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[bookmark: _Toc521259888]Interview Questions
1. When you created your social media accounts what were you thinking to use them for?
a. Has this worked? How?

2. Who do you consider your primary audience? 
a. If your primary audience is library users, do you reach out to them to connect via social media? How?
b. If your primary audience is not library users who are they and why do you think connecting with them is important?
c. Did the number of ‘real’ followers you recorded surprise you?
i. Why/Why not?
d. What do you think about the location metric you recorded? 
i. Did it corroborate your expectations for your audience?
e. How often do you receive communication from your audience?
i. What sort of things do they ask?

3. How do you measure the ‘success’ of your social media accounts?
a. Do you use specific software to measure the accounts?
i. What is the software and what metrics do you gather?
b. Do you gather feedback?
i. Describe the type of feedback you gather and what you use it for.
c. Did the metrics you gathered corroborate this success?
d. Why do you think your most popular tweet was as popular as it was?
i. Do you think you could replicate this success?

4. Are you aware of programmes to improve your social media such as that which scatters your posts to different times? 
a. Do you think this software would benefit the library?

5. When you initially created your social media account, did you face any start up challenges? What were they?
a. Describe any important lessons you have learned while using social media.

6. Do you have some policy/best practice guidelines? 
a. Why/Why not?
b. Have you experienced a change in staff with regards to social media?
i. Did the presence/lack of policy affect this?

7. Are your staff also officially on Twitter as Library staff?
a. What is the difference in posting types if they are?

8. What advice would you give a library staff member in your sector wanting to replicate your style of social media?

[bookmark: _Toc521259909][bookmark: _Toc491460178][bookmark: _Toc491460194][bookmark: _Toc521259889][bookmark: _Toc491460182]St Bride’s Library
[bookmark: _Toc521259910]Case Study
	Staff Contact
	Heather Jardine (Volunteer)

	Address
	St Bride Library, 14 Bride Lane, London EC4Y 8EQ

	Library Type/Size
	Research (Other) with 100,000 items about print history

	Paid Staff
	None (2 volunteers in charge of Social Media)


[bookmark: _Toc491460179][bookmark: _Toc521259911]Social Media Accounts: 
Twitter @stbridelibrary
[bookmark: _Toc491460180][bookmark: _Toc521259912]Metrics (Recorded: 07/18/2017 13:29 PM)
Twitter Audit: Score 97% 282/10,174 followers ‘fake.’
Location of Followers
	0.3%
	Bangladesh, Belgium, Bolivia, Colombia, Croatia, Jersey, Malta, Mexico, New Zealand, Nigeria, Pakistan, Portugal, Romania, Russian Federation, Singapore, Switzerland, Thailand, Turkey & Venezuela

	0.5%
	Argentina, Denmark, Ireland, Italy & Japan

	0.8%
	Egypt, Greece & Netherlands

	1.1%
	Sweden

	1.3%
	India

	1.6%
	Australia

	1.6%
	Brazil

	1.6%
	France

	1.9%
	Germany

	2.2%
	Canada

	2.4%
	Spain

	16.4%
	United States

	59.3%
	United Kingdom

	Twitter Analytics
	Top Tweet (St Bride Library, 2017)

	Tweets: 7
Tweet Impressions: 40,600
Profile Visits: 945
Mentions: 31
Top mention engagement figure: 520
	[image: ]
	Impressions 
26,487
Total engagements 366





[bookmark: _Toc491460181][bookmark: _Toc521259913]Interview Transcript
Date: 27th July 2017, 10.30 am
Interviewer:  Sarah EM Humphreys
Interviewee: Heather Jardine (Volunteer at St Bride’s Foundation Library)
	  Sarah, H
	Hello this is Sarah and it is the 27th of July. This is interview one with the volunteer from the St Bride's Foundation library, say 'hello' Heather:  

	Heather, J
	Hello. 

	 Sarah, H
	Thank you, all right, well let's start with our first question. You remember I sent you a list, I might go a bit off-piste with some of them because there's questions for individual libraries. So, the first one is: When you created your social media accounts what were you thinking to use them for? 

	Heather, J
	Okay this is a difficult one because the account, I checked this morning, was started in 2008. I only got access to it probably last year, probably less than a year ago. Therefore, I wasn't in at the beginning, I didn't even start working at St Bride's until 2013. I don't know who set it up and I don't know, really, why they set it up, in that I don't know whether they have particular aims and outcomes in mind. So, I'm not sure I can answer that question I'm afraid. All I, what I inherited, was a pre-existing Twitter account. I've not had access in the past. 

	 Sarah, H
	Well my question would be for you then, what do you think you're using it for?  

	Heather, J
	[bookmark: SB_what_about]I think I am using it to try to do two things. To raise the profile of the library, so people know that there is a library and it is about printing and it is about things that might interest them and to tell them what's in it by showing them pictures of new books or whatever it might be. Interesting things you come across and to encourage them to come in. So, it's about increasing use of the library and trying to build a community of people who have interests that are relevant to the library and the people work there.

	 Sarah, H
	That's fantastic thank you Heather. Do you think this is working? 

	Heather, J
	[bookmark: SB_Follower]I think given the number of people who follow us, that I have to say it is working. I know that some people follow huge numbers of accounts and therefore we may be very peripheral to them but we do have ten and a half thousand people following the account and I can't believe that all of them are indifferent to what we say and what we tell them so I have to say yes that I think it is successful.  

	 Sarah, H
	That's really useful thank you, so my next question: Who do you consider your primary audience?

	Heather, J
	The audience is people who use the library and people who are potential users of the library so it's not just people we have met already it's people that we'd like to meet in the future. 

	 Sarah, H
	One of the metrics I had you run was a 'how many real followers do you have.' 

	Heather, J
	Yes.

	 Sarah, H
	Question: Were you surprised by the results? 

	Heather, J
	To be honest I was the surprised by the question because it never occurred to me there might be 'fake' accounts out there, so when it dawned upon me that there might be such things, I was rather concerned but I was hugely relieved when I found that 97 percent of our followers were real followers because I've been having nightmares that it would be three percent real followers and 97 percent were fake. 

	 Sarah, H
	So, in some ways finding that out was a relief? 

	Heather, J
	Yes, absolutely.  

	 Sarah, H
	Do you think you'll use that sort of software every now and then just to check?  

	Heather, J
	Yes, I found it very useful having that little piece of software drawn to my attention. I'm not sure you can use it repeatedly, though can you? I think there's a charge if you use it more than once? 

	 Sarah, H
	There are several versions of it open source online if you just search on Google you can find them and quite easily. So okay, next Question the location metric that you took only [59.3%] of your followers have their location set as the UK. What did you think about that? 

	Heather, J
	I thought that was about what I would have expected to be honest. What surprised me was that so few were from Europe, of people who were not UK based, were from Europe. I would have expected far more from Europe because a lot of the people who come into the library are French, German, Spanish, Italian, Dutch, you know, all over Europe. Working in this country for a year, or doing their postgrad, or whatever. We have, we see more of them than we do of the Americans, let’s say. But we have a larger community of users [followers] in the states than we do in Europe so that I thought was quite surprising.      

	 Sarah, H
	Would you say that it supports your aim of outreach and the profile of the library though?

	Heather, J
	Sorry I didn't get the question.     

	 Sarah, H
	Sorry: Would you say that the followers being more disparate supports your motive for outreach? 

	Heather, J
	Oh absolutely, I mean, if I can turn around and say to people 'we are an international and internationally recognised source of the information then that is hugely beneficial, that's exactly that I want to be able to do. I don't want to be parochial. I don't want us to appear to be, although we're a special library, only appealing and serving a very narrow tranche of people, who knew about it anyway.  

	 Sarah, H
	So, you're saying the success of your social media is because you're a specialist library the outreach aspect means that you can say that you are known internationally not just in London as it were.  

	Heather, J
	Yes, I mean, I -I don't know whether I ought to give you a little bit of background- I started using social media in a library context before I went to St Bride's and I did it because I worked in the public sector -I'm not going to tell you where- and I felt that our service was under threat and I thought that by using social media and increasing our profile and being able to demonstrate that we serve a lot of people in a lot of places we could make a better case for saving our service if you like, so I come to social media in a way, as a defence mechanism for the library as a way of demonstrating that we are relevant, that we are useful. That people know about us that people want us, so that if anyone were to come along and say "oh it's bit of a waste of time having a library, isn't it? I mean, who's interested in printing history probably only about a dozen people so we might as well shut you down" this is one way I could actually turn around and say "Well hang on a minute, there's a lot of people out there who are interested and lots of people who would like to be involved so that's sort of where I come to it from.  

	 Sarah, H
	That's very interesting actually because that corroborates some of the research into it that it's very good for defence of the library for lack of better way of putting it.  So, the final thing on this little bit of questioning so question did the metrics when you looked at Twitter support a lot of your ideas for the success of the account? If the success is, that you're reaching out and people are recognising St Bride's library as a library and what it has? 

	[bookmark: SB_Techlevel]Heather, J
	Yes, I think so, I don't know to what extent the kind of people that we are communicating with are the sort of people who are very much into social media. If we were, let’s say, a family history library and I'm not drawing any conclusions about old people and technology because I'm an old person myself. May not be as likely to use Twitter as an up-and-coming, young, hipster, graphic designer from Clerkenwell. That's a massive generalisation and I apologise for it, I mean no offence by it but some people are really into social media and some people aren't and I think perhaps the kind of people we, we are engaging with are the kind of people who are into social media and therefore likely to follow us on Twitter or Instagram or whatever.      

	 Sarah, H
	The nature of your collection means that the outreach on social media is important because you do get people like, you said, graphic designers coming to the library and they're more likely to be using social media? 

	Heather, J
	I think it makes it easier, is what I'm saying, it makes social media a more relevant means of connecting with them.  

	 Sarah, H
	That's very interesting. 

	Heather, J
	I think, we have the same problem with things like email. You do still have people who say, "well I don't have email, I don't have a computer" and who will write to us and we write back on paper, you know, because it's actually the only way of communicating with them, but it's relatively unusual. We have very few written enquiries it is almost all email and I think that tells us something about the kind of audience. It also means we have to make a real effort to connect with people who don't have social media but that's not, I think, the aim of your research. 

	 Sarah, H
	Okay, now that what you're saying is, it is just another format for your communication it's not the be all and end all of your communication? 

	Heather, J
	Yes, that's right.  

	 Sarah, H
	I thought I'd summarise. This is a question about some of the technology side of things and the basic one is, I believe I asked you this question, you do not have an official social media policy, do you? 

	[bookmark: SB_SMPolicy]Heather, J
	[bookmark: SB_Straightjacket][bookmark: _Hlk491095965]No, we don't. It was very interesting is because we sat-in a meeting on Tuesday. We are, at the moment in the process of relaunching/redesigning our website and the suggestion was made that we should have a committee, but if you have a committee who oversaw the website both in terms of redesign and in terms of the ongoing maintenance and the suggestion was that this committee should then take on a role of overseeing the social media accounts as well because, of course it's not just a library that has a Twitter account it is also the foundation and the theatre and the other bits and bobs within the building. Now my heart sinks at the thought of a committee of any kind doing anything absolute in their hands, and so, although I think it's a good thing to have a social media policy, how can I put this, I want it to be 'our' social media policy and not somebody else's social media policy and I don't want to lose freedom by having to fly everything past the committee and I'm very old and paranoid you see, I like the library to run things. Which is why it was such a great relief when we actually gained access to the Twitter account that was being run in our name because we didn't have access to it before. I don't want to see it loose it's freedom, it's spontaneity, I don't want it to just become grey and dull and branded and stifled, so, yes we ought to have a social policy, a social media policy, some guidelines and things but, they can become a bit of a straitjacket and you can end up with "you must make five tweets a week and you must have one tweet which is about an event at one tweet which is about a new book" and one which is about..." -you know what I mean?- It becomes, can become quite formulaic I suppose.  

	 Sarah, H
	That's actually, the line you just said there, about the straitjacket, is probably going to go my dissertation because that's a great way of phrasing it.  The next question was- I can't really ask you about the creation and start-up challenges- but you've hinted at the continuing challenges of social media usage. Have you personally experienced what I like to call 'lessons learned?' Have you found something that worked and did you find something that didn't work?  

	Heather, J
	Two things I think, the thing that I learned and again is may be to do with the nature of our collection, or nature of our audience, is that anything with a picture is better than anything without a picture. I'm sure that's pretty general across social media but some people use words much more than, they use pictures whereas, if you've got a picture, and of course, I think our top tweet doesn't have a picture. I'm just definitely trying to remember if it does or not. 

	 Sarah, H
	It doesn't.  

	Heather, J
	[bookmark: Sb_Pic]Generally speaking, if you've got a picture, people like it. You don't have a picture? Okay, they read it a but it doesn't engage them as much. They don't re-Tweet it as much.  

	 Sarah, H
	That's interesting, would you say some of that do with the fact that St Bride's, as a printing history collection, does have a very visual aspect to its collection? 

	Heather, J
	Yes, I do and I think I think that the people who use it are digitally aware and you know they are, designers are interested in the way things look or the way text looks. All of that kind of thing, looking at things, pictures of things does appeal to them very much. The other lesson I would say I have learned, I don't think this is going to come up later it might do, I'm sorry if I'm jumping ahead with one of your questions. We have a lot of followers but we also follow a huge number of people. I suspect this is because the policy, in the past, was to follow people who followed us. Which might be what you do in a personal account. I'm not sure it what you should do within a corporate account because what happens, is, -we follow four and a half thousand people- so, you put the Twitter account on and you are overwhelmed with incoming messages. I mean, I can put the Twitter on, this account, at home which is where I usually do it and I'll go downstairs make a cup of coffee, put the washing out come back and it can be anything up to a thousand tweets there. Which I have not got time to read so, what comes in is largely unread and we're following all these people, but not able to pick up on what they are saying, simply because of the volume of it.      

	 Sarah, H
	My next question, to follow up on that actually, your users -now some people say that social media is for interacting with your users- do you find that you do that? As in, they respond to you? I'm not sure what you mean by respond?

	Heather, J
	Do you mean they retweet or like because I think people do that? Or do you mean they come back to us with messages or they follow up an email or they talk to us about it. 

	 Sarah, H
	The second one.  

	Heather, J
	It's almost unknown for us to have a direct message. I think I've seen one in the last year so no I don't think they do come back to us in that way and I don't think people very often reply. People tend, as I said to 'like' or to retweet but they don't tend to come back and say, "I don't agree with that" or "have you got another one" or "that's fantastic. I must come in and see you one day" or anything like that. We don't seem to get the replies to messages. 

	 Sarah, H
	Let's follow up on this, you've got -one of the things I've introduced you to some of the registering and measuring software for social media- first of all: Did you use any of this before I showed it to you?  

	[bookmark: SB_Metrics]Heather, J
	I didn't use Twitter audit and I didn't use the location one I do look at the analytics sometimes, the ordinary Twitter analytics, in order to get an idea of what's going on and you know maybe the last seven days. With arrows, up and arrows down and things. I do keep my eye on that.

	 Sarah, H
	Okay, so, follow-up question -which is about your most popular tweet, which concerns the new St Bride's catalogue.                  

	Heather, J
	Yes, whoop-dide-do, woo-hoo!

	 Sarah, H
	Yes, that's a really good popular tweet actually. Did you find -because one of the things I know you can do is check how often that link led you to the St Bride's catalogue- have you done that?  

	[bookmark: SB_Toptweet]Heather, J
	No, because we haven't got the analytics running on the catalogue yet.  

	 Sarah, H
	You can do it from Twitter. 

	Heather, J
	Can you? 

	 Sarah, H
	Yeah.  

	Heather, J
	How?  

	 Sarah, H
	Do some searching and it will tell you how to do it where you set up the hyperlink as a badge -I think it is- and it will tell you how often that is clicked on. 

	Heather, J
	Okay. 

	 Sarah, H
	Which would be a very useful analytic for you to gather I feel especially considering that your most popular tweet was about the catalogue.  

	Heather, J
	Yes, that would indeed be useful. Good, thank you. 

	 Sarah, H
	There we go, I taught you something.  Right, I went and had a look, by the way, on the St Bride's and what you said previously about other social media accounts and I know that The St Bride's as an institution, The St Bride's foundation has an Instagram and a Facebook account. The library only has a Twitter.  Are there any plans to expand into other arms or do you feel that just using the one tool, -the micro blogging tool Twitter- is the best way to go about it? 

	[bookmark: SB_notime]Heather, J
	[bookmark: SB_Photog]That's a difficult one. You know the situation as regards staffing at St Bride's? There are no permanent staff in the library, there are no paid staff at the library we're all part-time and we're all volunteers and in total there are only four of us. A variety of anything from three-day week to five hours a fortnight. The other three people apart from me have no interest in social media. They don't have their own accounts, they do not want to get involved in it. Which is fair enough it’s a point of view. I have my hands more than full enough with Twitter. Which I tend to do when I'm at home, not when I'm at St Bride's. I could not take on a Facebook account, though a suggestion has been made that we should have an Instagram account. Which I think would make very good sense given all that we've said about the visual nature of the collection really. The appeal of that since the audience. I'm not a photographer, I don't have the technical ability to take good pictures. I don't have the equipment. I don't have the eye for it so, we would have to find/persuade somebody else to do it and I don't know who we'd find to do it. 

Personally, I think Facebook is a spent force. I've never been persuaded by Facebook and I seems to me paseé, if that isn't heresy, I know that we could manage more than one social media account. We do have a blog actually, a full blog, -this isn't me- and that doesn't get written because no one has the time to write it and that would be something I would prefer to revise rather than start up with Facebook. With Instagram, it's more of a technical problem finding somebody to do it and manage it. 

	 Sarah, H
	You're talking about the fact that a lot of this social media stuff is -what I would describe as- slightly ad-hoc in that it's dependent on the staff member taking the initiative to do the thing. 

	Heather, J
	Yes, in fact It's highly ad-hoc it's not just slightly ad-hoc.  

	 Sarah, H
	Thanks, that's a lot of the questions actually, just going to have a quick check. Just in summary; you measure the, you occasionally eyeball the analytics but not much stuff. You consider it an outreach format and a lot of your users, because of the nature of the library may well be interested in visual mediums. So, the final question is -the literature has a lot of advice on how to improve your Twitter account- do you look into that sort of thing or do you just keep posting? 

	Heather, J
	I keep posting knowing that I ought to be reading the literature.                  

	 Sarah, H
	That's very interesting.  

	Heather, J
	I'm sorry if it sounds like I'm banging the same tired old drum. I'm only supposed to work two days a week and I usually work three and I do a certain amount at home as well. As, the social media stuff you can do anywhere. There are things I have to do which are more important possibly, than the Twitter account. Like, opening the library getting the books out for people, putting them away again. And there's only so many hours in a day and I could do this as a full-time job. I could do this and seven days a week and I am NOT going to do that so had I enough time I would love to work more on Twitter and I would love to do lots of other things in the library as well. Time is the great inhibitor for that.

One thing I ought to make clear actually and I don't think I made it clear at the beginning. But we have talked about it but I must say that I am not the only person who uses this specific account and there is another person within the library who uses this specific account. We have a friend, friend of the library, who's excellent at all of the publicity around events. So, she organises the talks, the lecturers and evening events for the library and she does tweet about those. Promotes them and makes sure the feedback is broadcast and so on. So, I'm not the only person doing it but we kind of have a demarcation between us because I see her maybe once every six months in the flesh. So, we have a working, unspoken, unwritten agreement that she will do the events and I will do everything else and it sort of works quite well like that. So, I can't take all the credit and I don't want to appear to take all the credit. For the success of the Twitter account. As she does a heck of a lot on the events and all of that kind of stuff. You can pretty much see if you look at our Twitter account, there is two kinds of tweets. There's the ones about the library and there's the ones about the lectures and the evening stuff. She does all that, she probably does more tweets than I do.  

	 Sarah, H
	Interesting to note though, that your most popular tweet was, I believe, one of yours. 

	Heather, J
	I think that is because we have suffered for so long with not having a catalogue at all. For the last six months, we've had no catalogue whatever. Which is interesting in this kind of library because people come in and say, "Have you got something" and you say, "Oh I don't' know." Try it one day, it's a challenge. So, people were very well aware that this was something we really wanted and they wanted as well and I think that is why it got picked up so quickly. When we finally said, "We've got a catalogue" that that everyone went "yeah, great, at last, hurrah" 

	 Sarah, H
	So, there's a sort of expected improvement which was why it became so popular on Twitter because everyone went "oh they've done it fantastic" retweet. 

	Heather, J
	Yeah people were waiting for us to do it. Therefore, it meant that when we did, everybody went hurrah. Whereas if you post something else interesting people may be interested but they're not going to go "hey that's great I've really been waiting for that." It was breaking news.       

	 Sarah, H
	So, my final overview question which is a general one, what advice would you give a library staff member in your sector so, special research libraries, wanting to replicate your style of social media. 

	Heather, J
	[bookmark: SB_Brave]I think it is about confidence go and try it I would say I was very lucky in that again, in my previous job I had somebody working for me who was very young, very bright and very enthusiastic process about social media and she was very good at making me feel I can do it. I would have sort of poked at it nervously and said, "Oh I don't know if it's for me and I don't think I can do that." Her enthusiasm was absolutely infectious and I got quite brave you know. I had all sorts of accounts under my own name. I think you need someone who either has or is in college to be brave about I do sometimes sort of sit here and think "my god whatever I put down as going out to ten and a half thousand people. Or you know, I daren't, I might get it wrong I might say the wrong things and I think you need a little bit not gung-ho exactly. But you need to be constantly on that, you said ad hoc, it's a sort of that word, spontaneous perhaps. But you need to have the courage to think that you can do it and just go ahead and give it a go and Twitter is quite good as, because of the likes and retweeting. You get that kind of feeling that "yeah people like that" or "that went down well" "ooo look somebody's followed us, look yes they look like the right sort of people" Do you know what I mean?      

	 Sarah, H
	What would you say to the people who have the fear of doing something wrong and how would you respond if you'd realised you had posted something as a mistake? I will hint broadly at certain people who the news has noted on Twitter saying things that they probably shouldn't. I'd imagine you can probably guess who I'm talking about? How would you respond if you realised you done that on The St Bride's site?

	Heather, J
	I think you would go "Oops I'm sorry" and I think you comfort yourself, with the thought that Twitter is so much of the moment. That it will be forgotten in a week. It's a bit like the newspapers you know, today's news is tomorrows chip paper. The thing that shocked me most when I was introduced to Twitter. Was the person who said that "well when you log back in again after you've been off you don't have to read all the messages you've missed" I thought "Don't you?" But of course, you don't, it's very much of the moment so as long as you haven't said anything that is actually illegal or dreadfully insulting, I think you can take risks and you can be a bit braver than you would be if you were writing, for example, a blog post. You write a blog post it's got to be right, got to be researched it's got to be scholarly. Otherwise people will come back and say yes but it wasn't in 1685 it was in 1686. People don't do that with Twitter. It doesn't work like that the people who use it don't think like that or work like that. I think we that as we go along.  

	 Sarah, H
	So, it's an experience thing more than anything else? 

	Heather, J
	I do think it is. I'll be very honest and say my job doesn't depend on if I got it wrong. Well, you know, I'm not going to lose a career over it, am I? That doesn't mean that I am going to be careless, I'm not. I don't have to juggle that level of nerves about it. Which lot of people do.       

	 Sarah, H
	I think you've answered all my questions so I'm going to stop the recording here in three two one.

	
	





African Studies Library, Cambridge 
[bookmark: _Toc521259890]Case Study
	Staff Contact
	Jenni Skinner (Library Manager)

	Address
	African Studies Library, Alison Richard Building, 7 West Road, Cambridge, CB3 9DT

	Library Type/Size
	Academic: Estimated 22,000 items concerning Africa

	Paid Staff
	1 (responsible for social media)


[bookmark: _Toc491460183][bookmark: _Toc521259891]Social Media Accounts
Twitter: @afrstudieslib
Pinterest: https://uk.pinterest.com/afrlib/
Blog: https://asclibraryblog.wordpress.com/
[bookmark: _Toc491460184][bookmark: _Toc521259892]Metrics (Recorded: 07/18/2017 13:29 PM)
Twitter Audit: Score 98% 28/1709 followers ‘fake.’


Location of Followers: 33% from African Nations (In blue)
	0.3%
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	Twitter Analytics
	Top Tweet (AfrStudiesLib, 2016)

	Tweets: 69
Tweet Impressions: 24.9k
Profile Visits: 
1,033
Mentions: 14
Top mention engagement figure: 9
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	Impressions 
2,727
Total engagements 34
Likes: 4
Link Clicks: 15
Profile Clicks: 3
Retweets: 5
Replies: 1




[bookmark: _Toc491460185][bookmark: _Toc521259893]Interview Transcript
Date: 28th July 2017, 10.20 am
Interviewer:  Sarah EM Humphreys 
Interviewee: Jenni Skinner (Library Manager)
	Sarah H.
	Hello this is Sarah, and this is the 28th of July. This is interview two and I'm here with the library manager of the Centre for African Studies library in Cambridge. Say hello Jenny:

	Jenni S.
	Hello.

	Sarah H.
	Lovely, thank you very much. First question, to get the ball rolling, when you created your social media account, if you created it, what were you thinking to use them for?

	Jenni S.
	[bookmark: Afr_what_about]Just to give a little bit of background: I didn't create the African Studies Twitter account but I did create originally, a Twitter account as a library assistant, in my previous library, as a means of communication with the students because it was easier to update then our website was. However, I know from having spoken to the library assistant [At the African Studies Library] who has been around longer than me at my current position, that it was created to publicize events new resources and have as an alternative route of communication with our users.

	Sarah H.
	Is the website under your control at that library or is it part of the university structure?

	Jenni S.
	At the previous library, we had certain editing rights -this was quite a long time ago, I'm talking maybe 2009 or something- We had certain levels of being able to edit but it was our 'what's new' aspect that needed further permission. We found that it was just getting outdated too quickly so I suggested "set up a Twitter account." We had a Twitter feed that was rolling continuously on the website. Which would negate having to get permissions every time.

	Sarah H.
	So, a workaround?

	Jenni S.
	Yes.

	Sarah H.
	Do you think for the African Studies library your Twitter has worked and in what way do you think it's worked?

	Jenni S.
	I think in terms of how- again some of the lessons I learnt- it has been nicer having the ‘outwards personality’ of the library rather than myself, which I had previously at the other library. You can buy into the brand. I'm looking at it as: That we're trying to raise the publicity of the library and the centre itself, as well as being a communication channel for our students or our academic visitors and those sorts of people. In terms of: The publicity of the library, research that's coming out of the centre, various events we're involved with, not just within the research centre itself but, elsewhere that our academics are linked to within the university or conferences they're attending or speaking at. Then yes, I think it has really worked. Our network is really useful and we have a very small user base: it’s African Studies within Cambridge, it's very tiny but, the further network, in terms of academics, other institutions, literary festivals and literary collectives, photography collectives, galleries, that all have an Africa focus, that's really successful. We communicate with a few students and users directly and those ones are active on Twitter but otherwise that's slightly trickier. In a way, it's working better as the outward-facing advertising of who we're about what we’re about, who we are and what we produce so, I'm pleased about that.

	Sarah H.
	You're saying you use it as a marketing tool and a networking tool but your outreach capacity -by which I mean to your library audience- Is quite restricted to people who are active on Twitter?

	Jenni S.
	Yes.

	Sarah H.
	Fantastic, thank you for answering that question so conclusively. You've actually partially discussed this: Who do you consider your primary audience -and again, you've spoken about ones that aren't your library users- so why do you think connecting with all these galleries, photographers and people doing events is important for the library?

	[bookmark: Afr_resources]Jenni S.
	I think the external organisations: Other research institutes, scholarly networks and people like ASA UK (that's the African Studies Association UK) and various other bodies, galleries and museums. It's all part of- with African studies it's so broad, it is such an interdisciplinary subject, it's not the “African Studies of art,” we're doing all the science in Africa. We literally, are open to everything. 

I collect on everything and I get recommended resources to purchase on every single subject. So, for me to gain current awareness and to keep the users connected and various other- like bringing in important research that's happening across the globe- and especially, feeding back to Africa and promoting events, courses, resources that are coming out of Africa is really important. There is a huge global North and South divide in terms of research and we're really trying to highlight- especially at the moment there's a lot of discussion about decolonizing the curriculum and there's been some really important protest movements have been happening across Africa- They're really relevant to us. Keeping in touch with people who are- by following them, interacting with them, actively chatting to them online and making sure that things are promoted- I think it's really important to raise the profile, not just of the centre but also what we support. The whole purpose of the library and its resources is to support this research that's going on.

	Sarah H.
	So, an advocacy role almost? Where you're advocating "if you're interested in African Studies go on our Twitter, look at who we follow maybe you'll be interested in them too"

	Jenni S.
	Absolutely. Always try to promote all the other sides of Africa that unfortunately, I think we have a very limited view- and quite rightly: we're fed certain bits of information- to promote the other important stuff that's coming out of Africa, that very much ties into our ethos at the centre and therefore, that's what our resources support within the library.

	Sarah H.
	Thank you. Next question: When you did the metrics, one of the ones that I asked to do was to check how many 'fake' followers you had and you came up with 28 out of your following. Did that surprise you or shock you or was that about what you expected?

	Jenni S.
	To be fair, I thought they’re probably more, just from my sources. Now, my previous Twitter account. I've brought it back down to it being me and my personal opinion etc. I've noticed that I have a huge level of bots and various things, following me on my personal account so, I was assuming- especially because [we have] a fairly global outreach, not just looking at Cambridge- that there would be a lot more so, I was actually quite impressed.

	Sarah H.
	The metric's not perfect, you can look at what it measures but, I thought is an interesting indication for some people.

	Jenni S.
	Yeah.

	Sarah H.
	Next one. The location metric. Now yours is really interesting because you've got 37% in the UK but you do have followers [33%] in Africa. What do you think about that?

	Jenni S.
	[bookmark: Afr_Followers]I'm really pleased, like really, really pleased because that's part of the- well for me and definitely for the centre, the Research Centre itself- is that it's really important to have Africa's voice. It's not just about "here in England this is what we think of Africa." It's actually, listen[ing] to the research, the output and the events that are coming out of Africa, “let's make sure we're engaging with everyone properly.” I'm really pleased that information is somehow getting out to them underneath the guise of the University Cambridge. I think that's why people are initially interested in following us but, also to have that exchange of information. I think it's really, really important so, I'm really pleased that it is being used and attracting users from Africa.

	Sarah H.
	Great, you've actually hinted at this but, how often would you say you actually received communication on Twitter, so, somebody actively saying "@African Studies Library... comment" and what sort of things do they usually communicate with you about?

	Jenni S.
	It does depend on what's going on in the world -and I do mean that in terms of things like African Film Festival's, major African conferences that’re happening in it in the UK, predominantly and/or important changes too- so this is where it becomes more the ‘professional network’ I would say. Rather than the library users. They contact us- tend to contact us- in terms of asking us to retweet things or promote things and that is a set time obviously. Around an exhibition season or around the lead-up to a conference, that sort of thing. So, I'd say probably at least once a week, in some way, if it's somebody contacting -if I follow somebody, they follow us back and then they ask us to promote etc. through DM [Direct Messaging] or on Twitter. With users, it tends to be a very short exchange- but that's only happened a few times.

	Sarah H.
	So, you don't get weekly "the Wi-Fi is down" or "What time do you open?" that sort of thing?

	Jenni S.
	No, no we've had a few; “if people are allowed to use the library?” because that that can be slightly confusing. That's a common question anyway within Cambridge because everybody has their own independent subject library so, there's always that question: Can I use it? and sometimes opening hours but that happens very few and far between. That comes in via mail.

	Sarah H.
	The old-school way of communicating?

	Jenni S.
	Yeah.

	Sarah H.
	Right, this is one of my favourite questions. How do you measure the success of your social media accounts?

	Jenni S.
	I haven't formally sat and gone "right I really need to start to target various… because these analytics are saying this" but I do use the software available on Twitter, like analytics and I do keep an eye on the rising interactions on the main page, that sort of thing and if I see something has all of a sudden- I've got 600 impressions when I've just tweeted three tweets- I do go and have a quick look at each individual tweet and try and understand. Then moving forward from that, try to make sure I carry on emulating that. I'll use bitly as well for stats on individual links. To try and measure success.

	Sarah H.
	Which is the hyperlink software isn't it, bitly?

	Jenni S.
	Yes. Overall, I don't try and compare myself to other libraries because I think that's quite hard because you can't see their- that they may have a high amount of followers but then you don't know how many users they have and their library users, that sort of thing- I find that quite tricky to start to look into but I suppose... Daily I suppose. It's always nice see that we've got a couple of new followers per day, even one follow a day.

	Sarah H.
	So, check it daily?

	Jenni S.
	Sorry?

	Sarah H.
	You check your account daily?

	Jenni S.
	Yes

	Sarah H.
	That's useful information, thank you. You say you just look at the metrics. Do you actually store the changing metrics anywhere or is it just a case of going on Twitter analytics and eyeballing the current state of play?

	[bookmark: Afr_Metrics]Jenni S.
	I tend to, 'eyeball it,' like you say and we do for our own record probably... it's probably only every six months. I have a quick look through the various months and see how large the audience is, if it's increased and if that's reflective of how many tweets I'm posting originally- as opposed to retweets and that sort of thing- and at what points did they come in. If there was a really successful tweet, did that encourage ‘shed loads’ of new followers. So, I do, but I don't do it in a formalised way and this is one of the things- when you contacted me- I should start because it is something that I think- moving forward for annual statistics- It's actually quite important to have written down and collected. I do collect some, but because nobody's asking me. I feel at the same time…

	Sarah H.
	There's no impetus?

	Jenni S.
	Yeah.

	Sarah H.
	Now we're going to go to the most popular tweet you've got- this bit’s more for other libraries hoping to replicate what you're doing. I had a look at your most popular tweet. I think I have inkling why it might be one of your more successful tweets because it's quite a salacious topic.

	Jenni S.
	Yes.

	Sarah H.
	Counter terrorism, counter extremism, that's a big thing these days. When did that tweet publish?

	Jenni S.
	Well that's a really weird thing because ironically, I think I treated it- in the lead-up to the talk coming and I knew it was going to be a popular event [with] all the research it was linked to. But, then it got-and it was moderate at first, sort of average, 300 impressions or something I think, I'm trying to remember- and then all of a sudden, out of the blue- I think I went to a meeting, came back and my stats were huge and I thought "oh my god what's happened?" So, I looked at it and I was like "how?" Somebody's picked this up, it was a couple/three weeks later and it had just gained this huge impetus on that day. Which I found really fascinating because it was slightly out of date by that point.

	Sarah H.
	So, you went viral essentially?

	Jenni S.
	Yes. It did interest me and that's why I think I started to- Well know I was already, but it was like "okay that's really interesting." That was a broad enough topic that is clearly in the public arena, that people are concerned about but it is related to Africa, in terms of Boko Haram and various other factions. It is something that is popular within politics and students within Cambridge anyway. Let alone, globally but I think it really reflected the actual environment that we live in. It's important to see that Cambridge is researching/performing research in this area and to maybe have that backed up. Not just read what you see in the news the headlines- the "shock headlines"- in various tabloid newspapers. Maybe, start to interact with the actual research that is going on and again -I find that more important, it is good that it's gaining that kind of interest where people are trying to turn to expert opinion rather than just what's fed to them by [the press].

	Sarah H.
	What's really interesting about this tweet and I'd like to praise you for having bitly, because you have got the amount of times someone interacted with that link. You got twenty-nine link clicks, they got 12,000-odd impressions.

	Jenni S.
	Yeah.

	Sarah H.
	But those link clicks are interesting because that means what you're posting is what they’re interacting with. Do you find that people tend to click on your links?

	Jenni S.
	Yeah, more than with my previous account, definitely. There was another couple that were against it, not surprisingly. But I was pleased they were links to talks and by putting up- a poster essentially- linking it to an image is always useful, I always think linking it to an image of the actual talk that's coming up so it's got all the details there in an abstract and that sort of thing- but having the link to the events to register or read further information. Yeah, two of my more popular tweets fairly recently have been on talks within Cambridge. Again, on Africa related subjects that are quite hot topics. So, I am really pleased that it's not just a- obviously I'm pleased when anybody retweets things- but it's really good when I see that people are actually engaging. When they'll be doing that one step further and engaging with that content.

	Sarah H.
	Okay, the next one is: Are you aware of programs to improve your social media such as one's that scatter your posts to peak times?

	Jenni S.
	Yes, so I am- I actually do on my old iPhone3- I used to use because I set up with my LinkedIn and Twitter and we had a library Facebook account then. I did use Hootsuite to monitor all things at once. Never quite got around to properly scheduling it but, I know from various friends- rather than colleagues within the university. But friends who are more into/need to be on top of their marketing game- That that's how they approach their social media account. They properly analyse their audience and make sure that the tweets are going out at that right time and then they sit and watch it happen. With, me- just trying to think what's I put in my notes actually- yes some. I'm kind of jumping into your next part of the question…

	Sarah H.
	The subheadings are just to clarify, if somebody doesn't answer it.

	Jenni S.
	[bookmark: Aft_scatter]Thank you, so, yes, I think it would. I'm very much aware of them. I haven't set it up for the African Studies because primarily, we've got a blog which goes through to Twitter anyway and we have Twitter that we focus on. I use it first thing in the morning, whilst I'm having a cup of tea and going through emails, various feeds that are coming in from blog readers or mailing lists and our RSS feeds. I'm going through those and spending the first half hour with a cup of tea and my emails doing Twitter and then, during the day, if there's other things that come up that are important- because we have quite a large African Studies mailing list and that covers lots of academics and people just generally interested- anything that comes up through them, that comes from the research centre itself, if it's relevant I will then push that forward through. But otherwise I do like to send out the most relevant or gems as I scan through everything in the morning and I quite like doing that because I feel that things happen so quickly- protest movements and things like that evolve quick- Especially when you're dealing with stuff that's happening in a different time zone- I'd prefer to go through and just make sure that I'm covering all bases. So, if I was a larger institution maybe but at the moment no.

	Sarah H.
	And this is, despite the fact you've- as I've mentioned- have very few staff, it's just you and one other person, isn't it?

	Jenni S.
	Yeah, absolutely.

	Sarah H.
	For quite a large collection.

	Jenni S.
	Yes. *laughs* Yeah, stop reminding me of that.

	Sarah H.
	Sorry. How do you find you manage your time then? So that half an hour, does that in some ways- help you more than hinder you for the day because it helps you get in the right frame of mind?

	Jenni S.
	Absolutely and it just makes sure that- because of the nature of who we follow on Twitter: I try to really restrict it to people who are people or institutions who are very relevant to us and not just ones I like and that they are producing the content themselves. When I'm scanning through Twitter quickly. I'm feeding off information that’s gone out, but trying to get source back to me in the most pragmatic way that I can. I feel that it's the best kind of information coming to me in the first place. I need to be aware of what's going on, I need to be able to analyse anything that's coming my way if there's a conference going on and there's something particular. I need to be able to have a look at the call for papers that comes up and see if any of our academics are presenting so, it's good for me to help develop my collection and to stay on top of current awareness in the field. So, I'd rather- yeah, it's a bit control freaky- but I'd rather have that half an hour because it does really inform me and my purchasing and also what I pick out that is most relevant then. For my students, I tend to send them an email update once a week with new resources and some of those new resources aren't coming through the university they're a new collection of archives that has been made available across the globe. Somebody may be going out to do their field work in, Namibia for instance. That's why I like to stay on top of that myself rather than set up tweets to send out because I think I need to have had that half an hour in the morning- so just like you say- I get myself set up for that day. Make notes of important events or important resources. Yes, I find it really useful.

	Sarah H.
	Just one off-piste question because I noted it you have a Pinterest. What are you using that for?

	Jenni S.
	[bookmark: Afr_Pinterest]*laughs* So, I struggle with Pinterest now. Actually, it's funny you say that because I had the conversation with my colleague- because he's part-time- last week. It was once a month used as a list of new accessions, updated eBooks, study resources and things. I have adjusted it since I've been in the job. Tidied it up and got rid of some things. I had built it in as something that it should be done at the beginning of the month and it just hasn't but, that's because our workload has changed- there are certain projects that I want to move forward with- to the point that, last week I said, "I'm really tempted to just close it" because there's no point in having something stagnant.

	Sarah H.
	Yeah, more than one account, for a smaller library. You're saying it's a bit of a struggle?

	Jenni S.
	Yeah, I think Twitter is one of the easiest communication channels. That doesn't require you to have a personal link like Facebook does, it doesn't have to be linked to your personal email address, that sort of thing. Even though Pinterest ironically, is fairly popular- we do receive emails saying that whoever's pinned this and favourited that, weekly- I think it's ironic as it hasn't been properly updated since this time last year. Which I mentioned to my colleague and said, “I don't like having stagnant accounts.” I look after Twitter, he looks after that but he just doesn't- he works part time and I just feel that [his time is] better served elsewhere. I set up a RSS feed for our latest accessions off our main website so, if people are interested in what we've most recently catalogued or accessioned they'll see that, that way and I don't know if I'm going to carry on with Pinterest.

	Sarah H.
	That's interesting. I'm glad I asked. So, quick clarification: How long have you been at the African Studies library in charge of the social media account?

	Jenni S.
	I've been at the library itself since October 2015 but I took over the Twitter account in December 2015 because I wanted to change a few things.

	Sarah H.
	So, there was a Twitter before you started?

	Jenni S.
	Yes.

	Sarah H.
	Were you kept abreast of what that was being used for or did you just have to guess?

	Jenni S.
	There wasn't a handover between myself and the previous librarian and they'd been a- I think- three-month gap. The previous librarian had retired so, there was no real way to understand- apart from via the assistant. I just sat and had a look at what they were doing and it was interesting because they had a Twitter set up to- anything that they tweeted went onto their Facebook as a post. I didn't like that it was just being used to tweeting things. It all seemed to be... the things that are being tweeted that were relevant but, I think sometimes weren't timely enough and there was a lot of time being spent on it. So, when I had a look at how it was going in the first two months- I had lots of other things organised to be fair and learning the ropes and that sort of thing- but, once I did take it over I was like "this can work differently." I’ve tried to always make sure that there at least three [Tweets]. Even if I've picked up on the information via Twitter as opposed to via an RSS feed, the mailing list or events that I know are coming up. I try not to retweet too much. I try to keep it to at least three original tweets a day. As in, it looks like it's coming from us even though I may have just seen it on somebody else's. I click through- I always make sure I click through to the article or the event itself- try and re-jig the actual tweet so it's got the most relevant information because sometimes bitly doesn't generate the link- It comes up with something slightly inappropriate or not enough information or even let when you share an article at the bottom where- using sharing buttons- again it will just provide a long link- so, I didn't like that. There was a lot of that going on. Trying to make sure that bitly was being used to keep stats of what was going well and to make sure that a lot more of our information was going out. Not just a focus on politics, development and aid, it was a much more rounded. To reflect what we cover. We're not just politics and development, we also cover arts, literature, poetry so, I wanted to make sure that we're engaging with those people and making sure that events and major conferences were being advertised. Especially talks that were coming out of the centre or research was coming out to the centre. It just wasn't quite happening before.

	Sarah H.
	Now comes the killer question: You don't have a social media policy… discuss? Why haven't you got one? Do you intend to get one? With the change of staff, would a policy of helped you, do you think?

	Jenni S.
	[bookmark: Afr_SMPolicy]Yes, I think so. I think you don't realise until you move somewhere else that- somebody who's very used to it. It did make me think because obviously my previous library, I was doing tweeting- to make it a bit more approachable- a me, a library assistant that everybody saw every day. It was a very busy undergraduate library and it [Twitter] was very well engaged with and I suddenly realised: When I go, you're going to have to try to help them set up lists and how to and best engage. What sort of things I've been doing. 

That proved really useful for me, when I arrived at the African Studies, realising that, it's not as straightforward as people think. It's not as easy as that and I'm glad that I had to explain that process to pass on to the previous people. That helped me move forward at African Studies. So yes, I have changed quite a few things since I've been at the African Studies library. I need to update my procedure manual. Part of that will be how we deal with social media so, whether or not we carry on with Pinterest and if we do then that has to be built in: It has to be done once a month, update it and this is approximately how much time [you] should spend on it. Things like using bitly for Twitter, how to analyse stats, who our audience is and what we're trying to promote. The right mix.

	Sarah H.
	So, not just a policy but also procedures and you'd separate the two?

	Jenni S.
	Yes, I would. With the policy, I would probably point back to- because I know the centre has a separate, very popular Twitter account. We do engage with each other and so, we do need to actually look at that together in terms of policy. We’ll probably hark back to the main universities social media policies to inform us with that. 

	Sarah H.
	I've heard some people say that the policy- were it for the library- they'd be happier than if it was a general policy for everyone. You're saying you'd far rather reference it back. Is that to do with the nature of being the academic library that you are in Cambridge?

	Jenni S.
	[bookmark: Afr_SMPolicy_seperate]Absolutely, I think that, even though we have our separate identity, we have to reflect the larger institution. We have to be led by what their guidelines are. Not necessarily- we would have to write our own and just to make sure that, in terms of then what we're trying to promote together- Whether it's directly from the centre or the library as well- That we are meeting up. It doesn't matter if we duplicate, I don't think, we often retweet each other and that sort of thing. I like that as well, that we have that interaction but we just have to- I think it's more important that the Centre follows the university guidelines- within that we add in that we are trying to actively promote X that and we are definitely not using it for X but we'll need to use the university guidelines to be based on first of all I think.

	Sarah H.
	You've hinted at this; the actual African Studies library account is tweeting as if you are a personification of the library. You don't have it linked to any people per-se. Do yourself and your colleague have their own Twitter accounts and how do you differ your posting if you do?

	Jenni S.
	Yes, as you say, it's more the library that's tweeting, not a person. I do have a personal account, on my personal account- which has been quite nice since it's been un-linked from my previous library- I have been able to tweet more of my personal opinion. It's slightly more informal and I do use my personal account a lot more as a way of connecting with previous students who have gone. I've seen where they've gone on to and I can DM them and open tweet to them as well. As well as colleagues, so I follow a lot of actual academic librarian colleagues within Cambridge- that's really useful. We'd chat and engage in that way a bit more. It's slightly more informal yes and it's definitely less Africa focused. It's more broad but also, I'm not scared of putting something silly up on there

	Sarah H.
	What you're saying is it's a professional personal account? So, it's still you, representing yourself as a librarian from that library but you'll say I do not speak with the library's voice, in that account.

	Jenni S.
	Absolutely.

	Sarah H.
	That's interesting, how you separate the two. Especially that you contact former- alumni basically-

	Jenni S.
	Yeah,

	Sarah H.
	Through your personal account.

	Jenni S.
	Yeah.

	Sarah H.
	Not through the official account?

	Jenni S.
	No, some do. We have a couple of quite engaged Twitter followers/ alumni on the African Studies and I do to contact them but I've been in Cambridge- with my previous library I was there 15 years. There's a lot of students who have gone on to do some fantastic things and I'm interested in following them. Some of them that would well- it would be the only way that I'd be able to still stay in touch with them. I don't really use Facebook so I wouldn't want to add them on there and obviously emails change. They might not be people that you'd exchange numbers with but, it's nice to go on and say "congratulations" and that sort of thing. I'm in contact with a lot of them on there.

	Sarah H.
	Does that occasionally feed into the official account so, I'd assume some of those alumni might well go on to do African study related stuff and if they do something interesting would you then post that on the official account? 

	Jenni S.
	Absolutely, there's two in particular at the moment. One, who graduated last year- so obviously I've only really gone through two cohorts of master students- who is very active because she's doing journalism in South Africa and it's really interesting to see what she's doing. I often retweet her and promote things, that sort of thing. There's another one of our students who's just graduated- again she's very active user, she was one of the only ones, I only had seven students this year- she was the only one that did follow us. On Twitter, it's great to see what she's chatting about and just be able to congratulate her on her graduation. It's really lovely. It's not just our master’s students because we have a visiting fellows/visiting Scholars Program. We have a number people who've travelled all over the world in African Studies studying a varying range of subjects and they connect with us and retweet things or mention us or ask us to promote things and that's really lovely. To maintain that contact and be able to congratulate people on - One of our Visiting Fellows from last year is doing the keynote speech at a major conference. It's [the name of the conference] slipped my mind obviously, now. To openly say "Oh congratulations Dr. [NAME???] it's great news.” That's globally, huge and to have that connections amazing.

	Sarah H.
	Just double-checking, all of that sort-of stuff is happening through your personal account. Does that mean- one of the concerns I've seen come up occasionally- is that this 'authoritarian library' commenting to human beings, comes across as a bit creepy. Would you say the personal account allays that somewhat because it's connected to you personally and your face is on the thing? It's you talking to them rather than the library?

	Jenni S.
	I'm sorry, I've gotten myself slightly confused. So actually, the African Studies library- we are able to connect with students and former users like that quite openly and that's great but, it did work better when it came through a personal account. Even when I was the 'personification of the library' at my previous library and then moving forward on my personal account still. I think they would be, like you say, 'freaked out' if all of a sudden SPS library- the previous library- got in touch with them. But, they're more than fine to chat openly or get in contact when it's me rather than the library. It's weird because that was a very different following. On the African Studies Library account yes, there's a couple that we followed who are very active. it has gone both ways since I've been African Studies. Picking up on stuff from my personal and going "actually this is completely relevant to this student/alumni/former academic." Or someone I followed in a different capacity is now working quite closely in our arena so, I will post it on there and add in. That's why I've added on my personal accounts that "this is no longer the SPS- I'm no longer at my previous library. Follow them if you want news on that. I am now at African Studies." So that, if people want to stay in touch, they understand where I've gone and if they want to get in touch about Africa stuff they can.

	Sarah H.
	What advice would you give a library staff member- particularly because you’re a library manager- in your sector wanting to replicate your style of social media and what lessons learned would you share with them?

	[bookmark: Afr_Lesson_learned]Jenni S.
	I think the first thing is understand is the brand that you're trying to promote and understand how you're trying to use the Twitter. Is it an information channel just on the physical library: saying opening hours, building maintenance- what you said earlier- Wi-Fi access down, that sort of thing? Are you only going to do that? Or are you trying to engage with the wider public and understand that their interest may promote further engagement. It attracts a different kind of interest and makes you more relevant just outside of your own smaller Network. You can obviously combine the two but you need to make sure that it's not confusing for people. If they thought they were following you just to receive library updates on when it's open when it's closed they can contact you with that then that's fine but if you're also putting in other things… 

What I liked about with the African Studies is that our outlook is global and therefore our outreach can be global too. I like being able to share and disseminate that information across the board and attract people who might not even know that African Studies was being studied at Cambridge. It's more of a publicity tool with resources that are useful and things on the way. 

The day-to-day downtime and that sort of thing: I keep two mailing lists that the students might pick up more on. 

I use Twitter as more of a global marketing tool to advertise the excellence of our research and our academics and also show that we're engaged with arts and photographers and these kinds of people. People can get in touch with research questions: What our collections about, everything like that. As opposed to a troubleshooting service.

Two things that I would strongly advise- That's why I like to not just schedule- if you're using it as an information tool for the actual physical library itself using a tool that puts out things at a certain time is really useful and I can completely see why that would be relevant in terms of room changes and exam timetables that sort of thing- 

If you're using it as a marketing tool with articles, events and people of interest. Make sure that you don't publicise any dodgy sites or opinions. Try and be careful with inflammatory subjects. Definitely go into it knowing that. That's why it's easier having the library as a 'front' because you can disengage quite easily as well. 

As much as you want to engage with people be careful of what that can bring. I have- not on the African Studies- but I learned this from my previous one- I publicised something that yes, is contentious, about slavery but it was part of our history and was linked to an event and an exhibition that was going on with in Cambridge. About Cambridge's relationship to the abolition of slavery. I attracted, personally, quite- not vicious- but it was quite upsetting. The conversation that was had openly at me after that.

	Sarah H.
	You had some Trolls attacking you?

	Jenni S.
	Yes, it was- I won't say who or what- but it was a person in the academic sphere. Not within Cambridge. Because a person of colour- myself, I had my photo up on there- attracted quite a tirade- that I shouldn't be whitewashing this sort of thing. That's actually quite upsetting when it's linked to- to me- an important part of history: The abolition of slavery. I'm proud that the University and some of its members were strongly linked to that and I don't think it's wrong that an exhibition like that should have taken place. Somebody then personally attacked me but I think it was primarily because my photo was on there as a person of colour.

	Sarah H.
	So, it changed from a library message into a personal message and then they just attacked you because of who you were not what you were saying?

	Jenni S.
	Absolutely.

	Sarah H.
	That's a thing to always be aware of when you're posting; who you are and where you're coming from?

	Jenni S.
	Absolutely and stay strong with the message that you want to portray

	Sarah H.
	I assume- with you- it was a bit of a comfort that, even though people are saying these horrible things to you, you could turn around to say, “but this is about slavery abolition and as a person yeah colour this is very important to me.”

	Jenni S.
	Absolutely, and it's about something is currently happening in Cambridge. I have every right to publicise this- it was a major exhibition and it's relevant to what the students were studying at my previous library because that covered politics sociology and obviously race has become a very hot topic within that. So, it was incredibly relevant to our students and our network so, for somebody to come in externally- Which is obviously what you are opening yourself up to- It became a personal attack on me and apparently my opinion. Where it's like "well hold on, this is very important and I want the students to go out and attend this exhibition and see and I can't actually believe it's gotten to this level" to the point that I muted the person's tweets at the end because it did feel like harassment after a while.

	Sarah H.
	So, the advice you would give someone who got into that sort of situation. Especially if they hadn't actually done any wrongdoing. That you would say the best thing to do is to take a more official stance with regards to stopping that person from tweeting to you?

	Jenni S.
	Absolutely and I think quite rightly, there is the mute and block function there. If you do feel that you are in the right- this is importance of checking sources, making sure you're putting out the right information in the first place- Use those functions to stop the conversation. Do not engage with them for a start. You can but, it's hard if somebody is continuously- that every kind of pingback you're getting is something negative from the same person- or a group of them. Though I've never had that but a group of people. Do feel that you can and maybe should mute them. Have a look at them as well, at their account- do that first obviously- and see what else they're tweeting and see if that's just what they do and be careful.

	Sarah H.
	That's a really good lesson learned, thank you so much for sharing that with me. There is a lot of fear that that sort of thing would happen to people. I had another librarian say to me you have to be quite brave on Twitter, you have to put yourself out there and it's good to hear in my study that somebody may have had a bit of kickback and you dealt with it. From the sounds of it, you dealt with it very well: So, don't take it personally mute them, carry on with your life.

	Jenni S.
	Yes absolutely, absolutely, because it is hard. You suddenly think "have I done something wrong” and then you go back and analyse it and you think "no actually I haven't." Like you say, stay strong. Yes, be careful if you think the Tweet is going to be something fairly controversial or inflammatory but be strong with the back-up facts- that you are posting this because it's important and people should attend, listen, read. That's also the point of Twitter.

	Sarah H.
	Okay, I'm going to stop the recording now thank you very much for everything you've shared with me.

	Jenni S.
	You're welcome.

	Sarah H.
	So, stopping in three, two, one.
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Interviewer:  Sarah EM Humphreys 
Interviewee: Louise Graham (Senior Library Assistant)
	 Sarah, H
	Hello. This is Sarah and it is the 31st of July. This is interview three and I'm here with Louise from Oakley Public Library say hello Louise:

	Louise, G
	Hello.

	Sarah, H
	We're going to start with the first question, which is quite an easy one but, a bit nebulous. Now, I know you didn't create your social media account but what is your intention? What are you using it for and has it worked?

	Louise, G
	[bookmark: OK_what_about]We're using our social media slightly differently than when we started. We started using social media to reach out to our very scattered island community and also to make contact with authors publishers and other libraries. Obviously, we are geographically isolated here and we were trying to get over some of the hurdles presented by living in a small remote community. Now, we probably use it to just keep in touch with all the people that we've met through social media. It's less a case of reaching out and more a case of staying in touch now.

	Sarah, H
	How successful do you think that's been? - this is a bit of a moot question to ask Orkney because I know how successful it's been. I've seen.

	Louise, G
	It has been successful, probably a lot more successful than anybody ever thought it would be and that's got a great deal to do with Stewart, who started the Twitter account and his particular personality and sense of humour. Which really won us loads of followers. Very, very quickly we had thousands of followers and now we have 35,000 followers and only 21,000 people living in Orkney so, it exceeded any expectations.

	Sarah, H
	How many people do you think are following you who are in Orkney?

	Louise, G
	Probably not that many, if I'm honest maybe a couple of thousand. 

	Sarah, H
	I do have a piece of software- I didn't want to give it to every single library because it's one of those ones you have to authorise- but it analyses where exactly in the world all your people are registered. Whereas one that you ran for me only did 'England.'

	[bookmark: OK_following]Louise, G
	Yeah. [2.34% (823/35,202 followers) declare an Orkney location on Twitter (metric taken 18/08/17) representing 3.85% of Orkney’s total population]

	Sarah, H
	I'd be curious- if I asked you to run that. What proportion in Orkney there would be.

	Louise, G
	[bookmark: OK_following_FB]I think most of our followers on Facebook are based on Orkney.

	Sarah, H
	So, the two tools are used very differently?

	Louise, G
	Exactly, yep. They are here anyway.  

	Sarah, H
	On your social media- answer this question for both your Facebook and your Twitter- who do you consider your primary audience?

	[bookmark: OK_use2]Louise, G
	[bookmark: OK_Use]Well for Twitter, our primary audience is now @Orkneylibrary fans who are different, I think. They're mostly people who just follow for the fun. We've got quite a lot of authors and publishers that follow just to see what's happening in the library community but I would call them @Orkneylibrary fans rather than library users. Our Facebook account is mostly library users. With some people joining in from other countries and other places. Facebook is just different- is used differently- it's library users on Facebook and @Orkneylibrary fans on Twitter.

	Sarah, H
	Do you find you get more outreach communication with your actual library users responding- do they respond via Facebook? Do they talk to you as the library?

	Louise, G
	Yes, they do. An example would be, our recent Louise Welsh event last Thursday night. We put the same announcement on Twitter and Facebook. On Facebook, people messaged us, people joined the event, people said they were coming. On Twitter... twelve or thirteen likes, it really passed people by.

	Sarah, H
	Now I'm going to ask you a bit about the metrics that you took. What did you think about the real followers that you had and the 5,522 'fake' followers?

	[bookmark: OK_Fake_Followers]Louise, G
	When Stewart left at the turn of the year and John and I took over. John had been going through followers and looking at that very thing so, it wasn't a huge surprise to us and it’s a pity that John isn't here because he could probably tell you a lot more about that than I can but it wasn't a huge surprise as I guess it often is.

	Sarah, H
	Looking at your metrics on Twitter you got 64.8% in the UK. Which isn't too bad but you've also got Somalia, Antarctica and Egypt- Who's in Antarctica? How did you find that? Did that come out about what you expected?

	Louise, G
	There were some places that we hadn't really heard from- we do hear a lot from our Twitter followers- the funny thing is we talk a lot here about the time that you put a tweet on and the world clock. During the night when we're asleep we'll get all these likes and comments from the countries that are awake. 

We were aware of a global community out there that were joining in with us. We got biscuits from Australia, our presents come from all over the place. It's fascinating to see just how many different places we get to. When you get communication on Twitter it tends to be from people around the world saying, "oh that's interesting etc." and then on Facebook you get your library communication.

	Sarah, H
	Would you say that's the more traditional stuff so, people asking about opening times, when an event's happening, things that people communicate with by email and phone as well.

	Louise, G
	Yes, I think but, so many people- especially our younger library users- live their whole life on Facebook so our information for young parents on book bug [Orkney's children's reading program] and children's events always goes on Facebook. People ask us things on Facebook, people request books on Facebook they'll say, "have you got the latest blah blah blah" and "I'm coming in to get it on Wednesday afternoon" that sort of communication. Whereas, on Twitter we'll have communication about "oh I'd love to visit Orkney." We often put pictures of the van out on the Isles and people love that and they ask us questions about Orkney history so, it's more of a chat on Twitter and public information on Facebook. Generally speaking, it's not in every case but that's the way I see it.

	Sarah, H
	This is always the clincher question: We talk a lot about 'success' and there's a rather blunt instrument of "how many followers do you have" but, how does Orkney- as a public library- how do you measure the success of both of your social media accounts? Do you record stuff?

	Louise, G
	We don't record anything. If we do get something that gets tons of likes. We might chat about it and maybe remember that that was popular. Like when we did the first "The mobile library's in Stronsay today" and it got so much excitement. Then we remembered that we and we make sure when the mobile goes out he takes a few pictures wherever he goes. But we don't keep a note of likes and followers. When John and I took over we'd have been disappointed if the followers had halved or something like that. It's really something. 

We simply don't have-  because of the different nature of the two- I think we're keener to make sure that our library information is going out on Facebook for our library users. We do measure that success in terms of events and stuff. Like how many people come along. On Twitter, we're really happy that it keeps going and we keep engaging with different people and maybe if an author or a publisher gets in touch about an activity we'd call that a success. Nonsense tweets about biscuits and sunshine, we don't really measure the success of that. We're just glad people enjoy it.

	Sarah, H
	So, the author thing. The communication with authors, that's something that's emerged on Twitter that- when he started it- it wasn't really something he thought of doing?

	Louise, G
	No, I think we did feel that we were a little bit isolated in terms of the broader library community. There's national activities in Scottish libraries like Scottish Book Week and we felt a little bit on the edge of that. So, in a general way we wanted to reach out to library folks and book folks. We didn't expect things like J.K. Rowling turning up for a book group when we first started Twitter but that's a prime example of the sort of connections that we make. Elly Griffiths came recently, that was just a chat on Twitter that developed into visit.

	Sarah, H
	If you do get this kickback from an author. Have you kept a log of who's contacted you in that way?

	Louise, G
	[bookmark: OK_Authour]Well we know. We have a list, so for some people we might say: "if you're ever in the area" or sometimes if we get funding for a special project and that author fits. We go back to them and then say: "remember that chat we had about you coming?” and sometimes it doesn't fit in with their book program but often it will. It's useful for that sort of event. Also, the publishers, we have something called Hurricane Book Club which is run with Pan Macmillan. That's another thing we run on Twitter. We have the actual meetings on Twitter. That's something that developed out of conversations that we had with the publishing team. All these things are useful.

	Sarah, H
	Would you say- the type of success that you're using Twitter for- that, that's very much due to the type of library you are- an isolated public library?

	Louise, G
	Yeah, I think it is. I think Orkney is quite interesting to people, islands are interesting and small libraries are interesting. I think people like to imagine what it's like behind the scenes up here. We get letters addressed to "The Twitter Department" and there’s only eight people that work here. It's really, really, funny. I think the fact that we're a small, geographically isolated island community is part of the appeal for a lot of people.

	Sarah, H
	So that's about the successes of the Twitter, what you think it's being used for and how you are measuring it. This is a question about the tech side of things- you're more than welcome to say I don't know to these questions-

	Louise, G
	That is highly likely to happen. *laughs*

	Sarah, H
	One of the things I wanted to know was: A lot of the literature advises people to acquire these software programs that assist them in using their social media. Now, I know for a fact that Orkney has quite a gargantuan social media platform. Do you use any of that sort of software? The ones which scatter your posts or Hootsuite which combines your two social media accounts.

	Louise, G
	No. To be honest with you, we're lucky we've got Twitter and Facebook. We don't use any of those things and we'd never be allowed to anyway. I don't know if we'd really want to but then that's easy for us to say when we've got plenty followers already.

	Sarah, H
	So, that's due to things like the public library Internet and firewall issues?

	Louise, G
	Always and that's something I hear whenever we do speak to other libraries. A lot of libraries get in touch to ask how we set up- especially Facebook- they have tremendous problems because they're part of the council network and the network is locked down. It's really, really, difficult for them to be active on social media.

	Sarah, H
	So, the account was started early in Twitter terms it was… what, 2009?

	Louise, G
	Yeah.  

	Sarah, H
	In your opinion would it be more difficult if someone wanted to start and replicate your success now?

	[bookmark: OK_SMPolicy]Louise, G
	[bookmark: OK_Brave]Yes, definitely. I think the decision makers didn't know that much about Twitter at the time and they let us go with it. They let Stewart be quite brave with it. I think, some of that was not being aware of exactly how it works and exactly what we were going to be doing. In fact, when it was set up we didn't have a social media policy because- as you say- it was back in the day. The social media policies come second and the social media came first but now people starting up from scratch would have to go through the rules and regulations. They tightened it.

	Sarah, H
	When did you get the social media policy?

	Louise, G
	I don't know I but I could find out that date for you

	Sarah, H
	That would be useful.

	Louise, G
	I'll email it.

	Sarah, H
	That would be great. I could addendum it on to the transcription so we'll put it here [January 2013]. Do you think it might have had something to do with the handover?

	Louise, G
	No, it was way before then, I think it was more likely when the council itself started its Twitter feeds. They started using Twitter for updates for school busses or weather-related updates- I think it was about that time that they introduced it because it's not a library social media policy it's a council social media policy.

	Sarah, H
	So, you're piggybacking on theirs?

	Louise, G
	Yeah, it's good, it covers everyone that uses Twitter for council information.

	Sarah, H
	Just Twitter, not Facebook?

	Louise, G
	Oh, both yes, sorry yes.

	Sarah, H
	How restrictive is the policy? It's not one of the "you have to post this many times a day" and that sort of thing?

	Louise, G
	No. It's not like that. It's guidelines really. It's entirely up to us how many times we post. It's just the usual stuff about making sure that we're not speaking on behalf of the Council and obviously some things you just wouldn't be allowed to post about. It's a guideline, I think it's called guidelines in the title.

	Sarah, H
	So- you answered one of my other questions that came later. You have experienced a change of staff.

	Louise, G
	We have.

	Sarah, H
	And- as you said- there were some concerns when you changed over, that all your followers would disappear. How have you found that since you've changed over?

	Louise, G
	I think it has been much easier than we thought it would be. @Orkneylibrary was very much personality based and it was Stewart's personality. Obviously, we've tried to carry on some of the themes: Finding funny book covers and using the library stock to make people laugh. We probably recognise and use the techniques that Stewart used. He used to do a lot of work with the wooden women and then we developed taking pictures of the balls outside. I think it's quite good to have a gimmicky thing so that if you can't think of anything else to say that day you can always resort to looking out the window. It's been easier than we thought and I think some of it has to do with Orkney being place it is and some of it to do with libraries being funny places, people that work in libraries enjoying books and authors and funny stuff.

	Sarah, H
	So, it's finding a sense of humour about the library itself- I agree, I think libraries are quite funny. There's also the rather entertaining rivalry with Shetland library.

	Louise, G
	That is funny and that's partly because I worked in Shetland library as well. I've worked in Orkney library and Shetland library so I'm very, very friendly with the girl that does Shetland library's Twitter. Behind the scenes, we're very pally and we see a lot of each other. So, we thought it would be a hoot to do this and it has gone down really well. I didn't think it would go down as well as it has. Until I stood on the pony and then everybody got really cross. (see (Orkney Library (B), 2017)

	Sarah, H
	I was quite impressed by that because one of the fears is that social media will denigrate the reputation of the library as this vaulted institution. Yet, that sort of playful back and forth is something that's got you a lot of attention. What would you say to people who say, "it's not sensible enough?”

	Louise, G
	I think if you look at almost every tweet that's been popular, somebody will say "that's not good enough for a library." You just have to see past that. I think libraries need to do everything they can to not be the stuffy places that people remember from when they were younger and be much more welcoming spaces. We don't own these places, they belong to the people that enjoy them. I feel strongly that we have to- and social media is a brilliant way to do that because even people that never come might think "oh, you know what? That looks like a fun place actually."

	Sarah, H
	It's upping the reputation of the library in a different way?

	Louise, G
	I think there have been complaints over the years and the manager has been ok and just accepted that. Whatever service you're providing, if you're providing that service to 31,000 people you're going to upset somebody and you just have to understand that you never set out to do that. You can't really give an offence it can only be taken as they say. If we offend people is it's not because we ever set out to do that- unless they're from Shetland *laughs*

	Sarah, H
	Over the time you guys have been posting. Would you mind sharing any lessons learned that you had? Be they positive or negative.

	Louise, G
	I think, on a personal level, one of the things I've learned is: Don't just post for the sake of it. Don't feel you've got to say something. Don't think “31,000 people are waiting for me to say something today” because then you start putting out rubbish. Wait for the thing that comes along that you think "that's quite nice." Be funny, be brave and funny and remember that it's all good fun. 

Something I think has been more successful than we imagined is: Working in a little team because everybody has good days and bad days. John and I will talk about an idea and work it up together and put it out. It can be a bit lonely if you're doing all by yourself and I imagine for some libraries- we have a tiny staff here. It's something else you've got to do each day if want to keep it going. To work together, I think that's been good. The other thing was: There was a certain feeling among some staff that it was a waste of time and I think you're always going to get that if they're not social media fans themselves. Now we've been trying to involve everybody by highlighting all different parts of the library service. That's brought more people on board generally, so, if there's a little bit of time set aside for Twitter or Facebook it's not grumbled about. It's just one of those things that you just have to go with.

	Sarah, H
	You're the second librarian who said, “be brave,” it seems to be a running theme. The other question I wanted to ask was: You've got the official Orkney account on Facebook and Twitter. Do any of the librarians or the library assistants or staff have a social media account that isn't @Orkneylibrary but is affiliated. That they say, "I am the librarian at Orkney library, not just a person?"

	Louise, G
	No. No, we don't. Something I should say is, we are the library and archives. The archivists are very keen that we always say that, "library and archive." It's Orkney library and archive and they post as well. You'll notice that their posts are a wee bit different but it's always under @Orkneylibrary. We just have that one account. I think it gets messy if you start adding personal information and then talking about library information. I think that's not something that we would do here.

	Sarah, H
	Okay. Your most popular tweet- as with a couple of the other people, I think I've clocked why this was one of your most popular tweets because it was a joke about Evita and Tim Rice commented on it.

	Louise, G
	Exactly, yeah. We always tag, we tag like mad. Sometimes it's in the hope that they'll send us lots of biscuits but we always tag. You'd be surprised. We tagged Tim Rice- it was "Don't cry for me Argentina" and it was just joyous when he joined in, it was lovely, we were delighted.

	Sarah, H
	So that's the outreach aspect you were talking about. Where you've made a joke about Evita and then you thought "Why not tag Tim Rice and see what he says."

	Louise, G
	Yes, and that's where you have to be brave because you might think he might be furious about this but usually they're not. I suppose that's where the lasting reputation and all the hard work that Stewart put in the beginning is handy. People are going "okay, it’s just Orkney library, they're just being funny." 

If we're doing something about the book we're reading at book group we always tag the author in it and oftentimes they will join in and say, "oh what did they think of this aspect and that aspect." That's how you start the conversations

	Sarah, H
	Have you any tips to share, if you do get that kickback because you've got so many followers?

	Louise, G
	Something that we do which may be difficult for other people. Whoever puts the tweet on then watches for tweets and mentions. If an author or Tim Rice or whoever it might be, gets back in touch. We always respond back to that. Make sure that if they do speak to you, speak back to them and keep the conversation going or at least acknowledge them and like the fact that they've joined in. That's when the conversations start and if you try and keep them going it's very worthwhile. If somebody takes the trouble to join in with your tweet and says, "oh I hope you enjoyed my book" and you just leave it there then that's not very kind. So, we usually try and tag, hope for the best, if they join in, then immediately get back to them. That means you're doing it in the evenings. Making sure you're keeping an eye on things out of library time.

	Sarah, H
	You do a bit of work outside of paid time?

	Louise, G
	[bookmark: OK_Outofwork]Exactly. I think Tim Rice got back to John- it was John's tweet- he got back in the evening. We just tend to keep it there beside us just in case there's any mentions and for some people it's not possible. Maybe they don't want to do that and that's okay too. But, even by the next day, if you then respond it's nearly too late. You need to need to keep it going right there and then.

	Sarah, H
	So, there's a speed element as well?

	Louise, G
	Yeah and just reacting to what's going on.

	Sarah, H
	Especially if there was a negative issue. That speed would also be very important.

	Louise, G
	Yes indeed.

	Sarah, H
	If you had an author kick back and say "well I'm actually quite offended by what you've just done.” What would you do?

	Louise, G
	Do something about it, damage limitation or even remove the tweet, if you felt that was necessary. If that's what you felt was the best thing in that situation.

	Sarah, H
	To address the problem as quickly as possible?

	Louise, G
	Yeah because they're not just speaking to you at that point. They're speaking to 35,000 other people and if you don't do something then everyone's going to think, “that was really bad." You do have to keep your eye on things. It's part parcel of the whole thing.

	Sarah, H
	This is where I ask people if they could do a little spiel- I imagine that you've probably been asked this already- if a library assistant or librarian called you from a public library- in Essex for example- and said, "I want to replicate what you've done up in Orkney." What would you say to them?

	Louise, G
	The first thing I would say was be brave. The second thing I would say would be to think about your library and think about what makes it special or different and use that. Take pictures inside your library to let people who're never ever going to visit join in. Maybe, hook up with somebody nearby who you could have a sort of Shetland library/Orkney library thing with. Or, local authors and other authors. Use your book groups. Use all the activities that the library does, by promoting them you're also- not promoting them in the way that maybe you want more people to come along- but just showing other libraries what you do. Then, somebody might say "well you know what we do this with that" or "we do that with this" and you can try it out in your own library. I think it's about connections, humour, just going for it and hoping for the best. 

	Sarah, H
	Crossing your fingers and jumping.

	Louise, G
	Yeah. 

	Sarah, H
	I think that's everything for the recording. Thank you very much. I'm going to stop the recording in three two one.

	
	





[bookmark: _Toc521259904][bookmark: _Toc491460190]Preston Lodge High School Library
[bookmark: _Toc521259905]Case Study
	Staff Contact
	Kate King (School Librarian)

	Address
	Preston Lodge High School Library, Park View, Prestonpans, Scotland, EH32 9QJ

	Library Type/Size
	School/FE: Estimated 3,000 items

	Paid Staff
	1 (responsible for social media)


[bookmark: _Toc491460191][bookmark: _Toc521259906]Social Media Accounts: 
Twitter @PHLSLibrary
[bookmark: _Toc491460192][bookmark: _Toc521259907]Metrics (Recorded: 06/27/2017 09:40 AM)
Twitter Audit: Score 9% 4/955 followers ‘fake.’
Location of Followers
	0.3%
	Egypt, France, Georgia, Guernsey, Italy, South America, Spain & Thailand

	0.5%
	Canada, Germany & Kenya

	0.8%
	United Arab Emirates

	1.3%
	Australia

	3.1%
	Ireland

	10.5%
	United States

	80.6%
	United Kingdom

	Twitter Analytics
	Top Tweet (PHLS Library, 2017)

	Tweets: 15
Tweet Impressions: 14.5K
Profile Visits: 527
Mentions: 6
Top mention engagement figure: 2
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	Impressions: 1,789
Total engagements: 61
Media Engagement: 21
Detail Expands: 14
Likes: 14
Link Clicks: 2
Profile Clicks: 2




[bookmark: _Toc491460193][bookmark: _Toc521259908]Interview Transcript
Date: 1st August 2017, 08:20 pm
Interviewer:  Sarah EM Humphreys 
Interviewee: Kate King (School Librarian)
	Sarah, H
	Hello, this is Sarah Humphreys and it is the 1st of August. This is interview four and I'm here with the school librarian or Preston Lodge High School in Scotland. Say hello, Kate:

	Kate, K
	Hello.

	Sarah, H
	Thank you very much. Well we'll get stuck straight in. The first question I wanted to ask you was: When you created your social media account, which was in 2015, what were you thinking to use it for?

	Kate, K
	[bookmark: PP_what_about]We were using that as a tool to reach out to parents, engage with students and perhaps also look at other libraries- I work in a partnership with other libraries and statutory bodies like CILIP and Scottish Book Trust so really, as a promotional tool and engagement tool and a tool that could be used to highlight partnership work.

	Sarah, H
	Do you feel that that's worked?

	Kate, K
	Yes.

	Sarah, H
	In what way?

	Kate, K
	I know it's worked because we have managed to get lots of engagement from, for instance Scottish book trust; We got work with them through our Twitter account. They had an author come into school. I know it's engaged with parents because when we do a Tweet about new books parents then hand books in to the school to donate to the library [Over 100 and rising]. The only communication that they've had is they've seen it on Twitter. I also know that the pupils use it because you sometimes get a message saying: Such and such is in this picture or "I like this picture" or "can you keep me a book" or something like that. I honestly think it's worked.

	Sarah, H
	It's interesting that it goes through the parents not the students because you're high school, aren't you?

	Kate, K
	Yes but, we have parents of younger pupils who maybe don't have Twitter accounts. See for instance an S1 [age 11-12- Twitter has an age limit of 13+]: Some of our S1s don't have Twitter accounts so, it goes to the parent's if they choose to follow us. The other thing we found out is that when we've done open night when parents come into school- teenagers have a bad habit or a good habit depending on how you look at it- They go home and they tell their parents absolutely nothing about what's gone on in school that day. So, parents are then being able to look at our Twitter account and get a snapshot of what is happening in this school or the school needs something like new books. It's hopefully a two-pronged attack that we have the parents who will then say to the children "you could do this.” For instance: We do a coding after-school Club, one of those pupils came because their parents saw it on the Twitter account. It's a two-pronged attack for engagement with parents and pupils.

	Sarah, H
	You have kind of answered my second question which is: who do you consider your primary audience so, let's go straight to the metrics. You've got 99% on your fake users, you only got four fake users. How did you feel about that?

	Kate, K
	Essentially; naive, because I only recently been doing Twitter but I didn't realise that you could get- I know there's one or two fake- people try to follow us that I've blocked because you can spot them a mile away but, I hadn't given it much thought to be honest because life takes over. To only have four out of the number of followers that we've got, I felt was quite good.

	Sarah, H
	I know there are some safeguarding concerns with Twitter and schools. How does that gel with using Twitter for the school library?

	Kate, K
	What I tend to do if I get any- for instance we have had (without being stereotypical) a photo of a nude women follow us and Tweet the account to say something. I look at it and think it's not appropriate so, I would then block that user just in case any of our children saw that and then got inadvertently involved in something like that- if that makes sense?

	Sarah, H
	That makes sense, that's one of the questions I want to ask you specifically as a school librarian because I know that's the confidentiality and safeguarding is a top concern.

	Kate, K
	[bookmark: PP_Safeguarding]Yes. It is and it is also the same when we tweet out photographs. You'll have noticed on our Twitter account, unless we have permission to name the child, we very rarely put both names. Usually I'll put "child A," child B because I previously worked at a prison so I'm very aware of what can happen on the Internet. For instance, you could tweet out a photo of a girl called Joanne and you could put on that photos that "Joanne has become a word millionaire today." Someone could be waiting at the school gates and then say, "hi Joanne, your mum sent me to collect you" or something like that and the child doesn't know them but because the person has called them by the name they might think that they do. I feel for me I'm very safety conscious, probably overly so because of where I previously worked. That is something I really try to be careful when we tweeted photos: That A we have permission and B not to always named the child.

	Sarah, H
	Next metric: location data. Some of your followers aren't UK what do you think of this?

	[bookmark: PP_penpals]Kate, K
	On some aspects, I think it's really good because we have some in Australia- the Australian library service follow us if I remember correctly and it's quite good to see what they do in other countries. At some point, I hoped that maybe we could do a pen-pal exchange with another library where Teens write to other teens in another country so, for that I think it's good. When the graphics came in for where they were scattered that was very surprising.

	Sarah, H
	So, a possibility for potential Twitter use in a school library would be outreach for pen pals?

	Kate, K
	Yes, we've done that. We have done a very successful outreach through Twitter with a school in Wales. It was all handled through the Twitter account. Both school libraries worked in partnership to get kids to comment on the library, to write letters to each other and then send them. We trailed that- I don't know if you remember, there was a program on TV it was 'educating Cardiff' I think it was that school. We've already done that so that is something in my priorities, although not a high priority. To look at how we can forge partnerships in different countries. Also, to see what other school libraries are doing because our school library has to evolve and keep up to date with other things and work together for living technology. Perhaps at some point there might be a Skype process where we could Skype pupils in another school library and things like that so I'm hopeful. If the council IT ever gives us access. If we have contact already there, then that's the first step in that process.

	Sarah, H
	Some of those contacts aren't going to be in the United Arab Emirates?

	Kate, K
	 *laughs.* 

	Sarah, H
	Next question: You talked about people getting back to you on Twitter. Is it just Twitter they communicate with you? How are you receiving that feedback and do you keep it anywhere?

	Kate, K
	It is just Twitter. I communicate with our pupils on Google classroom. All my pupils are on a Google classroom. I have an app on my phone where I can send a direct message to the whole year group and know that they can all get it. In our school, we are not allowed to do Facebook and I don't know about Instagram. That only left us Twitter account. Which was deemed to be the safest way to communicate with people so really that is the only tool for communication with parents. I don't keep what has come back to me but, I'm thinking, I probably should because it raises a valid point. When we do funding applications we have to gather evidence and often I'll send them photos and quotes and things but I probably should keep or file of, "This was what is said" or "somebody sent in this" so, yeah that's a learning point that I will take from tonight.

	Sarah, H
	Don't forget you can create a link to the Tweet which might make it easier. There is also compiling software online it's open source stuff. My next question: Why do you think your most popular tweet was as popular as it was. To clarify, it was the one about the board game which was a library version of Monopoly.

	[bookmark: PP_hashtags]Kate, K
	I don't think that was the best Tweet ever but that was the best tweet for that month. The reason that I knew that would be popular was because my son is on Instagram and I know that there's a lot of followers for things like board games so, if you #boardgames. Also, there's quite lot of followers for #libraries in it as well and a picture is always good. I knew that we had lots of other library followers who wouldn't know what that board game was and I hoped that they would re-tweet. I know we have done really well but we still want to grow. We are still determined to have our school recognised as a "good practice" for what can be done on social media. Also, to tell our story, that we are relatively new and still at the very beginning of the journey. So, that is why I hashtag these things into it because I thought, "we already have a lot of users who would love this game. People like board games." I love monopoly, Scrabble that kind of thing so, it might be interesting. I knew it would be popular I didn't know it would be the best tweet in that month but it was good to look at when I went back to look at information, it was great.

	Sarah, H
	Do you use any software or external programs to improve data gathering or the use of your Twitter? Bitly's come up before in conversation with people.

	Kate, K
	[bookmark: PP_Metrics][bookmark: PP_Metrics_gathering]No, again maybe we should but before, I hadn't done Twitter until I started this account. I was basically still learning myself. I think that's a thing we need to look at now. When I've seen what information, you can get from looking at all the statistics. I think we need to look at gathering that data. So that when we come to the end of a term we can look at what we have achieved this term on our social media.

	Sarah, H
	You don't have anything that scatters your posts or anything like that either?

	Kate, K
	No.

	Sarah, H
	When you initially created your social media account did you face any start-up challenges? If you did, what were they?

	Kate, K
	[bookmark: PP_Lessons_learned]The school was very supportive, the senior management team were really supportive. Possibly some challenges trying to get followers initially. Our school account only has 1000 followers. [@PrestonLodgeHS 1,471 on 03/08/17] We have a sport account for our PE Department which has 300 followers. [@PLHSport 484 followers 03/08/17 see also @PLBio Biology Dept. 484 followers 03/08/17] and sport is really popular in our school. I knew we were going to be up against- even to get a few pupils and a few parent followers. That was a little bit of a challenge. I just kept on tweeting and hopefully making it interesting, doing some different stuff with photos of kids at school. Then, I think word got around that it was a good insight into what was going on at school so, that was a challenge. The other thing that was the challenge was: We do have a few teachers that are on that account, that started following us- and there were a couple of occasions where things were tweeted out and a coma was in the wrong place and that caused a little bit of... conversations at work going, "what as it we're trying to promote here? Is it good English or is it Twitter" *laughs* That was very interesting but I think has got to a point now where we have realised that sometimes I may be too busy that there may be a comma out of place and "such is life" these things happen. It's not the best grammatical Twitter account but it's a true reflection of what we do in school, sometimes there may be a comma out of place but we just have to learn to get on with it. *laughs*

	Sarah, H
	Because you can't edit your Tweets.

	Kate, K
	No, and there were a few times I had to go back and delete it because an apostrophe had gone out wrong at like 16:30 the night before and then at 09:00 in the morning there was a teacher coming into the library saying, "I'm not happy about this- This has gone out" and then I was like, "oh gosh, if this person a seen it then other people have seen it. What will they think of us?" So, I deleted the tweets but it gets a point where you could be proofreading a tweet for ages to check "right is this keeping everybody happy" so, now I go, "if it looks okay and I've got the time to edit it and it seems fine" then it's gone and that's it. I think they've probably become more relaxes because there hasn't been anyone through the door that whole school year to complain about comas. That's an achievement in itself *laughs*

	Sarah, H
	The editing side of things- a lot of your social media profile is to do with what's happening so you're not really using other people's information you're producing information is that correct?

	Kate, K
	That's correct yes.

	Sarah, H
	So, you won't have the same issues with source verification that other Twitter's might have.

	Kate, K
	No, apart from once where I tweeted a photo- we have a quote on our wall and from a Winnie the Pooh book. It's something like "you'll always be stronger than you seem, smarter than you think" it's a quote that we bought and it was put on the wall. I tweeted out a picture of the library wall- it was some day, I can't remember what day, maybe kindness day, I can't remember, it was a special day for something. Then I got this irate user who wasn't even our follower but- maybe the local paper had picked it up and re-tweeted it- and I got this irate person saying, "how dare I Tweet that" because the source was incorrect. It hadn't come from a A.A. Milne it had come from somewhere else and I was a disgrace and I'm not checking my facts and things. That was quite difficult and I had to go away and look at the source and actually we bought this quote in from a company so if they're providing wrong information where does that leave us? That was quite an interesting piece of work. It did make me think: I should always be cross-referencing everything that I'm tweeting out even though it is something that may be written in the library. I tend not to, I tend to just take a photo on my phone and write a quick spiel "this is what we've done today" because there's only me in post. To keep the Twitter account and do all the library stuff there's not a time for a lot of that. That seems to be working quite well.

	[bookmark: PP_Photographer]Sarah, H
	We're just going to qualify this: you are not a professional photographer by any stretch of the imagination?

	Kate, K
	No, I am not *laughs*.

	Sarah, H
	I'm just checking, you're just snapping a picture on your mobile of "here's the kids doing X Y Z in the library"

	Kate, K
	That's it yes.

	Sarah, H
	Your social media policy, did you script that or was it the school?

	Kate, K
	[bookmark: PP_SMPolicy]The school already had one. I think it's a council policy. It covers things like "you're not allowed to go in social media if you've drunk alcohol." For my social media account, I don't tend to follow any of our kids back. I follow other organisations but I don't follow our pupils because I feel that's a little bit of an invasion of privacy. I know that other teachers have a personal account that kids would follow and the teachers then follow them back but for the business account definitely not. It keeps the perimeters right I think.

	Sarah, H
	So, when you created it, you set those very strict parameters of "can't do this can't do that this is the way we're going to run this account?"

	Kate, K
	Yes, that was a year and a half, nearly two years now so, we probably need to go back and revisit it.

	Sarah, H
	You've partially answered this with regards to the teachers, are you on Twitter as the librarian, not as the library?

	Kate, K
	I have my own personal Twitter account but I don't have anything to do with Preston Lodge High School, it's just Katy King.

	Sarah, H
	It's not affiliated?

	Kate, K
	No.

	Sarah, H
	I just threw that one out there because I wanted to see what people think about it.

	Kate, K
	It's a valid point because there are sometimes where I do feel it's a bit ridiculous that I am tweeting as a library. I put something up recently like "I'm the only one in school today. Somebody's looking at me" with a book with a pair of eyes on it and it felt a bit ridiculous tweeting that out as coming from the library, as opposed to the librarian.

	Sarah, H
	So, you wouldn't think of putting a clarification on the description that the tweets were by Kate the librarian?

	Kate, K
	See the other thing- and this is where it becomes complicated, probably different from anyone else's- because I had come from the prison liability. I didn't want anyone in custody knowing where I had gone, if that makes sense.

	Sarah, H
	I worked in mental health and similar approaches were taken. Don't have your face on the photo, that sort of thing.

	Kate, K
	I think that makes sense. I don't know necessarily that it would cause any problems now but at the time you're just never sure and I always think it's better to be cautious.

	Sarah, H
	So, with schools in particular, having that caution- It's not just commas out of place, you need to be aware that the market you're dealing with is children.

	Kate, K
	Yes, definitely.

	Sarah, H
	I've got two more questions: You have got a lot of followers very fast. What did you do?

	Kate, K
	I think the thing is, personally, I have been alone libraries for a long time. A lot of the people I followed at the beginning were like Liz McGettigan who used to be head of Edinburgh City Libraries. She's now- I think she's a vice chair of Scottish library information council and we've worked together on quite a lot projects. So, she knew I was going to that school. She has been quite supportive in the very early days of giving us a re-tweet and spreading the word. About maybe there's something a bit different going to go into this school library. I think the good will of contacts that I already had.

	Sarah, H
	Library champion's?

	Kate, K
	Definitely, I think the content as well. It's about- The reason I went to school ideas try and change the perceptions of what people think a school library should be about. I don't want to go back to talking about the prison but it is the reason that I went there because a lot of the people who end up in prison and don't particularly feel welcome in libraries. Partly because they can't read and write- that is a barrier- but partly because they always felt it's not for the likes of them. Well we've never at any point- and I talk collectively about libraries here- we never, at any point say, "this is not for the likes of you." It was Euler to change perceptions about what goes on in school libraries. That is the reason I think that- what I Tweet- our content, is so different. I don't know if it is so different from other school libraries but it must be doing something right. For us to have gotten as much as it as we've gained so far. So yes, support of partners and keeping the content just a little bit different and engaging. Has gone a long way to being able to hold on to our followers. In the very early days I remember getting ten followers and then next week you go back and five had un-followed you. What I tend to find now is, not so many people un-follow us. Unless they're looking for the like-for-like. It could be- I sometimes get a lot of authors who are publishing a new book that like the account. I look at their bio and I go "alright I'm quite happy but I don't want to follow them back" and then the next thing they're off the Twitter account. Now the people who tend to follow us are local people, are community, are parents and their kids and maybe other libraries tend to stay there. Whereas in the early day  because I wasn't really sure what people would be interested in. It was a lot of trial and error but now I know. It's like a gut instinct. I see something and think Oh wow, this'll make a really good photo. Or "people would be interested in this." For instance, "Kids are doing a puppet show at school today" parents would love to see that. I know as a parent I would love to see it. I think that has been successful and we have to a certain point but, we still have a lot further to go. When you look at some of the high players on Twitter for Library accounts.

	Sarah, H
	But, as I said it's very important to compare yourself to the other types of libraries that are the same as you and in that comparison, you're doing very well.

	Kate, K
	I know, that's great. I'm so chuffed to hear it, it's just brilliant.

	Sarah, H
	Here's my final question- which again, some of it you've probably said before but I'm looking for my soundbite here- What advice would you give a library staff member- so, a school librarian on their own in a school library- in your sector wanting to replicate your style of social media?

	Kate, K
	[bookmark: PP_Conquer]Make time to tweet. Never give up. Be motivated. Talk to your kids about social media make sure that they know that you have a Twitter account. Be interesting, use their language. Tweet photos and go forth and conquer.

	Sarah, H
	"Go forth and conquer." I like that. I think I've gotten all the answers to the questions that I wanted anted.

	Kate, K
	Excellent.

	Sarah, H
	Thank you very much, I'm going to end the recording now three two one.

	
	




Northamptonshire Healthcare NHSFT library
[bookmark: _Toc521259895]Case Study
	Staff Contact
	Gary Meades (Library Manager)

	Address
	Library, Northampton General Hospital, Cliftonville, Northampton, NN1 5BD

	Library Type/Size
	Medical (NHS): Estimated 21,300 items

	Paid Staff
	12 (1 responsible for social media)


[bookmark: _Toc491460195][bookmark: _Toc521259896]Social Media Accounts
Twitter: @NHFTNHSLibrary
YouTube: https://www.youtube.com/user/NHFTLibraries 
Blog: https://northantspslibraries.blogspot.co.uk/ AND http://nhftlibrariesdailyhealthnews.blogspot.co.uk/
[bookmark: _Toc491460196][bookmark: _Toc521259897]Metrics (Recorded: 08/02/2017 14:30 PM)
Twitter Audit: Score 98% 15/1248 followers ‘fake.’
Location of Followers
	0.3%
	Brazil, Denmark, Georgia, Greece, Hungary, India, Isle of Man, Italy, Montenegro, Myanmar, Netherlands, Norway, Pakistan, Switzerland & Turkey

	0.6%
	France & Ireland

	0.8%
	Australia & New Zealand

	1.4%
	Canada

	9.7%
	United States

	82%
	United Kingdom

	Twitter Analytics
	Top Tweet (NHFT Library, 2017)

	Tweets: 152
Tweet Impressions 40.8k
Profile Visits: 626
Mentions: 11
Top mention engagement figure 
8
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	Impressions: 6,088
Total engagements: 10
Detail Expands 4
Likes 2
Link Clicks 1
Profile Clicks 1
Retweets 2





[bookmark: _Toc491460197][bookmark: _Toc521259898]Interview Transcript
Date: 10th August 10.20 am
Interviewer:  Sarah EM Humphreys 
Interviewee: Gary Meades (Library Manager)
	Sarah, H
	[bookmark: _Hlk490235199]Hello. This is Sarah and it is the 8th of August. This is interview five and I'm here with Gary, the library manager from Northamptonshire Healthcare NHS Foundation Trust library. Say hello Gary.

	Gary, M
	Hello.

	Sarah, H
	We're going to start with the first question: When you created your social media accounts what were you thinking of using them for?

	Gary, M
	[bookmark: NHS_what_about]We created them for two reasons. The first one was: We were previously doing a lot of current awareness things based on RSS feeds and what we found was that a lot of organizations seem to be dropping the use of RSS and substituting it with Twitter so they weren't putting things on their RSS feed anymore but they were tweeting about them so we figured the only way to stay current with some things was to have a Twitter account. That was the first aspect. The second aspect, was more around the actual social media side. Being able to communicate to a wider audience than just library users. For us that was quite important we know roughly how many people we've got in our trust so we know roughly how many of them are library users and there's a big disparity between the two figures so it was useful to have another avenue by which we could perhaps reach people and the wider community as well. We've always been interested in not just supporting trust staff but putting out information to the wider community as well really.

	Sarah, H
	Do you feel this has worked?

	Gary, M
	[bookmark: NHS_Followers]Yes, I think on the whole it has. We have quite a lot of followers on our account and quite a lot of them are trust staff so I think that's really helpful. We've also picked up followers from all over the place, both within the county which is nice. It's nice to see people starting to follow our account who you can see living Northamptonshire but aren't necessarily NHS employees so that's quite good. But we've picked up followers from all over the place as well so it's always interesting that you can share information with the wider world too I guess.

	Sarah, H
	Show the medical libraries exist and what you do?

	Gary, M
	Exactly.

	Sarah, H
	You've answered the primary audience users question there. When you looked at the Twitter metrics, 15 of your users the metric classified as 'fake.' What do you think about that?

	Gary, M
	Well, the fact that that was that was only 2%- I wasn't unhappy about that. In some ways, I thought it might be more. I have to say, in terms of when people follow us, we tend to look at their account before I decide whether to follow them back or not and you can see quite how many of them are obviously fake accounts or just accounts that you use for marketing with the endless tweets about "oh my god you won't believe what happened next" that kind of thing. We don't bother with those obviously. It was nice because I've not seen that particular metric before, so being able to see that most of the people following us were real people was a quite reassuring thing.

	Sarah, H
	And the location metric: 82% in the UK which is good?

	Gary, M
	Yeah.

	Sarah, H
	You've got quite a few in Australia and New Zealand as well?

	Gary, M
	Australia doesn't surprise me, in that the health services in Australia are quite similar to the health services in the UK so I'm not entirely surprised we pick up healthcare-type followers from Australia and New Zealand.

	Sarah, H
	Did it corroborate what you've expected your audience to be? Percentage-wise?

	Gary, M
	Roughly, I knew that by far the majority of them would be in the UK and obviously when you get new followers and you get a notification you can see sometimes: You get them from all over the place. We seem to have quite a lot from the states as well, most of whom we don't bother to follow back because they're perhaps not the sort of users where we are interested in the content they're tweeting.

	Sarah, H
	The NHS and the American healthcare systems are very different animals, aren't they?

	Gary, M
	They are and what's really interesting is we've had quite a lot of US doctors or medical practices follow us and how many of them are just using Twitter as a marketing tool. [e.g.] "I'm a great plastic surgeon" or whatever so it's quite a different approach from what we see over here.

	Sarah, H
	So, you'd say your primary use for Twitter is outreach?

	Gary, M
	I think so. We do also tweet about the library service and we tweet things we think will be relevant to trust staff too but I do see Twitter primarily as being an outreach thing. Being able to put current awareness type things, new reports new publications as well as tweeting about better quality evidence so that people can actually see what the evidence is rather than what the Daily Mail says.

	Sarah, H
	How often do you receive kickback? How often do you receive communication from a trust member or another member of your following?

	Gary, M
	Via Twitter?

	Sarah, H
	Yes.

	Gary, M
	Not massively often at all. We do get some of that from time to time but we don't get masses I have to say. Not in terms of messages and things we get people retweeting what we've tweeted and that kind of thing a bit more and likes and things but we don't get a lot of direct contact via Twitter. From our trust staff, I'm not surprised they would be much more likely to contact us via the phone or via apply the trust email system.

	Sarah, H
	Do they mention if they've seen a tweet that you have posted when they came to you in that way?

	Gary, M
	Yeah, occasionally. Not very often but it does happen occasionally.

	Sarah, H
	If you consider your social media successful, how are you measuring that?

	Gary, M
	[bookmark: NHS_Metrics]It's a number of things to me. I think. It's partly about number of followers and particularly about followers who work within the organisation. When we pick up people and they say, "I'm a nurse at the general" or "I'm a consultant psychiatrist within the trust" then obviously that's quite good. You also get things like likes and retweets and see sometimes that's form someone within the organisation and that that's helpful in terms of engagement with our own staff. We use Twitter analytics quite a lot as well in terms of looking at the metrics. Looking at engagement rate, seeing what people actually find useful and that kind of thing too. I think that's all quite helpful.

	Sarah, H
	Do you actually compile that in any way or do you just occasionally have a look at it?

	Gary, M
	I look at it several times a week. Looking at how many impressions we've got, how many likes and retweets, that kind of thing. I think it's useful because it gives you an idea about the sorts of tweets that you send out that people actually find useful. I think you can say to a degree anyway that the number of link clicks and things like that are an indicator of whether people found the information of value. Where you find topics or tweets from other organisations that are particularly popular you know to look out for those because people seem to find them more useful.

	Sarah, H
	Just double checking, you have link measuring software, is that bitly?

	Gary, M
	What?

	Sarah, H
	When you measure the clicks on the links.

	Gary, M
	Oh no, through Twitter analytics, that gives you the clicks.

	Sarah, H
	You don't have any other specialized software that you downloaded?

	Gary, M
	No.

	Sarah, H
	Not that the hospital internet would likely let you download it anyway.

	Gary, M
	Well, exactly.

	Sarah, H
	How do you manage those issues with a hospital/NHS Internet?

	Gary, M
	We don't really have any issues with regards to things like that. We're quite lucky in terms of the NHS. Our IT department actually try to facilitate things rather than get in the way. I know in some trusts IT are very much seen as the "Guardians of saying no" it's what they do all the time but our IT people are not like that. They're really supportive, they will do what they can to make things work for you rather than not let you do stuff. So, on the whole, there aren't many issues. We don't have massive amounts of things being blocked on the internet you can access more-or-less anything so, things like YouTube and Blogger and things like that in a lot of Trusts you can't get onto them but we don't have that problem. Our IT people a bit more enlightened I think.

	Sarah, H
	The top tweet that you had really corroborates what you're saying because it was a BMJ article on postcode finances for the NHS. I've had this with every popular tweet, I think I have an inkling why that might have been popular. It's one of the more controversial subjects for the NHS, isn't it?

	Gary, M
	Well, funding is always an issue in the NHS and I think it's one of those things with Twitter. As an NHS service and even though it's just the library we have to be reasonably sensible about what we tweet. I wouldn't want to tweet things that were overtly party political for example. I think those sorts of things are to be avoided. Nonetheless funding is a fact of life in the NHS and whilst it might be a controversial issue, you can't get away from it so I'm not so worried about tweeting things like that. Particularly from a creditable source such as the BMJ.

	Sarah, H
	When you talk about audience. Do you have students?

	Gary, M
	We do, we have all sorts of students. We have junior doctors, medical students, nursing students, occupational therapists, physiotherapists students, radiology students we have students coming out of our ears really.

	Sarah, H
	Do they interact with the Twitter slightly different from the full-time medical staff?

	Gary, M
	They tend to be more active Twitter users certainly on the who. I guess, it's a generational thing partly. We do get quite a lot of likes and re-tweets from people who are patently students- Obviously you can't always tell- but we do get those sorts of interactions from students certainly.

	Sarah, H
	That popular tweet, do you think you could replicate that level of success- of the metrics that you received- on a regular basis?

	Gary, M
	The honest answer is I don't know, because we use Twitter to promote new publications and current awareness sourcing. It partly depends on of the kind of things that are coming out that we might want to share. We've certainly, in the past, had things that have been equally successful. I think, for us, it depends on who picks it up and re-tweets it as well so, if you get a re-tweet from NICE or somebody like that then an awful lot of people are going to see it. Or even from the BMJ itself- you have re-tweet from people like the BMJ too- and obviously their audience is massive so, your tweet gets seen by an awful lot more people.

	Sarah, H
	Is that why you have so many tags in your tweets?

	Gary, M
	Partly. What I've seen is that the use of hashtags does seem to improve the amount of people who see the tweet. That's what they're there for after all so, I do tend to use them yeah. Perhaps that is just about the way I do Twitter, if you see what I mean. It’s a personal style as much as anything.

	Sarah, H
	The literature does advise you to use things like hashtags so you're doing well there. Are you- a bit of repetition here- but are you aware of programs that do things like scatter your posts to different timelines and do you use them?

	Gary, M
	[bookmark: NHS_scatter]Yes so, there's things like Hootsuite isn't there? That does that. There are a couple of others as well, whose names completely escapes me. I have looked. For example: we don't tweet in the evenings and at weekends because we're not at work. I do sometimes think that something like Hootsuite might be quite helpful in terms of being able to spread our content out a bit more and that kind of thing but I haven't done anything. That's more of a time issue than anything else to be honest.

	Sarah, H
	You don't have any other types of social media- you have blogs I've seen those-

	Gary, M
	Yeah.

	Sarah, H
	But you're not using things like Facebook, YouTube and that sort of thing?

	Gary, M
	We have a YouTube account.

	Sarah, H
	You do? I missed that.

	Gary, M
	[bookmark: NHS_YouTube]What we've got on our YouTube account is mainly instructional videos how to do stuff. The NHS has access to system called HDAS, which is how you access all the databases. Things like MEDLINE or the British nursing index. They all go to this one interface and we created a series of videos very short videos on how to use the different features in HDAS. Using screen casting software which. We then stuck on YouTube. however, more recently HDAS has been completely revamped and NICE-who are the ones who produced it- produced a series of their own videos. Which were very good so, we didn't feel the need to replicate that so, there's not much on our YouTube channel anymore. We used to have a lot more but currently a lot of stuff on it is a bit out date to be honest.

	Sarah, H
	Did you find that when you put it up, it was quite well used?

	Gary, M
	Not massively. It was reasonably well used. Perhaps not as much as we would have liked. Interestingly it sparked quite a lot of interest from other NHS libraries and my colleague Jane Cooper- who's the one who developed the videos- presented some things about it at various conference days because people were quite interested in it but, I have to say that the level of usage wasn't massive.

	Sarah, H
	Did you use Camtasia?

	Gary, M
	No, Blueberry flashback.

	Sarah, H
	Is that a paid software?

	Gary, M
	Yes.

	Sarah, H
	I like to ask for replication purposes. When you created your social media account- now I make an assumption here, that you were around when that was happening-

	Gary, M
	Yeah, I've been here forever.

	Sarah, H
	Excellent. When you created it, did you face any start-up challenges? If so what were they?

	Gary, M
	No, I didn't. Is the simple answer. As I said before our IT people have always been very supportive and things like Twitter never been blocked. A number of years ago, just before I did the Twitter account, I went on a CILIP course run by the famous Phil Bradley. It was called web 2.0. We looked at a number of different things. We had a really practical day it was a really, really good course. We looked at things like Twitter, Facebook, Netvibes, Blogger and a number of other things. Off the back of that we started using blogger and Google Reader, before it disappeared, and Twitter. That was the inspiration. Obviously were already quite interested in it but, having been on a day course and getting to play with these different things. That was like "right let's do it" and Phil Bradley was quite sensible because he said, "don't sit around and think about it too long, just do it." Set your account up, have a go and see what happens. I think that was quite good advice actually.

	Sarah, H
	The follow-up question to this: Have you any lessons learned about your Twitter that you'd like to share?

	Gary, M
	[bookmark: NHS_lessons_learned][bookmark: NHS_activity]I think if you want to have a Twitter account that's reasonably successful and picks up followers the main thing is content. You have to keep tweeting. You come across Twitter accounts and they haven't been touched for six months or something. You think "well there's not much point." The whole point about Twitter is its immediacy and currency and if you don't tweet on a regular basis you're not going to have that. People will stop looking at your tweets and because of the way a lot of people look at Twitter on tablets and phones. Where the app makes a decision about what tweets you see and what to tweets you don't see, regardless of whether you follow them or not. Then you need to be reasonably active in order to stand a chance for people to actually look at your content.

	Sarah, H
	So, you're aware that there's an algorithm in the background that sorting your tweets so you're trying to make sure it gets through?

	Gary, M
	Of course, that's right. Tweeting a few times, a day if you can, is quite good. I mean, some days we don't but most days we tweet something. Re-tweeting people as well, I think it's quite good. Particularly in terms of getting people interested in your account. If you re-tweet them often, they'll come and look at what you do that kind of thing too. There's a reciprocity to it.

	Sarah, H
	You have a social media policy?

	Gary, M
	We have a social media document within the library service. It's partly a 'how to,' how you use Twitter, for when we ask other staff to pick it up and use it from time to time. If they're not familiar with Twitter, not everybody is. Then it takes you through how everything works but we've included within that is a brief policy statement and on what we do and don't do with it.

	Sarah, H
	How brief?

	Gary, M
	It's bullet points really so, things like not editorialising too much, being careful about the sources you tweet from, those kinds of things. Just sensible guidelines, making sure that if you're going to tweet anything that you think might be a bit controversial that it comes from credible source. That any coverage you give of something is balanced those kinds of issues. As a public service that's what is expected.

	Sarah, H
	So, you've got a lot of stuff about source verification and concerns about that. Have you ever had any negative kickback about something you posted?

	Gary, M
	A couple of times, we've had people post back- on evidential things interestingly- with replies with links to things that you might think aren't very... credible shall we say? I'm not going to mention- 'chemtrails' and stuff like that- We've had a couple of tweets back where people have posted things where you think "that's actually just not the case. You're completely wrong about that" but I found on the whole with things like that- because they weren't people we knew, they weren't local people or anything like that- then my policy with those sorts of things- unless they say something really outrageous- is actually just not to respond at all.

	Sarah, H
	Do not engage?

	Gary, M
	Yeah.

	Sarah, H
	That's interesting because from a medical perspective you have an advantage in that, in current research there is a right and a wrong answer- unless the answer is "we don't know."

	Gary, M
	Not quite but certainly you can say "strong evidence suggests this." We have had a few like that but, on the whole, I think are the people you need to communicate with about your complaint and they will actually be able to deal with it for you." Those kinds of things are quite important I think.

	Sarah, H
	That's useful information, thank you. That's the sort of thing that people are always worried about when using social media, especially in the medical setting.

	Gary, M
	That's right. I have to say though, we've had our Twitter account for a number of years now and that's not really happened to us. We've not really had people popping up and moaning about the organisation or anything.

	Sarah, H
	Sign of a good organisation.

	Gary, M
	Well yes, the trust is pretty good I must say. I think, the fact that you have library in the title means at least people recognise that you're not representing the whole trust and they would understand that you are representing a library service.

	Sarah, H
	Is your library linked to the trust on Twitter?

	Gary, M
	Yes, we do. Both trusts- because we support two different trusts- Both trusts we support are linked. We have their user details in our bio as well so associated supporting @nhftnhs and @NGHNHSTrust.

	Sarah, H
	Very good Twitter hygiene. Making sure that you're find able?

	Gary, M
	Well yeah, it makes sense, doesn't it?

	Sarah, H
	Yeah. I think that's everything, so I'll end the recording in three two one.
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