutional characteristics of
the European Commission in a later section. For example, the current Web site of the
University of Namur notes that is has 4,300 students and 1,100 staff, and the University
Library is the single authoritative Library within the Institution.

Data Analysis

Both quantitative and qualitative methods were used to analyse the results of the online
survey, the focus groups and the interviews. The survey software used to construct and
run the online survey was supported with user scripts that allowed consolidated tables of
responses, both numerical and textual, to be output to Excel spreadsheets:

! http:/iwww.fundp.ac.beluniversite/bibliotheques/bump/
2 http://www.fundp.ac.be/universite/historigue
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Figure 3.4: Numerical Outputs
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The numerical outputs were input into the SPSS Statistical Analysis package where they
were cross-tabulated, totals and percentages were calculated for each of the five
responses to each question, and the results were summarised and output into Excel where
they were visualised using Excel graphs:

Figure 3.5: Summarising and Visualising the Survey Responses

B c D E E G H I J K L M N ol
1 FREQUENCY Never Rarely ~ Monthly Weekly Daily
2 Count Count Count Count Count Count
3 Use Luxembourg Library (50) 27 43 4 2 1 0 f Jeceschiomaton i ewore v (0%
4 Access other libraries from CL (52) 25 30 13 6 2 1 : Access other information resources (63
5 Go to DG Library/ information centre (4 35 24 13 2 2 1
6 Use Brussels Library (50) 27 23 20 5 0 2 T Access CL resources from workplace (60)
14 Request ECLAS loans/copies (59) 18 23 25 4 5 2 v - "
8 Access other libraries from workplace ( 18 20 1 13 9 6 f Vackehoiofio o6
9 Use CL electronic services (59) 18 17 7 17 9 9 [ Access other ibraries from workplace (59)
10 4 Access CL resources from workplace (1 17 5 7 14 19 15 {
1 Access other information resources (63 14 3 5 5 12 38 r Réauest ECLAS loamsloopies (5)
12 Access information via europa.eu (66) 1" 3 6 6 13 38 r Use Brussels Library ()
13 L
14 Goto DG Library! information centre (42)
15 USAGE SUCCESS Very Unsu Ui Neither fu Very ful S [ o =S
16 Count Count Count Count Count Count
17 Using your own computer in Library (11 66 4 0 2 3 oF T Use Luxembourg Libeary (80)
18 Borrowing Library resources (20) 57 6 0 2 5 7 r
19 Using computer provided in Library (17) 60 4 1 1 6 57 ' 0%
20 Requesting Library resources (27) 50 B 2 3 8 10” [
21 Trying to find books/ journals etc (22) 55 3 1 3 7 8" [ [
22 Obtaining help from Library staff (31) 46 3 3 2 1 127 [
23 Using ECLAS in Library (31) 46 2 0 4 13 127 f Usha SRS AL 9
g‘; Obtaining help from Library staff (31
26 SATISFACTION LEVELS Very Unsa UnsatisfiecNeither ~ Satisfied Very Satisfied Trying tofind books! joumnals etc (22)
27 Count Count Count Count Count Count Requesting Library resources (27)
28 | 16 Suggestions and complaints procedure 64 2 1 5 3 27 [
29 Accessibility for users with special nee 69 0 1 3 3 1" [ Using computer provided in Library (17)
30 15 Opening hours (19) 8 2 3 4 6 aoem G
31 Completeness and accuracy of links - 29 1 4 16 16 1
32| ¢ Facilities for electronic access (26) 51 1 4 5 7 9” 7 Using your own computerin Lirary (1)

The reports from the interviews, the focus groups, and the write-in responses from the
online survey, were processed qualitatively. The write-in responses were output
automatically from the online survey in a structured format:
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3.9

D

Figure 3.6: Write-in Responses
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Librarian System University of Mian
The other key Library and information
Please tell us (reply in the textbox) about 1 b sl mym ; ourzse hittp://veww.unimi /ateneo/sba/1571.htm
8 y and ts digital Rbrary:http://w i w.unimi ¥/steneo/sba/26302 htm
Please tell us (reply in the textbox) about 1 The other key Library and Information. ¢y ccicnsn
9 resources that you use

10 pattie.punch@ul.ie

41 | marta jokinen@lbrary jyu.i

12

13 europa@ceu.es

14 rainer.salosensaari@ulapland. fi

Please tell us (reply in the textbox) about.

Please tell us (reply in the textbox) about

Please tell us (reply in the textbox) about.

Please tell us (reply in the textbox) about.
Please tell us (reply in the textbox) about

Please tell us (reply in the textbox) about

The other key Library and Information
resources that you use
The other key Library and Information
resources that you use

The other key Library and Information
resources that you use

The other key Library and Information
resources that you use
The other key Library and Information
resources that you use
The other key Library and Information

worldcat, copac, databases, google book and scholar

ECLAS

ebsco host, Europa server, Impala, European Sources Online,
LIBISNET catalogues, British Library catalogue, subito, pica, EU
bookshop, Archive of European information

Catalogue of another EDC at Spanish Universities

University of Lapland, European Documentation Center, EU
Bookshop, Internet resources

Eu Bookshop, on-fine publications of EU DG, National OPAC

15 resources that you use .
M 4 » M Responses Free Text < %J KB
Ready IEl=e

100% |
i |

The write-i n responses were O6codedd by the quest
guestion it was possible to sort them, and
for example where responses started Dbbvaeyrsy i
very 1important?o, the codes were used to ma
The responses were then re-sorted and they were checked again for consistency. This
approach allowed the text responses to build a clearer indication of the overall strength of

the replies, and this is reflected in the summaries of the material.

For the interview and focus group reports the four people on the ECOTEC team who
undertook them endeavoured to use a common language relating to the evaluation ToRs,
and this helped when the interview material was consolidated, sorted, and summarised
using the same approach as with the text responses. However, the interviews also
provided specific information that provided important context and detail which is reported
in the later sections.

Summary of strengths and weaknesses of the methodology

The methodology for this evaluation was to utilise the major approaches for library
evaluation. There was an understanding that where some approaches did not work (for
example if focus group participation was lower than expected) then resources could be
shifted to other complementary approaches, for example more time for in-depth
discussions with those running libraries and information centres across the Commission.
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The two biggest risks in the methodology related to the response rate to the online survey,
and the extent to which efficiency could be addressed in detail.

At the outset of the evaluation there was careful discussion with the Steering Group about
potential low response rates to the online survey, since that was experienced in 2008 with
the online survey undertaken by the Library itself. Three particular actions were
undertaken to minimise the risk of poor response. First, the questions were carefully
structured and tested in collaboration with the Steering Group. Second, the Web site was
extensively tested with the Steering Group, and the detailed feedback resulted in a radical
simplification of the design, and it allowed significant technical problems to be identified
and resolved with the use of the survey site behind the Commission Firewall. Third, the
Library ensured that the survey was publicised to all Commission staff.

The overall response of 844, with 767 being from the Commission, was a low response
rate for a survey targeted at all potential users of the Library service. Since all 35,000
Commission employees are potentially beneficiaries it could be argued that the response
rate is only 2.5%. To expect all citizens in a town to be users of their local library is not
realistic, and to expect that all employees of the Commission to be users of the Central
Library is equally unrealistic, and only a subset of the total staff will need the
documentation provided by the Central Library related to European integration. However,
given that all Commission employees were made aware of the survey the low response
rate does indicate that many Commission employees do not prioritise the Central Library
services as currently being important to them.

Some staff are indirect users of Central Library services, but may not be aware that they
are using them, as will be detailed in the following section. They may use libraries within
their DGs which order publications via the Central Library Framework Contracts and they
may benefit from local information services that are well structured because of the training
and support provided by the Central Library team. However, they may also not know of the
physical and electronic resources available through the Library, and this is where the
evaluation was asked to address potential users. Finally, those who did respond, even the
non-users, took time to provide a rich resource of write-in comments which provided extra
detail for the analysis.

Assessing efficiency has been the major limitation. However, the problem is not caused by
the methodology itself, for it was intended that unit costs and cost-effectiveness would be
assessed. The reason is that only average staff costs, which not include IT and
infrastructure costs of running the reading rooms, or of maintaining the storage facilities,
could be calculated for the Library.
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From the outset of the evaluation we noted the importance of information being provided

on resource planning. Our Tharedseapundaroental Rterp o r t
relation of Mission Statement, Strategy, Operational Plans (Resource planning and
delivery), and Operational measurement. 6 And we al so noted i n t

fConsequently, to understand fully issues such as the resource planning and performance
of the Library we will need to use more detailed information about the Library such as: the
planned staff allocation to key activities ; historical budget information; staff turnover and
recruitment; and, key performance indicators such as the time/cost it takes to acquire
process an item into the collection, the time it takes to catalogue items, and historical
information about funding and activity levels beyond the online reports available 1998-
2007, especially information relating to 20080 .

Without detailed information, beyond the average staff costs, relating to staff budget,
cataloguing, acquisitions, management and administration teams, facilities and storage it

was not feasible to address in detail the issues of efficiency and effectiveness. Therefore,

we did not attempt to derive our own Oestin
calculations that would not provide robust evidence for the evaluation.
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4.0

4.1

The Central Library Operational Context

This Section provides a summary of the background to the Central Library, particularly
noting issues which are important for the evaluation. Annex 5 provides more detailed
background information.

Development of the Central Library

The European Commission Central L i b rorewyear
after the signature of the Treaties of Rome in March 1957*. The first of the Treaties
established the European Economic Community (EEC), the second established the
European Atomic Energy Community (EURATOM), and the Library initially served both
organisations in addition to the European Coal and Steel Community (ECSC) which had
been created in July 1952.

In 1968 the three organisations were merged and their information collections were
integrated into the Central Library of the (now) European Commission. Since 1968, and as
noted in the 2007 Annual Activity Report?, crdated initially as an administrative unit of

(0T

purchase, the Central Li brary over the year

Co mmi s dni2008 the Library celebrated its 50th Anniversary. Activities included a
Conference on Libraries and Innovation®, and a display stand publicising Library activities
in the Berlaymont, the headquarters of the European Commission.

The Central Library currently functions at two locations, Brussels and Luxembourg. The
Luxembourg site does not have separate management, and the Head of Unit, and the
Deputy Head of Unit i both based in Brussels i are responsible for both sites. A Librarian
is in administrative charge of the Luxembourg location. The Luxembourg branch is
described as an 06ant e nToaméetthefrequirdmentsChatrihe twa |
primary locations of European Commission activities (Brussels and Luxembourg) should
be serviced in a non-discriminatory fashion Commission staff in Luxembourg have as

A

much daccessd to the Library expertise a

The Library is currently positioned administratively within the Directorate General for
Education and Culture (DG EAC) as Unit 4 within Directorate Cfi Cu | t ultdirgyalisil
and Communicationa Therefore, while the Central Library is the Central Library of the

! http://europa.eu/legislation summaries/institutional affairs/treaties/treaties euratom_en.htm
2 hitp://ec.europa.eullibraries/doc/centrallibrary/rapport 2007 en.pdf

3 http://ec.europa.eu/libraries/doc/50ans/conferences en.html
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A

Commi ssion, it is not | ocated O6centrallyd w
Commission.

In its early years the Library was an administrative unit focusing on the purchase of
documentary resources, and it subsequently became a Library in the formal sense.
However, the Centralwor d wi t hin 6Centr al Libraryd nev
authoritative provider of library services across the Commission. From the outset of the
Commission the Directorates General (DGs) were able to establish their own libraries and
information collections. There was not, and is not, a single Commission information

resource policy which mandates that there should be a centralised internal information

strategy, although DG Communication® is mandated with ensuring that there is a coherent
external information and communication process for the Commission.

4.2 The Library Buildings and Reading Room Facilities

421 Brussels

In 20022 the Library moved from its previous Brussels premises in Avenue de Cortenberg
to newly refurbished accommodation (the former Convent Van Maerlant) at 18, rue Van
Maerlant (VM18)2.

The decisions about the actual layout of the Brussels Library accommodation were taken
in 2000 by DG EAC and DG ADMIN (the DG for Personnel and Administration). At its
previous location the Library had suffered because offices and reading rooms were not
near to members of staff, and Library staff were very keen to overcome this with the move
to new premises. They wanted a single service space, because the Library had been
based in an administrative building completely un-adapted to library services and without
any visibility to its visitors.

The Central Library requested that a coherent library facility should be developed. The
plan proposed by the Library involved a single ground floor reading room on one level, with
library staff being integral in the library space, and the Library being accessible directly
from the building entrance, and directly linked with the stores by an elevator.

This proposal was not accepted, and the imposed solution was reading rooms at levels 4
and 5 of the former convent with offices for librarians on level 4 of the convent, not too far
from the library in the former church, without the steps found at other levels. The Library

was aware that the stores would not be immediately accessible and requested a book lift
from the stores to level 4 of the convent and between level 4 and 5 in the reading rooms.

! http://ec.europa.eu/dgs/communication/index_en.htm
2 http://ec.europa.eu/libraries/doc/centrallibrary/rapport 2002 en.pdf
3 http://ec.europa.eu/oib/pdf/building-map_en.pdf
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The request for a direct book lift from the stores was not accepted. The building is
therefore not adapted to function as a library. Librarians and support staff requiring
frequent access to the reading rooms are mainly housed on level 4. Acquisitions,
subscriptions, administrative staff are mainly housed on level 1.

The layout and architecture of the Brussels Library is therefore a sub-optimal imposed
solution, both in the lack of cohesion for staff who are split between office levels 1 and 4,
and in terms of the staff overhead required for two separate reading rooms, rather than
one. The original proposal by the Library would have allowed the stores to be located just
beyond the reading rooms with access provided by a direct lift.

During the preparations for the move to the new building the Library team were aware that
the only access to the Level 5 reading room is up stairs, and had a design for a stair-lift
prepared. The stair-lift proposal was also not accepted in 2003. As a consequence any
user who cannot walk up the flights of stairs between levels 4 and 5 is not able to access
50% of the reading room facilities and space.

The Library uses professional staff to provide user services in the reading rooms, currently
Monday to Thursday from 10.00 a.m. to 5.00 p.m. and Friday from 10.00 a.m. to 1.30 p.m.
Friday opening was reintroduced in 2003 to meet user needs, but had to be balanced with
staff availability. The reading rooms are closed for the whole of August, but all the Library
services continue to be provided in the normal manner to internal users.

The provision of IT equipment in the reading rooms and the access to Internet is
determined by DIGIT as part of the centralised strategy for IT in the Commission. DIGIT IT
security procedures state that within the same room it is not possible to have a mix of PCs
which function inside and outside of the Commission firewall. Even though the Reading
Rooms are large, they cannot have a mix.

So, in the upper room (level 5 of the former church) the PCs do have password-free
Internet access. In the lower room Internet access (wired) is provided via a password.
Accessing information on CDs can be difficult, since many cannot be read on the Reading
Room PCs. PCs provided by DIGIT are not allowed to run executables (.exe files), but
many CD databases are accessible only via their own software. Readers can use their
own laptops in the Library, but cannot access the Internet i there is no WIFI provided. The
Library has requested WIFI facilities for users and at the time of writing this Report it is
waiting for a response from DIGIT.

The different levels of IT access and security across the Commission, and in the two
reading rooms, do not allow the Library to provide the same type of access to electronic
services and resources. For example, SWETS and other electronic resource providers
recognise the users by the IP address of the PC being used:
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1 PCs in the upper reading room (5) have IP addresses outside the recognised range
of addresses. Readers do not currently have access to electronic periodicals.
However, the Library was informed that this limitation will be overcome in the short-
term.

1 All readers on the lower level (4) of the reading rooms can access electronic
periodicals (IP address accepted) from the library PCs - as long as the librarian puts
in the password to open access to the Internet.

4.2.2 Luxembourg

In September 1999 the Luxembourg branch of the Central Library had moved from the
Jean Monnet building to the Joseph Bech* complex. Both locations are on the Kirchberg
plateau, but the Bech complex is within a retail and conference area of Luxembourg, out to
the North-East of the City, and well away from most other Commission buildings. The only
other Commission operation within immediate proximity is the European Statistical Office,
Eurostat.

On entering the Library, which is located at some distance from the Bech building
entrance, there are offices immediately on the right, and ahead is the reception desk. The
reading rooms and staff offices are integrated into the same physical space, so there is
close proximity between visitors and the staff.

A small set of PCs comprise the available IT facilities in Luxembourg, and they are subject
to the same restrictions imposed by the Commission firewall as in Brussels. The proximity
of staff and readers in the reading rooms mean that it is possible to have rather longer
opening hours than at Brussels: Monday to Friday 0900-1700.

4.3 The o6l nstitutional Memoryd of the Commi ssi

The Library is the depository library for the European Commission, and houses a central
physical repository of documents and books relating to European integration. The
repository comprises significant storage areas in both Brussels and Luxembourg.

The Brussels on-site book storage facility (1,200m2 containing nearly 335,000 volumes) is
in the VM18 building complex. Mobile stacks are installed in the storage areas to maximise
space utilisation, and the old card catalogue of pre-1978 publications is also stored in this
area.

! http://ec.europa.eu/oil/batiments_en.htm - and the Office of Infrastructure and Logistics in Luxembourg (OIL) does not
provide a single map showing the location of Commission Buildings.
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4.4

There i s a-siskee @acEnréafoftenberg, which is about 6km outside
Brussels beyond the Airport, and which also houses the Historical Archives of the
Commission. Storage space of 970mz2 contains over 200,000 volumes.

The material from the on-site stacks is normally available to readers in the reading rooms
in less than one hour, but less frequently if the material is stored at Kortenberg.

Requests for material (usually made online by internal users) that is held in the on-site
stores can be dispatched by mail to remote users on the same day. However, material that
is located in the off-site store in Kortenberg is collected about twice a week, unless
something is needed urgently, when someone from the Library has to drive out to collect it.

The Luxembourg Library has four storage areas within the Bech Building (totalling 860m2)
containing over 103,000 volumes. As with Brussels the material can be brought up to the
reading room within one hour, and it can be transferred to Brussels via the shuttle service
and internal mail.

Staff, Budget and Resources

Despite functioning as a separate Unit, the Library does not have a fully delegated budget
which would allow it to balance costs and resources directly against priorities. The
European Commission allocates overall budget responsibility to DG BUDG! (Directorate-
General for Budget), and each DG communicates its needs to DG BUDG in the context of
the Activity Based Management and Strategic Planning and Programming Cycle?. In 2009,
for example, the Budget appropriations for the Library were G2.7million. This amount was
meant to cover purchases, preservation and subscriptions.

Budget responsibility for buildings to OIB* (Office for Infrastructures and Logistics i
Brussels), OIL* (Office for Infrastructure and Logistics i Luxembourg). Information
technology is the responsibility of DIGIT® (Directorate-General for Informatics), and staff
are the responsibility of DG RH® (Directorate-General for Personnel and Administration).

The formal structure and procedures of the Commission (see section 4.5) mean that there
is an overall absence of budgetary resources under the direct control of the Library with
the exception of those available for the purchase of books and journals via the ad-hoc

! http://ec.europa.eu/dgs/budget/index_en.htm

2 http://eur-lex.europa.eu/budget/data/AP2009 VOL4/EN/nmc-titleN16E0D/nmc-
chapterN16E46/articles/index.html#N1722C

® http://ec.europa.eu/oib/building_policy en.htm

* http://ec.europa.eu/oil/index_en.htm

® http://ec.europa.eu/dgs/informatics/contact/index_en.htm

® http://ec.europa.eu/oil/index_en.htm
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budget line and its components. The 2009 purchasing budget was allocated by the Library
to 02,030,000 for subscriptions (specialised periodicals and newspapers), U570,000 for
acquisitions (books), and 100,000 for binding.

Importantly, this budgetitemi s not just for o6i nt eiguseatobuys e
books and subscriptions on all the policies of the EU for Departments of the European
Commission (except for DTS, Learning Centres, DGT, INFSO, RTD, OLAF), for Cabinets

of Commissioners and the President. The Library provides the technical infrastructure for

all these departments to use the Aleph Integrated Library Management System as
required (including DTS, Learning Centres, DGT, INFSO, RTD).

The purchasing budget was the only definitive financial information that was provided to
this evaluation. In the subsequent section on the methodology we note that the DG Budget
evaluation methodology involves the assessment of issues such as cost-benefit and
efficiency. It is clearly important to know whether money has been spent not only in a
transparent and procedural manner, but also in a way that delivers value-for-money. To
achieve that requires firstly a comparator such as an equivalent library, and secondly it
requires that the numerator and denominator of an equation are robustly defined. To
assess the cost of running the library reading rooms versus the other library costs requires
first the costs of running the reading rooms, and second the cost of the total library. The
costs of the reading rooms comprise the buildings costs, plus the staff costs allocated to
them, the IT costs, equipment costs, and running costs such as electricity etc.

We requested such costs from the Evaluation Steering Group, and while they helpfully
asked the relevant DGs for financial figures the ones supplied were average figures for
staff costs which include a flat overhead cost for the infrastructure and other costs per
member of staff. Such average costs may reflect more the costs of offices for staff, but it is
not clear if such costs can realistically reflect the costs of running reading rooms, or of
maintaining significant physical stores containing hundreds of thousands of books.

The following table therefore provides the official financial information available to the
evaluation, and contains the average annual cost of full-time equivalents (FTE) of all of the
grades of staff in the Central Library. In the absence of any other official information the
evaluatonhas not attempted to move into esti mat
cannot be unequivocally acceptedasbei ng O6evi denceb6.

The estimated cost of running the Library, using the average cost per employee provided
by DG Budget, is 06,856,000, of which 83% is the cost of the Brussels Library. On one
hand, as noted earlier, the across-the-Commission average of 0 1 2 2 ,igb@sed on the
across-the-Commission breakdown of 49% ASTs and 51% ADs within a unit and unlike
Commission standard units, ASTs are 95% of library staff, not 49%. This results in a
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considerable overestimation of library staff costs. On the other hand, however, the
infrastructure costs such as the storage facilities and the reading rooms are not included in
the estimated costs.
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Table 4.1: Estimate of Library Costs

European Commission Central Library
Estimated Total Costs September 2009

BRUSSELS STAFF

Grade FTEs Unit Cost  Gross Cost
AD12 2.00 €122,000 €244,000
ADS 1.00 €122,000 €122,000
AST10(ex-B) 2.50 €122,000 €305,000
ASTY (ex-B) 1.00 €122,000 €122,000
ASTE (ex-B) 4.90 €122,000 €597.800
ASTT (ex-B) 2.00 €122,000 €244,000
ASTE (ex-B) 1.00 €122,000 €122,000
ASTS (ex-B) 0.90 €122,000 €109,800
AST4 (ex-B) 1.90 €122,000 €231,800
ASTT(ex-C) 2.00 €122,000 €244 000
ASTE(ex-C) 5.65 €122,000 €689,300
ASTa(ex-C) 4.95 €122,000 €603,900
AST4{ex-C) 3.80 €122,000 €463,600
AST3(ex-C) 3.95 €122,000 €481,900
AST2(ex-C) 1.00 €122,000 €122,000
AST1(ex-C) 3.00 €122,000 €366,000
ASTS (ex-D) 1.00 €122,000 €122,000
TOTAL OFFICIALS BRUSSELS 42.55 €5,191,100
Contract agents

Function group 3 (=AST ex-B) 1.00 £64.000 €64,000
(has replaced a Temporary Agent)

Function group 1 (=AST ex-D) 7.00 £64.000 £448.,000
TOTAL CONTRACT AGENTS BRUSSELS 5.00 €512,000
GRAND TOTAL BRUSSELS 50.55 € 5,703,100

LUXEMBOURG STAFF

Grade FTEs Unit Cost Gross Cost
ASTY (ex-B) 0.50 €122,000 €61.000
ASTS (ex-B) 1.00 €122,000 €122,000
ASTE (ex-C) 250 €122,000 £€305,000
ASTA (ex-C) 345 £€122,000 £€420,900
AST4 (ex-D) 2.00 €122,000 €244.,000
TOTAL LUXEMBOURG 9.45 €1,152,900
TOTAL LIBRARY COST €6,856,000

DG BUDGET provides average annual cost of staff, including an overhead of £22,000
which covers costs incurred in "running the library™: buildings. office, IT equipment etc.

Official €122,000
Temporary agent €122,000
Seconded National Expert € 73.000
Contractual agent € 64,000

(Source: DG BUDGET, 15 September 2008)

http://ec.europa.eu/civil_service/job/managers/index_en.htm

Senior Managers (grades AD 14 to AD 16) - salary €11,500 to €14 ,800/month
Middle Managers (grades AD 9 to AD 14) - salary €6,200 to €13,100 a month
Administrators (AD) can occupy grades 5 - 16

Assistants (AST) can occupy grades 1- 11

Each grade has five 'seniority steps™ employees move up one step every two
years until promoted to the next grade or until they reach the last step in the grade.
The very top grade (AD 16) has just three seniority steps.

Basic monthly Commission salaries - around €2,300 per month for a
newly recruited AST 1 official to around €16,000 per month
for a top level AD 16 official with over 4 years of seniority.
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4.5

The Institutional Context T Procedures and Practice

An important operational context is the organisational and financial structure of the
European Commission within which the Library operates. The Library must comply with
the formal processes and procedures of the Commission (detailed below), and any
emerging recommendations must be feasible within the context of the procedures.

The Library has also been required to comply with the outcomes of a formal Internal Audit
which was undertaken in 2007, The Auditoés 22 recommendat |
i mportant o, nine Oi mportantdé and seven 060de
and none at all focused on strategy and service. The Auditors wanted the Central Library
to provide fully documented internal procedures, stronger financial controls, a detailed risk
analysis, formalised rules for the collections and access to the collections. The Library
management has addressed 20 of the 22 recommendatons, and two are s

The I nternal Auditors clearly stress’gidentoha:
the Library needs rigorous procedures aifd
the financial management was centralised using the financial management resources of

DG EAC, an additional procedural step would be added to the financial workflow, and all
financial operations would need to be initiated by the Library and then processed by the
central department.

0 Aut o meany that the system of procedures at the Central Library is substantially
different from those of the majority of units in DG EAC. Most Library procedures do not
apply to other units within DG EAC (e.g. anticipated commitments, tender procedures for
supplies instead of services etc.). However, in the context of resource demands, we note
that th® dmmindadleement (the Head of Uni t and
Library communicated that following the Internal Audit they have been substantially
focused on process and procedure, which has made building strategy and vision very
challenging.

The Commission therefore has robust and detailed procedures for good management,
efficiency, accountability and transparency* which set the parameters within which the
Library must operate financially and managerially. The Library also must operate within the

'ARa pport dobéaugqueée: Céat Babé o o tTh8Audtcepart vas mad2 avail@ble for us to read

during our visits to the Library.

2 Although the Library currently is situated within Directorate C of DG EAC, it functions as a self-contained unit,

undertaking its own procurement and its own financial administration for acquisitions of information, journals and books.

% aMiddle managementois the official term to indicate headsofUni t i n t he Commi ssionthefSeni c
official term to indicate Directors and Directors General.

* http://ec.europa.eu/civil_service/admin/index_en.htm
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Commission procedures for employment', safety and security procedures?, and staff
progression and promotion®.

Promotion from AST grade to the AD grade requires a person to pass an AD Competition
or an internal set of exams and training courses, after which they can apply for an AD post.
There are three AD posts in the Library which are all administrative posts. The difficulties
in recruiting professional librarians and information scientists to AD posts are noted later.

The Commission has formal rules on hours of working, flexitime? (achieving a work-life
balance), and weekend working®. While these would allow the Library to consider
prioritising resources to make available the physical facilities at weekends, there would
need to be careful cost benefit assessment, and there would be additional decisions
needed beyond the Library to provide services such as security cover within the buildings.
In the online survey, and during focus groups, respondents were specifically asked about
opening hours to provide evidence of the potential demand for extended physical opening
hours.

The buildings which house the Library (Brussels and Luxembourg) are subject to normal
Commission entry procedures. People entering must:

1 have a staff card, a library visitor card, be included on the list of day visitors, or
show that they are visiting someone;

1 fill in their details and identity card/passport information;
1 be approved by the security guards;
1 be collected from security by the person they are visiting.

Casual visiting to the Library is possible, and the Library staff endeavour to maximise
accessibility of the resources to all visitors.

! The Staff Conditions and Regulations are available at http://ec.europa.eu/civil_service/docs/toc100_en.pdf and
http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=CONSLEG:1962R0031:20080501:EN:PDF

2 http://ec.europa.eu/dgs/personnel_administration/security _en.htm

% http://europa.eu/epsol/discover/careers/grades_system/index_en.htm

* SEC(2006)179671 Gui de to Fl exi ti meo

® http://ec.europa.eu/civil_service/docs/toc100 en.pdf
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4.6 The Library User Community

The primary role of the Library has been to serve the information needs of Commission
empl oyees (06i nt er n allComnsssian stéff)tempataeyfoffiamks dnd a s f a
trainees (stagiaires), staff from the EU's other institutions and bodiesd.

However, the Central Library is unique in that it not only potentially services many of the

35,000 employees within the European Commission, and supports libraries across the
Commission through centralised ordering of books (later sections detail this), but it also
hasarolewithh n t he context of 2the fAEuropean Proj

For the Library this role has largely focused in the past on providing some form of physical
access to its resources t o Tiecentra ibragyisalsos er s 6
open to specialists and researchers (professionals, diplomats, civil servants from EU

member countries, teachers, university students, etc.) who wish to consult its works on
European integrationa However, external users have presented a resource challenge to

the Library, because suchuser s have needed to come to th
the Library. External users cannot borrow books, but can consult them on-site. They can

use the resources of the library staff, the photocopiers etc. at no cost.

External users can apply to gain long-term access to the Reading Rooms by filling in and
submitting an application form that must be accompanied by formal documentation to
confirm the status of the applicant. Applicants are presented with a PDF document listing
t he Or ul es 6readingrroorass ay visitors airb admitted on a less formal basis.

4.7 Challenges Facing the Central Library

I n 50 years the Central Library has 6lived
availability, technology, and in European integration and enlargement. There have been
constant increases in information production, in print and newer media. The enlargement

of the European Union to the current 27 member states demands:

1 Acquisition and provision of access to documentary information and publications
about member states;

1 Provision of user-support potentially in all the 23 official languages of the European
Union.

! http://ec.europa.eullibraries/doc/centrallibrary/accessb_en.htm
% fFor me, the European project goes much further than its economic dimension. It is based on the values of peace,

freedom, justice and solidarity, and it must mean advancing people's Europea José Manuel BARROSO, 3 September
2009, http://ec.europa.eu/commission_barroso/president/pdf/press 20090903 EN.pdf
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Multilingualism places significant demands on the Central Library, for librarians and
documentalists to select resources in the languages of member states. However,
extensive multilingualism is one of the d&éun

The Library is also being challenged by the vast production of information by the European
Commission itself. The Commission activities, for example through the Framework
Research Programmes and contracted research and evaluations, generate a significant
vol ume of public deliverabl es whwhchis d omucm a
part of the Oinstituti oomad areni@mab pulliatiomsfmade h e
available through the Publications Office (OP).

Devel opments in digital i nformation technol
easily and relatively cheaply (in multiple electronic formats). However, in the absence of a
formal information policy that mandates Directorates General and other Commission
bodies to document literature and to store it permanently, there is no guarantee that this

will be consistently available in the future. In addition, Commission departments are able to
establish their own libraries and information centres, and there is no Commission mandate
which states that they must inform the Central Library of their holdings.

Within this uncertain information context, yet as a formal library, the Central Library has a

goal to make available a comprehensive collection of material, whether through the
Libraryds own <collections, or through 1| ink
structured common library catalogue, known generally a s a oOunion <cata
details their own holdings. For the Central Library, however, there is a significant extra
challenge in adding information about the holdings of other libraries and information
centres across the Commission and linking to it from the catalogue when there is no
obligation on the O6éauthor¥%6é epoc uroavgea ed ddit
Central Library coordinates through RéseauBib support and training in areas such as
library management and bibliographic practice.

A

The 6union catal ogued of ' Thiseanique nulti-lingugl resoarcedsa | |
detailed in the next section. The challenge for the Library is to explore how ECLAS could:

1 Become more complete-how can it o&édknowd aboute;, t he

1 Benefit from catalogue information being produced within the Commission by
bodies such as OP?, and how it could be linked to other union catalogues to provide
the richest possible access to documentary resources and publications relating to
European integration;

! http://ec.europa.eullibraries/doc/catalogues/index_en.htm and http://ec.europa.eu/eclas/F . ECLAS aims to be the
6Uni on Cat al og u edn, afidats technita ev@utian arid sostént is very much driven by user needs and
user suggestions.

2 http://bookshop.europa.eu/eubookshop/index.action?request _locale=EN
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1 Be linked to others around the world to provide the richest possible access to
documentary resources and publications relating to European integration, through
for exampl & &feecchenri agtueeds |, and using techn
are vital in enabling catalogue federation.

These challenges are embedded in the evaluation questions, and the next section
explores more the resources and services of the Central Library.

! Federated searching implies that when a user types a keyword within one online catalogue, the search is sent out to
other catalogues so that a richer set of results are provided. For more information see
http://www.libraryjournal.com/article/CA6571320.html
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5.0

5.1

5.1.1

Central Library Services

The Central Library provides standard institutional Library services such as loans to users,
obtaining and providing inter-library loans, acquiring documenting and storing information
resources, developing electronic resources and services, providing advice and support to
users etc.

As we have already noted, the Central Library not only looks inward to its institutional
users, but outwards to a potentially vast group of users across the World who have a need
to access an extensive resource relating to European integration.

Furthermore, as this section will explain, the Central Library is not just a simple institutional
library, but it is at the centre of a network of libraries and information resources across the
European Commission and the services it provides to them ranges from direct financial
support, and information technology support (Management system and Online Catalogue)
to training and professional support, and leading a voluntary coordination network of
Commission libraries and information services.

At the Oheart 6 oservice egelogremn is thadnlind catalagae EELAS,
which is presented next. Following that there is a review of the pan-Commission service
support provided by the Central Library, a presentation of the Library Web visibility, and a
review of the ways in which the Library has reported its activity.

Providing Coordinated Access to Bibliographic Information

ECLAS! is the European Commission Union Catalogue?, currently using ALEPH500 library
management software, and whi c h holdiegs efraenetwoek sof liraries, called
Réseaubib®. In addition to the Central Library, some 25 smaller specialised libraries and
documentation centres participate in this co-operation networko .

ECLAS - Facilities

ECLAS currently does not hold electronic records of pre-1978 holdings of the Library (the
physical catalogue cards are stored in the Brussels stacks), nor records relating to the
6grey I iprodeicec aictossethe Commission (for example contract and Project

! http://ec.europa.eu/eclas/

2 http://ec.europa.eu/libraries/doc/catalogues/index_en.htm

® The holdings of all of the libraries and information centres in the Commission
http://ec.europa.eu/libraries/doc/docurama/dgs _en.htm
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deliverables and reports, and publications that are not issued via the Publications Office').
evaluation questions therefore addressed whether:

the Catalogue should include information relating to pre-1978 material;

it can be made more easily usable;

it can comprehensively coverthe widerEC6gr ey | i teraturebo;
it can be updated more rapidly and more effectively.

= =4 -8 A

ECLAS has been at the core of the Library service development over recent years. At the
centre of ECLAS are bibliographic records, many of which relate to the unique (post-1978)
holdings of the Central Library. The interface to ECLAS is available in English and French,
and for external users can be used anonymously or by registering and then signing-in.

With the exception of short-term appointments such as stagiaires or auxiliary staff, all
Commission staff are automatically registered to access ECLAS and Library services, and
their address details updated, automatically using an interface with the staff management
database:

Figure 5.1: ECLAS Home Page

R () ECLAS
I ~ European Commission Libraries Catalogue
European Commission > Central Library > ECLAS

(i) Survey on the services offered by the Central Library of the European Commission

Basic Search (in ECLAS)

Some examples:

Type word or phrase |  "state aid" NOT (Ital* or Franc®)
5 v europe and law

Field to search All Fields v Which field? ) ¥ athics or health

 "politique européenne™

Some more tips and examples

Words adjacent? No Yes

Go [ Ciear |

Limit search to:

Languages: all ~ Year from: Year to: yyyy (Use ? for truncation when not using from/to)

Format: « Location: All EC libraries hd

Search hints:

@ If you choose Yes for “Words adjacent,” you can type in the phrase european integration and the system will understand that you want only records that have the
word european NEXT to the word integration.

B Lamerrace lattare will find matrhae af rantakzad wards alen Ene avamala_nerman will find matrhae far narmany Garmany and CEDMANY

The key difference between using ECLAS anonymously and signing-in is that only through
signing can a user:

T use t he sendca &dntaat with the library can be made from the library home
page? top-right contact); (1)

! For example, DG Information Society and Media has a Library of reports and documents produced by its contracts and
funded projects: http://ec.europa.eu/information_society/newsroom/cf/news.cfm?redirection=1&item_type=library
2 http://ec.europa.eullibraries/doc/index_en.htm
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1 access complete information on the user's loan and photocopy requests, including
the possibility to renew loans; (Commission staff and EU institution libraries only);

(2)

1 access the full catalogue (including internal records); (Commission staff and EU
institution libraries only); (3)

1 make loan and copy requests (Commission staff and EU institution libraries only);(4)
1 save searches;(5)
1 create profiles for the e-mail alerting service to send customised information.(6)

Both internal and external can access ECLAS anonymously. By signing-in both types of
users can undertake 1, 5 and 6 in the list above. Internal users can also undertake 2, 3
and 4.

ECLAS provides the bibliographic records and the mechanisms (keyword and thesaurus)
by which users can search the records:

Fi_gure 5.2: ECLAS Thesaurus

% @ ECLAS
LS . European Commission Libraries Catalogue

ECLAS Thesaurus Browser

Version francaise| Help|

01 - International cooperation. Inter ional relati International law. European Communities. European Union
02 - Economic policy. Planning. Sodal policy. Sodal problems

03 - Economics. Economic conditions. Economic doctrines and systems
© 04 - Law. Public Administration. Politics

805 - Culture. Sodiety

B 06 - Education. Training

B 07 - Agriculture. Forestry. Fisheries

08 - Industry

209 - Trade

@10 - Transport

11 - Public finance. kil Internati | monetary relati

12 - Management. Productivity

©13 - Labour

There is a structured list of the journals available online, and bibliographic information, with
links to the online content, if available, is provided for the journals. For copyright and
licensing reasons some journals are available only for internal users, but all EU periodicals
are listed and these are accessible to all users:
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@ure 5.3: ECLAS Serials Listings

) ECLAS
J ~ European Commission Libraries Catalogue
European Commission > Central Library > ECLAS e-Journals

ECLAS Serials Titles : [A]
Select EC kibrary or All .
Apply filters:

fied] - AEEEEAEEDIIKOENEHRQDREDNDVNEEMEDGS

End Session Askus!  Helg
Search? 1 Hvseudls' | Journals list CAM&' 1 nvlnfo'

A

|
AOM, bulletin : = A.O.M. Bulletin : P emestrielle = A.O.M. Bollettino statistico : P! -
A.Q.M, Statistisch bulletin ; uitgave = A,OM, Statistical bulletin ; Half-Yearly / EG, Statistisches AMT.

Aanhangsel tot het Verslag van de Handelingen der Tweede Kamer der Staten-Generaal.
AB a3k I

ABA banking journal / American Bankers Association.

El ABC del derecho comunitano / Klaus-Dieter Borchardt. UE, Comisién Europea.

'ABC del dintto comunitario / Klaus-Dieter Borchardt. UE, Commissione europea

Das ABC des Gemeinschaftsrechts / Klaus-Dieter Borchardt. EU, Europdische Kommission.
ABC do direito comunitino / Klaus-Dieter Borchardt. UE, Comissdo Europeia.

'ABC dy droit communaytaire / Klaus-Dieter Borchardt. UE, Commission européenne.

Done @ Intemet | Protected Mode: On fa + R100%

Bibliographic information, with links to the online content?, is provided for the journals:

Figure54. Entry for ONaturebo

Full view of record

Results list

This record:  Loan/Photocopy | Save /Mail | Standard display | Citation display | MARC tags

Title |Nature,

URL & http://www.nature.com/nature/

http: //www. om/link/access db?issn=0028-0836 ( Tables of contents )
Terms of use (@Access may be restricted to C taff or users at subscribing
Other author(s) | ™ Lockyer, Norman, Sir, 1836-1920, ed,

Publisher | * London : Macmillan Journals Ltd., 1869-
Down links (create) |Create links to other articles from this periodical,
Description [v. : ill. (part col.) ports. ; 26-28 cm.
Current Frequency |Weekly (except last week in Dec.), 1981-
Dates Publication |Vol. 1, (Nov. 4, 1869)-
Language Code |eng
ISSN |0028-0836 0302-2889

General Note |Founded and for many years edited by Sir J. N. Lockyer.
Accompagné dindex.
Supplement Note |Supplements accompany many numbers.
System details [Mode of access: World Wide Web
Link Note [Beginning in 1994 complemented by Nature structural biology, which consists of articles on structural biology for a more specialist audience.

Vol. 229-246, Jan. 1971-Dec. 1973, issued in three parts. The two new parts, Nature: new biology, and Nature: physical sciences, continued the volume
numbering of Nature in addition to carrying their own issue numbering. With vol. 246, Dec. 1973, Nature: new biology, and Nature: physical sciences,
ceased publication and were absorbed by Nature.

The actual task when searching for material is very much conditioned by the quality and

flexibility of the keywords used for searching, and ECLAS supports searching for example
using user-defined free-text keywords, and using Thesaurus terms. ECLAS also provides

advanced searching facilities, along with online help.

For internal users there is a document
requests via the ECLAS catalogue, or email/phone, and the material is sent through the
internal mail system of the Commission. The Office for Infrastructure and Logistics 2

! The problems with uneven lack of access to the electronic material because of restrictions within the Commission

firewall are covered elsewhere in the report.
2 http://ec.europa.eu/oib/index_en.htm
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operates t he istribution between buddngs isfibyd'mail shuttle’, which delivers
and picks up mail several times per day in all Commission buildingso .

5.1.2 ECLAS and Searching Challenges

ECLAS is the Union Catalogue across the RéseauBib network of libraries and
documentation centres of the Commission. Formal library standards are used in
cataloguing, in constructing the Thesaurus, and in providing searching facilities for users.
ECLAS also provides structured links to electronic resources. While it is authoritative,
ECLAS is not comprehensive. As noted previously ECLAS currently does not provide
records of Library holdings pre-1978, nor does it provide records of all of the information
resources being produced across the Commission.

Further mor e, ot her Libraries and documentat.i ¢
searching mechanisms online. To understand the inconsistency of information accessibility
across Commission information resources, two searches for Commission documents were
undertaken during the second week of April 2009, with the first using the search term
6egovernment & and -dgdwe rsnenteonntdd .t eTrhne Otee st wa
extent to which search terms were interpreted rigidly by the sources.

On the Publications Office site the search returned different lists of publications: four for
egovernment, and three for e-government, and the publications were all different between
the two searches i the outcome of a search is therefore highly dependent on the precise
spelling/format used for the search term.

Using the same search terms on the thematic portal of DG Information Society the number
of documents returned were 43,949 using the term egovernment and 8,408 using the
search term e-government. Consequently the problem for the user goes from too few
usable results to information overload, and a lack of sensitivity caused by search engines
generally not using synonyms and alleles effectively. DG Information Society does provide
an advanced search facility!, allowing users to restrict the search by dates, type of
publication, and by themes.

While the themes are a more structured way of searching for material, they are themes
that are specific to DG Information Society. Consequently, a search for DG INFSO
documents relating to their two provided terms of elnclusion (social and economic
inclusion using information communication technologies) and cultural and societal
inclusion returns 691 documents, but the search does not extend outwards to relevant
material in other DGs where social inclusion and exclusion are key policy areas.

! http://ec.europa.eulinformation_society/newsroom/cf/search.cfm?criteria=1&searchLevel=3&noresult=1
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Searching on the site of Employment, Social Affairs and Equal Opportunities®, the search
for documents on inclusion has to follow first a policy area (Inclusion & equality) and one of
a large set of sub-categories (Social Inclusion) and returns just five PDF documents
relating to families and social protection.

Searching in ECLAS?, it is possible to use a Boolean search (for example egovernment
OR e-government) to specify whether the search should be limited to fields such as the
title, subject keywords, author etc., and to make the search across EC libraries and
information resources. The ECLAS search for egovernment OR e-government returns 154
structured records including URLs where the documents are electronically accessible. A

s e a r ¢ helndlusian orfsocial inclusiono on ECLAS returns 1,01
span documents produced by many DGs. ECLAS provides the most authoritative and
structured returns for the searches, but the challenge for someone wanting to search for a
comprehensive list of publications and information resources across the Commission, is to
know o6what resource should | searcho.

For anyone interested in cross-cutting policy areas it is therefore remarkably difficult to
obtain an authoritative overview of the Con
for material are silo-oriented, returning only material produced by a DG. The Central
Library, through ECLAS, aims to provide a structured search facility, but the records
returned can only be those that are stored in ECLAS.

Quite simply, the Commission does not currently have harmonised and structured access

to its own documentary resources. This evaluation was therefore asked not only to
address how ECLAS can be enhanced, but also to look at how searching can be

6f ederatedd across catalogues and ot her Co
more complete, as well as consistent and coherent, information about Commission
documents.

! http:/lec.europa.eu/social/lkeyDocuments.jsp?langld=en
2 http://ec.europa.eu/eclas/F
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5.2

5.2.1

Providing Resources, Leadership and Support across the Commission
Information Landscape

Commission Libraries and Information Centres

Not all DGs or Commission services have their own professional library or documentation
centre. Some DGs and services provide a documentation contact point on the Europa®
portal, while others also have libraries or documentation centres?.

In at least half of these DGs there are no library infrastructures and services at all, and the
Central Library is therefore their primary resource. In the Commission a document
management agent is not in charge of library or documentation services, but of filing and
archiving administrative mail according to a predefined filing plan. There is no formal
Commission information strategy or policy that mandates that these other departments in
the Commission must follow the same policies in procuring information, in documenting (in
particular cataloguing) resources, or in how they preserve and make available their
information resources.

Indeed, there is no mandate that they must be maintained. The list below (derived from the
Commission Staff Directory® and checking the organisational structure to see if there is
specific mention of a library or information centre) shows the diversity of positioning across
the Commission:

! http:/lec.europa.eullibraries/doc/docurama/dgs_en.htm
2 http://ec.europa.eullibraries/doc/docurama/autres_instit_en.htm
3http://e(:.europa.eu/staffdir/plsql/qsys page.display index?pLang=EN
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Table 5.1: Diversity of Library and Information Activities across the Commission

Library
DG Department Staff mentioned
DG Agriculture Document Management 16 x Document Management Agents no
EuropeAid Co-operation Office- AIDCO |Information and Communications, front office |5 x Information and Communication no
Communications and inter institutional
DG Competition relations 2 x Librarians yes
DG Development Information.Communications and IT 2 x Librarians yes
DG Education and Culture Document Management 5% Document Management Agents no
DG Economic and Financial Affairs External Communications 7 x communication officers no
Humanatarian Aid Office - ECHO Information and Communications 5 x Information and Communication no
DG Employment Communications 4 % Librarians yes
DG Enlargement Information and Communications 3 x Information and Communications Officer no
DG Enterprise Communication and Information 2 x Librarians yes
DG Environment Communication and Governance 3 x Librarians yes
DG Information Society and Media Information and Communications 10 x Information and Communications Officers |no
DG Justice, Freedom and Security no info
DG Maritime Affairs and Fisheries Document Management 4 x Document Management Agents no
DG Internal Market Administration des Documents 6 x Document Management Agents no
Communication, Information and relations with
DG Inforegio third countries 3 x Librarians yes
DG External Relations Information and Communications 2 % Librarians yes
Internal Information, procedures, document
DG Research management 2 x librarians yes
DG Sanco Document Management 8 x Document Management Agents no
DG Taxation and Customs Union programmes 4 % Information and Communications officers  [no
DG Trade Resources and Strategic Planning 2 % Document Management Agents no
DG Energy and Transport Section Library 3 x Assistant Librarians yes
EUROSTAT Various departments 20 + Information officers no
Legal Semvices Information and Documentation Centre 6 Librarians yes
DG Interpretation Professional Support for Interpretors 1 librarian yes
DG for the Translation Library and Documentation 16 librarians yVes
Across DGs there is a variety of informat
Centreso such as t Hand2G Develoghnént’ Aqgnoie ormaltLibraries
and information resources such as DG Employment, Social Affairs and Equal

Opportunities®. But, even if there is a Library within a DG, the extent to which it is visible to
users is uneven. The public visibility of these resources is provided through the Europa.eu

port al For

exampl e in

DG REGI O the

OLi

Documentation Centre®, and the documents that are available are on a short list with

hyperlinks>.

The Central Library ensures greater visibility for these resources through the Commission
Intranet. To achieve comprehensive knowledge about collections held diversely across the
Commission the Library needs to know what is being produced across a larger and more
diverse European Commission.

Consequently, the practice in referencing, storing and structuring documentary resources
is very uneven across DGs and services. In the absence of any formal mandate to follow

! http:/lec.europa.eu/dgs/agriculture/index_en.htm

2 hitp://ec.europa.eu/development/icentergen_en.cfm

3 http://ec.europa.eu/employment _social/publications/info_centre/library service/index_en.htm

* http://ec.europa.eu/dgs/regional policy/contact/conta_en.htm

5 http://ec.europa.eu/dgs/regional _policy/documentation/document_en.htm
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professional bibliographic procedures and practices it is not surprising that the information
teams in DGs may develop their own. Some DGs may have professional librarians on their
information resource teams, but for others it may be the responsibility of Webmasters or
other staff.

Information centres may, or may not, retain a structured archive of old documents. Users
often search online resources using their own keywords, rather than using a structured set
of keywords that are applied across formal catalogue records. In addition the referencing
of electronic documents may be unstable where URLs change because Web sites are
restructured, with the result that users will have to search again for documents they
previously bookmarked.

522 The RéseauBib Network

In the absence of a mandate to require that other libraries and documentation centres
across the Commission comply with bibliographic and library standards the Central Library
invests in collaboration and cooperation. A primary mechanism for this is RéseauBib®, the
network of European Commission libraries, which has formal meetings such as the
General Assembly, and which maintains a user group communication facility?, but
membership and participation is voluntary.

The Library is central to the RéseauBib network of libraries and documentation centres of
the Commission, organising the annual General Assembly. More importantly, the Central
Library provides significant support to members of the network. For example the ALEPH
500 Integrated Library Management System is used by other Commission libraries and
information services, and training courses are provided in ALEPH500 modules such as
cataloguing, circulation, indexing, and acquisitions.

ALEPH is managed by the Central Library, and is hosted on servers in the Commission
Data Centre. The Central Library takes the lead in programming the ILMS to enable an
independent set up for local databases in the Council of the EU and the combined library
of the European Economic and Social Committee and Committee of the Regions.

The Centr al Li brary is responsible for all
installing new service packs, setting up new ALEPH services, and migrating to new
versions of ALEPH. The Central Library also:

1 sets up the programmes to produce management statistics and configures the
system to local requirements for all Commission departments with a library or
information service;

1 provides a help desk facility for ALEPH and ECLAS users.

! http://ec.europa.eu/libraries/doc/docurama/dgs_en.htm
2 http://circa.europa.eu/Members/irc/eac/rseaubib/home (membership and password protected)
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5.2.3

Energising the voluntary network of RéseauBib consumes time and resources in the
Central Library, but without this activity there would be even less coordination and
compliance in important areas such as building metadata, cataloguing practice and
standards. The Circa RéseauBib bulletin and information boards provide a forum for
exchange of information and views across the network, but (and this is not atypical of
voluntary networks) most postings and information come from the people at the centre of
the network 1 the Central Library.

RéseauBib suffers from its voluntary participation, from the lack of a strong remit that
information products from RéseauBibomember s are o6knownd by the
significantly diverse nature of staff in DGs responsible for information provision.
Consequently, even with the RéseauBib activity, the Central Library task of populating the
Catalogue with comprehensive information about Commission documents is based on an
uneven supply of bibliographic records.

The Library does not have a formal mandate to impose standardised library practice
across DG Libraries and other information resource centres. Some Commission Services
such as The Publications Office® provide bibliographic information for official publications,
but the search method provided on their Web site involves free-text keywords? which
search records that are created at source using multilingual EUROVOC descriptors®.

Collaboration and Coordination

The Central Library both procures information resources centrally which can be used
across the European Commission, and it also provides central services and support to
libraries and information services across the Commission.

For example, 6middled management is involyv
inter-institutional information policy, and legal deposit of publications across the

Commission. The Library is closely involved in a Working group on legal deposit which has
been set up by OP. The Centr al Library 1is
publications, and the institutions participating in the Working Group are the European
Parliament, Council of the European Union, Court of Justice, European Court of Auditors,
European Economic and Social Committee, and Committee of the Regions. Discussions in
the working group are ongoing, and at the time of writing no operational conclusions have
been agreed.

There has been involvement in discussions relating to an Inter-institutional Library
initiative. A Working Group was established in 2001, and a feasibility study undertaken in

! http://publications.europa.eu/about_us/index_en.htm
2 http://bookshop.europa.eu/eubookshop/search.action
3 http://europa.eu/eurovoc/
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5.3

2003. To take account of the wish of EU Institutions to retain their information
independence, there were discussionsabout creating a Ovirtual
catalogue. ECLAS was identified as a foundation on which to build it.

In recent years the Library has benefitted from Framework Contracts for purchasing books,
which have reduced some of the previous inefficiency in purchasing. 300 suppliers were
reduced to three contractors, and publications also are purchased directly from
international organisations such as OECD and the Council of Europe. Invoices from the
contractors are now generally processed on a monthly basis.

Some individual invoices may be paid more quickly to avoid large payments being delayed
if there are errors on an invoice. The payment process for invoices with errors is
suspended incurring a delay until the error is corrected.

Significantly, the Framework Contracts for both the purchase of books and subscriptions
can be used by other DGs and services within the Commission, and as the interviews will
confirm in section 5, the Central Library acquisitions budget is also used by them. Licenses
have been secured also for centralised access to electronic journals, and there is
automatic access for internal users to journals and all licensed publications through the
automatic recognition of the Commission IP address.

Intranet Services to Internal Users

Users within the Commission firewall see a rich set of services and resources, but there is
an issue of how users first link to the Library home page from the Commission Intranet
home page i the information that encourages potential users to click on the Library link
can strongly determine whether they explore the service offering.

The figures below show both the current (at the time of writing) and the new IntraComm

Home Pages. On the current page the Library appearsasasub-menu of o661 nf or
Resources and Tool sd6. On t hehamn menu mdogger hdsh e
link to information resources and tools. The new IntraComm Home page has been
designed to become more personally cust omi
prioi6 i ssue of how people first become awar e
they embed the Library in their customised home page. Once they do that the Library

home page quickly links them to facilities such as structured online information about the

EU, briefings related to particular themes, and notifications of new acquisitions:
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Figure 5.5: Old and new IntraComm Home Pages, and the Library Home Page
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The Library Home page links to a specific set of information for other Commission

Li braries (Librariandés Corner), I|links to th
to structured information (BIBLIO) about new acquisitions, to resources relating to the EU
Legislation, to the institutions and policies of the EU, and to regular bibliographic briefings:

Figure 5.6: Library Links and BIBLIO Briefings

IntraComm > Education & culture > Central Library > Who does what in the libraries of the Commission?

IMPORTANT  Disclaimer, Confidentislity Notice and rules on Privacy Protection

1]

e

n
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Such resources provide structured support for users. Other resources on IntraComm
include links to searching for online periodicals:
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5.4

Figure 5.7: Online Periodical Searching

IntraComm > Education & culture > Central library > Resources > Online periodicals
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2. Article search: select the option "Content Search” / "Article Search” in the menu bar
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1. Article search
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In the section which reports the outcomes of the Survey, focus groups, and interviews
opportunities for enhancing the quality of the Web sites, both internal and public will be
discussed.

Service Visibility to External Users

The Library primarily operates as a service to the employees of the European
Commission. However, it also has partially provided services to external readers since
1973. At that time the resources available to the Commission staff were largely the same
as those available to external readers who came to the Library i the physical books and
other documentary information.

The main difference was that while Commission staff could borrow materials, external
readers could only consult on-site. In recent years, however, with the more extensive
availability of material online, the difference in services to internal and external users has
become substantial.

The provision of online access to journals and information resources to Commission staff
has been a significant service component of the Library, but it is not available to external
users (except for walk-in users) due to the licensing conditions imposed by the IPR owners
of journals etc. T that is no different to what people would experience in other Library sites.
For example any person can access the online journal pages of the University of Durham
in the UK?, but access to articles is only available to University users through their IT
Service account name and password.

! http://www.dur.ac.uk/library/resources/online/ejournals/
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For the Central Library the core online and other resources are provided through the
secure Commission intranet (IntraCo mm) and as a consequence
Library to those outside the firewall is very different to that inside. Indeed, to external
people the main source of information is the public Website! EUROPA.

The public Website currently presents a limited overview of the Library, largely because
many of the valuable Library services focus on delivering the main value to internal users.
A factual statement in the main section sits between links to more factual material on the
left menus and some links to external activities (such as European Documentation
Centres, or the network of Commission Libraries) on the right:

Figure 5.8: Home Page of the Publically Accessible Library Web Site
2 [I] "NTRAL LIBRARY s

European Commission > DG for Education and Culture > Central Library
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questions s

This site aims to provide all the information you need to visit the library and consult its collections.
LIBRARY COLLECTIONS

Consultation of materials

TR oo Please pass on this information to

Subject coverage The library catalogue ECLAS, is continually being improved to serve you better. Don't hesitate to contact
us with your comments and suggestions.
Type of material AEuropean
Some figures b W Elections?
Time coverage m
Languages ECLAS Cenral Library catalogue ;t‘\ *
PUBLICATIONS Debate Europe
Activity report P Docurama: information on RéseauBib, the network of European Commission libraries

The Home page is available in multiple languages which is both a strength (accessibility to
the diversity of European external users) and a challenge (the resource overhead required
in translation). Clicking the links on the left menu then takes people into what are largely
textscreensit he | inks are mostly to positions
Libraryo.

The Iink on O6Quality Controlé takes wusers

asks for suggestions to be sent by email or mail to the Head of Unit - anonymous provision

of comments is also provided. The 6l inkso

resource of material relating to documents and information relating to the Commission, but
to a single PDF which contains the Library brochure.

t

The ANew Acqui sitionso p dogneerndl asars)wikbe sobry av ai

available on the external Website, providing a weekly listing of information relating to new
acquisitions.

! http://ec.europa.eu/libraries/doc/index en.htm
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5.5 The Library Service Activity Reporting

The depiction of the Central Library services and activities above shows a range that goes
well beyond the conventional activity of a core institutional library. This section examines
the extent to which the Library communicates those diverse services and activities.

Performance statistics are published in the Central Library Annual Activity Reports. The
Reports are made available on the public Web site?, and aim to communicate how library
activities deliver value. Each Report is prefaced by a statement of support from the
Director General of DG EAC.

The Reports are available online from 1998 to 2008, and in their earlier printed form
generally focussed on the tr adilendiogbaoksaddp hy s
hosting readers. Nevertheless, the transition from physical library to electronic service was
acknowledged, and in many of the Reports there are statements of the trends towards
electronic access to material, which can result in commensurate reductions in the need for
physical access:

firhe number of internalread er s i s steadily declining, a:
(loans, photocopies, consultation of periodicals, etc.) are now available online, thus
eliminating the need to physically visit the libraryd.

This was again the message in 2008:

firhe numberofi nt er nal readers is steadily decl i
(loans, photocopies, consultation of periodicals, etc.) are now available online to

Commission staff. The same applies to e-mail communications, the number of which

was down compared to 2007, as readers are tending to make their requests via the

online catalogued'.

55.1 Performance Targets

The Library has gradually included indicators of its electronic and other services within the
Activity Reports, but the Reports are still required to acknowledge the official performance
targets set by DG EAC within its Management plan. These targets still place an emphasis
on traditional library activities such as books loaned, books renewed, books returned, and
people who visited the Reading Rooms, and do not sufficiently highlight the increase in
services direct to a staff member's desktop. The 2008 Management Plan set the following
indicators and specified mid-term targets:

1 Bibliographical records i increase by 5%

! http://ec.europa.eullibraries/doc/centrallibrary/publicab_en.htm#activity
2 http://ec.europa.eu/libraries/doc/centrallibrary/rapport_2003_en.pdf Page 9
® http://ec.europa.eullibraries/doc/centrallibrary/rapport_2008_en.pdf Page 13
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1 Public interest measured by: number of requests for bibliographical information;
number of loans i increase by 5%

1 Public interest measured by: number of consultations per day of the on-line ECLAS
catalogue; number of articles of periodicals downloaded from the on-line catalogue;
number of visits i increase by 10%

The resulting main targeted outputs for 2008 were

1 6,000 new orders;
1 2,000 subscriptions to periodicals;
1 1,700 subscriptions to newspapers.

Turning then to the Library 2008 Activity Report the performance, as reported in section
2.1.1, notes:

1 5,731 acquisitions/orders;
1 2,041 subscriptions to periodicals;
1 1,822 subscriptions to journals.

For cataloguing (section 2.1.2) there was an increase of 30% in the number of new
records added in 2008 compared with 2007.

Section 2.1.4 notes that there was an average of 2,050 consultations per day to ECLAS,
and in 2007 it was 2,770, which is a decline of 26%. This number increased to an average
of 2,500 consultations per day in the first half of 2009.

The 2009 DG EAC Management Plan has set the following targets:

1 Number of requests for bibliographic information: To satisfy all requests for
bibliographic information by 2010;

1 Number of loans: Increase by 5% compared to 2008 by 2010;

1 Number of consultations per day of the on-line ECLAS catalogue: Increase by 5%
compared to 2008 by 2010;

1 Number of articles of periodicals downloaded: Increase by 5% compared to 2008 by
2010;

1 Number of visits: Increase by 5% compared to 2008 by 2010;

1 Number of requests for assistance for questions relating to the Library Management
System (ALEPH): To satisfy all requests for assistance in 2009;

1 Policy outputs to be delivered in 2009: n/a;

1 Expenditure-related outputs to be delivered in 2009: 4,000 orders of books; 1,800
subscriptions to periodicals; 1,600 subscriptions to newspapers;
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5.5.2

1 Other relevant activities to be implemented in 2009: 14,000 new bibliographic
records, 20 ALEPH training courses organised for Commission staff.

These are the primary performance benchmarks against which the Library is to be officially
measured. Two relate directly to user satisfaction, and these are bibliographic requests
and ALEPH enquiries. The other benchmarks focus on activity targets.

Although the Commission strategic planning and programming cycle focuses on cost
increases in the preliminary draft budget the target relating to expenditure-related outputs
may be affected by the inflation in the costs of books and periodical subscriptions. For
example, to conform to the need to subscribe to 1800 periodicals, some expensive journal
subscriptions could be cancelled, and cheaper journals selected. This is not something
that the Library considers, but it does indicate the tensions placed on it by the current
Management Plan targets. The target to increase the number of bibliographic records also
will be affected by any reduction in purchasing/subscription as a result of financial
pressures.

Activity Reports

The sequence of Activity statistics reported from 1998 to 2008 presents a decline in the
number of readers visiting the Library:

Figure 5.9: Readers in the Reading Rooms

BRU Readers in room

19981999 2000 2001 2002 2003 2004 2005 2006 2007 2008
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LUX Readers in room

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

However, these figures are not consistent. Prior to 2002 attendance in the reading rooms
was estimated, whereas it has been counted since then. The number of cards issued to
external users in recent years is around 400. However, as we note later, there are more
actual reader visits to the Library, and there also are visits by groups, and visits during
open days.

Figure 5.10: External Reader Cards Issued
(n.b. statistics were not produced 2002-2004 for Luxembourg)

H Others

B Students

The 2008 Activity Report notes that on average 20 people a day visit the Reading Rooms
in Brussels, and 13 in Luxembourg. It reported that the Brussels Library issued 6,465
loans in total, that it had 6,133 loans returned, and that there were 1,899 renewals. The
equivalent numbers for Luxembourg were 1,272, 1,021, and 197.

The Library has therefore been making a difficult transition from the historical activity-
based statistics, to output-based information relating to services given to users. It is still
required, however, to maintain a focus on activity in response to the DG EAC Management
Plan. In June 2009 a biased analysis of such statistics meant that the Library was critiqued
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in a superficial, but damagi ndtobkahe Activiyn. Th e
Report information superficially, and alleged that every visitor to the Reading Rooms cost
ua722, and that every book | oaned cost 0u711.

The calculations made by the Taxpayerods Al
simplistic, taking just the activity statistics and imputing the cost-base. The Report was

refutedi n July 2009 by the Commi ssion Spokespel
allegations did not take into account the wider value delivered by the Central Library in

terms of its support, advice, and services provided across the European Commission. We

can confirm that using the information provided to this evaluation it is not possible to
provide any credibility to the calculations

Returning to the published indicators for the Library, the acquisition of books etc. does not
show upward trends. The same decline is reported in the number of periodical titles in the
Libraries, but such trends are not abnormal in Libraries i the cost escalation of books and
journals means that Libraries constantly have to balance fixed budgets against increasing
publication prices. A decline in the number of subscriptions in itself is not damaging,
because the price escalation of periodical subscriptions, and pressure on budgets, means
that libraries have to prioritise subscriptions.

In recent years the Library has been moving to provide evidence of wider electronic
activity, such as from 2004 onwards the numbers of articles downloaded from periodicals:

Figure 5.11: Periodical Downloads

Periodical Downloads
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The expansion of ECLAS is also evident, with the explanation of the large addition in 2002

b e i dug to fhe incorporation into the system of all the references for articles in

periodicals fromtheol d S CAD base and t he c¢ol be#wition ons
centreo :

! http://www.taxpayersalliance.com/media/2009/06/metro-eu-libraries-cost-570-to-read-a-book.html with the report at
http://www.taxpayersalliance.com/EULibraries.pdf
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Figure 5.12: ECLAS Expansion
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The average daily use of ECLAS has been reported since 1999, with the 2006-2008
figures being 2,105, 2,770, and 2,050.

Lastly there is the Inter-Library Loans service for Internal users, with the statistics from
1998-2007 being consistently supplied only for the Brussels Library, and for Luxembourg
just 16 requests in 2007 and 7 in 2008:

Figure 5.13: Inter-Library Loan Trends

ILL Brussels

® Requests

W Successful

The Activity Reports also note 6éphotocopied
self-service free-of-charge (subject to copyright limitations) machines for users in the

Reading Rooms (three in Brussels), and the library staff also make copies and scans on

their own machines. The trends over ten years are:
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Figure5.14: O Photocopied Pageséb
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Looked at on a superficial leveltherecent i ncrease in the Brusse
photocopiedodo is clarified in the 2008 Activ

fOn the other hand, factors that clearly led to the increase, in relation to the 2007
figures, in the number of pages photocopied and scanned include the fact that many
more services are available online, officials' access to an increasing number of online
periodicals and the regular publication of BIBLIOs in electronic formd'-.

Statistics for dédscanned pagesd hawawtheyaen r e
29,737 and 81,092 respectively, but that still means there were 190,553 and 299,885
photocopied pages in those two years, showing an increase in photocopy use.

The positive aspect of the scanned dogunend ac
delivery serviced for internal user s. I f a

! http://ec.europa.eul/libraries/doc/centrallibrary/rapport_2008_en.pdf Page 13
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form within the Library it is scanned (and the scanner logs are part of the formal audit trail
that is reported for copyright licensing and payment reasons®) and the scanned document
is sent by email to the user within the Commission firewall. For Luxembourg the scanned

pages are reported only for 2008, and that was 3,028 pages.

5.5.3 Reporting 6emergingd value

The 2008 Activity Report had to both address the DG EAC Management Plan activity
targets, and also provide messages about where the Library is going with the development
of electronic services. While we observe above that the Library is moving to provide
indicators of electronic activity in the annual Activity Reports, there is further evidence of
value that is being delivered.

For example, the 2008 Activity Report notes that 448 external reader cards were issued.
However, during interviews with the Library staff it became clear that these were only the

6 ull 6 cards, where users can acc &Bod-termhe Br L
visitors are not given a reader card, but are given access via the daily list and they get a

visitor badge. Statistics for 2008 confirm the 448 full access cards, but also report 1,365
short-term accesses granted, with 4,010 actual visits.

The access and use of the electronic journals is reported in the Activity Reports. We
acknowledge that currently the Library states that it is not able, for data protection reasons,

t drildd owndé into individual usage of wusers, ar
for example across DGs. However, the subscriptions team can provide ongoing monthly
statistics of journal use:

Figure 5.15: Monthly Journal Downloads January-June 2009
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! For copyright reasons also the Library does not store the scanned file. Therefore if two users require the same material
it is scanned twice so that the copyright log correctly shows the volume of copying.
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The subscriptions team in the Library have been building statistics on journal downloads,
but at present they are not robust enough to provide a clear and consistent view of activity,
although they do provide a welcome base on which to build robust performance statistics.
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6.0

6.1

The Landscape of Libraries and Information
Resources across and beyond the European
Commission

For the Central Library, and in the context of evaluation questions, there are two primary
oworlds of informationd to be considered.

Firsttt here is the oO6world of informationd acro
Generals and other Institutions. This is addressed both through interviews with people

working in other Libraries and Information Centres, and here it is addressed through
information relating to key developments in the provision of European information in

particular.

Second, there is the external oworld of inf
major institutional libraries, and more broadly within the library and information
professions.

European Commission Context

The Library that was established 50 years ago has grown from a service based in two
locations which was initially the primary source of information, to a service that needs to
address its important role as t memoryi of the Commissiondo (i t i's the
deposit for Commission publications and non-administrative documents ') in a highly
federated infor mat imemoryefitheiConmimmssioad ti. s Tihh@ew b e
available electronically in different ways. For example, the Publications Office, in a
presentation’ atthe 50" Anni ver sary Conference of the Ce
Library Projectd which by 2009 wil/l have s«
to 2002. The pr es ent at iWhat wilhEJt Beakshap be in the future? The unique
access point to a complete digital library where citizens will find all the publications ever
published by the European Union institutions, bodies and agencies, accessible online and

for freea

'AThe p r e s e n ttionid bhilt oa the/holdirg$ df tae ECSC High Authority, and those of the Euratom

and EEC Commissions. |t spans the whole period of EI
http://ec.europa.eul/libraries/doc/catalogues/index_en.htm It is important to note that administrative

documents are the remit of the Historical Archives of the Commission.

2 http://ec.europa.eullibraries/doc/50ans/EU%20Bookshop 50 years Library 24-11-2008%20-final.ppt
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In itself this is a significant development, but it does not realistically replicate the role of the
Centr al Library. Onl ine access t hr doougénts ofh e
the Publications Office, and the vast range of published documents across DGs
(evaluation reports, study final reports and deliverables, Research papers and reports etc.)

will not be covered. Thus, the development by the Publications Office, which will involve

t he «cr e ab6D,000 bibliographidal noticeso |, presents an opport
visibility on the WWW and to contribute towards building more coherent access to
Commission documentary resources. This does not have to be achieved through a single
catalogue or a single point of storage for documentary resources, and it is in that context

that this evaluation was asked to look at federated searches.

The Library therefore currently provides a central resource (ECLAS) which forms part of a
complex landscape of information services provided within and without the Commission.

The landscape includes the services provided by the Publications Office (OP)*: for

example, information services such as Eur-Lex? about European Law, the daily information
about tenders and contracts TED®, CORDIS* about research and development, as well as
the EU Bookshop® which the Publications Office also manages, includingt he Li br ar
Corner® which is an option inside EU Bookshop for downloading records. The European
Navigator’” and Europeana® are quite recenton-l i ner y6i bewmel opment s,
European Library® project, linking National EU Libraries to an online catalogue. While

these and other information resources are not institutionally comparable to the Library (and
they are not therefore organisational references), they do provide particular insights into

the development of electronic services.

The EU Bookshop offers a single online and multi-lingual access point to all official
publications published via OP by the European Union institutions, agencies and other
bodies. The Central Library has been providing print copies of older material for OP to
scan because the Library is the only place where print copies have been preserved (and
this highlights the unique repository of material held by the Central Library). The EU
Bookshop provides an online catalogue, enabling people to download or order both free-
of-charge and priced publications. The current Web site states:

! http://publications.europa.eu

2 http://eur-lex.europa.eu/en/index.htm

3 http://ted.europa.eu

* http://cordis.europa.eu/

® http://bookshop.europa.eu/

® http://bookshop.europa.eu/eubookshop-libco/
" http://www.ena.lu/

8 http://www.europeana.eu/

® http://www.theeuropeanlibrary.org/
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firhe online EU Bookshop catalogue contains publications issued in the past three
years. Earlier publications can be found in the archive. Please note that some older
publications are not yet in the archive as it is still under constructiond'.

OP has set goals for the Bookshop to be an access point to a complete digital library
where citizens will find all the publications ever published via OP by the European Union
institutions, bodies and agencies, accessible online and for free. It has simple and
advanced search facilities, the advanced searches being based more on topics and free-
text keywords.

Other information resources show how innovative Web resources can provide flexible

access to diverse information. Europeana is a diverse resource that is being built from

images, texts, sounds and videos about European national cultures that are being supplied

by national museums, libraries and archives from across Europe. It aims to deliver 10

million objects by 2010, with 4.6 million being available as of mid 2009. It is funded by the
European Commission? as a thematic network within the eContentplus programme (DG

INFSO). Ithasabasicfree-t e xt search facility, and the ¢
exclusionbé across the entire holdings produ

Figure 6.1: Europeana Search Results

The European Library, funded initially by the European Commission, and now funded by

t he 6 O srmaéae sedvice that offers information about the resources of the 48

national libraries of Europe in 35 languages. Whenusi ng t he search ter
across all the catalogues the result from the British Library was only six documents, and

overall the search returned only 98 documents.

! http://bookshop.europa.eu/eubookshop/about.action
2 http://www.europeana.eu/portal/aboutus.html

3 http://www.theeuropeanlibrary.org/portal/organisation/services/faganswer_en.html# 5
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