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Purpose of Report 
 

1. This paper analyses the 7,250 responses received during the 4-week public 
consultation (29 June – 26 July) on the reopening of libraries safely in Wiltshire 
during the COVID19 pandemic. Following an earlier decision based on initial 
feedback to reopen the three largest libraries; Chippenham, Salisbury and 
Trowbridge, the report seeks agreement on: 

 

 The delivery option and timeline for reopening additional Wiltshire Libraries 

 The approach suggested for seeking solutions for reopening the remaining 
libraries 

 

Relevance to the Council’s Business Plan 
 

2. The Council has a statutory duty to provide a comprehensive and efficient library 
service under the Public Libraries and Museums Act 1964. In order to reopen 
safely, minimising the risk of the spread of COVID19, and within budget, we will 
need to provide a different library service from the one we closed. To meet the 
business plan requirements of providing statutory services that meet the needs of 
residents it was important the consultation was undertaken. The consultation has 
enabled people across the county to get involved in our planning, telling us how 
they think we should reopen and providing ideas on library provision generally. 

 
Background 

 
3. The library service consists of online services e.g. social media, eBooks, 

eMagazines and eAudio; 30 libraries, 3 mobile libraries and a commissioned 
service to HMP Erlestoke. The total Library service budget for Wiltshire is £2.4m 
with a further £1m of property costs. 
 

4. Library buildings in Wiltshire were temporarily closed due to the COVID19 
pandemic on 20 March 2020. The Erlestoke prison service was paused and then 
resumed a non-contact service with deliveries direct to the wings in early May. 
Library services generally have continued to be provided online through electronic 
lending, a virtual service via Facebook and YouTube with over 105,000 views of 
book related activities and a non-contact Home Library Service serving over 100 



customers. These have all helped to provide library access to mitigate loneliness 
and support people’s mental health and wellbeing during lockdown. It is planned to 
continue with this provision whilst the Covid-19 pandemic continues. 
 

5. 50 library staff were redeployed to other council teams to help with the Covid-19 
response in communities, using their customer service and information skills on the 
Wellbeing Hub phone lines, working on the Community Groups Directory, and in 
other supporting roles. 
 

6. On 23 June 2020 Government approved the reopening of libraries from 4 July 2020 
under strict social distancing rules, cleaning regimes and comprehensive risk 
assessments. A public consultation on how Wiltshire Libraries could be reopened 
began on 29 June 2020 and closed on 26 July 2020. The consultation recognised 
that to open libraries safely and within our existing resources we would need to 
change opening hours, operating practices and stagger their reopening. 

 
Main Considerations for the Council 
 

7. The Council has a statutory duty to provide a library service and whilst unavoidable 
closing libraries during the Covid-19 pandemic has meant that communities have 
been temporarily without a valuable local resource. Whilst the virtual activities and 
online resources have proven to be extremely popular, 76.4% of respondents to the 
service said they had used at least one online service, many commented on how 
much they missed the service and staff. Therefore, reopening our libraries in a safe 
and controlled way will be welcomed by many residents of Wiltshire. 
 

8. 7,250 survey returns were received in total, and 6 workshops, held using Microsoft 
Teams, attracted 58 attendees. The workshops were led by staff from the Systems 
Thinking team and offered a neutral space for an extended conversation with 
groups representing the following: 
 

9. Parish & Town Councils, community groups and charities, children’s 
representatives, library volunteers, library staff and Community Engagement 
Managers and Local Area Coordinators.    
 

10. The survey was available online via the council website. Hard copies were available 
from the 3 main Hubs in Chippenham, Salisbury and Trowbridge. The survey was 
widely promoted across Twitter, individual Facebook pages, in the press, on radio, 
through partners and to library customers by email and phone. 
 

11. To ensure those without access to the internet were not disadvantaged the option 
to complete the survey over the telephone was offered and 81 took this up. 67 
organisations working in Wiltshire some with disadvantaged or hard to reach 
groups were also provided with consultation details to share with their clients and 
gave us feedback on their behalf. See Appendix 1 for those organisations 
contacted. 
 

12. In total 80 hard copies were received. In pre-Covid-19 circumstances the ratio of 
hard copy replies would be significantly higher. However, with the measures used 
to ensure as wide as possible access, within the restrictions imposed by Covid-19, 



we believe the responses reflect a cross section of Wiltshire residents’ views. 
 

13. The library consultation sought the public’s views on the following key areas: 
 

1. The operating model to be introduced 
2. The libraries people wanted reopened first 
3. Other options for operating libraries during the Covid-19 pandemic 
4. What can be done to make people feel safe when visiting 
5. What services should a modern library offer or support 
6. Ideas to deliver an efficient, vibrant, quality and vital service 

 
14. This report focuses on the first 4 areas and further analysis is being undertaken to 

ensure the responses received to 5 & 6 are used to inform the delivery of library 
services going forward.   

 
Survey results and recommendations for reopening libraries 
 

15. The 3 options were designed around available staffing and volunteers, social 
distancing principles, our 2020/21 savings target, lost revenue and wider financial 
pressures. The consultation allows the consultees to influence and support us in 
delivering a phased reopening of the most appropriate service for the 
circumstances and within current resources.    
 

16. The chosen option will operate initially for a 6-month period with monthly reviews to 
understand how the impact of COVID19 is changing, the financial impact of 
operating, lessons learnt and opportunities for change. 
 

17. The proposed options also ensure the Council will be able to operate within budget, 
whilst recognising without further funding support from Government in the coming 
months these proposals may need to go further and deeper to reduce costs to the 
Council. 

 
Options for delivery model 
 

18. The results (table 1) from the consultation showed Option 3 was the preference for 
many. However, the free text showed 31% (995 of the 3163) who responded felt 
neutral about options and 20% (630 of the 3163) suggested a mix of options should 
be introduced to reflect the specific circumstances at each library.   

 
Table 1 
 

Reopening options  Total responses % 

1 – Click and Collect Service  
Operating at some main library hubs from 10 
August. As resourcing allows aim to operate one 
library in each Community Area across the county 
by the end of September. 

1775 25.1% 

2 – Click and Collect Service with bookable 
computers 

918 13% 



Operating at some main library hubs from 10 
August. As resourcing allows aim to operate one 
library in each Community Area across the county 
by the end of September.  

3 – Socially distanced access to browse/loan 
stock and use computers 
Operating at a maximum of 6 from the end of 
August. A maximum of a further 4 libraries to open 
from the end of September. With the aim of one 
library opening per community area as resources 
and social distancing measures allow in time. 
 

4379 61.9% 

Analysis of free text comments (see comments above) 

Neutral or mixed economy to prioritise reopening at 
as many libraries as possible subject to safety, 
staff availability and budget  

1,625 51.3% 

 
Preferences for which libraries reopen first 
 

19. There were 1,069 specific responses received to this question as the survey didn’t 
specifically ask for preferences for Option 3. In the free text 14.4% (455 of 3,163) 
stated opening libraries safely was the priority over a specific delivery model, 
trusting the service to decide which was appropriate for each library. This was 
further confirmed with 82% (3,941 of 4781) stating adherence to Covid-19 safety 
procedures would make people feel safe when using the library. A further 8% (250 
of 3,163) expressed frustration at the delay to reopening, again being more 
concerned about timescales for reopening than the delivery model. 

 
20. The 3 mobile libraries combined were the top choice for a service to reopen with 

15.8% of responders. The remaining libraries were largely in size order. 
 
Table 2 
 

Library Name Total 

Mobile Library 169 

Salisbury 131 

Chippenham 127 

Trowbridge 112 

Warminster 60 

Devizes 60 

Corsham 55 

Bradford-On-Avon 42 

Calne 40 

Marlborough 39 

Royal Wootton Bassett 38 

 
Full results are shown in Appendix 2 
 

21. The responses from customers in the rural areas of the county and submissions 



particularly from Parish Councils showed a strong desire for the mobile library 
service to resume operating a socially distanced service as soon as possible. 

 
22. The mobile libraries are unique in their ability to reach across the whole county 

however, providing a social distanced service on a vehicle is a complex process. 
Work has already begun on options for operating these services, including learning 
from other authorities operating mobiles and further conversations about 
suggestions received during the consultation with key partners including the Parish 
& Town Councils. It is proposed a second report is brought to CLT for discussion by 
the end of August outlining the various options and a recommendation for mobile 
service delivery during the Covid-19 pandemic. 

 
23. To fulfil the high levels of demand to reopen libraries as soon and as safely as 

possible the following libraries (Phase 1) have already been approved to open. 
They will operate Option 3 i.e. over the threshold service offering limited 
browsing/loan of stock and bookable computer access. 

 
Phase 1 – from week beginning 3 August 
 
Chippenham & Salisbury  10 – 1pm and 2 – 4pm  Tues/Thurs/Sat 
Trowbridge    10 – 1pm and 2 – 4pm  Mon/Thurs/Sat 
 

24. Option 3 proposed 6 libraries would reopen by the end of August. After considering 
the results of the consultation the 3 additional libraries proposed for reopening in 
August are set out in phase two below. 

 
Phase 2 – from week beginning 24 August 
 

25. Corsham, Devizes and Warminster operating an over the threshold service for 2 
days per week, exact days to be confirmed based on community need e.g. 
coinciding with market days and staff availability. This will allow the Council to 
utilise libraries which are best placed to maintain Covid-19 safe practices and which 
provide an appropriate coverage to best meet the needs of residents in the wider 
Council area. 

 
Phase 3 – during September 
 

26. Dependent on there being no change to Covid-19 infection rates or government 
guidelines and the successful roll out of Phase 1 and 2 there are two options for the 
final phase of operating 10 libraries by the end of September. 

 
Option A  
 

27. Bradford-on-Avon, Calne, Marlborough and Royal Wootton Bassett libraries 
operating an over the threshold service for 2 days per week, exact days to be 
confirmed based on community need as above. 

 
Option B 
 

28. To reflect the high demand for additional libraries to reopen and to provide greater 



coverage across the south of the county an alternative would be to initially reopen 8 
libraries using the Option 2 model of an Order and Collect service with bookable 
computers. Option B would allow the following libraries to open across 3 days per 
week: 

 
29. Amesbury, Bradford-on-Avon, Calne, Malmesbury, Marlborough, Melksham, Royal 

Wootton Bassett and Westbury 
 

30. It is recommended Option B is progressed as this gives greater coverage across 
the county and reflects respondents wishes to reopen using a model that suits the 
circumstances as quickly as possible.  
 

31. The 4 additional libraries would be possible due to the lower staff numbers required 
to implement a service where fewer customers enter the building. Once the late 
summer holiday period was over and lessons are learnt from the Phase 1 and 2 
libraries moving to an over the threshold service could be considered on a case by 
case basis. 

 
Table 3 Summary of delivery model options for phases 1 – 3 
 
 Phase 1  Phase 2 Phase 3 Option A Phase 3 Option B 

Timescales Week beg 3 
Aug 

Week beg 24 
Aug 

By end of Sept at 
latest 

By end of Sept at 
latest 

Libraries 
reopening 

Chippenham 
Trowbridge 
Salisbury 

Corsham 
Devizes 
Warminster 

Bradford-on-Avon 
Calne  
Marlborough 
Royal Wootton 
Bassett 
 

Amesbury  
Bradford-on-Avon 
Calne  
Malmesbury 
Marlborough 
Melksham 
Royal Wootton 
Bassett 
Westbury 

No. 
libraries 
open 

3 3 4  8 

 Agreed To be agreed To be agreed – Option B recommended 

 
 Phase 4 – timescales to be confirmed 
 

32. An options paper for delivering mobile library provision during the Covid-19 
pandemic is being prepared. Once a safe, affordable and sustainable option is 
agreed we look forward to relaunching this service. Currently, it is expected this will 
take place sometime in September but is dependent on solutions to a variety of 
factors being found. 

 
Plans for the remaining libraries and next steps 
 

33. The response from customers was largely one of understanding; accepting the 
difficulties the smaller sites pose when trying to operate a socially distanced 
service. Volunteers from our smallest libraries attended a workshop to discuss their 
concerns and ideas around how they could operate during the Covid-19 pandemic. 



This gave us a valuable insight into their expectations and availability and further 
time is required to analyse this, along with the responses from staff, other 
volunteers and customers expressed in the survey.   

 
34. Currently, without knowing the success or otherwise of the processes and 

procedures involved in Phases 1 – 3 it is difficult to predict when the remaining 
libraries listed below will reopen. 
 

35. Aldbourne; Box; Cricklade; Downton; Durrington; Ludgershall; Lyneham; Market 
Lavington; Mere; Netheravon; Pewsey; Purton; Ramsbury; Tidworth; Tisbury; 
Wilton. 
 

36. Should Phase 3 – Option A be introduced the list above would also include: 
 

37. Amesbury; Malmesbury; Melksham; Royal Wootton Bassett and Westbury 
 

38. Reopening these libraries (Phase 5) will require the following prerequisites are met: 
 

 Ability of building to operate with social distancing in place 

 Staff and volunteer capacity to operate a reasonable number of opening 
hours 

 Management capacity to oversee reopening process e.g. creation of risk 
assessments, staff /volunteer training, ongoing day to day resourcing 

 Financial capacity to provide the additional resources required e.g. 
screens, hygiene supplies, cleaning contract 

 
39. Analysis of the libraries reopening in August will help ascertain the staffing 

requirements and the exact costs involved in operating these services. Further 
examination of the suggestions received relating specifically to Phase 5 libraries is 
also required, followed up with local discussions with key stakeholders for each 
library using the facilitated workshop models piloted during the consultation. It is 
proposed libraries in the 20 community areas where no other library is open would 
be a priority for these conversations taking place.    

 
Overview and Scrutiny Engagement 
 

40. The Chairman of the Environment Select Committee will be offered a briefing on 
the proposals and any comments will be provided when available. 

 

Safeguarding Implications 
 

41. No implications.  
 
Public Health Implications 

 
42. The options outlined in this report for reopening our library service during the 

COVID19 pandemic are designed to ensure that libraries are reopened in a safe 
way having regard to national guidance. Additional guidance will be sought from the 
local Public Health team on an ongoing basis. The library service can be a key 
element of COVID-19 recovery in terms of providing opportunities for people to re-



engage with their communities and adapt to a ‘new normal’ which will be essential 
for emotional wellbeing going forward. 

 
Procurement Implications 
 

43. There will be a requirement to procure equipment and supplies required to deliver a 
socially distanced service.  This will be done in line with existing supply 
arrangements where possible to ensure consistency and economies of scale. 

 

Equalities Impact of the Proposal 
 

44. In compliance with the Public Sector Equality Duty the service has undertaken an 
Equality Needs Assessment (EqIA). The EqIA assesses both negative and positive 
impacts that the proposed phased approaches may have on groups of staff, 
volunteers and customers and has been informed by the public consultation.  
 

45. The impact of access to libraries for those living in rural communities, the 
vulnerable and other protected groups of people while libraries are temporarily 
closed has been considered and mitigated where possible. Alternative forms of 
provision have been introduced including the relaunch of the Home Library Service 
along with access to reading material and online activities for both adults and 
children. Work is also ongoing to consider ways to reintroduce the mobile library 
service. 

 
Environmental and Climate Change Considerations 

 
46. We recognise that offering an online library service and reducing the need to travel 

has a positive impact on our environment and reducing carbon emissions, we will 
continue to seek to ensure the phased reopening of libraries continues to maximise 
the benefit of online offers and minimise the travel requirements of our users. We 
will also, with our property colleagues, continue to seek to improve the energy 
efficiencies of our library buildings. 

 

Risks that may arise if the proposed decision and related work is not taken 
 

47. The following risks have been identified. 
 

48. This consultation relates only to temporary service changes. Should more 
permanent changes need to be considered the Council would need to undertake a 
full public consultation to fulfil its statutory duty.  

 
Risks that may arise if the proposed decision is taken and actions that 
will be taken to manage these risks 

 
49. The following risks have been identified. 

 
50. Financial 

 

 If further government funding is not forthcoming to help the Council manage 
the impact of COVID19 the proposals may need to go further and deeper to 



ensure a balanced budget by the end of the financial year. We will manage 
this by continuously monitoring the financial position. 

 
Financial Implications 

 

Financial information  
 

51. The total Library service budget for Wiltshire is £2.4m with a further £1m of property 
costs. 

 
52. When the 2020/21 budget was originally set it required the Library and associated 

Property budgets to achieve a £307k saving to ensure a balanced budget by year 
end.  Since the impact of COVID19 on income and service costs the library service 
and associated property budgets are forecasting a £572k overspend.   In order to 
close this gap, the library service and associated property budgets would need to 
achieve a £879k in year saving. 

 
Legal Implications 

 

53. The Council also has a statutory duty to provide a comprehensive and efficient 
library service. However, that does not amount to an overriding duty to keep all 
libraries open at all time and as a result of the Covid-19 emergency the Council 
needs to ensure that the service is restarted in a safe way. The proposal outlined 
above allows the Council to ensure that all appropriate steps are taken to ensure 
public safety is maintained whilst providing an appropriate service to the Council’s 
residents and taken in consultation with those residents. 

 
Workforce Implications 

 
54. All staff continue to be paid 100% of their salary, this includes 40 (head count) who 

are currently furloughed. They have been regularly updated throughout the 
consultation period and a representative group took part in a consultation 
workshop.  

 
Options Considered 

 
55. Other Options: 

 

 Leave libraries closed. If we do this then, the community will continue to be 
deprived of a resource and there may be an increase in social isolation. We 
are also paying staff 100% of their salaries, the majority of whom can work, 
but are at home. 

 
Proposal 

 
56. The proposals are as follows: 

 
i. Agree the phased approach as proposed below 

 
o Phase 2 – Corsham, Devizes and Warminster reopen w/b 24 August 



operating an over the threshold service for 2 days per week. 
o Phase 3 – Amesbury, Bradford-on-Avon, Calne, Malmesbury, 

Marlborough, Melksham, Royal Wootton Bassett and Westbury 
reopen by end of September offering an Order and Collect service 
with bookable computers for 3 days per week. 

  
ii. A second report is produced by end of August outlining the options available 

for a county wide socially distanced mobile library service 
iii. Community conversations with relevant stakeholders at Phase 5 libraries are 

begun with a view to seeking local community support to reopen these 
libraries where it is possible to meet the prerequisites identified 

 
Reason for Proposal 

 
57. The proposals are made to support the reopening of libraries during the COVID19 

pandemic safely and within current resources. The proposals reflect our statutory 
duty under the 1964 Public Libraries and Museums Act to provide a library service 
that meets the needs of the community. The proposals consider staff shielding 
(currently 15/180 and furloughed staff 50/180), volunteers shielding, social 
distancing principles, our 2020/21 savings target, lost revenue and wider financial 
pressures. 

 

Report Author: Jessica Gibbons 
 

Date of report: 29 July 2020 
 

Appendices 
 

1. Organisations approached during the consultation 
2. Results showing libraries to be prioritised for reopening 

 
 

 
Background Papers 

 
None 
 

  



Appendix 1 
 
Organisations contacted 
 

Action on Hearing Loss Pound Arts 

Age UK - Wiltshire Public Health 

Alzheimer’s Society ReadEasy 

Alzheimer’s Support Readers Groups (253) 

Army Library Service Rise Trust (Children's Centres) 

Avon and Wiltshire Mental Health 
Partnership NHS Trust 

Safer Salisbury 

BoA Seniors Forum & U3A Selwood Housing 

Bradford on Avon Mini Book Festival Spurgeons (Children's Centres) 

Building Bridges  TCAF – Trowbridge Community Area 
Futures 

Carer Support - Wiltshire Tidworth The Hive 

Celebrating Age Wiltshire Victim Support 

Citizens Advice Wiltshire Wadswick Green, Corsham (retirement 
village) 

Community First Warminster Action Group 

DWP Fire & Rescue Warminster Churches Together 

Faith Groups Network  Warminster District Foodbank 

Green Square Group Warminster Farmer's Market 

Health Visitors WCIL – Wiltshire Centre for Independent 
Living   

IAPT Service - NHS (Wilts)  Wessex Community Action 

Independent Living Centre – Semington Wiltshire and Swindon Credit Union 

Julian House Wiltshire College 

Local History Societies Wiltshire Community Foundation & 
Networks 

Malmesbury Carnival Wiltshire Mighty Girls 

MOD Wiltshire MIND 

Museums Wiltshire Music Centre 

NCT local group Wiltshire Parent Carer Council 

NHS Wiltshire Police 

North Wiltshire U3A Wiltshire Rec 

Parish, Town & City Councils Wiltshire Rural Music 

PHAB - Chippenham Wiltshire Sight 

PHAB – Devizes Women Refuges     

PHAB - Melksham WSUN (Wiltshire & Swindon Users 
Network) 

Pilgrims Friend Youth Action Wiltshire  

Plain Arts 
 

 
 
 



Appendix 2 
 

 
 

169

131

127

112

60

60

55

42

40

39

38

33

30

27

21

13

10

9

8

8

7

4

4

4

3

3

3

3

3

2

1

0 20 40 60 80 100 120 140 160 180

Mobile Library

Salisbury

Chippenham

Trowbridge

Warminster

Devizes

Corsham

Bradford-On-Avon

Calne

Marlborough

Royal Wootton Bassett

Malmesbury

Melksham

Amesbury

Pewsey

Mere

Westbury

Tidworth

Downton

Tisbury

Cricklade

Wilton

Durrington

Ludgershall

Aldbourne

Lyneham

Ramsbury

Purton

Box

Market Lavington

Netheravon

Q4.1 Which libraries should be prioritised for re-opening in 
Option 1 or Option 2?


