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Introduction
Thank you for the invitation to speak at this conference and share some of our recent digital developments and experiences arising from the Canterbury earthquakes. I will paint a picture of the impact that the earthquakes have had on our services over the last year and then talk about some of the opportunities that we have taken up using technology to enhance our service offering.    




Central Library
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A few facts about Christchurch City Libraries: pre February 2011. This is the Central Library. Built in the early 1980s and located close to the CBD’s cultural precinct, the library houses approximately 300.000 volumes including most of the library’s specialised collections in a 6500 sq metre building. 
In 2009, the Library celebrated 150 years of service to the people of Christchurch. There is a trusted relationship between residents and their libraries, with high levels of membership, usage and participation. We have 19 libraries plus the mobile service serving a population of nearly 373,000 (8.6% total population). Our network includes the metropolitan area and Banks Peninsula, where we have 4 small libraries.
Our collection size is 1.1 million items, 6 million items are issued and 4 million people visit per year.




New Brighton Library
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Two of our flagship community libraries
Unique position on the pier at New Brighton beach. Built in 1999. New Brighton is co-located with a café and restaurant. Strong youth base, first of our library to offer computer gaming. 



South Library
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South is another large community library,  our first sustainable building and a successful co-location with community meeting rooms, a learning centre, café, community board offices and council customer services. Very high use pre and post the quakes.  Built in 2003.



4 September 2010

• 7.1 earthquake, at 4.35 am.
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On 4 September 2010 a 7.1 magnitude earthquake struck at 4.35 am on a frosty Saturday morning. Most people were in bed at the time and were woken up by the rumble and then the intense shaking. At the time many of us thought that the alpine fault that runs along the spine of the Southern Alps had ruptured – this is widely forecast to rupture in our lifetime so this was the natural assumption to make.
Nobody expected the earthquake to be on a unknown fault 30 km south of Christchurch in a rural area called Greendale. This earthquake caused plenty of damage to property but minimal injury to people and luckily, there were no deaths. Most of us thought that this was it and despite substantial damage to property including many private residences, we had experienced the worst but it was in many ways just the beginning.



26 December 2010
• 5.1 aftershock at 10.30 am

22 February 2011
• 6.3 at 12.51 – lunch time

13 June 2011
• 5.6 followed by a 6.3 ‐

 
45 minutes later

• Over 7600 aftershocks since Sept 2010….
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Frequent aftershocks followed the September quake and on Boxing Day 2011 we had a shallow 5.1 quake with the epicentre under the city, from the Pegasus Bay fault line. It caused further damage to already weakened and damaged buildings, cut power to the central city and briefly closed it down. 
Prior to Feb 22, library services were only briefly interrupted while library collections were reshelved and buildings were checked for damage. The situation was very different following the February quake. 

On February 22nd the 6.3 earthquake struck at 12.51 pm. By far the most damaging and violent aftershock.

And June 13th we had a 5.6 and 6.3 within 45 minutes of each other.

Multiple aftershocks since September 2010: 7600 and still counting.



Christchurch Cathedral 
22 February 2011
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Impact
Rebuild is estimated to cost between $50 and $60 billion
Over 370,000 claims lodged with the Earthquake Commission
Approx 1000 buildings likely to be demolished in the CBD; Massive impact to heritage buildings, including many churches, the Anglican and Catholic cathedrals, the Provincial Chambers and the Arts Centre.
Estimated 12,000 homes exceeding the EQC’s repair cap of $100,000. 6000 homes have severe land damage and are in the “Red Zone” meaning they will be abandoned. Approx 200,000 homes need repair. I have just learned that my home will take about 4 weeks to repair and this is superficial damage!
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Manchester Street, showing Grand Chancellor; Provincial Chambers; Iconic Carlton Hotel
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Infrastructure Damage  - Fitzgerald Avenue
Water supply interrupted for weeks in places – replaced by mobile tankers
Further extensive damage to sewerage system
Thousands of shared toilets on street provided, 45,000 chemical toilets distributed and 2900 portaloos! 
Larger electricity supply interruption although most residences had their power returned within the first couple of weeks.
Extensive damage to roads and massive amount of silt appeared. To date 580,000 tonnes of silt and sand have been shifted from roads, paths, parks, gardens, homes.
The earthquakes have created more than 8 million tonnes of rubble to date.



Central Library

Presenter
Presentation Notes
What’s changed with our libraries? 
Three have sustained significant damage – our Central Library and two community libraries, Linwood and Sumner. As a result of further detailed engineering evaluations, we now also have another two libraries needing major repair.

This is level 2 of the Central Library, the ANZC Collection.
Despite how it looks, the building has held up well however it needs some significant repair work taking up to 12 months. The ground floor plate is badly buckled and it has slumped by approx half a metre at the eastern end of the building.
The state of the collection as you can see from these photos is is one of our greatest concerns, We are very keen to start retrieving and restoring the precious heritage and archival material then the main collections to reuse in our other libraries. We have located temporary storage to house the 300,000 plus items and to have expert advice and training on hand to handle damaged stock appropriately and to carry out restoration work where necessary.   
I am afraid to say we have not been able to deal with this problem yet because we haven’t had more than very restricted access to the library for the reasons just mentioned. 
Structural re-tensioning has recently been completed to stabilise the building, and we will be doing our second small collection retrieval tomorrow, Tuesday 22 November. We are planning to retrieve most of the stock, furniture and equipment in January.
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Central Library – Tuesday 6 September
I last visited the library on 6 September. As you have probably seen from the photos, it is chaotic inside with lots of stock and other things on the floor and toppled or badly twisted shelving. However, I was thrilled and relieved to discover that the interior of the building is dry after the winter and so is the collection (at least what we could tell by spot checking in different areas). It is fantastic to think that we haven’t got a major problem with damp or mouldy books, although there will be lots of damaged stock with broken and bent spines and covers and torn pages.
We made a start retrieving archives, artwork, magazines and children’s books.





Linwood Library

Presenter
Presentation Notes
Linwood has had plenty of damage, both structurally and to the interior. The HVAC system fell through the ceiling. Detailed assessments and repair options are ongoing. We have established a temporary service for this community which I will talk about soon.

Sumner has now been red stickered, assessment has just happened because access was dependent on the demolition of the 2 adjacent buildings, the Community Centre and a commercial building on the other side.

Detailed engineering assessments to determine whether buildings are earthquake prone, and at risk of failure or collapse in the event of another large aftershock are underway. Following assessment those buildings at risk will obviously need repair, some very significant work. We have recently closed Bishopdale Library until further notice for this reason and expect more closures to come over coming months. 

The city also owns 10 voluntary library buildings, we do not run the library service. 5 sustained major damage, and two with heritage value have already been demolished.




Papanui Library
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CCL has 3 large, busy community libraries in the West of Christchurch which is the much less affected part of town: Papanui, Fendalton and Upper Riccarton Libraries. These libraries  have been closed since February 22 to accommodate Council staff working in essential services. With our library hats on this is hard to understand as we and our customers regard libraries as an essential service. However, in civil defence terms, after the disaster occurred in February our services were secondary to the repair and recovery of roads, water and sewerage supply, rubbish collection and building permits and consents.
 Here are some photos of Papanui Library, with Council staff using it as office space above and partially reopened to the public from 18 August, half the Papanui Library reopened to the public with an average of over 580 visits per day, or 5,300 in the first 9 days!

The Library fully re-opened to the public in mid September.








Earthquake recovery: library service 
objectives

• Equity of access, especially for residents in 
most affected areas

• Changing patterns of activity and location
• Supporting the city’s recovery through library 

services: literacy, learning, leisure, 
community connection, access to civic 
information, capturing stories and images
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By early April we had developed a plan for the provision of services post earthquake, based on the status of library facilities. 
The demand from the community for library resources, services and spaces has been huge, both to provide information, escape and entertainment as well as some normalcy in the face of disruption, displacement and difficult living conditions for many people..



The Recovery response so far 

• Extended hours of opening at selected 
libraries (based on changed demand)

• Alternative mobile routes
• Enhanced outreach services
• Mini and temporary libraries
• Redeployment and relocation of staff
• Homework centres with Ministry Education
• Waived fines and lost book charges
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We maintained and adapted our current services through:
Extended hours of opening at selected libraries
Alternative mobile and enhanced outreach services
Establishment of alternative locations for selected libraries
Redeployment and relocation of staff as required
We also:
Waived fines and charges for lost books
Increased our web presence – more on that later
Set up a temporary distribution centre with our Content and Bindery services, it is holding enough books to stock a good sized community library! Great opportunity to complete RFID tagging of all our collections! 
We set up for homework centres in libraries with the MoE, who provided computers and teachers to help students attending schools across town
Telecom provided free WiFi in all out libraries and Google provided tablet computers free of charge.




Bishopdale Library
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Here is an example of a major shift in business: the lack of open libraries to in the west of the city has seen Bishopdale Library turn into a mecca for eager library customers! It is twice as busy as pre earthquakes, averaging 30,000 visits per month where it would normally do about 15,000 (April to August). Issues are 2.7 times more than normal for the same period. The busiest day, 26 April, saw 2250 visits and 9500 items issued. 
Although we have put lots of extra staff into Bishopdale, this has been a very busy place with long queues, not enough computers and the books racing off the shelves faster than we can get them on.  
South Library is 40% busier (from 1200 to 1700 people per day) with 22 days with more than 2000 people through the doors!
Hornby is also 40% busier than normal.
We introduced extended hours of opening at Bishopdale, Hornby and New Brighton fairly early to cope with the increases and shifts in business in these communities. 
Library closed 3 November until further notice
Postscript to Bishopdale and Fendalton libraries:
A detailed engineering evaluation led to vacation of the building until more assessments are done and earthquake strengthening work is completed
Council position: no risk to the public or to staff in the event of future earthquakes or aftershocks  




Central South City
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Temporary Libraries have been established in two sites so far: Linwood Mini at our Collection Services, Storage and Bindery site in Linwood and Central South City. CSC is a small but perfectly formed library in a 136 m2 shop space in South City Mall. The library opened on 8 July and so far 23,000 people have visited. Collection will build to 13,500 items with 50% out at any time. The feedback from customers is that they love being able to visit the library and go to the supermarket on the same outing. Another common theme is "you need to make it permanent".  
Another temporary Central Library is being developed in the northern part of the CBD in Peterborough St. We should have this opened before Christmas. It will be approx 1200 m2. with 50, 000 items and lots of popular material like magazines, newspapers and DVDs as well as a small Family History Centre, Maori Collection and World Languages Collection. People will travel for these collections. 

Finally, we plan to open yet another temporary central location of 1200m2 south of the centre, when the lease expires on the mall location next Autumn. Two weeks ago we were finally able to locate our library management team of 9 in one location, back in the CBD near the temporary bus exchange which will be the first time we will be together and some of the team have had dedicated office space since the Feb quake.



What about the Digital Library?

• Christchurchcitylibraries.com
• Social media
• Kete and CEISMIC– earthquake archive
• Bibliocommons
• Smart Library with RFID
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I am now going to talk about our recent digital developments...
It is also worth noting 
Alternative delivery, eg e-books and online resources (motor manuals)
Free Wifi from Telecom, vendors provided database access free, Google donated netbooks







Christchurchcitylibraries.com

• CCL has a large, comprehensive website, 
approx 23,500 pages

• Digital collections include images, maps, 
posters, plans and archives (13,500 
pages)

• The Source – gateway to 118 e-resources
• Page views in 2009/10 – 11.380 million
• Visits to website  - 3.223 million
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Our Web Publishing Plan objectives for content are to:
create content and library resources that are relevant to our communities and reflect the culture of Christchurch City
The plan is guided by our current vision “Empowering Christchurch to discover, connect and play” 
The plan has a theme for each month and focuses on events and resources related to the theme 
The Digital Library Web Team comprises 6 staff: Team Leader, Web Specialist, Systems Analyst, Editor and 2 Content Managers.  
The Team work with 48 Web Contributors from across the Library Network to create and review original content in line with an annual web publishing plan. 
Statistics are down in 2010/11 directly because of the earthquakes, 30% and 13% respectively due to reduced fleet of public PCs from 250 to under 150 pcs



Bridge of Remembrance
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A lovely example from our digital Heritage collections. 

http://christchurchcitylibraries.com/Heritage/Photos/Disc10/Thumbnails/index5.asp
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Images from CCL’s Flickr pages of the Bridge of Remembrance now, surrounded by barricades and with a partial view of an office building in the throes of demolition. An important aspect is customer tagging and commenting on the loss of the city’s history through its heritage buildings, for example the old Canterbury Public Library (100 plus years) on Cambridge Terrace. 



Children’s Blog
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Social media
The Library has been using social media to communicate with customers for several years:
We have customer and professional blogs including a Children’s blog launched a few days after the September 2010 earthquake. During our celebrations of our 150th year in 2009 we also had a 150th blog. 
We have been tweeting as @Christchurchlib since 15 September 2010 (also initially as a pilot) as well as a Facebook presence and Flickr site.



Facebook
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Following the September quake, we diverted our website customers to blogs – so we could make quicker updates and we had staff and customer blogs ready in case of another earthquake. We used the staff blog to convey essential information to staff and likewise the public blog for customers. The remotely hosted blog became the de facto website for approx a week post February when we did not have server access to update the website. There was a 60% increase in usage of the library blogs after the Sept quake and 240% increase from Feb – March 2011 
The Library Twitter account was set up post Sept 4 in response to the lack of reliable communications channels. Proved very effective in February as conduit for basic CD information in first few days until CCC Twitter was established. Library Twitter followers shared the information with others by word of mouth. People re-tweeted messages to other Twitter users. We also used it to inform people from outside of Christchurch as to what was happening. Played a very useful role in confirming people’s whereabouts and personal safety. As the hierarchy of need changed, so did our messages – (eventually) – diversions and escapes – available services – e.g. download an audiobook and good news about open libraries.
Facebook is providing us with another effective way to interact with our customers in their space (not ours) and is an excellent way of eliciting timely customer questions and feedback in a constantly changing environment.



Why is social media useful 
during a crisis?

• Information could be published when website 
and libraries were unavailable.

• The library could utilise its trusted reputation and 
network of followers to spread essential 
information.

• People could ask us questions, make 
comments, ask for help, and share information.

• The social media sphere could serve as a place 
to  think about the past and the future.
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In summary….



Kete Christchurch
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Christchurch City Libraries is building a digital archive of memories and materials relating to the 2010 and 2011 Canterbury earthquakes. This archive is documenting the experiences of our community, during the earthquakes and the rebuilding of our city. Material includes written and recorded stories, photos, videos, published material, ephemera, etc.
Using kete software developed by APNK (National Library) we have been busy capturing staff and customer experiences since the September quake. Since February we have also been collecting the documentary record of the February Christchurch earthquake in collaboration with other collecting institutions, national and local, across the GLAMS sector.



CEISMIC
• http://www.ceismic.org.nz/
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Funded by the University of Canterbury, CEISMIC is a portal to a federated archive of earthquake stories, images and media. Enabling searching across New Zealand’s digital heritage collections for earthquake content and contribution of people’s own material. Inspired by a US project on 9/11, CEISMIC includes Quake stories which is about community participation and commemoration and Quake Studies which will capture data and digital objects that will be developed to facilitate research into disaster impact and recovery.  

Background notes:
Consortia of like minded people, based on 10 years of collaboration 
Government investment in digital connection, access, content creation and preservation
National Library’s role – APNK, Digital NZ, NDHA…
APNK: national scale infrastructure for medium and small public libraries with local interface and experience
Kete - local content creation and sharing 
NDHA – Building large scale digital preservation capacity
CEISMIC – niche repository funded by UC as a research resource with contributions from multiple sectors, shared and reused


http://www.ceismic.org.nz/


BiblioCommons
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BiblioCommons is our new catalogue which was soft launched in March 2011. Being remotely hosted, it was available very shortly after the February quake.
The incorporation of social media features has dramatically updated the catalogue interface, enabling sharing, reviewing, commenting, tagging, list creation and virtual shelf browsing.
Interestingly we did encounter some customer resistance when Bibliocommons went live, particularly from people who felt unable to cope with more change (understandable given the circumstances). We used this as an opportunity to explain the new and improved features and functionality with very positive results.



Smart Library: aka RFID 
implementation 

• Business case in last Council Long Term Plan
• Challenges 

– Reduced aspiration from 100% to 85%
– Testing existing thinking due to high use 
– Need for robust payment solutions

• The rollout plan keeps changing due to 
earthquakes and council staff occupation of 
libraries

• Preparing staff for the new service model 
– Roving & dispensing with rosters 
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Very much an organisational culture change, the introduction of RFID technology enables other changes to be made in Libraries service delivery. The new service model, featuring RFID, is being rferred to as the “Smart Library”. 
Benefits to the Libraries of successful implementation of RFID include:
Costs savings through greater use of technology freeing up staff for redeployment to other tasks and new libraries
Changed staff roles and successful transition to those roles will lead to improved staff engagement
Staff freed up from mundane processing tasks to interact more with customers leading to greater job satisfaction. With 6 million issues pre earthquakes we were burdened by the weight of our cumbersome manual circulation system. 
Ability to offer a better service to customers.
The rollout of RFID Smart Libraries is scheduled to take 2-3 years to fully implement across the Christchurch City Libraries network.



Papanui –first Smart Library
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Experience so far – RFID went live at Papanui Library in early October and by day 10 we were over 10,000 issues and by week 3 we had achieved 95% self issue.

Staff and customers alike have embraced the new technology, in the context of having the library open again following months of closure.
Staff throughout the library network have been preparing for Smart Library over the past year by working without traditional desk rosters and employing active roving strategies.  
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The very cute and popular penguin children’s self issue kiosk



Where to next?

• Continuing to introduce new formats,
e-books follow downloadable audio

• Full RFID rollout over next 2-3 years
• Improved integration of OPAC and website
• Mobile library – “pocket” catalogue and website
• Roving staff - access to catalogue via mobile 

devices
• Keep developing continuous, small scale digital 

innovations



EQ recovery and technology: 
observations to date

• Ordinary business continuity plans go out the window in 
a major disaster 

• External server hosting and cloud based systems were 
lifesavers

• Disaster trees with up to date staff contact lists essential 
(including group texts)

• Ideal for all staff to have cell phones and home PCs
• Use of webcams and Skype for team meetings and 

communication
• Social media helps
• FingerTip Library: call centre and virtual reference 
• Full evaluation of library and Council response to occur, 

still in recovery phase

Presenter
Presentation Notes
Library catalogue in the cloud because of implementation of BiblioCommons just weeks before February quake struck
External server hosting also mission critical, data centres are better resourced to handle major disruption,
Need all staff to have home PC access and cellphones, group text options given some teams have 30 plus staff



Getting the ducks in a row
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We have needed to learn to manage change every day. New plan every day, then rework it. Huge investment in time and effort then no progress. Need to re-learn what you can and can’t control, be open, collaborative, flexible and pragmatic.
Every day the library is open, physically and digitally, is a good day for the customer!



Thank you and questions?
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Sometimes you just need to go with the flow. Thank you, any questions?
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