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Cashlesslibraries

- Innovation and implementation of new technologiesand work practicesin public inditutions

Master Thesis

‘How does the decision of making a majority of librariesin

Copenhagen cashless affect how project leaders, leaders and
employees imagine the effect on work practices and citizens?"




Resumé

Dette projekt drejer sig om at finde ud af hvordan forskellige ansatte pa biblioteket oplever

implementeringen af pengelgse biblioteker.

For at fa en forstaelse hvordan bibliotekerne fungerer i dag, har vi lavet deltager observationer, for
pa den made at kunne se hvordan borgerne bruger biblioteket, men ogsa se pa hvordan de
ansattes daglig dag er. Dette var til stor hjeelp for os, da vi fik et tydeligt billede af hvem der kom

pa biblioteket og hvad deres arinde var.

Ydermere har vores forskning vaeret lavet via interview, som vi har valgt at bruge, da det var vigtigt
for os at fa et billede af hvordan forskellige informanter fra forskellige lag i organisationen oplever
dette faenomen. En anden tilgang til forskningen har veeret, at vi har afholdt workshops. Disse var
utrolige givende, da disse blev afholdt med ansatte pa de to af bibliotekerne hvor ogsa
observationerne blev afholdt. Disse workshops gav medarbejderne mulighed for at italesaette
deres tanker omkring fordele og ulemper ved pengelgse biblioteker og hvordan de forstiller det
pengelgse bibliotek vil komme til at vaere. Det med at lytte til de ansatte blev bade direkte og
indirekte efterspurgt af personalet i interviews og workshops, sa dette har veeret en stor
problematik i vores opgave og er selvfglgelig ogsa blevet til en del af vores analyse, der har vaeret

en stor mangel pa kommunikation mellem de forskellige lag i organisationen.

Vores forskning gav nogle klare indikationer af hvor der var ting der burde undersgges naermere,
disse fund blev til vores analyse omrader, her har iszer politik faet en stor rolle, da dette projekt er
politisk bestemt. Og det politiske apparat er bygget op pa en meget bestemt made, som ikke altid
er let at gennemskue. Sa politik er blevet undersggt fra flere forskellige vinkler og har pa den made
givet os en indikation af hvad der kunne ggres bedre eller i hvert fald hvor der er faldgrupper. Da
dette kun er et pilotprojekt er det muligt at justere projektet inden det endeligt kommer ud. Vi
haber pa at vores fund kan spille en rolle, da vi belyser de situationer hvor der er noget man skal
vaere opmaerksom pa. Vi ser ogsa vores rapport som relevant for andre som skal undersgge
implementeringen af nye tiltag i den offentlige sektor, dette projekt drejer sig om pengelgse

biblioteker men en del af tingene kan sagens overfgres til andre omrader.



Vi haber at denne opgave kan belyse nogle af de problemstillinger der kan vaere nar man
implementere nye arbejdspraksisser og teknologier i en offentlige institutioner som biblioteker,

samt vaere til gavn for fremtidige innovations projekter, samt implementeringen af disse.



Abstract

This project is about finding out how the employees on the libraries experience the

implementation of cashless libraries.

To gain knowledge about how the libraries function today, we have decided to do participant
observations, for in this way see how the citizens uses the libraries, but also to see how a normal
day for the employees look like. This were a great help to us, and gave a clear indication of whom

came and what their errand were.

Furthermore, our research has been made by interviews, which we have chosen to use, as it is
important to get a picture of the different informants from different layers in the organisation
experience the phenomenon. Another approach to the research, were that we carried out
workshops. These were extremely useful; these were conducted with employees at the two
libraries where we also had made our observations. These workshops gave the employees the
possibility to articulate their thoughts on gains and risks by the implementation of cashless
libraries on how they imagine a cashless library is going to be. The idea of listening to the
employees, were wanted both directly and indirectly by the employees in the interviews and
during the workshops. So this has been a big issue in our report and is of course also be made part
of our analysis, where we uncover the fact that there have been a lack of communication between

the different layers in the organisation.

Our research gave some clear indications about where there things which should be explored
further, these findings became our analysis areas, here has especially politic played a big role, due
to the fact that this project is being decided by the politicians. The political apparatus is designed
with a low level of transparency, which not always is easy to understand. So politic is been
examined from many different angels and has by that given us an indication of what needs to be
done better or at least were there are pitfalls. By this project only being a pilot project there are
opportunities to adjust the project before the final version is put out. We hope that our findings
can play a role; hence, we cast light over the situations where you need to be aware. We see our

report to be relevant to others, which should investigate the implementation of new actions in the



public sector, this project is about cashless libraries but a great deal of the things can easily by

adapted to other areas.

We hope that this thesis can provide knowledge and illuminate some of the issues that can arise
when you implement new work practices and technologies in public institutions, such as libraries

and be beneficial for future innovation projects, and the implementation of these.
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Master Thesis

“The critical ontology of ourselves has to be considered not, certainly, as a theory,
doctrine, nor even as a permanent body of knowledge that is accumulating; it has to be
conceived as an attitude, an ethos, a philosophical life in which the critique of what we
are, is at one and the same time the historical analysis of the limits that are imposed on

us and an experiment with the possibility of going beyond them”

(Faucault 1984: 50 via Mol 2002: 183).



Introduction

This, master Thesis seeks to explore how political visions of implementation of digital services
transform through implementation processes and how employees interpret and imagine the
implementation of cashless libraries and the technology that follows will impact on citizens and
daily practices. Additionally this thesis seeks to explore how innovation processes and
implementation of technologies in public institutions can be enhanced, by using other

management systems and social learning systems.

Background

In this part we will justify the need for a project like this, why we find this interesting and some

general information about the area under study.

During the last couple of years, there has been an increased ambition from the Danish
government to offer more and more public administration and services via the internet. E.g. will
the citizens of Denmark per 2014 November 1., no longer receive letters by mail, but will instead
be sent to a digital mailbox (e-Boks) to all citizens aged 15 (£ldresagen 2014). According to
Statistics Denmark that 41 pct. of the elderly between age 75-89 have never been on the internet.
(Ibid.). The implementation of the different public services has been heavily debated and
discussed in the medias by politicians and interest groups such as Zldresagen, which addresses

issues as the rising demands from the Danish agency of digitalization. In an article written by the

The digitalization of different governmental services was decided by the European heads of state
and Government when they met in Lisbon on March 23 and 24 of 2000 where the Lisbon
Declaration where decided. The ambition of this declaration is to move towards a knowledge
society by offering governmental services via the internet and thereby make public administration

more efficient and effective (Meier 2012: 2).

To improve and make public service in Denmark more efficient the Danish government, regions

and municipalities are proposing a new eGovernment strategy (The Danish agency for



Digitalisation 2011: 3). The strategy include improvements in three areas: No more printed forms
and letters, New digital welfare and Digital solutions for closer elaboration. The first path is —
according to the Danish agency of digitalisation - about reducing public costs related to printing
and distribution of public letters and forms. The second path is to improve welfare and make it
more efficient, by the implementation of welfare technologies in institutions like schools, in health
service and in eldercare. The third path are related to reuse of systems already developed to

ensure better collaboration between public sectors (ibid.).

Besides the European union’s ambitions, the Danish government reasons for this strategy is
explained by the Danish agency of digitalisation is because of the financial crisis and therefore the
public sector will have to manage higher expectations for better service from citizens, with fewer
employee (ibid.). Making public services digital will make it easier to sit at home and print/send
forms, applications etc. look at information about e.g. health, taxes and criminal record, which will

mean the need for public employees will be reduced.

It is also mentioned in the Lisbon Declaration that it is important that no citizens are left behind
the new web-based services an eGoverment portals has to be accessible to people with handicaps,

language, speech and learning disorders (Meier 2012: 2).

Cashless society

Many shops are experimenting with being cashless, but this can have a negative effect on some
groups in the society. "Some are old and haves dementia. They can not remember their pin code,

"I|nformation 2014). Therefore, it is not for everyone to

but they can go to town with a little cash
live in a cashless society. There is a risk that we will create A and B group in the society, where not

all people are able to get the same treatment.

Some shops are not entitled to be cashless

! In Danish: "Nogle er gamle og demente. De kan ikke huske deres pinkode, men kan gd i byen med lidt
kontanter” (Information 2014).
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“All shop - except post offices, pharmacies and health clinics - can decide only to receive payment

IIZ

by card or mobile payment”” (Information 2014 ).

So you can still get the essential things, but it is that good enough, and where is the society going.

“We believe that all shops and other places should use a payment way, which everybody can a part

be of says Vagn Jelsge” (Information 2014).

A lot of us are already nearing a cashless society we have credit cards, and have had for many
years. We have been able to send money from one account to another via first the bank and then
"netbank" so we are already using some of the technologies, which is part of making the society
cashless. The newest thing that a lot of us have is mobile pay, mobile pay is a system made by
Danish bank were you have the ability to transfer money from one account to another by using a
mobile number of the person you are transferring money to. So the first steps are already been

taking, but not everybody is ready or able to take part of the new way of handling money.

There are some groups which aren't able to have another payment way than cash small children

and people which the bank don't see as reliable customers (Information 2014)*

Strategy for libraries in Copenhagen 2014-2019

The Culture and Leisure Administration has developed a strategy for how the future library should
be. In the strategy, it is written that there is a political ambition to increase innovation, self-

service, new forms of digital service solutions, which should cause the citizens in the future are

% In Danish: "Alle butikker - bortset fra postkontorer, apoteker og sundhedsklinikker - kan beslutte kun at
modtage kortbetaling og mobilbetaling” (Information 2014)

* In Danish: ”Vi synes, vi skal have nogle betalingssystemer i Danmark, som alle i befolkningen kan bruge,
siger Vagn Jelsg” (Information 2014).

* In Danish: ”Nogle kan slet ikke f& et kort i bankerne, som mener, at de ikke er pélidelige kunder. Og nogle
af os sender jo vores barn ned i supermarkedet. De grupper kommer i klemme” (Information 2014)
11



more self-reliant. The Culture and Leisure Administration also wish to transform the service of the
libraries with that aim to free employees from individual time consume guidance to the citizens
and provide time for the employees to be more outreaching. Additionally, it is written in the
strategy that it is important to serve all citizens not only the most resourceful citizens (Library

strategy 2014-1019: Appendix 2).

Cashless libraries

The project

This master thesis will be a study of how libraries, are affected by the implementation of cashless
libraries. We will conduct our empiric data by visiting the different sites and make use of
ethnographic fieldwork. We will visit Tingbjerg and @sterbro library as the primary libraries we will
conduct our data. Tingbjerg was chosen together with The Culture and Leisure Administration, as
they were interested in how the implementation of cashless libraries will affect the different
groups of citizens in a city like Tingbjerg, which has many immigrants. The Leader of the
development department for libraries in Copenhagen suggested to compare Tingbjerg library with
@sterbro library as it could be interesting to look at, the citizens whom visit @sterbro library, which
is much different from Tingbjerg. Most of the citizens in @sterbro is highly educated, there are
many students, tourists that visits the library and, additionally there are many embassies at
@sterbro. This would have given us an idea on how cashless libraries will be enacted, how it affect

different groups of citizens and how it will influence the library culture at two different libraries.

We were introduced to this project by a relative that works at one of the affected libraries, which
have eased our opportunity and access to the different institutions, leaders and employees of the

organisation.

The idea of cashless libraries came from an ambition to make all public institutions in Copenhagen,
cashless, starting with the public swimming pools, but due to different kind of obstacles, The
Culture and Leisure Administration decided to begin with the libraries in Copenhagen. The long-

term plan for this project is to make all public institutions cashless.
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The project “Cashless libraries” will run from October 2014 to summer 2015. We followed the
project from November 2014 to May 2015. Libraries are handling hard cash in association with
user opportunity to print/copy documents, buying plastic bags for borrowed books, users paying
fee for returning books after the submission date has passed among others. In addition, the
libraries of Copenhagen are taking over, public responsibilities as helping people with getting

passports and driver license that used to be located at the municipal or the local police station.

It is also possible for users to pay their fee for returning books to late on-line. Solutions on other
issues as buying plastic bags and books, tickets for cultural events and administration of hard cash

from coffee machines have not been sorted out yet, as far as we know.

To solve the problem of handling hard cash in relation to copy/printing there has been developed
a program were the user are asked to create an account with a login and put money on it by using
your personal credit card. The user can upload documents and afterwards the users are able to
print/copy by using their card on the offered copy machine and printers at the library. The
program is a part of a pilot project, which will be running in selected libraries in Copenhagen

including Tingbjerg.

The aim of this project is to provide better service for citizens and reduce cost in relation to
handling money. By implementing “Cashless Libraries”, it is expected to provide time for the
employees to provide better service, instead of using time on handling money. Additionally,
“Cashless libraries” allow citizens to use services in the unmanned hours’ (Project plan: Appendix

3).

In addition to test, the copy printing/copy program, the project workers ran into several problems.
Therefore, the pilot project has been delayed due to problems with the network and problems
related to the Consumer ombudsman (Appendix: 7-8). Hence, we are incapable in studying how
the implementation of “Cashless libraries” will affect the employees and the citizens. This thesis
has consequently changed its focus from how citizens are affected by new technologies that

follows the phenomenon of cashless libraries to focusing on how employees experience the

> Some of the libraries in Copenhagen are unmanned some of the open hours e.g @sterbro library, where we
conducted ethnographic fieldwork. In the unmanned hours people are able to borrow books on self-service machines,
use the computers, use copy and printing machines and use the library for reading, studying or to meet people

13



implementation process and how they imagine future work practices and effects of the technology

that follows the implementation of cashless libraries.

The expectations from our external partners

When we were, introduce to the project, we contacted The Culture and Leisure Administration,
where the project leaders are placed, to set up a meeting. We thoroughly explained them what we
as techno-anthropologists could contribute with in their project and what knowledge we were
able to provide them with. The participants of the meeting were two men. The first man had the
overall responsibility of finding multiple solutions on problems and obstacles that will occur when
taking away the possibility of paying with hard cash in the libraries and later on in public
institutions. Additionally, the second man had a background in developing programs for hospital

use, and thereby had the responsibility of developing the copy/printing solution.

Due to the described competencies that we have as techno-anthropologists, they wanted us to do
some research in how the demographical settings in Copenhagen will affect the implementation of
cashless libraries, with focus on areas that have a high number of elderly, vulnerable citizens and
new arrived immigrants. The task was to find out which obstacles there can be when
implementing technological solution in areas like these and how to accommodate them to ease
the implementation. The suggestion were to conduct workshops with the citizens of the areas

where the fieldwork, are being conducted.

Another expectation where to conduct research on how employees will embrace cashless libraries
and what they think about changing their daily practices. This should be illuminated by conducting

interviews and workshops with the employees on the chosen libraries.

Furthermore, the man that was in charged on developing the program for copy/printing wanted us
to evaluate the developed program by conducting participatory observation in the period where

the pilot project were conducted.

And at last the wanted us to think about how to rephrase “Cashless libraries” into a more positive

phrase that focuses on what positive things users (Employees and citizens of the library) gets,

14



instead of focusing on, the possibility of paying with hard cash is taken away. As one of the
participators said during the meeting: “people are always negative when they realize that

something is taken away from them”.

Additionally, the implementation of the pilot project was slowed down, because of several
obstacles with the software allowing people to create an account, and due to obstacles related to
laws about.... Hence, the possibility of an exploration on how it will affect different groups of
citizens from different demographical settings in Copenhagen was impossible. This master thesis
will instead focus on how employees, project leaders and leaders articulates the phenomenon
“Cashless libraries” and how they see the future change of the library, the use of it, how it changes

work practices and how it affects different groups of citizens.

The demands and expectations from the project leaders pleads towards a focus on an evaluation
of practices and how different groups of citizens were affected by the copy and printing solution.
Nevertheless, due to the delayed initiation of the pilot project, and most of all that our data
pleated towards an exploration of a mismatch and thereby a beginning of a controversy. The
disagreement between project leaders, leaders and employees at the libraries consist of how they
thought the implementation cashless libraries would affect the employees, work practices, citizens
whom visits the library, and how it should be implemented, showed that the phenomenon of

cashless libraries had different articulated realities, depending on whom was asked.

What we as techno anthropologist can give to the project

Our education is based on three branches of competencies, we will here outline them and give

you they way in how we fulfilled the different branches.

The first branch is Knowledge:

“(...) explain anthropological study design and analysis. Identify and reproduce

theories of either responsible technological innovation, and production or

15



technological expert cultures identify and explain the link between technology and its
normativ. Assumptions and implications identify interdisciplinary scientific problems
in the intersection between technology and culture." (Curriculum for the Master’s

Programme in Techno-Anthropology 2012: 23)

Under this paragraph have we been studying interdisciplinary problems, and dealt with the

collaboration between technology and culture.

The next branch is skills:

“(...) conduct an anthropological study and analysis on the relationship between
technology and its underpinning social, cultural, organisational, institutional and
ethical assumptions and implications, and critically evaluate these connections connect
technological insight and anthropological study design and analysis, and on an
interdisciplinary basis design new, responsible and innovative solutions translate and
implement solutions to concrete actions. Communicate the results of their own
anthropological research and analysis to experts, political, administrative and
economic stakeholders and to the general public.” (Curriculum for the Master’s

Programme in Techno-Anthropology 2012: 23).

We have been looking at cultural and organisational implications, regarding implementation of

new technology at a workplace.

The last branch is competencies:

“(...) handle ethical dilemmas within the techno-anthropological field, manage work and

development situations that are complex, unpredictable and require new analysis and solutions

16



independently initiate and lead interdisciplinary collaboration and assume. Professional
responsibility independently take responsibility for, and regularly demonstrate, their own
professional and interdisciplinary development and specialisation” (Curriculum for the Master’s

Programme in Techno-Anthropology 2012: 23).

We have worked in an organisation, which have been very complex in its communication between

different parts of the organisation.

We have been conducting anthropology fieldwork, by going out and make participant
observations, hold interviews, make workshops, for this we have used tools giving to us, but the

different courses on the master program.

Some courses have had a bigger impact on this project than others, we have been looking into

organisational differences and how that is affecting the project.

We have looked into how technology and human impact on each other, and what this is meaning

to the project.

Branding - what we are not doing

The Culture and Leisure Administration had the expectation that we in some way could brand this
new system for them. Therefore, at the first meeting, we needed to explain to them what we were
expecting to do, and that it had nothing to do with branding the new system. What we were
interested in, were to make a research on how this new system would affect the libraries. Their

hope for connecting with us was that we could deliver a complete marketing plan for their project.

We were not interested in the system itself, but in its consequences for the daily work at the
libraries. Although that we would not be able to fulfil their wishes, we wanted to ensure that they
would deliver the necessary data. Therefore, we have been in close contact with them all the way
through our project. Sharing our findings and ideas, more specifically we have been sharing our

results from our workshops and observations. Our observations provided them with detailed

17



descriptions of the work patterns, a knowledge that has not been collected before. Observations
with employees at the libraries provided us with knowledge and sets of data. Vice versa, they have

been sharing different sets of data and materials.

From their point of view, we have provided them with an alternative view on cashless libraries -

and therefore with an alternative set of data and challenges that they would have to deal with.

Additionally, the implementation of the pilot project was slowed down, because of several
obstacles with the software, allowing people to create an account, and due to obstacles related to
laws about that hence, the possibility of an exploration on how it will affect different groups of
citizens from different demographical settings in Copenhagen was impossible. This master thesis
will instead focus on how employees, project leaders and leaders articulates the phenomenon
“Cashless libraries” and how they see the future change of the library and the use of it: how it

changes work practices and how it affects different groups of citizens.

The demands and expectations from the project leaders pleads towards a focus on the evaluation
of practices and how different groups of citizens were affected by the copy and printing solution.
Nevertheless, due to the delayed initiation of the pilot project, and most of all that our data
pleated towards an exploration of a mismatch and thereby a beginning of a controversy. The
disagreement between project leaders, leaders and employees at the libraries that consisted of
how they thought the implementation “cashless libraries” would affect the employees, work
practices, citizens visiting the library, and how it should be implemented, showed that the
phenomenon of “Cashless libraries” had different articulated realities, depending on the person

asked.

Material culture

Material culture can mean many things, as there are different types of culture, but when we refer

to culture in our thesis, we speak about material culture.
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Material culture study is " (...) an interdisciplinary field that examines the relationship between
people and their things, the making, history, preservation, and interpretation of objects."
(University of Delaware). Material culture studies draw on many different disciplines such as: art
history, archaeology and anthropology, to name a few. In material culture, materials can mean

anything from small things as a toothbrush to big things as buildings.

There are many definitions on material culture, and oneof them that suits our thesis best is:
"Material culture is the relationship between people and things.—Arwen Mohun"(University of
Delaware).This quote is very much in line with the reason for our study of phenomenon cashless
libraries: we study the relationship and how technology affects the staff, so it is also in line with

ANT which both deal with the human and nonhuman actor.

Another understanding of material culture is "The rise of mass consumption was accompanied by a
proliferation in objects and the multiplication of meanings, practices, and “needs” associated with
these things. Material Culture Studies helps us to think about the objects, and the cultural, political,
and economic systems that created them.—Will Scott"(University of Delaware), this is also a notion,
which applies to our study, as we see cashless libraries as something, affected by many things in

the society such as the political and economic systems.

The last quote we will put forward is "My idea of material culture studies is a quite literal one: | see
us engaged in in-depth studies of the materials of human cultures—of anything (any/thing/) for
how it reflects and constructs the culture of which it is a part.—Marcy Dinius"(University of
Delaware), the material in our case being the new computer system, is together whit other things

creating a new culture, so the culture of the libraries is affected.

Why look at material culture? "It matters because we all live in a material world, but are educated
in intellectual traditions that too often abstract, ignore, or decontextualize physical objects and

processes." (University of Delaware).

The Culture and Leisure Administration — a Public organisation
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http://www.kk.dk/sites/default/files/migrated/sc/KFF-
Organisationsdiagram-2014.pdf The culture and leisure

administration is top down
managed. The mayor and the officials are placed in the centre and all the large decisions are made
by them, the further we go out in the circle, the less freedom to make changes. In the next circle,
we have different subdivisions, and here we have the library development department, here we
have a link more before we come out to the libraries, which is in the last circle, which is not even

each individual library, for example Culture North is the place where Tingbjerg library is situated.

Therefore, from the mayor to the individual library there is at least three stages of departments,
this way of building the Culture and Leisure Administration may have some negative effects on the

employees on the libraries. Since they have no real say in what is going on in their own workplace:
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they have a boss, the mayor, which is situated in a very different place, and he is the one making
the decisions together with the employees at the city hall. The employees of the library can lack
ownership on the own workplace, because they are not the ones making the decisions - they are
just doing what they are told. However, they are also the ones who are blamed when things are
not working or when things are changed, even though they are not the ones who made the
changes. This is in line with what is normally accepted in organizational theory, where more levels
between top and bottom increases the risk of different perceptions of reality - and thereby

increasing the risk of mismanagement.

A rising controversy

Our focus in this project will be on the rising controversy we have experienced during our
participant observations and workshops. This master thesis therefore aim to illuminate decision
processes, implementation and expectations from employees in the public sector, which also
applies to the big and hot controversy concerning the increasing desire to implement more and
more technology in public institutions. In order to increase the quality of public services, and
reduce cost and to streamline, rougher and time-consuming work practices (The Danish agency for
Digitalisation 2011). Which is a topic that is often discussed and debated in the medias and by
politicians. The project fits in MASCOPOL (Mapping Controversy on Science and Politics) definition
of controversy which is defined as “(...) every bit of science and technology which is not yet
stabilized, closed or “Black boxed”... we use the general term to describe shared uncertainty”
(MASCOPOL, 2007: 6, via Venturini 2009: 260). The consequences of this project have not revealed
themselves yet, because the project is in its infancy, but we have already been made aware of a
rising controversy, due to some employees’ resistance towards the project and to the change of
procedures. Some of the employees want to keep old practices and think that it should be free
and simple to use the libraries and some are funded of the technological development that takes
place in public institutions. The desire to make libraries — and other public institutions — cashless
brings a lot of questions, how the cashless library will look like in the future, how the it will change

the library culture and affect the employees and citizens has not yet been “closed” or
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“blackboxed”. Therefore, we find it interesting to try destabilizing “cashless libraries” to discover

which problems, obstacles and consequences it may cause.

When doing research about the implementation of new technologies and new practices as
cashless libraries in public institutions it is a process, which is not, yet stabilized, it allows us to

explore how society is created and changed. Casper Bruun Jensen writes:

“If you look at the uncompleted processes and follows technological and political
controversy about how things should be done, you get a more direct understanding of
how society is created and changed. You enter into a future of a world that both
involve creation of compromises and surprises” (Jensen: “STS”, in Brinkmann &

Tangaard (red.) 2010: 377).°

The exploration of the phenomenon cashless libraries reveals how political visions and
decisions on the implementation of new technologies affect employees at the libraries and
how they imagine the future library. And how processes and imagined realities transform
when it crosses boundaries between institutions, are negotiated and creates compromises,
as it moves away from being an object, a phenomenon which is not stabilised or “black

boxed” to an object/phenomenon which is stabilized and is taken for granted by its network.

® In Danish: “Hvis man kigger pd endnu ikke afsluttede processer og falger teknologiske og
politiske kontroverser om, hvordan ting skal ggres, fr man et mere direkte indblik, i hvordan
samfundet skabes og forandres. Man traeder ind i en verden af forhandlinger om den
teknologiske fremtid, en verden, der involverer bdde kompromis skabelse” (Jensen: ”"STS”, in

Brinkmann & Tangaard (red.) 2010: 377).
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Research questions

The above has led to the following research questions:

“How does the decision of making a majority of libraries in Copenhagen cashless affect how

project leaders, leaders and employees imagine the effect on work practices and citizens?”

- “How do project leaders, leaders and employees interpret the innovation and

implementation process of cashless libraries?”

- “How can a multiplicity of articulated realities affect the implementation of new

technologies and work practices in public institutions?”

- “How can the Culture and Leisure Administration accommodate future obstacles when

implementing new technologies and work practices?”
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Philosophy

We have chosen to use multiplicity to approach the phenomenon we are studying in relation to
conducting our ethnographic fieldwork, as we want to gain knowledge of how different realities of
cashless libraries exist in the different presumptions of how the implementation will affect
employees, work practices and citizen whom uses the library. This chapter will give a review of
multiplicity based on the first Post-ANT analysis made by Annemarie Mol. To understand Post-ANT
and multiplicity we will give a short review of what STS and ANT is. Furthermore, this chapter also
explains why we chose multiplicity to approach the phenomenon we are studying and its

relevance.

STS

STS (Science, technology and society studies) is a research field, which has been in the last couple
of decades, gained ground in different professions and scientists would say that they work within
STS e.g. philosophers, anthropologists, geographers, feminists, economists, historians, culture
theorists and social psychologists. STS can be helpful when analysing the gap between political
visions and practical processes (Jensen, Lauritsen & Olesen 2007: 7 & 10). There is several STS
positions e.g. SSK (Sociology of Scientific Knowledge), SCOT (Social Construction Of Technology)
and ANT (Actor-Network Theory) and the further development of it Post-ANT, in which this study

of the phenomenon of cashless library will be a approached.

Actor network theory (ANT)

We have decided to take an ANT approach in our assignment, the angle is based on the book
"body multiply" by Anne Marie Mol. Actor Network Theory is a method which is developed by
Bruno Latour, together whit Michel Callon and John Law. These three and many others has over
the past 30 years written many articles and books about ANT (Cressman 2009:1). ANT can be hard
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to explain, because it is more a way of performing that something that can be summarized (Ibid).
ANT was first used in the cross field of sociology and technology, but ANT has now spread to fields
as sociology, anthropology, philosophy, geography, economics and management and organization
studies (Ibid). ANT can be used as a tool to better reveal the complexities of the world, as Latour
says "... (ANT is ed.) Simply another way to be of being faithful to the insight of

ethnomenthodology’"(Latour 1999 in Cressman 2009:2)

ANT has emphasis on "follow the actor". This can be complicated, because there can be many
actors in a given network, and some of the actors can disappears before the network is finalized.
Moreover, some may change role, as the network is evolving. Because of this, ANT look to the
builders of the network as the primary actors, and try to see through their eyes how the network
is constructed (Cressman 2009: 3). That does not however, mean that the "truth" is found in the

view of the primary actors.

An essential part of Actor-Network theory is that analysis should be symmetric. Symmetry means
that the researcher should refrain from having presumption on whether it is the technology or the
human that act. Human and technology together creates the world (Brinkmann & Tangaard (Red.)
2010). Additionally, this is also what differs ANT from SCOT (Social Construction Of Technology),
which argue that it is social groups that forms technology. As in Pinch & Bijkers case (1987) on how

the bicycle evolved, from the Penny-farting to the bicycle, we know today (Pinch & Bijker 1987).

One must try to distinguish between network and actor - that is a tricky task. How to determine
what is a network and who is the actor "...everything can be considered both an actor and a
network - it is simply a matter of perspective. Everything then is an actor-network:" (Ibid). One of
the areas were ANT is different from other sociotechnical approaches is "...considering both
human and non-human elements equally as actors within a network"(lbid). In ANT human and
non-human are actors and their identity in the network, is defined purely by their interactions
with the other actors (Ibid). ANT is mostly focussed, not on the individual’s interactions, but in the

roles, they have.

’ Ethnomethodology = "A method of sociological analysis that examines how individuals use everyday
conversation to construct a common-sense view of the world."(Oxford dictionary)
25



"...we are not primarily concerned with mapping interactions between individuals...we

are concerned to map the way in which they (actors)define and distribute roles, and

mobilize or invent others to play these roles"(Law & Callon 1998, p.285 in Cressman

2009:4).

We need to understand the process and to do that, we should “... not limit ourselves to one
particular perspective (economic, politics, the social) but rather attempt to understand how all
these elements combine to create the phenomenon in question.” (Cressman 2009: 8). Therefore we
must ensure to take all (or as many possible) angles, actors and interactions into account as
possible. Because as we have proven in the paragraph above, the common sense understanding of
a given object (for us the cashless libraries) is created in that point - where actors make
interactions with each other, where everybody gives and takes. In that point, a more sturdy
understanding of the object can be found. No single point of view can be said to give an universal
truth or description. "...networking and network should be understood as co-constitutive,

inseparable dimensions of the same phenomenon" (Cressman 2009: 11).

Post-ANT and Multiplicity

This chapter gives a short review of Post-ANT and of multiplicity which is a term used by Mol in the

first Post-ANT analysis ever made.

Post-ANT agrees with ANT on following the actor, but seeks to provide a practical analysis of

problems in an organisation (Jensen, Lauritsen & Olesen 2007: 101). Furthermore:

“in Post-ANT the researcher is seen as an active actor, which brings his resources into
the research field, where he is confronted with a number of other actors, whom are
also active and brings in resources. Such, not-neutral meetings are conditional for the

research. As this is a basis condition, one should creative, explicit and experimental use
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his resources in order to understand a new practice” (Jensen, Lauritsen & Olesen 2007:

101).

In Post-ANT researchers, affect the phenomenon they are studying and brings in his resource,

which should be seen as beneficial for the research.

This Master thesis will be done as a multiplicity study. The concept of multiplicity is taken from
Annemarie Mols (2002) book The body multiple: ontology in medical practice and is the first
example of a Post-ANT analysis. Mols ethnographic study based on fieldwork done at a university
hospital in Holland, reflects and discus how an object as atherosclerosis is being enacted
differently from a pain felt by the patient with atherosclerosis, the pathologist that looks at the
thickened walls of the vessel, the doctor at the clinic etc. Mol focuses on the enactment of an

object or phenomenon through practices that produce different realities.

“It is possible to say that in practices objects are enacted. This suggests that activities
take place — but leaves the actors vague. It also suggests that in the act, and only then

and there, something is — being enacted” (Mol 2002: 33).

The book about the body multiple is about the ontology of object, and that objects are not
singular they are multiple. In Mols view the ethnographer that investigate objects, does not

isolate them from the practices in which the object are enacted (Mol 2002).

Mol draws on Bruno Latours work We have never been modern (Latour 1993 via Mol 2002: 30) to
introduce her study of The body multiple: ontology in medical practice. Latour argues against the
distinction between the natural and the social phenomenon as the division between subject and

object. Mol writes:

“(...) in the practices of the so-called modern world the natural and the social are as

intertwined as they are as they are in so-called premordern thinking. This implies that
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there are clashes between the knowledge articulated in tecnoscience societies and the

knowledge embedded in their practice” (Mol 2002: 30).

The world is thereby a mixture of subject an object and knowledge from tecnoscience and
practices which is an interpretation Mol follows in her ethnographic study of atherosclerosis
as she explore the different practices in which atherosclerosis are being enacted. Further she

writes, still based on Bruno Latours assumptions:

“The subject, which is social, actively knows, and the object, being known is natural. In
order to overcome this divide we have to learn to realize that the world we live in is a

mixture” (Mol 2002: 31).

Mol explores the ontology in medical practice as the object and subject is not distinct, they are
mixed. The object and subject affect each other in practices, which create different realities of the
object. The enactment of atherosclerosis happens through how it is known: as a pain in a patients
leg, as a thickened vessel wall or a pulse that can be felt under palpation. The reality of

atherosclerosis is enacted through, how the object and subject affects one another.

The multiplicity of cashless libraries: How can it be it useful?

Then why use multiplicity in a project about cashless libraries? When we conducted our
participant observations and participated in meetings at the Culture and Leisure Administrations
we saw that there were a rising controversy between, project leaders and employees that are
funded of renewing practices and employees that believe it will affect the service in a negative
way and are afraid that cashless libraries will leave out children, elderly etc. Hence, we decided to
look at cashless libraries from a multiplicity approach in which can be used to illuminate and

acknowledge the different realities of the phenomenon we are studying; Cashless libraries.
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“So they are different versions, different performances, different realities, that co-exist
in the present. This is our situation, one that actor network theory and related semiotic
sociologies have articulated for us. And I'll take this situation as an occasion for asking
my questions. Questions about the kind of politics that might fit this ontological
multiplicity. Four of them: what are the options? What are at stake? Are there really

options? How should we choose?” (Mol 1999: 79 via Vikklesg 2007: 303).

The questions that Annemarie Mol states in the quotation above are questions we find interesting
in relation to the ambition of making public institutions cashless. Hence, is the question what are
the options when you implement cashless libraries, does it change work practices and the use of
the library for employees and citizens? What are at stake; what happens to when you remove the
possibility of paying with hard cash on several libraries in Copenhagen, does it leave out different
groups of citizens. Moreover, how does The Culture and Leisure Administration knows if the
implementation of cashless libraries are the right thing to do. Additionally this thesis is of interest,
as it also relates and pleads towards the bigger and current controversy on the rising
development, implementation and use of technologies and new practices with the purpose to
improve public services and so they can be done more sufficiently in society (See The Danish

agency for Digitalisation 2011).

From the expectations from our external partners it points towards that, they want us to give
them more action-oriented results from our research, to be able to find the right solutions and

overcome resistance by telling the employees about all the positive things.

Under the Culture and Leisure Administration is many departments and many leaders with many
employees with different backgrounds, education, and work practices. When a decision is made
about implementing a new work practice or/and a new technology the departments share a
common object: Cashless libraries (see Mol 2002: 36). The common object may also be seen as a

boundary object which are shared by the Culture and Leisure Administration.
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The Culture and Leisure Administration, the mayor, the library leaders and the employees at the
libraries reality of “Cashless library” may happen to coincide. However, it may also happen that
the reality of cashless library do not map, they clash (Mol 2002: 46). The ones that are behind
cashless libraries and the ones affected by it may not have the same view on how cashless libraries
will affect the work practices for the employees, the culture at the library and how it will affect

different groups of citizens that uses the library.

Mol refer to Kuhn about paradigms:

“A physicist and a chemist live in different worlds and answer simple but vital questions
differently. It fits within the chemist’s research training and practice to call a helium
atom a molecule. But within the physicist’s research training it doesn’t. They work

within different paradigm. (Mol 2002: 72).

The different paradigms existing in The Culture and Leisure Administration pleads towards an
exploration of the ontology of the phenomenon cashless libraries. Following Annemarie Mol, an
object or a phenomenon are not singular, but multiple. Hence, in this thesis, cashless libraries will
be studied as a multiple phenomenon, which will be enacted as different realities through

practices and how the different realities of cashless libraries coexist. As Vikkelsg writes:

“(...) multiplicity-oriented ANT {(...) invites exploration of the multiplicity of a
phenomenon, that is, of the ways in which coexisting and partly connected versions of
reality are enacted (...) How do these networks clash and interfere? Where are the

tensions and connections?” (Vikkelsg 2007: 301).

How the realities of cashless libraries are enacted happens through the relationship between the
object and subject and is enacted through different practices. The reality is therefore based on

how the employees, leaders, and project leaders knowledge and experiences and how they are
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affected by cashless libraries and how cashless libraries are affected by the different practices and

employees, leaders and project leaders.

Hence, this thesis will tend to illuminate how the different realities of the phenomenon cashless
libraries interfere and clash cross the boundaries of the different departments of The Culture and
Leisure Administration. Why our ethnographical research may be of value as it explores what the

controversy of cashless libraries is about by listening to and observing the affected actors.

What is of interest in this master thesis is how the mayor of Culture and Leisure, the project
leaders from the Culture and Leisure Administration, Library leaders and employees imagine
future work practices and how they think the implementation of new technologies affects the

employees and citizens that uses the library.

Research methodology

We chose to use several methods to conduct our ethnographical research. We conducted
participant observations in order to gain background knowledge on how a library is driven and
how the citizens uses the library. Furthermore, we conducted future workshops and ethnographic
interviews with project leaders, leaders and employees. Nevertheless, we conducted a survey,
which was send out to all the libraries in Copenhagen, in order to understand the controversy
from as many viewpoints as possible. This chapter seeks to explain how and why we used the

different methodologies.

Interventional research in public organisations
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In Vikkels@s (2007) article on Description as intervention: Engagement and resistance in actor-
network analyses. Science as Culture, she writes about the IT manager that were in charge of the
IT department that were implementing a program where secretaries, doctors, nurses etc. could
transfer knowledge on patient between each other, on Hillside Hospital. The IT manager wanted
the researcher to do a prospective Actor-Network study that was more action orientated to
overcome resistance from employees that were against the program (Vikkelsg 2007: 299-203).
The expectations from the project leaders in this master thesis about cashless libraries can be
compared with the expectations from the IT manager, because the project leaders also express
their desire to learn about the controversies and resistance and how they are able to overcome
the resistance. Conducting research in how political decisions changes public institutions, their
work practices, and affects society, it is interventional research. About doing interventional
research Chris Argyris, whom is one of the leading scholar in conducting interventional research
(Edmonson & Moingenon 1999: 158), says: “To intervene is to enter into an ongoing system of
relationship, to come between or among persons, groups or objects for the purpose of helping
them” (Argyris 1970: 15). The ethnographic fieldwork has been conducted within several
departments with different employees, whom also have different interests and knowledge for the
purpose of help them reach a mutual understanding of work processes and communication and
how implementation of new practices and technologies can be done better. The interventional
research will provide knowledge on how the phenomenon of cashless libraries are articulated,
from politicians, project leaders and project workers, to employees, whom are affected by the
implementation. Additionally, this thesis will focus on the how cashless libraries are imagined by
leaders and employees as it also will describe the processes of innovation and implementation in
public institutions with that aim to provide knowledge to the people involved, on the different

realities, in which cashless libraries exists.

Doing interventional research as external researcher in an organisation it demands trust from the
organisation. Trust in those others will cause no harm to the organisation. Edmonson and

Moingeon define organisational trust:
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“Trust, as a cognitive state, is the willingness to place resources at others’ disposal; this
willingness is based on an expectation that they will not be used in a way that will leave

the truster worse off” (Edmonson & Moingeon 1999: 158).

Later on, they write that according to Argyris Model:

“(...) the researcher simply cannot proceed in an intervention project without the
organization members placing considerable trust in both the competence and
intensions, and also without them having trust in each other’s intensions and abilities

to change and learn” (Edmonson & Moingeon 1999: 171).

Trust, competences and intensions between both the researchers and the organisation is
therefore important and essential for doing interventional research. The mutual trust
between the Culture and Leisure Administration and us as researchers, exists through the
information and participation in the project, such as access to relevant documents,
meetings, interviews with employees from different departments. If the research is done
thoroughly and competent, trust emerge through time, especially if the organisation learns
about their own organisation (Edmonson & Moingeon 1999: 171). The purpose of doing
interventional research is to provide the organisation with knowledge about different
apartments, and how departments are affected by the implementation of new work
practices and new technological solutions to have work practices done more efficiently. This
knowledge may be of interest for The Culture and Leisure Administration as decisions about
what the library should offer citizens and how work practices should be done are based
upon political decisions, and afterwards it is the project leaders’ responsibility to carry out
the implementation, which will affect many departments and may cause resistance.
Additionally, the outcome of our research may help future implementation of work practices

and new technologies.
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Entering an organisation

The rising controversy which was revealed in the beginning of the conducted ethnographic
fieldwork, between the employees and The Culture and Leisure Administration as the employees
are afraid that it would leave out different groups of citizens, are afraid of being fired, and afraid
that it will slow work practices down etc. ( Workshop results: Appendix 12). Juxtaposed to what
project leaders, leaders and the mayor believes that will improve the quality of the service as it
remove time consuming work practices as counting money, put them in the bank as well as people
can be more self-reliant, when implementing the print/copy solution. To illuminate the
phenomenon/object; Cashless libraries, which is not stabilised, nor ‘black boxed’ it was decided
not only to restrain ourselves to conduct research at the libraries, but also at The Culture and
Leisure Administration where we participated in meetings and conducted interviews. Additionally,
it was also found important to conduct interviews with the Culture and Leisure mayor Carl
Christian Ebbesen and leaders such as the leader of the development department Finn Pedersen
and the leader of Culture North Jan Lindboe, which include several libraries and culture houses
(For more about why we conducted interview with these informants look under the section

interview).

When we are engaging in the different institutions and organizations by conducting participatory
observations, interviews and workshops, we are entering a minefield, Jensen argues: “(...) no such
engagement is innocent, since all actors come packaged with sets of cultural, political and
economic relationships, as well as institutionally sanctioned commitments” (Jensen 2005: 239). The
stakeholders comes from different institutions, there are the municipal, The Culture and Leisure
Administration and the libraries and they are all affected by politics and economy and have their
own culture in their departments. Therefore, when we entering the field we will most likely run
into different opinions related to making the libraries cashless that derives emotions as fear,
anger, happiness, curiosity etc. towards the new practice, from project workers, employees, users
etc. That is to us interesting to describe and to understand how these opinions and cultures clash
and interfere when implementing the new technological solutions. To understand that fully we
have to place our self in the middle of the phenomenon of study as nothing can be understood

from the outside, according to Haraway and refers to as situatedness to move away from
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neutrality (Ren & Petersen 2013:101 and Jensen 2005: 243), and is what Jensen and Lauritsen is

calling good qualitative research as they argue:

“Good qualitative research must therefore by necessity to pay attention to the
partiality of the enterprise. Among other things, this means learning to take quite
seriously that knowledge is always obtained concretely, and for that matter can never
be ensured from the outside, but only through interested interaction” (Jensen &

Lauritsen 2005: 69).

That places us as social scientist in battlefield of culture, feelings and opinions, which is a
necessity, to understand the phenomenon we are studying and when describing what happens in
that battlefield we intervene, as Vikkelsg argues: “A description is always an intervention, even if
ever so modest” (Vikkelsg 2007: 306). Later she argues: “Research practice is never solely a matter
of ontology and epistemology; it is also a matter of intervention, politics and ethics” (Vikkelsg
2007: 306). So when we are describing we also intervene and thereby we as social researchers,
will be an actor among others that affect the social phenomenon under study. Therefore, when we
are describing cashless libraries from our conducted research we do not only describe the
ontology and epistemology of cashless libraries - thus how cashless libraries exists and how it is
recognised - and how we enters a field of politics and ethics. Which questions if cashless public
institutions are good for the society and what impacts it may have. Jespersen et al. writes in their
article that: “(...) Barads notion of intra-vention stresses that there is no outside position from
which to intervene” (Jespersen et al. 2012: 8). Which means that, we according to Barad, cannot
study a phenomenon from outside and therefore we intra-vene in the phenomenon we study, as
intervention done from outside a phenomenon is impossible. Through studying the phenomenon
of cashless libraries from where the controversy comes into being, we are intra-vening in the
controversy as actors as well as others. To get into the nitty-gritty battlefield of a controversy, may
seem like a rough task and may leave us with the question, if this describing and intervening at all
matter. Jensen refers to Timmermans & Berg when talking about the relevance of social science “

(...) Stefan Timmermans and Marc Berg have argued that STS researchers have obligation to
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demonstrate such relevance by actively engaging with practices, intervening in them, and
transforming them” (Timmermans & Berg 2004: 203 via Jensen 2005: 238). When we as social
scientist have an obligation and possibility to engage, intervene and transform the practices and
phenomenon we are studying. Which might give us an opportunity to change the direction of the
phenomenon we are describing to be more ethical and responsible, which might be one of the

answers to the question if social science matter (See Flyvbjerg 2001: 11-15 and Jonas 1979).

When we conducting ethnographical research, by interacting with different actors we will meet

different reactions. Vikkelsg argues:

“For the researcher meets not only resistance, but also selective willingness,
exaggerated statements and game playing. This is in fact an additional proof that
descriptions are not passive renderings of the world, but are used by informants as

opportunities to enact certain versions of the world” (Vikkelsg 2007: 306).

Thereby the descriptions of what we observe and while conducting interviews and workshops are
not passive, they reflect upon the different realities of the phenomenon we are studying (Geisborg

2014: 3-5).

Case-study

Our project started out as a case study, we have moved on a bit since then, but we still have case-
study as one of our methods. We know that case-study is not valued by everybody, but it is
becoming more and more common and is used to tell about the "real world". "In a teaching
situation, well-chosen case studies can help the student achieve competence, whereas context-
independent facts and rules will bring the student just to the beginners level" (Flyvbjerg 2006: 222)
see more about the levels in the novice expert part of the project. Furthermore, case studies are

increasingly becoming accepted, as a method that brings better and broader understanding of
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what is researched: "more discoveries have arisen from intense observation than from statistics

applied to large groups" (Flyvbjerg 2006: 226).

We have selected the two cases on the hope that they would provide different things to the
project, we have selected them based on the environment in which they are situated, the two

places having a totally different range of users.

It is argued that you can not make generalization from a single case, but Flyvbjerg has a good
answer to this: "Predictive theories and universals cannot be found in the study of human affairs,
concrete, context-dependent knowledge is, therefore, more valuable than the vain search for
predictive theories and universals" (Flyvbjeg 2006: 224). We see our case study as a way of gaining
knowledge in the area under study, and the result should be generalizability, so it can be cashless

libraries as well as any other place where new technology is "forced" on the employees.

Case studies are well-known and respected in natural science, Galileo used it when creating his
theory of gravity, he made a single experiment and based on that, he rejected Aristotle's law

(Flybjerg 2006: 225). Therefore, a single case can show generalizability.

There are many ways of gaining knowledge of a given field and formal generalizations are only one
way, "That knowledge cannot be formally generalized does not mean that it cannot enter into the

collective process of knowledge accumulation in a given field or in a society"(Flyvbjerg 2006:227)

Flyvbjerg talks about two types of cases: "most likely" and "least likely", the difference between
the cases being that: "Cases of the "most likely" type are especially well suited to falsification of
propositions, whereas "least likely" cases are most appropriate to tests of verification"(Flyvbjerg
2006:231). However, if we should choose one of them, it would be the least likely case, because

we want to know how the employees are handling the change.

Our cases are only used for observations, to see if there were differences in the way that cashless

libraries were enacted. This task became difficult, due to the delay in the pilot project, but the
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observation still gave us some thoughts (ideas?) for our workshops and made it clear to us, what a

library is today, and how the environment affects the daily work of the staff.

The goal of the case study:

"The goal is not to make the case study be all things to all people. The goal is to allow the
study to be different things to different people. | try to achieve this by describing the case
with so many facets-like life itself-that different readers may be attracted, or repelled, by

different things in the case"(Flyvbjerg 2006:238)

The goal is to get answers to the research questions. We have chosen to use a range of methods,

from case study to observation and surveys, to name a few.

"In my interpretation, good social science is opposed to an either/or and stands for a
both/and on the question of qualitative versus quantitative methods. Good social science is
problem driven and not methodology driven in the sense that it employs those methods that
for the given problematic, best help answer the research question at hand. More often than

not, a combination of qualitative and quantitative methods will do the task best."(Flyvbjerg

2006:242)

Mixed methods
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We have decided that we in our project want to use both quantitative and qualitative research,

emphasising on the qualitative.

To explore the different ontologies of cashless libraries we conducted ethnographic fieldwork such
as interviews, observations and performed workshops. Due to the limited time and amount of
data, we decided to draw on ethnographic fieldwork conducted on two different libraries in

Copenhagen. Even less, able to interview all the people who are related to the libraries.

Venturini argues that in favour of the understanding and exploration of the controversy, it is
important not to restrain an observation to one theory or methodology, and observations should
be done from as many viewpoints as possible (Venturini 2010: 260). Gathering quantitative data
from all the libraries in Copenhagen gives the opportunity to test the outcome of the conducted
qualitative data and to observe the opinion and the expectations to cashless libraries from
employees that are situated at other libraries then the libraries we gathered our qualitative data
at. Well known that it enters a more positivistic approach to the study of the phenomenon and
controversy and places itself in the middle of two science tradition which value has been discussed

for many years (See Flyvbjerg 2001)

"One of its most common forms is when ethnographers employ structured interviewing
or possibly a self-completion questionnaire, because not everything they need to know

about is accessible through participant observation"(Bryman 2008: 612).

Since we are conducting an ethnography research, this goes well with our view on the research.
Due to the fact that our line education is based on mixing two different views on the world. As
techno-anthropologists, we both work with natural science and social science and our aim is to

combine these two. Bryman goes on further to why it can be good to combine the two methods

"This kind of need can arise for several reasons, such as the need for information that is

not accessible to observation or to qualitative interviewing (for example, systematic
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information about social background of people in a particular setting), or the difficulty

of gaining access to certain groups of people" (Bryman 2008: 612-613)

Our aim was to support our findings from the interviews. Gaining access were not a problem in
this project. But the sheer number of people involved in this project made us decide to do surveys

as well as observation, interviews and workshops.
Contrast between quantitative and qualitative research: (Bryman 2008: 393, table 16.1)

"... one of the contrasts suggested by table 16.1is that, whereas quantitative research tends to

bring out static picture of social life, qualitative research is more processualg” (Bryman 2008: 615)

In addition, we are studying the process rather then the outcome, we want to investigate how this

phenomenon of cash-less libraries effect the people who work at the library.

Mixed method research is getting more common. Bryman points towards to factors, which have

had influence in the development (Bryman 2008: 624):

1. a growing preparedness to think research methods as techniques of data collection or
analysis that are not as encumbered by epistemological and ontological baggage as is
sometimes supposed, and

2. asoftening in the attitude towards quantitative research among feminist researchers,

who had previously been highly resistance to its use ... (Bryman 2008: 624)

We can definitely see the first point, trying to combine the different techniques, because we
believe that they can help us to show the whole picture of our research. We do not want to be
hung up on ontological differences. We want to embrace the whole spectra of methods, which can

help to cast light on our research.

® Processual = "Relating or involving the study of processes rather than discrete events."(Oxford
dictionary)
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"By no means all researchers have the skills and training to carry out both quantitative and
qualitative research, so that their "trained incapacities" may act as a barrier to integration
However, there is a growing recognition of the potential of mixed methods research, so that this
point probably carries less weight than it did when Reiss was writing." (Reiss 1968 via Bryman

2008: 624).

By using mixed methods you need the time to carry it out, because it means that you need to be
able to switch from one method to another, and you need to fit the different methods together in

your research. (Bryman 2008: 624)

Participant observation

Before conducting interviews and workshops, we carried out observations at two different
libraries in Copenhagen. The purpose of conducting ethnographic observation were to explore
what citizens use the library for, what happens at the library and observe the employees work
practices. The observation is made as participant observation which mean that we will observe
the employees and engage with them if we need to get something clarified. "Participatory
observation is the ethnographic methods central and defining approach to the empirical world"
(Karloff. H.S & Johansen S.L. via Bjgrner. T 2010 :36). By conducting participant observation, means
that you engage in the day-to-day routine that the employees have. Hence, we went to both

libraries more than one day and in different time of the opening hours.

We will do observations at libraries during the day from when the libraries open, and in the later
hours until the libraries close. Some libraries have a system so you can visit the libraries after the
employees have left - we will also go to the libraries when this is the case. The observation will lay
the ground for the rest of the data collecting, a lot is depending of what the observation tell us.
We will also make participation observations on the libraries, which mean that we will involve the
employees when doing observations; we will participate in the social life of the library. We hope
that this will give us better understanding of the employees and the area in which the library is

situated in.
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The reason why we do observations is to get a clear view on or field of research, for as Becker says

"Without knowledge based on first-hand experience to correct our imagery, we not only don't
know where to look for the interesting stuff, we also don't know what doesn't need extensive

investigation and proof" (Becker 1998: 16) So we will do a lot of observation both at the libraries.

The reason we look at the employees at the libraries is because they are a great part of the
project, they are the ones the users should go to with problems, and how do the employees
handle this new responsibility. We need the knowledge of the field to be able to make good
research, Becker's says, "In the absence of real knowledge, our imagery takes over" (Becker

1998:15)

Therefore, it is important that we make multiple observations so we do not do analysis based on

our preformed imagery.

However, the imagery can also help us in some way to understand large and abstract stuff; it helps
us to produce knowledge about the field of research. (Becker 1998.17) When have been to one of
our primary libraries of study ones, we sad there and we wrote everything down, which in tread
with what Becker tell us "When teaching field research, | always insist that students begin their
observations and interviews by writing down "everything". That is, | claim that | don't want them

to sample but rather to report the universe of "relevant” occurrence."(Becker 1998:77)

Collecting
ethnographic
data

In the book Participant Observation by James P. Spradley
(Spradley 1980) he talks about an ethnographic research

circle. This circle can help you in our research, as it makes
you revisiting your ideas. And by that make sure that you

think your finds through, it will also bring up new ideas for

Asking Making an

qguestions "As you go through the ethnographic research ethnographic e‘“"”jm"h“
questions recor

cycle you will discover new questions to ask; these will

guide your data collection. Then, when you analyze your

data, new ethnographic questions will come to light, —

sthnograpnic
project

leading you to repeat the cycle."(Spradley 1980:32)

Analyzing
ethnographic

42 data

Writing an
ethnography

FIGURE 4. The Ethnographic Research Cycle



There are different stages in the ethnographic research and in these different stages there are

different kinds of questions.

There are three different kinds of ethnographic questions, these can be split into three different

categories:

1. Broad descriptive questions - such as: why people are here?, what are they doing?, what is the

physical setting of these social situation
2. Structural questions

3. Contrast questions

Accessibility is another issue being brought to light in the book by James P. Spradley. As our
research is on libraries, which are public, we have no problem with accessibility. We could come to
the library without letting people know why we where there, but we choose to inform the libraries
before hand, having a note about our research and our picture in their newsletter, a paper which
is sent electronically to all the libraries in Copenhagen, we explained in the
letter, that we would contact the libraries where our fieldwork was going to take

(Spradly 1980: 29)
place, so that they would know when and if we were coming. By doing, so they
knew who we were and why we were there, and we felt that that was the best action to take, in
order to get the best field research, because if you sit for hours observing in the same place,
people may be suspicious of what you are doing. By informing them, even though we did not need
permission to conduct fieldwork at the library we would gain it anyway. We felt that they
acknowledged our presence, but they did not act differently. However, informing them before
hand, we also had the opportunity to engage with them during our observations, and we were
able to ask questions, if we saw something, which needed explanation. Even though the
employees at the library knew what we were doing, the citizens visiting the library did not know,
so we were able to observe them without them knowing, our visibility not being an issue (Spradley

1980:47-49).

We were not focusing on the copy and print activities at the library, even though that this is where
the new system will be used first. Spradley talks about "frequently recurring activities"(Spradley
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1980:50); in fact, we didn't actually know if copy and print was going to be a frequently recurring
activity, but it turned out that it was. We tried to observe the different activities at the library,
which also included copy and print. Some may consider "copy and print" as an activity that does
not stand alone. However, "printing and copying" has been chosen to be the first step towards the
cashless library. By looking at the different activities and how the employees were engaged in
helping the citizens, we gained some useful information to use in preparing the interview guides
and the future workshop, because we have seen the situations and can now use them as

conversations pieces.
As participant observers, we have two tasks in the field:

(1) To engage in activities appropriate to the situation and (2) to observe the activities, people,
and physical aspects of the situations."(Spradley 1980: 54). This is what we tried to do, to engage
in a activity is rather hard, as people do the activities at the library alone, but we sat at the table
talking and taking notes, we could look like students, using the library as a meeting place to do
group work. When observing, we looked at people's activities - then we write the observations

down.

There are different types of participation and different levels of involvement, Spradley mentions

five types, we would briefly state the different kinds here, and explain where we see ourselves.

Nonparticipation: this type of observer does not engage with either people or the activities which

is under investigation. This type can occur when the researcher is shy, and doesn't want to engage,
or the situation makes it impossible to engage. Spradley gives an example where it is not possible
to engage, he talks about a girl who undertook the research of cultural themes in contemporary
soap operas, she watched the shows and read the soap opera newsletter, and in that way she was

able to conduct the research without engaging with the people in it.
The next level is:

Passive Participation: here the ethnographer is present at the place of his research, but does not

engage with people at the place. Spradley also gives an example of this kind of research, he talks

about a researcher, which studied some ballet classes, she did engage with the people attending
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the class, but stood on the sideline making notes, and then later on she conducted interviews with

some of the dancers.

Moderate participation: here the ethnographer tries to balance between being an outsider and an

insider, participation and observation. Spradley's example is about a person who studied pinball
players. He started as a "game watcher", he took notes and he also played at the machine, so he

had multiple roles, but never became one of the regulars.

Active participation: here the ethnographer tries to do what other people at the scene are doing;

this is to be accepted but also to get a real feel of the research topic. The ethnographer starts by

making observations. Active participation is enabled in some scale in most situations.
The last level of participant observation is:

Complete participation: this kind of participant observation happens when the ethnographer

decides to study an area where he is already present. The example by Spradley is when a young
student who normally rode on the bus, decided to conduct a study on people who rode on the
bus, so he took a daily routine and made it into a field study. There can be some difficulties at this
level of participation "the more you know about a situation as an ordinary participant, the more
difficult it is to study it as an ethnographer."(Spradley 1980:61). He goes on and says, "It is no
accident that ethnography was born and developed in the study of non-western cultures. The less
familiar you are with a social situation, the more you are able to see the tacit cultural rules at

work"(Spradley 1980: 61-62).

These are the five different levels, it is not entirely clear to position ourselves in one of them, but
we can definitely take out some of them, as the passive participation, and we do not belong in the
complete participant category either. We see ourselves in the moderate participation, because we

observed the citizens and looked like being just students doing group work, as other students did.

We have been to both libraries more than once to ensure that we got as much data as possible.
We have to take a term from Spradley repetitions; these repetitions have made sure that we have
written as many things as possible, we have tried to make a detailed description of what the
citizens were doing at the libraries. (Spradley 1980:70-71)
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Spradley talks about how we can ensure that we get the most out of the observation, he calls it

the "Grand tour" it consist of 9 steps, these are:

1. Space: the physical place or places

2. Actor: the people involved

3. Activities: a set of related acts that people do

4. Object: the physical things that are present

5. Act: single actions that people do

6. Event: a set of related activities that people carry out
7. Time: the sequencing that takes place over time

8. Goal: the thing people are trying to accomplish

9. Feeling: the emotions felt and expressed

In most general sense, these dimensions can serve as guides for the participant observer.

(Spradley 1980: 78)

We strived to follow these guidelines during our observation to explore what goes on at the
libraries, and we believe that they have helped us to gain a broader understanding of what goes

on at the libraries.

The observation is a vital part of our data, and they have been done as participant observations,

opening up for many new questions, which we can use in the interviews.

Future workshops
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The Culture and Leisure Administration intensions to make the libraries cashless and the invention
of the copy/printing solution is to make it easier for users to print/copy in late opening hours, to
ease the paying process, better service, and changing slow and irritating working practices as
counting money and transfer money to the bank. They are aware of some of the obstacles that are
related to different group of citizens because the Culture and Leisure Administration vent on field
trips to cities where they have implemented a solution such as this. Hence, the reality of the
Culture and Leisure Administration is that the cashless libraries will provide the users with a better
library. Why we found it important to visit some libraries to understand their work practices and

how they look at the future cashless library.

To illuminate what obstacles, problems employees think may occur and to understand the
employee’s thoughts about the implementation of cashless libraries, we conducted two future
workshops (FW) with the employees at @sterbro and
Tingbjerg library (Vidal 2005). Employees thereby has a
possibility to engage in a discussion about the obstacles
cashless libraries may cause and which solution that can

be used to accommodate the obstacles.

The FW is used to facilitate a discussion about cashless
libraries and work practices before and after the

implementation. Vidal wrights:

“FW has analogies to the sociological school known as
Participative Action Research. This can be seen in its
focusing on facilitated and participative group processes

to deal with real-life problems” (Vidal 2005: 2).

The employees are therefore asked to think and
engage in the discussion about cashless libraries will change daily work practices and discuss how
they can change work practices, find solutions and idea that can benefit The Culture and Leisure
Administration. Additionally, FW gives the opportunity to have a discussion which not focuses on

technology and economy, which may affect the creativity, if the participant are restraint to what is
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possible technological and economical (Kensing & Madsen 1992). Instead, FW encourage

participants to be creative in a discussion about obstacles and solution, with no restrains.

The workshop were separated in two parts; a critique phase and a fantasy phase. In the critique
phase we presented provotypes (Boer & Donovan 2012) to stimulate the discussion. Boer and
Donovan argues that provotypes can help analyse old practices and help design new possibilities in
regard to change the old practices or bridge
them why we find it relevant to use in our FW
about the implementation of cashless libraries.

Boer and Donovan wrights:

“Provotypes elaborates on contradictions
that prompted the development of a
particular practice, and exposes these in
order to analyse the current practice, and
generate alternative ways to carry out the
practice. Provotyping therefore fits
between activities of investigation and the

design of new possibilities and is regarded

as a bridge between the two” (Boer &

Donovan 2012: 389).

Picture from the FW at @sterbro library

The provotypes was in form of pictures taken during our participant observations, and pictures
found on the internet that shows different situations and work practices that is on the library.
Additionally, artefacts that is sold was also presented as provotypes. Knowledge on which
artefacts that | sold on libraries in Copenhagen were provided by the Culture and Leisure
Administration. The provotypes did not stimulate the discussion about cashless libraries as we
expected as the participants of the workshop had strong opinions on the implementation of

cashless libraries and therefore the provotypes was not used during the workshop.
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The issues and solutions the participant found were written on post-its and placed on a poster and
will help illuminating and providing us with knowledge on how cashless libraries will be enacted.
The employees that participated in the FW were challenged in the beginning of the Fantasy phase
as they restraint themselves to what was economical possible to accommodate the found

obstacles in the critique phase.

Here are an image of the final poster made during the workshops at @sterbro and Tingbjerg

library:

@sterbro library

Tingbjerg Library

The posters will be used in our analysis on how cashless libraries will be enacted in the different
libraries an how the library culture will be affected.
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The collected data from the workshop was collected and written down and was given to the

project leaders and the leader from the library development department.

Ethnographic interviews

Based on the knowledge that is gained throughout the participatory observations and the
workshops we will try to dig deeper into the controversy by interviewing different informants. The
goal is to understand the culture of the libraries and how this will be affected when implementing
cashless libraries. James Spradley writes, “Observations alone will not be sufficient. (...) but only
when she asked questions and learned what the natives saw would she grasp their perspectives”
(Spradley 1979: 5). To understand the daily practices at the libraries it is therefore not enough
observing the employees and citizens arriving and leaving after they borrowed or returned books,
copy or printing, using the coffee machine or even use the library for a place to meet or to play
chess. To understand what is really going on we have to dig further down to get a grasp of the
daily practices related to handling money that will lead us to an understanding of how cashless
libraries will affect the culture of the library. During our visits at the libraries to observe we tend to
keep an informal tone joking, smiling and laughing with employees to ease the tension, and so the

employee are relaxed when we ask them questions (Spradley 1979: 58).

Additionally we will be interviewing the project leaders of cashless libraries the mayor of this area
and the leader responsible for library development. To understand their understanding of the

library culture and their reality of implementing cashless libraries.

We conducted eight interviews in total. Some of the informants were easy to choose and made
good sense. For example, we made interviews with the leaders of the libraries, on which we made
observations and workshops. We also had an interview with the mayor of the area, and the people
(two persons) who are making the new system in the Culture and Leisure Administration. We both
had interviews with them and participated in meetings, and we had some informal meetings as

well.

We also interviewed the leader of Culture North, which Tingbjeg library is a part of and which

paricipate in he pilot project. Then we interview the person who is the contact person for the new
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system at Tingbjerg library. During our interviews, we were recommended to take contact to
Gladsaxe library - as they are using a similar system. We decided to talk to them, as we wanted to
hear about their thoughts and why they chose to have a cashless payment method, and to hear
about their experience. Their experience could help us to see where there could be problems, and
what we should look for and ask the other persons we were conducting interviews with. Beside
informal meetings with the people in the Culture and Leisure Administration", this was our first
interview, as we could see the benefit of drawing on some of their experiences in having a

cashless payment method.

We also talked to the leader of the library development department, as he is deeply involved in

the implementation of the new system.

We have tried to do interviews both from the top and the bottom of the organisation, from the
mayor to the staff at the library. In this way we have obtained a better understanding of why
people see the libraries as they do, as their positions has a lot to say in the issues and how they

respond to changes.

We have not thought of all the informants ourselves, as some were presented to us during
meetings or other interviews. We decided to let our informants and our research lead us to
people, which could be of interest to the research. We decided that it was of interest to us to get
interviews with people from the different layers in the organisation, because in this way, we
would get a better understanding of how the project started and why some are more "on board"
than others. It is important to cover the whole organisation so every level is included in our thesis,
as this clearly gives us the best research, because we have been in contact with the top and

bottom and therefore are able to get an understanding of how big this thing is.

There are many different ways to conduct interviews; we have chosen to draw on Alan Brymans

work in this field. He has two main ways of conducting interviews.

One of them is based on surveys, which means that you would find the interviews based on their
answers in a survey. This is in his words a way you choose when you make qualitative research
(Bryman 2008: 191). Although we have chosen to do surveys, our intention is not to use this as a

step towards further data gathering.
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Therefore, we are doing interviews related to qualitative research, and there are some ideas on

whom to conduct an interview

We have decided conduct interviews, this in order to make sure that all the areas, which we are
investigating, are reached. However, the guide is flexible, so we were able to ask follow up
guestions or add new questions - if the interview moved in another direction than anticipated. The
interview guides were made to fit the person we talked to, so the guides are not identical but

some of the questions are present in most interviews.

When conducting qualitative interviews, we wanted as rich and detailed answers as possible. We
wanted to get to know what is important to the different stakeholders. Their opinion is important
to us, so if they get a little outside our questions it is okay, but we need some structure in the
interviews, "if you are doing multiple-case study research, you are likely to find that you need some
structure in order to ensure cross-case comparability” (Bryman 2008: 440). Therefore, we are
conducting semi-structured interviews. It means that we have an interview guide, which covers
the entire important topic that we have in our project. However, the interview guide must not be
too structured "What is crucial is that the questioning allows interviewers to glean the ways in
which research participant view their social world and that there is flexibility in the conduct of the

interviews." (Bryman 2008: 442)

It can be difficult to conduct a successful interview but there are some tips to help you to succeed.

Alan Bryman have looked to Kvale, in creating a list for tips and skills.

Kvale's list: (Bryman 2008: 445) the words in italics are Kvale's words - the normal writing are our
words. Knowledgeable: In everything we did, during our preparation, execution and coding of the
interviews - we always focused on the goal of the interviews. Structuring: We did this in the
interviews, and before the interviews, we have been e-mailing with the person interviewed, or we
have explained to them when we met, what we were doing, and what the purpose of the
interview was. They were all asked if they wanted to be anonymous but they declined; they

agreed on our mentioning their name. Clear: We were very attentive about which words we used,
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we did not use the same wording for all the interviews, that the people were interviewed are in
very different positions, and they have different jargon. Because we have been observing at the
libraries and have been present at meetings in the Culture and Leisure Administration, we have an
understanding of the different jargons present, this meant that we were able to adapt to some of
their wording, words they were familiar with. Gentle: This is extremely difficult, because it is hard
to know if people are thinking about the question, or they are silent because they do not
understand the question, but we tried to allow them to answer at their own speed. Sensitive: We
used a lot of nodding and a lot of "ahh" and "ehh" to make sure that the interviewed understood
that we were listening, being interested in what they said. Open: We were open to their answers
and engaged by asking into specific areas were they showed interest. Steering: We needed to
make sure that we can have answers or research questions in the end, and therefore we needed
to steer. Critical: We feel that the challenge was okay, many of the people interviewed we had
met before, so it felt okay to challenge them. Remembering: We held the interviews to a
maximum of 45 min, and a lot of them lasted less than 30 minutes or around 30 minutes, so it was
easy to remember, and as we were two people present at each interview we could use each other
so if one missed something, the other could step in. Interpreting: We did ask into answers if we
were in doubt of what the person meant, as we find it crucial that we understand completely what

they are saying.

These were the Kvale tips; Alan Bryman has added two more to the list, these are: Balanced: We
have tried to follow this note, but it is hard to know what is too much talk and what is too little.
We were using body language by nodding to show the interviewee that we were interested in
their answer and used encouraging sound like "uhm" and "yes". Ethically sensitive: We has - as
mentioned earlier -, asked if people wanted to be anonymous and they all declined. We informed
them of who will see the paper, and that it will not be put on the internet or in any other way be

exposed to a large group of people.

Recording and transcription
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It is a good idea to record interviews and afterwards transcribe them, because relying solely on
memories potentially can cause a distortion of what was said and done. The person who is doing
the interview does not have time to take notes because he/she needs to be alert during the
interview, so he/she can ask follow up questions (Bryman 2008: 451). We were both present at
almost all the interviews, which meant that one of us would conduct the interviews and the other

person could take notes. We were using a recorder on our mobile phone to record the interviews.
The recording and transcribing have some advantage - some of them are:

e "It allows more thorough examination of what people say

* [t permits repeated examinations of the interviewees answers"

There are more points in the text, but these are the ones that we find particularly important.

Some people may be self-conscious when they are being recorded, so this can influence their
answers, all our stakeholders seemed fine by us recording the interview, but you never know if

they hold things back because of the recorder. (Bryman 2008: 452)

"when transcribing an interview, it is important that the written text reproduces exactly what the
interviewee said, word for word" (Bryman 2008: 454) this is important and this is why it takes a
long time to transcribe interviews because you have to hear the same places more than one time,
and you can only hear small fragments of the interview at the time. There are people who can

transcribe for you, but it often costs a lot of money and as one of the students in the text says

"...it offered great benefits in terms of bringing me closer to the data, and encouraging me to start
identify key themes, and to become aware of similarities and differences between different
participants accounts."(Bryman 2008: 456) we also felt that by transcribing you get deeper into
what people are saying and you can begin to see where the stakeholders disagreed and where

they share some values.

Ask how not why
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We have used a book of Becker in addition to Bryman's book. Becker has in chapter two on
imagery, a paragraph called "Ask "HOW?" not "WHY?"", he claims that that we should not ask why
things happen but how they happen as that is the interesting thing. He says that the importance
became clear to him while doing field research. "When | interviewed people, asking them why they

did something inevitable provoked a defensive response." (Becker 1998: 58)

When asking why people feel that they need to justice their choice, he says"... the poor
defenceless interviewee understood my question as a request for justification for a good and

sufficient reason for action | was inquiring about" (Ibid.)

So people close themselves when they feel attacked, so it is important to phrase the question right
to get the best out of the interviewee. On the other hand when asking "how", the answers are

more in dept with the field of research, - as Becker says:

"I asked how something had happened - "how did you happen to go into that line of
work?" "How did you end up teaching at that school?" - my questions "worked" well,
people answered at length, told me stories filled with informative detail, gave
accounts that included not only their reasons for whatever they had done, but also
the actions of others that had contributed to the outcome | was inquiring about"

(Becker 1998: 58-59)

In addition, this is exactly what we want, we want the good stories, we hope to get good stories
from people, we have not tried this before, but we will try to do as Becker recommends. The good
stories will help us to make other people tell their stories. Moreover, in our project we are
concerned of what people think and feel, so this is useful for us to think about. We want people to
elaborate on the answers. Hopefully, they will come up with something we haven't thought of, so

we can include these questions in our analysis as well (Tjgrnelund 2014)

55



Coding of data

To code the transcribed ethnographic interviews we have used the program NVivo. Using a
program like NVivo, means that: “The computer takes over the physical tasks of writing marginal
codes (...), Cutting out chunks of text relating to a code and pasting them together. (...)[NVivo] does
not automatically do these things: the analyst must still interpret his or her data, code and then
retrieve data, but the computer takes over the manual labour involved” (Bryman 2008: 565).

What was said in the interviews by the informants, has been divided in to themes. In NVivo it is
possible to import the transcribed interviews and helps organise the quotes in themes and makes
it easier to compile the data. The coding was done manually, and therefore each interview was
read thoroughly to find the relevant theme for each quote. The codes was based on what the
guote was about and what the informants told us during the interviews. Some of the codes were

obstacles, change of work practices, benefits and involvement.

The themes will be used to find relevant theory and literature to discuss and illuminate the

collected ethnographic data.

When organising the data into codes it is done from our assumption as Techno-Anthropologists
and therefore coding is analysing data. The themes should be seen as something produced based

on our assumptions.

Quantitative data

To observe the phenomenon of cashless libraries and how employees imagine how their work
practices and how it will affect different groups of citizens, we did not restrain ourselves to use

only qualitative research methods as we found it important to ask employees from other libraries
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in Copenhagen. As mention above Venturini writes that you should not restrain yourselves to only
one viewpoint, and a controversy should be observed from as many viewpoints as possible to
understand controversy (See Venturine 2010). Hence, we decided to send out surveys to all
employees in libraries of Copenhagen to see if what we observed at the libraries we conducted
our data at was the same at other libraries in Copenhagen. The questions of the surveys are based
upon the gathered data from the future workshops and from our interviews. The survey is made
and distributed from the program SurveyXact, which is developed by Rambgll Management. The
collection of data will run from 26 of Marts 2015 to 19 of May 2015. The results of the surveys will

be included in the analysis but will not be the primary empiric material.

We have made a self-completion questionnaire in Bryman's words; we will refer to them as
surveys. We have send the survey to all the staff at the libraries in Copenhagen, it is send by e-
mail, to their work e-mail, so it is accepted by the leader of the development department that they
can answer the questionnaire doing their workday, and it is send by his e-mail in the
acknowledgment that people are more likely to open a mail from him than an e-mail from an
unknown mail address. He offered himself to send it out at a meeting we had with him. The survey
is formed as a questionnaire where people should agree or disagree on the different statements
that we present; there are also some basic questions, like: what is your position on the library or

their gender.

At the start of the survey there is a small text, describing what the project is about, and what we
are going to use the survey for, this is considered a good idea and can improve the response rate

(Bryman 2008: 220).

We have made a short and there is nowhere in the survey where they have to do anything more
than tick a box, so it should be quick to complete the survey. The layout should be simple and
should not confuse the participant, and it is not cramped together, it looks nice. These things do

also have an impact on the response rate (Bryman 2008: 221-222).

There are some issues regarding self-completion questionnaires, as for example: (Bryman

2008:218-219)

1. Nobody to help the participant, if they need guidance.

2. No possibility for the researcher to ask follow up questionnaire, based on their answers.
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3. We don't know who answers.

These are some of the important ones, we hope the we strike to get good responses the first
about us not being able to help, we hope that we accommodated that by making the questions
easy to read and understand. The answers is formed out on quite specific topics, and we do not
think that they will rise a need for follow up questions. The point about who answers is not so
important, as all the people who will get the survey are based in the same organisation, and they

are all relevant for our research.

Analysis

In the following chapter, we will analyse the collected ethnographic data by looking at the article
"Do artifacts have politics" by Langdon Winner. To see how a political decision can influence the
employees work. Furthermore, we chose to apply articles that discuss the use of New public
Management, in innovation processes in the public sector and how it can be managed differently
in order to reach an understanding how project management affects employees and how they
interpret the project of cashless libraries. Additionally, we apply “Communities of Practice” by
Etienne Wenger in order to illuminate how organisations can use social learning systems to gain
success when implementing new technologies and practices. Our ethnographic fieldwork is also
analysed by using the theory of Rational Choice, as we could see the employees where creating
their own reality, based on a lack of communication, this will be explained further in the analysis.
Finally, we try to illuminate how the employees are experts in running the libraries on a daily basis,
now they need to serve as experts in an area, which they are not trained in, we, explore this by

applying the text by Bent Flyvbjerg "Making Social Science Matter".

58



Changing libraries through politics

"The thing we call "technologies" are ways of building order in our world"(Winner 1986: 5)

When an organization decides to implement new technology, it rarely does so without posing this

very question: how do we do it, in the most efficient way?

Since we do this, we all recognize that changes and/or new technologies affect the people
surrounding the implementation. Some may even state, that technology have politics. "No idea is
more provocative in controversies about technology and society than the notion that technical
things have political qualities."(Winner 1986: 1). This differs from the ANT way of viewing power.
In ANT everything that is technology or human have the same amount of power and are equals, in

winners view all politics have a hidden agenda.

It is necessary to widen our understanding of how we conceive technology influence, on humans
and/or society. Rather than looking at objects or systems, as non-human and soulless. We need to
embrace the idea, that objects and systems may have a build in desire to change how we behave.

This embodied desire, comes from how we humans our self-design these objects and systems.

A specific system is a static thing, which does not switch its purpose from user to user. Systems
require a special way of using it, so it requires skills from the user, and from the person who is
introducing the system. In our case the librarian or the office worker at the library. The libraries
are not able to adapt the program to accommodate the customers, from their area, in the best
way. It is said that the system is meant to give a better service to the customers, but not all
customers will benefit from the new system, to cut away the contact to the employees can be

hard from some groups.
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It is decided to make libraries and public institutions cashless in Copenhagen, but not all of the
technologies and systems are chosen yet. But even as the idea about cashless is decided the way
the system is set up can create some controversies "even after an organization has decided to
institute a system of computers, controversies can still arise with regard to the kinds of computers,

programs, modes of access and other specific features the system will include"(Winner 1986: 5).

Does this new technology have a hidden agenda? The people in the culture and leisure
department and the major says that it is only to get a better service, but in the same time the
want to align the libraries so the look alike, why is this all of a sudden a desire? We haven't been
able to get answers to these questions, but one of the thing is, that the whole society is moving
towards been cashless, as we wrote earlier the society is moving towards a cashless society, so
that has definitely something to do with that. However, we do not know if there are other hidden
agendas. The mayor and the people we talk to in the culture and leisure administration all say that
it is made to give a better service to the citizens, others could have another view on this issue.
Some citizens will maybe find the new system good, and will see it as improved service, but other
may not. The library is for everybody so everybody should be able to use it, but are we going to
exclude some groups if we make it all technical, and a place where they have to service them self?
It is not easy to answer but there are one group which are hard to fit into the project children, the
new system requires that you have some kind of payment card, and from that you transfer money
to the new system, children don't have this, so they have to rely on that their parent would put
money on an account for them. Not all parents are able to do this, or willing to do it, so some
kinds are going to be out of the system, and not able to use all of the services on the library. So we
have a losing group of citizens, and in our participant observation(Appendix :12), kids very a major
part of who used the library, so there is some complication here, and the only solution is for their

parents to create an account for them.

The mayor of the area just sees the benefits of getting new technology:
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"... and every time that something comes along that does even better, that already is.
Then the management is very quickly to adapt it and push it out to the end

users."’(Appendix: 13e)

"I believe that the Culture and Leisure Administration has, including civil service has
been really good at taking advantage of.... Hmm.. All the new ideas that comes around.
Because we can see that, the inhabitants really like it. The view it as an easier way to

connect with the public system."°(Appendix: 13e)

Therefore, his way of see this as that it benefits the people in Copenhagen, and people have been

happy about the new way of connecting with the council.

How to do the implementing ” With many of the things implemented in the library project, it is

more a question of where we are as libraries, and a matter of changing attitudes. ™"

13d)

(Appendix:

It is hard for the employees to be existed if they don not understand way and when the new

system is coming

"So there have been some meetings, and you could say, that we have been informed
about it on the house meeting. But it is not like there has been, much information
about it right, and, like for example | expected it to have happen like six months ago or

something like that..."**(Appendix: 13b)

9 In Danish: "...hver gang der kommer noget som gar det bedre end der der var i forvejen sa er, er min min
forvaltning meget hurtig til at tage det til sig og prove at rulle det ud."” (Appendix: 13e)

10 In Danish: ”(...) jeg synes jo Kultur- og fritidsforvaltningen har har, og inklusiv borgerservice har veeret
rigtig gode til at udnytte... gh, de nye teknologier der kommer og pG pd, pa banen, gh fordi vi jo kan se, at
generalt kan kabenhavnerne godt lide det, altsG de ser det | virkeligheden som en nemmere mdde, at
komme igennem til det offentlige pa" (Appendix: 13e)

11 In Danish: "(...) med mange af de ting, tiltag der er i bibliotekspakken som sddan og i det hele det igen og
i det andet sted vi er i at veere bibliotek lige nu det er virkelig meget en holdningsaendring i det hele taget
der skal tages" (Appendix: 13d)

12 In Danish: "Sd der har vaeret nogle mgder, og man kan sige at, at vi har sd orienteret om det pd
husmgdet ikke. Men det er jo ikke sddan at der er, har veeret meget information om det vel, og, altsa for
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So the communication have not been clear, or as clear as it could have been, here we have a
leader which don not really know what the plan is, and that can have a negative effect on the

project, because he will maybe not be on board when the project stats up.

From the survey we can see that 13% of the employees which answered haven't heard about the
project at all, so the information has not been good enough. This can have a negative effect,

because they will feel that they.

Have you heard about the project cashless libraries?

Ja 55

Nej 8

0% 25% 50% 75% 100%

The first answer is yes and the second is no. We can see that out of 63% answers, 55% answers
yes, they have heard about cashless libraries. Moreover, 8% corresponding to 13%, answers no to

the same question.

We have to some of the people been their first encounter with the new idea of cashless libraries,
and they will maybe start to ask questions to their daily leader and are unsure of what this new
thing/technology will mean to them. They will maybe talk to other libraries, and maybe the other
libraries will know more about the technology, but it will not be a first hand explanation of the
new way of dealing with libraries, so one feather can be to five hens, in the understanding that
second or third hand explanations are not always the same as hearing it from the person who

started it, in this question it will be the mayor and the Culture and Leisure Administration.

eksempel havde jeg jo regnet med at det skulle vaere foregdet for et halvt dr siden eller sGdan noget ikke..."
(Appendix: 13b)
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The people from the Culture and Leisure Administration have a plan, about being at the libraries in

the start of the pilot project, and that is a good idea, but it is enough?

"When we launch it both my self and Finn, who is a technician from KS on the system and expert,
will be out there at least for the first week after implementation, we will we were we can help both
citizens and employees to getting a good launch, and that is | guess, that is the most important
thing, that is where we are, and we get hands on with the troubleshooting, with the employees

and citizens and we can tackle it from there... "13(Appendix: 13f)

as we has talk about earlier there will be some education of the employees but you can only plan

for things that you think could happen, and have they thought all the possible mistakes through?

The people from the Culture and Leisure Administration are high educated people, and not all the
citizens which use the libraries has high educations, so the may have some basic problems with

the system, and this are maybe not thought at the education. The leader from Tingbjerg says

"(...) there will be some users that have never been to the library before, which needs help

with all sorts of things right, some will need assistance with the computers or they can not

nl4

use the mouse..."*(Appendix: 13b) are this people able to use the new system or do we

loose this people by implementing new systems.

3 n Danish: “ndr vi gér i luften sé vil béde jeg og Finn som er teknikker ude fra KS pg systemet og ekspert pé
det, vil vaere derude over den i hvert fald den fgrste uge efter vi har implementeret, vi vil veere derude hvor
vi bade kan hjzelpe borgere og personale med at komme godt i gang i Idsningen og det taenker jeg, det er
mere, det taenker jeg er det vigtigste, for det er at vi er der og sd star vi der med de konkrete problemer ghh,
sammen med personalet og borgerne og sG kan vi tackle det derfra..."(Appendix: 13f)

14 In Danish “men der kommer nogle der aldrig har vaeret pa biblioteket fgr som skal have hjalp til alt
muligt ikke, der kommer nogle der skal have hjzlp til computer som ikke kan finde ud af at bruge musen,
ghh...”(Appendix: 13b)
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“(...) what is called, now it is not just the cashless library, but is a part of some larger project, it is
also a new way of servicing the citizens and other things, where we only hours in advance will be

noticed that employees is being relocated"(Appendix: 13b)

"and even though the library is for the citizens and not the employees, it is common sense, that if
you have a feeling of a workplace that is being shut down, you will probably not put in your

greatest effort."*(Appendix: 13c)

Because the information about the change and why the change is happening haven't been
communicated to the employees, the employees could be reading more into the system than "just
to make the service better", they are afraid that the change will end in lay offs. They are sure that
there is a hidden agenda and that is to have lay offs, so they are reading politics into the new
system, and the agenda they see are not mentioned by our informants at the Culture and Leisure

Administration or the mayor.

Earlier we wrote about it being a top management run organization and so does one of our
informants think so to "right, you should, you should be good at like, some of us are good at
reading referendums from the MED-meetings or whatever you have access to, and | do as well,

nl7

have access to more referendums that others, but no, it is like a top-down style..."”’ (Appendix:

13d)
"Yes... Top—Down..."lg(Appendix: 13d)

"(...) like there has not been any involvement of us, we have just been told that cashless library is

getting launched. | do not know if Thomas has been involved on the meetings, but it is not like we

15 In Danish: “hvad hedder det nu, nu er det ikke kun pengeldse biblioteker men det er jo en del i et meget
stagrre projekt nu er det jo ogsd en ny borgerbetjening og lignende der reelt set fundet ud af at der vil blive
afskdret personale timer forinden” (Appendix: 13b)

16 In Danish: “og selvom biblioteket er til for kundernes skyld og ikke for personalets skyld sé er det
selvfglgelig, hvis man har en fglelse af at man afvikler sin egen arbejdsplads sG er det nok ikke lige der hvor
man ligger den stgrste entusiasme” (Appendix: 13c)

17 In Danish: "altsd, sa skulle man, sa skulle man veere god til sa skulle man, altsa der er nogen af os der er
gode til at laese hvad der altsd referater fra MED-mgder eller hvad man sGdan har adgang til og jeg har da
0gsd, altsa adganag til nogle flere referater end andre har og sddan noget ikke, men nej, det er jeg synes, det
er, det er en fra oven" (Appendix: 13d)

18 In Danish: "ja... Top-Down"(Appendix: 13d)
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have been given the opportunity to make objections or like, there have been this style of this what
is getting launched and then we are in a workgroup where it is launched, so maybe we can edit a
comma in the sentence, but it is getting launched and that is, what is it called, the question of, very
general questions about what is it called, whether there should be magnetic readers or barcode
readers or chip readers they have also been taken, so it is not like you can

comment...."*(Appendix: 13c)

"Yes, but then again we had the opportunity to make suggestions and things but... Ehm... As far as

I know those suggestions that have been made, they have been archived..."*°(Appendix: 13c)

This can create a trust issue, because the employees do feel that their ideas are valued or
appreciated, the need to be onboard to make the project be a success. This is also acknowledged
by the Culture and Leisure Administration "But is like, first of all, the employees should be in on it,
or somehow feel, that they can stand up for it, and then the citizens, its like there are more levels,
ehm, the citizens should have different payment options, to be able to pay, to actually use the

library..."**(Appendix: 13f)

19 In Danish: "altsa der har ikke vaeret noget inddragelse gh vi har fdet at vide at der skal indfgres
pengelgse biblioteker jeg ved ikke om Thomas har fdet noget inddragelse pd ledermgderne men det er ikke
sadan at vi har haft nogen mulighed for at gare indsigelser eller ej gh der har vaeret den besked om at det
skulle indfares og sa er vi sG med i en arbejdsgruppe hvor det skal indfgres, sa vi mdske har mulighed for at
aendre et komma i saetningen ikke, sh men det skal indfgres og det er det, gh spgrgsmdlet selv meget
generelle spgrgsmal om hvad hedder det nu om der skulle vaere magnetstribe lzesere eller stregkodelzesere
eller chiplzesere de der det er ogsd taget, sa det er ikke fordi man har mulighed for at kommentere pa det
umiddelbart." (Appendix: 13c)

20 In Danish:" ja men igen altsa vi havde mulighed for at komme med forslag og ting men... gh... sé vidt jeg
ved sa er de forslag der er kommet blevet skudt ned” (Appendix: 13c)

21 In Danish: "Jamen altsG det er noget med, altsé for det farste skal, skal personalet vaere med pa det, eller
pa en eller anden made fgle, at de reelt kan sta inde for det shmm, og sa skal borgerne, altsa der er sGdan
flere niveauer shm, ghm sa skal borgerne ogsa have andre ghh, betalingsalternativer... ghm, ghm for ikke,
altsa for at kunne betale og rent faktisk, for at kunne, ghh for at kunne bruge biblioteket." (Appendix: 13f)
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Nevertheless, how have they thought that the employees should be able to stand up for the
project, when they have not been involved? At least, they do not feel that they have. The
employees seem to have a perception they were invited to a single workshop - only so that the
management could state they did involve the employees. The employees do not feel that their
ideas were taken into account. So the workshops became a "boomerang". It was indented to
create support from the employees, but have somehow ended up creating frustrations - further
fueling the employees views that the workshops sole purpose were to create a false image of the

management taking the employees seriously.

The need to make sure that they from now on really listen to the employees and makes sure that
they take into account what they are told, and act on what the employees tell them, so the
employees can gain ownership over the services at the library, "and the you can make the
decisions despite it being said, but | do not think it gives, well people in the system sometimes think

that do not getting heard."**(Appendix:13f)

People often have the feeling why change a thing which is working, and that could be an issue
here, because the thing about taking money don't take affect the work in a high extents, at the
observation we to time on how long it took to count the money and it is matter of minutes, then it
have to be put in the bank, but it is not a massive attack, so it can bee hard to understand why

there is an urge to change it.

In the schedule below, we can see that only 14% feel that handling money take up a lot of the

daily work. In addition, 37% say that it only take up a little of their time.

To what extent do you experience that handling cash is a part of your daily routine?

I hej grad _ 9
{nogen grac — 25
ved ikke 0% 0
I mindre grad 37% 23
Slet ikke 10% )

0% 25% 50% 75% 100%



14% says that is affect their work in a high degree. 40% see cash as affecting their work in some
degree. 0% do not have an opinion on the matter. 37% say it affect them in a small degree. 10%

does not seen cash as affecting their work at all.
In the scheme above, we see that just over half the answers (54 point) experience that handling

cash is a part of their daily routine. Equally as important, it is to notice that the rest does not

experience it being a part of their daily routine.

So it seems odd that the mayor says that it is a big task on the libraries

“But is like basically that, we can se we uses approximately one persons work
year on receiving physical money, ehm, counting them and depositing them in
the bank, and making the sure they are safe and all that, that relates to cash,
ehm, and that is why we launch a trial, | believe that is for three months, now |

am looking at you Hans, three months or how long?”? (Appendix: 13e)

The employees at the libraries do not see it as a big task, so therefore it can be hard to understand

the change from the employee’s side because for them it is a small task. But there are also a

23 In Danish: “Jamen det er jo helt grundlaeggende at gh, at vi kan se at vi bruger ca. pa vores biblioteker
sadan sammenlagt et d@rs veerk, altsd en persons drs arbejde pa at tage imod penge og oh, taelle dem op og
putte dem i banken og sgrge for at de er sikret og alt det der nu er, nGr man har med kontanter at ggre,
ohh, og derfor laver vi sGdan et forsgg, jeg tror det er tre mdneder, nu kigger jeg pd dig Hans, tre maneder
eller et halvtar, hvor lang tid? (Appendix: 13e)
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economic side to this, the mayor say that they can use one employee less if they get rid of cash,
but nothing about what this employee then is going to do. In addition, he also raises the safety
issue, and maybe it should be this way they should tell the employees. Tell them that it is for their
safety and to allocate time to other task that they want to be cashless. People are probably more
positive minded. If the change is going to improve something for them in this it will be there
safety, which is at stage. Therefore, this will indicate that they will be given something instead of
the politicians taken something away from them. This could also be good arguments to make the
citizens felt good about the change, because they will be a part of make, it more save for the
employees to go to work, and maybe also say what they can save in hours, and where these hours
can be used instead. As it is now it is only told that it is a service improvement, and not everybody
will see it as an improvement, because it is going from the citizens getting service from an
employee to now going to serve them. In this post-modern society, people are used to being
independent and forming decisions for them. However, when it comes to being served - we are a
nation of demanded'ers. So rather than seeing the positive side, of being able to serve our selves -
we notice that may risk getting less service (depending on what hours we visit the library). So what

we see is that something is taken from us.

It is a question of going out to the libraries and the citizens and tell the "good" story. Tell what
leaving out cash can mean to them, which benefits there are and focus on what they are gaining
(as opposed to what is taken from them. Convince them that security is an issue, and that that the
saved man-hours, could be allocated to handle tasks closer related to providing service. Therefore,
when they say that the service is getting better, they have a point. They just have to explain how
it is getting better, not only focused on self-service. However, they must put more emphasis on
what they can get when money is taken out. How well it is accepted is all about how you explain it.
Normally politicians are good at explaining benefits to all their ideas, here it is missing a bit, it

seems like it have not been thought through.

Sometimes politic decisions are made to leave out some groups in the society example:

Low bridges in Long Island
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"(...) they were deliberately designed and built that why by someone who wanted to
achieve a particular social effect. Robert Moses, the master builder of roads, parks
and bridges, and other public works of the 1920s to the 1970s in New York, built his
overpasses according to specifications that would discourage the presence of buses
on his parkways. According to evidence provided by Moses” biographer, Robert A.
Caro, the reasons reflect Moses Social class bias and radical prejudice. Automobile-
owning withes of "upper" and "comfortable middle" classes, as he called them, would
be free to use the parkways for recreation and commuting. Poor people and blacks,
who normally used public transit, were kept off the roads because the twelve-foot tall

buses could not handle the overpasses"” (Winner 1986: 2-3)

Here is clear example of how a political decision can affect lots of people, and how they can
control who have access and who do not have access. We do not think that the implementation of
cash-less libraries is a decision which is made to keep certain groups out. Even though, the

decision can create unbreakable barriers for certain groups in society.

Is we wrote earlier on, in the paragraph about cash-less society, there are some people which are
not able to remember a pin-code or able to deal with the new technologies, so these people are
left out. The library is supposed to be for everybody, our observations confirm this - we spotted all
sorts of people. Even though cashless libraries, means longer opening hours and more man-hours
to perform service. Moving towards cashless libraries, can create an image of libraries being less

for people who does not fancy new technology.
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What group of citizens will the implementation of cashless libraries affect in a negative way?

\
Born e 20
Unge | P22 {
Studerende I 2% 1
Barnefamilier 3% 2
Fldre 46% 28
Danskere af anden etnisk herkomst end 15% 9
dansk

0% 25% 50% 75% 100%

In the, we see that 33% believe that children will be affected negative. 2% believe young people,
another 2% believe that students and 3% believe that families with children will be affected in a
negative way. 46% believe that elderly and 15% believe that citizens of a foreign heritage will be

affected in a negative way.

One of the groups which is going to have the hardest time with this new technology is the
children, see the graph, the question which they have answered here is "which groups of citizens
is the implementation of cash-less libraries going to effect in a negative way" the first group that is
mentioned is children then youth, students, families with children, elderly and people with a
different origin than Danish. Not because they do not understand the technology, but because
they are not able to use the system without their parent putting money on the print and copy
account. And children do represent a large amount of the people using the libraries (see
observations) we observed a lot of children who came by themselves without parents, they were
printing out school reports and other documents, and paying with coins, maybe their pocket
money, they were having a little bit of money, not so much that it will mean to much if they lost
them, but the new system is not giving the children the freedom to handle this themselves. They

now have to involve their parents in this.
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The other group which the libraries themselves see as loser are the elderly people, the have the
highest percent in who the libraries see the implementation to have a negative effect on. Normally
elderly and children are considered the resource weak people in a society, and they are normally
the ones that are thought about when implementing new solutions, but in this project it does not

seem that way, or at least that is not what the people at the library think.

Were are used to that new systems often benefit weak or minority groups, because we need to
care for those how can care for themselves. It is hard to see that they are more people who will
benefit from this new system than the people it will have a negative effect on. The ones who will
benefit are student see graph below. The question we asked were "which group of citizens will
have benefits of the implementation of cash-less libraries", starting with kinds, youth, students,

family with children, elderly, and people with a different origin than Danish.

What group of citizens will benefit from the implementation of cashless libraries?

Barn 5
Unge 10
Studerence e 51
Barnefamilier 17% 10
FEldre 2% 1
Danskere af anden etnisk herkomst end

3% 2
dansk

0% 25% 50% 75% 100%

In descending order, this is how many believe that these groups will benefit from cashless
libraries: Students 53%, Families with children 17%, Young 17%, Children 8%, Citizens of foreign
heritage 3%, elderly 2%.

Students are by far the ones who, as the employees see it, have most benefit of this new solution.

By 53% the take up over half of the percentage. Therefore, this solution will benefit a group, which
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cannot be considered weak in regards to this solution. So it will have a positive effect a pretty big
group at the libraries but it is also people who have other places the library to get information,
they have probably a library at the place where the study, so maybe they are not the ones who are

in need of a library run by the council.

We normally view politic as democratic at least in Denmark, but the word undemocratic was
raised in the workshop we had at @sterbro library, the employee said that it was undemocratic to
have cashless libraries. We can see what the employee mean, because normally a workplace have
the say in what is good and bad and what needs changes, but the library is run by the council and
we all pay towards libraries through our tax, so they are not as a private company, they are not
allowed to make big changed themselves, the big changed are made by politicians. But it would
have been a good idea to explain more about the project to the employees, try to involve them in
the process; it could also have been good to involve the public because they are the users as one

of our informants says:

“Ehm | would say, | would describe it like it is that we are, we are getting at turning our
face outwards, we are, because that is what must do if we want to live, we are getting

used to paying attention to the fact that we can not live inside our palaces being them

that knows, that is not our library, it is your library come and use it right...”**

(Appendix: 13d)

So involving employees and citizens would have been a good idea to make it more democratic. By
doing this, they could maybe have overcome some of the resistance towards the project, and by
involve the citizens the will understand the project and make them more willing to allow the
change to go smoothly.

“(...) it is good information about what the background (...) why it is that you have
changed things, so that you as a employee feels that you some, some official

24 In Danish: “@hh jeg vil sige, jeg vil beskrive det sddan at vi er, vi er ved ved at vaere gode til at vende
ansigtet ud af til det er vi, for det er det vi skal hvis vi ogsd skal leve, vi er ved at vaere opmaerksomme pa at
vi kan ikke sidde der i kulturpaladset og veere dem der ved, det er ikke vores bibliotek nej det er jeres
bibliotek kom og brug det ikke...” (Appendix: 13d)
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information (...) but you have a reality in which you have to work and you have to be
able to explain why it is like this, so that you can do this (...) Something like a FAQ
about the most obviously questions you could be asked (...)”*’(Appendix: 13g)

Therefore, there seems to be a conflict between what the management thinks is appropriate

information, and the employee’s wishes — regarding the level of information.

It could have been a good idea for the politicians to pay more attention to the employees. They
should have asked more about how they feel their fears and expectations. By doing so, they could
maybe have avoided that employees think a political aim for layoffs into the project. There should
have been an explanation to employees why this new product is coming and how it will be better
for them in their day-to-day routine. The fact that the word undemocratic is raised should make
the politicians rethink the approach to the project because of the employees feel that way maybe
the citizens will to, and the politicians need to be on good terms with the citizens if they want to

be re-elected.

25 In Danish: “{...) det er god information om hvad er baggrunden (...) hvorfor er det at man har lavet om pad
tingene sG man som medarbejderfgler at man har nogen, nogen officielle forklaringer (...) men du har en
virkelighed du skal arbejde i og der skal du kunne forklare at det er fordi deter sadan til gengaeld kan du det
her (...) sddan en FRQ om hvad er de mest gennemgdende ting som man kunne risikere at blive spurgt om
foreksempel (...)”(Appendix: 13g)
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Political decisions on promoting innovation in public institutions and implementation process

The decision about making public libraries cashless is a decision made based on political visions
and goals in which to make public services more efficient, ease arduous work practices and
increase the quality of the service for citizens. This chapter seeks to acknowledge how political
visions and the decision of the implementation of cashless libraries and the technologies that
follows are managed. Additionally this chapter seeks to acknowledge how employees experiences
the innovation and implementation process, how leaders and employees interpret and imagine
the phenomenon of cashless libraries and how it is going to affect the citizens. Furthermore, this

chapter explores how innovation processes in the public sector, can be managed differently.

The Culture and Leisure Mayor Carl Christian Ebbesen says about the reason for implementing

cashless libraries:

“Well, it’s fundamental uh, we can see that we spend approximately our libraries such
merged a year’s work, that is a person’s years of work to take money, and uhh, count
them in the bank and make sure they are secure and everything now when you have
with cash to do uhh, and therefore we do such effort (...) to release, how to say, one
years work, then the person can be used to give advice and, guide and be out at the
schools or other, of trying to inspire people to use, use libraries more (...) and use
technology positively to say, well you're not going to organise it in the most

726

complicated way when there is some technology invented that can help {(...)

(Appendix: 13e)

%% |n Danish: “Jamen det er jo helt grundlaeggende at @h, at vi kan se at vi bruger ca. pg vores biblioteker
sddan sammenlagt et drs veerk, altsa en persons drs arbejde paG at tage imod penge og @h, taelle dem op og
putte dem i banken og s@rge for at de er sikret og alt det der nu er, ndr man har med kontanter at ggre,
ohh, og derfor laver vi sadan et forsgg, (...) om det kan frigagre, hvad skal man sige, det ene dr vaerk, sa kan
den person jo bruges mere til at raddgive og vejlede og veere ops@gende, eller veere ude pa skoler eller andet
for at prgve at inspirere folk til at bruge, bruge bibliotekerne mere (...) og bruge teknologien positivt til at
sige, jamen man skal jo ikke indrette det pd den mest besveerlige made ndr nu der er blevet opfundet noget
teknologi der kan hjzelpe en (...)” (Appendix: 13e)
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Furthermore, it is mentioned in the project plan that it is expected with the implementation of
cashless libraries, it will also reduce expenses related to handling of money, as it seeks to increase
the quality of the service and the availability outside the libraries staffed opening hours. The
project leaders and the steering committee are responsibility for the implementation and

administration of the pilot project (Appendix: 3).

New Public Management (NPM) became the most dominant approach in public administration
during the late 1970’ and early 1980’ and are generally used in the western democracies and has
its roots in United Kingdom and in the U.S (Gruening 2001: 2; Bryson, Crosby & Bloomberg 2014:
447; Sgrensen & Torfing 2013: 8). Carsten Greve (2006) writes that: “Denmark is now a country
heavily influenced by new public management (...)” (Greve 2006: 165). The Leader of Culture North

talks about how NPM has influenced public institutions since the 80’:

“(...) You can say the general challenges not just for libraries, it applies to all public
institutions, it's that you are subject to these ongoing annual uhh efficiency as the
entire public sector has been ever since the 80’... uhm.... and so yes a concept to use it,
(...) New public management (...) which is this whole enhancing efficiency wave (...) and
control efficiency and some of those beasts who are born as a result of all this, this
mindset, the beasts are born and that is hard to put down because New public
management has pretty much made many sensible things in terms of the efficiency of
the public sector, but there is growing so such ugly animals up with this movement,
such as (...) the controle management as many professions want to puke along,
because they need 10, 20, 30, 40, 50, 60, 70% of their time to report its results the
whole wave which is now fortunately being replaced by another way of thinking about
the management of the public sector, it still characterizes the public institutions and

less also libraries you could say ..."(Appendix: 13h)”?’

*In Danish: ”(...) man kan sige de generelle udfordringer det gaelder ikke kun biblioteker det gzelder alle

offentlige institutioner det er jo at man er underlagt de her Igbende drlige ghh effektiviseringer som hele

den offentlige sektor har veeret lige siden 80'erne... shm... og altsa ja et begreb man bruger det er, (...) New

public management (...) som er hele denne her effektiviserings bglge (...) og kontrol af effektiviseringerne og

nogle af de der baester som f@des som falge af hele den her, det her tankesaet et af de baester der fades og
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Many of the decisions made in the public sectors may still be strongly influenced by NPM, as it
seems the project of cashless libraries. In NPM managers are the one who decide the aim for a
project and how goals should be realised. Bryson, Crosby and Blomberg (2014) writes in their
article Public Value Governance: Moving Beyond Traditional Public Administration and the New
Public Government: “In New Public Management, public managers are urged to “Steer” not to row,
they steer by determining objectives, or what should be done {(...) [and] should be empowered and

”n

freed from constrictions so that they can be “entrepreneurial” and “manage for results”” (Bryson,

Crosby & Blomberg 2014: 447).

Additionally, NPM is also known for: 1. tight control and monitoring of public employees, 2.
monopoly over service production, 3. “Intraorganisational management focusing on resources and
performance” 4. “Citizens are customers with free service choice” 5. “The goal is the enhancement
of efficiency based on LEAN?®” (Sgrensen & Torfing 2013: 9). Which also fits with this pilot project
as the aim, with the implementation of cashless libraries, is to provide increased availability,
better service and to reduce cost (Project plan: Appendix?). The mayor of the Culture and Leisure

Administration says:

“Well then, that's the whole idea (...) when the IT technology that now goes as fast as it
does, then there are some things that we might as well take with us, and use, and
upkeep the entrance to the public sector, for those who like to use uh, computer and ...

Nem ID and whatever else you should be able to (...) make it all run. These channels, we

som er sveert at aflive fordi New public management har sddan set gjort mange fornuftige ting i forhold til
at effektivisere den offentlige sektor, men der vokser sa sGdan nogle grimme dyr op sammen med den her
bevaegelse som for eksempel hele det her kontrol apparat som rigtig mange professioner er ved at brackke
sig pd langs af, fordi de skal bruge 10, 20, 30, 40, 50, 60, 70 % af deres tid pd at afrapportere ghm {(...) hele
den bglge som nu heldigvis er ved at blive aflgst af en anden made at taenke styring af den offentlige sektor
pa, den praeger stadigvaek de offentlige institutioner og derunder ogsa bibliotekerne kan man sige... ”
(Appendix: 13h)

28 «Simply Lean means creating more value for customers with fewer resources” (Lean Enterprice Institute
2000-2015).
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ought to open up as much as possible, and it then (...) also have an advantage, that the
citizen who is myself, | like to sit down and sort things out for myself on the computer
or on my phone ... uh and (...) then, and it is an inexpensive channel, so I’'m cheaper to

service when I do it myself " (Appendix: 13e)?’

Hence, what the mayor of the Culture and Leisure Administration says about how it opens up the
entrance to the public sector and allows citizens - whom he identifies himself with — can take care
of things at home whenever they want and is thereby cheaper when they do that. This way of
looking at public services indicates that it is influenced by NPM and the goal of LEAN as he

indicates that the ability to do things at home is equal with quality and to a lower cost.

Sgrensen and Torfing (2013) writes in their article, Enhancing Social Innovation by Rethinking
Collaboration, Leadership and Public Governance, about how public organisations that are
influenced by NPM that aims to produce innovation®, they face barriers. They face barriers
because they are organised as bureaucracies with hierarchical structures, internal division of
labour, cultural boundaries between different professions, rule governed behaviour and a
tendency towards institutional isolation that means that innovation is produced in-house
(Sgrensen & Torfing 2013: 3). Hence, when following Sgrensen and Torfings argument innovation
of new solutions, as cashless libraries in the libraries of Copenhagen in a public organisation, as

the Culture and Leisure Administration is hampered because of the hierarchical structure, the

*In Danish: ”Ja altsé, det er jo hele ideen med (...), med netop ndr it- teknologien den nu gdr sg staerkt som
den ggr, sd sa er der nogle ting som vi lige s godt kan tage til os og bruge og s@rge for at indgangen, til den
offentlige sektor, for dem som godt kan lide og bruge gh, computer og... Nem-id og hvad man nu ellers skal
kunne for at (...) fa det hele til at kgre. De kanaler skal vi aGbne sG meget op som overhovedet muligt, og har
det jo altsd den fordel at, de borger, der er jo min selv, jeg kan godt lide og sidde og ordne tingene for mig
selv pad computeren eller pag min telefon... gh, og (...) sG, og det er jo en billig kanal, altsa jeg er jo billigere at
servicere ndr jeg gar det selv” (Appendix: 13e)

* “Innovation involves change, but it is not all forms of change that qualify as innovation. Only step changes
that disrupt the existing practices and the common wisdom in a particular area are innovations. Step-
changes can be small and incremental and merely change the form and content of particular practices, or
they can be large and radical and transform both the goals and operational logic of an entirely service
system” (Sgrensen & Torfing 2013: 2).
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different way the single library is managed and the many different professions e.g. librarians,

office workers, leaders with academic background among others.

The project leaders from the Culture and Leisure Administration and the steering committee, that
consist of the leader of the development department, leader of the administration of the Culture
and Leisure Administration, Leader of Culture Valby and the Leader of Culture North, (E.g. look at
the organisation diagram on p. 11 and the Project Plan: appendix?). These people whom are all
leaders are the once to decide what the objectives are and how it should be done. The structure of
whom decides aim, goals and how cashless libraries are going to be implemented may seem as a
structure build on hierarchy. From the vision made by politicians to project leaders with a steering
group that consists of leaders that sets aims and goals, till it ends with impacting the employees at
the libraries whom, is going to be affected and are the ones whom also are an important actor in
having the implementation of cashless libraries to be a success. Hence, new public management

influences the way the project cashless libraries are managed and controlled.

One of the daily leaders says that she sees the decision of making libraries cashless, is a decision

taken by the leaders without consulting the employees at the libraries:

”(...) I have so often been sitting where the decisions were made right... | have not done
it in this situation, so I feel it like, all right, it is something that has been decided on the
executive level right... (...) but no, it think that it is one from above {(...) yes... Top-
Down”?! (Appendix: 13d).

The decision and aim for implementing cashless libraries is made from the top and is made by

leaders. The daily leader sees the decision as Top-Down management, where it is the leaders,

Y In Danish:“{...) jeg har jo tit siddet der hvor beslutningerne blev taget ikke... det har jeg jo ikke gjort i
denne her situation her, sd, jeg kan da godt fale det sadan okay det er noget (... der er blevet besluttet pd
direktionsplan ikke... (...) men nej, det er jeg synes (...) det er en fra oven {(...) Ja... Top-Down” (Appendix?)
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whom have made the decision without asking the employees at the libraries, if they think if it is a

good idea to turn the majority of the libraries, into cashless libraries.

The leader of the library development department addresses, the fact that some employees
disagrees on the implementation of cashless libraries, when he answers the question on what is

needed for the implementation of cashless libraries to be a success:

“(...) it is good information about what is the reason ... why is it that you have changed
things so that the employee feels that it has no (...) official explanations, because you
can say you may well as employee think it was as stupid, or why they (...) made it (...),
but it is seen as such irrelevant to their daily work, so it may, well be that you have an
attitude, that it should rather have been this or that (...) but you have a reality you have
to work in and there you could explain that it is because that is how, in turn, can find it

here or you can it here (...)”32 (Appendix: 13g)

The leader of the development department says that the importance of whether employees
thinks that it is a good thing to implement the new solutions is irrelevant for the success of
the implementation. Instead, he expresses the success criteria relies on good information
about the reasons for the implementation, so employees are well informed when they are in
a situation where they need to help citizens with the new system. The implementation of
cashless libraries can, hence be a success even if the employees are not enthusiastic about

the new solution as long as they are well informed. Sgrensen and Torfing argues that

32 In Danish: “...)det er god information om hvad er baggrunden... hvorfor er det at man har lavet om pé
tingene sG man som medarbejder fgler at man har nogen (...) officielle forklaringer, fordi man kan sige man
kan jo godt som medarbejder synes at det var da dumt eller hvorfor har de nu gjort det (...), men det er jo
som sddan set irrelevant i forhold til det daglige arbejde, altsG det kan godt veere at du har en holdning om
at det skulle hellere have vaeret sddan eller sadan (...) men du har en virkelighed du skal arbejde i og der skal
du kunne forklare at det er fordi det er sddan til gengaeld kan du det her eller du kan det her (...)” (Appendix:
13g).
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innovation in public organisations calls for involvement of relevant actors, when testing and

implementing new solutions:

“The selection and testing of the most promising solutions will be enriched if actors
with different backgrounds and concerns participate in negotiation of gains and
risks. The implementation of innovative solutions is promoted when the relevant
actors coordinate their actions and have joint ownership of the new solution. Last
but not least, the diffusion of innovation is enhanced because the participating
actors will act as ambassadors and disseminate information of both the content and

advantages of the innovative practices” (Sgrensen & Torfing 2013: 4).

If employees are invited to negotiate, and discuss gains and risk of the implementation of
cashless libraries will enhance implementation. Sgrensen and Torfing would argue that if
employees are involved in decision making it will increases the feeling of joint ownership of
the new solution and hence be more positive and willing to integrate new solution in daily
work practices. A feeling, employees do not feel as they expresses that it is a decision made
from the top and it would consequently exclude some groups of citizens and cause worse

service.

Our conducted surveys in the libraries points towards that employees agree on the fact that
the implementation fits in, what visions and goals written in the Strategy for libraries in

Copenhagen, but disagree on that it is a positive thing.

Graph of the employees opinion on how much they think the implementation of cashless

I hej grad 14

I nogen grad 20

Il

ved ikke 16
I mindre grad 6% 4
Slet ikke 14% 9

0% 25% 50% 75% 100%



libraries fits with the Strategy for the libraries in Copenhagen:

22 % of the respondents agrees that it is in line with the goals of strategy, 32 % partly agree, 25%
do not know, 6% partly disagree and 14% disagree that it fits with the strategy. The reason for the
25% whom do not know may be that employees do not know the strategy, as they need to find it

themselves on their intranet, and is not necessarily made aware of its existence.

This graph shows how many employees that sees the implementation of cashless libraries as a
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positive thing

10% of the respondents agrees that the implementation of cashless libraries are a good thing, 25%

partly agrees, 11% do not know, 17% partly disagree and 37% disagree.

If 54% of the employees disagree or partly disagree on the matter if the implementation is a
good thing; it may indicate that employees do not agree on the implementation of cashless
libraries. This can be caused by the lack of joint ownership, lack of involvement and the
feeling that it is a decision made by the leaders at the top, as the daily leader expresses in

the quotation above (p: 51-52).

81



The need of making the libraries cashless and to design a copy/printing solution derives from
the leaders, as they think that the way it is done now is too old fashioned and to arduous.

One of the project leaders says about the copy and printing solution:

”(...) It (...) is of course relative to the print / copy solution from that we just decided
that now, we should make a new common system {(...) of today, right, that's some years
ago we were there over the past year, there's that we have gone from (...) demand
from managements are becoming really big on (...) to find a solution, at least in print /
copy, uhh, because there are some challenges out on libraries with the way the current
set-up is not particularly appropriate for staff and library else, for that matter, very

modern, so there has been a huge demand {(...)”*

Hence, the demand of the implementation of cashless libraries and the copy and printing
solution come from leaders and, not from the employees. Employees expresses worries
towards the implementation and feel that it will have consequence for different groups of
citizens in particular elderly and children and for themselves. In our conducted workshop at
Tingbjerg and @sterbro library, employees were asked to criticise the implementation of
cashless libraries in order to illuminate which problems and obstacles they imagine the
implementation of cashless libraries will cause. Some of the obstacles and problem

mentioned during the workshop were:

- Bad for children. It is important for the children to still be able to pay their fines with,
e.g. their pocket money. And if the cashless library is implemented they are not able

to pay for disposable cups for water. It is undemocratic.

**In Danish: ”(...) det (...)er jo i forhold til print/kopi-l@sningen fra at vi ligesom besluttede at nu skulle vi lave
et nyt feelles system til (...) i dag ikke, det er jo nogle drs tid siden vi var der, over det sidste drs der er jo, der
er vi jo gdet fra, (...) efterspargslen fra ledelserne er bliver rigtig stor pd (...) for at finde en Igsning i hvert
fald pd print/kopi, ghh, fordi der er nogle udfordringer ude pa bibliotekerne med den mdde det nuvaerende
set-up er pd, som ikke er szerlig hensigtsmaessig for personalet og biblioteket ellers for den sags skyld seerlig
moderne, sa der har vaeret en keempe efterspgrgsel (...)” (Appendix: ?)
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- Acashless library will be undemocratic in relation to the elderly.

- Many elderly are already scared for the current implemented technology.

- The cashless library will cause social inequality.

- Lack of caring towards certain groups.

- Those citizen whom are afraid of new technologies will be excluded

- The cashless library are contradictory in the relation to strategy for libraries in
Copenhagen: ‘A library for everyone’.

- Discriminating.

- A problem for immigrants and elderly

- Achallenge in relation to immigrants

- To force citizens to pay in alternative ways. That is force.

- Is contradictory to all what a library should be. A library should be a democratic
place: ‘A library for everyone’.

- Lesser service.

- Half of our users would not be able to figure it out, and will not be more self-reliant.
We already use a lot of time helping with the computers.

- Children will be victims as they have a hard time using the technological solutions.

- Is contradictory to the strategy for libraries in Copenhagen, where it aims to do

something extra for children (Appendix: 12)

Many of the worries that are written above, concerns how the implementation of cashless
libraries will affect children and elderly. These groups are also whom the respondents, of our

survey, imagine will be affected negatively by the implementation of the cashless libraries:

Graph of which group employees think that cashless libraries will affect negative
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33% think that cashless libraries will affect children most, 2% young people, 2% students, 3%
families with children, 46% elderly and 15% think that it will affect people with another ethnic

background then Danish.

The project leaders and the leader of the library development department both addresses that
there are problems related to children and the elderly that needs to be solved. One of the project

leaders tell about their thoughts of how to solve the problem in relation to children:

”But in relation to the children, uhh yes, there we still have some issue, we are working
on and ... in relation to print and copy solution that is the current set-up is that parents
set up an account for the children and then parents put money into their account, and
(...) otherwise if it goes wrong, every library, (...) where staff are given a card which you
can print for free at .. (...) it's such a little more political discussion on how one wants to
offer free print, but | think in any case that it is relevant in withheld the lesson cafe {(...)
that opportunity to get (...) something for free through (...) but whether it should also
cover small Grete coming down with her 5 d.kr. and (...) then say ‘you’ll get it for free’
or how (...) it should preferably be the same for all. It is a policy that is decided and it’s

(...) nothing | have a mandatefor”34 (Appendix: 13f).

The leader imagines that giving the copies or print for free could be a solution but also

expresses that it is a political discussion, in which he has no mandate to decide and

**In Danish: “Men i forhold til bérnene, ghh ja, der har vi stadig nogle issue, vi gér og arbejder med og... i
forhold til print- og kopilgsningen, der er, det nuvaerende set-up er at foraeldrene opretter en konto til
bgrnene og sa saetter foraeldrene pengene ind pd med deres kreditkort pa kontoen, (..) vil hver bibliotek, (...)
hvor personalet fdr et kort hvor man kan printe gratis pa.. (...) det er jo sadan en lidt mere politisk diskussion
om hvordan man har lyst til at dele gratis ud af print, men jeg taenker i hvert fald at det er relevant i forhold
til lektiecafe (...) at der mulighed for at fG skudt noget gratis igennem {(...) men om den ogsa skal deekke lille
Grete der kommer ned med sin Femmer og (...) sG sige ej du far sku lige en gratis eller hvordan {(...det skal
helst vaere ens for alle. Det er en politik som bliver besluttet og det har jeg ikke noget jeg har mandat til”
(Appendix: 13f).
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therefore, he do not come with a solution there, but informs us that they are working on it.
The leader of the development department answers on what they will do about resource

weak citizens, that there has not been found a solution yet to the problem. He says:

”(...) then one can hardly say that you have solved them because there can certainly be
people both uh elderly, marginalized and children who cannot use the solution ... and who
might face, having 5 d.kr and say “what can | do now?” (...) some of it which has been
worked on in relation to ensuring that as many people as possible are able to use it, in
relation to the children that will be possible but it is again a question of how parents think
that one can and cannot do, it will actually be possible that uhh ... they have a number and a
code that they can enter into ... it takes that there is money on the account they have
accessed, it also requires that they have both the login and password for the account uhh it,
that's individually as parents [Whether the children should be allowed to walk around with a

card and a code] I think (...)”* (Appendix: 13g)

The thoughts and issues the leaders addresses are related to the copy and printing solution but
shows that they are aware that there are problems and obstacles related to certain groups, as the
employees expressed during the workshop and in the conducted survey. The project leader says
some of the solutions need to be based on a political discussion and the leader of the
development department says that the solutions to related to the problems with children partly
lies with the parents, as they are the ones to decide if their child, are allowed to carry a card with a
code with them. Hence, both the project leader and the leader at development department do not
have an answer on how to solve the issues, nor do they say how the solutions is going to be found.

A way to find solutions to the problems related to the implementation of cashless libraries and the

%> In Danish: “sd kan man vel ikke sige at man har Igst dem fordi der kan ganske givet vaere personer béde
ghm aeldre, marginaliseret og bgrn som ikke kan bruge Igsningen... og som mdske stdr men en femmer og
siger hvad kan jeg sa (...) noget af det som har vaeret arbejdet pa i forhold til at sikre at sG mange som
muligt kun bruge det, i forhold til b@rnene der vil det vaere muligt men det er jo sa igen et spgrgsmdl om
hvordan foraeldre synes at man kan og ikke kan, det vil faktisk vaere muligt at, at ghh... de har et nummer og
en kode som de kan taste ind... det kraever sa at der er penge pa den konto de har fdet adgang til, det
kraever ogsd at de har bade log-in og kode til den konto ghh og det, det er jo sadan lidt individuelt som
foraeldre taenker jeg (...)” (Appendix: 13g).
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technologies that follows e.g. the copy and printing solution could be found through collaboration
between the involved actors. Sgrensen and Torfing writes about collaboration in public

innovation:

“In collaborative processes social and political actors work on a shared problem in
order to find mutually acceptable ways to conceptualize and solve it. In the course of
interaction will not only transform the shared object, but also their roles and identities

and the logic of appropriate action that guide their actions” (Sgrensen & Torfing 2013:

5).

Collaboration and interaction between leaders and employee, enables the actor to have a
say in the innovation process of cashless libraries and together compromise on sustainable
solutions to problems related to cashless libraries. One of the daily leaders expresses the

need for being heard in decision about implementing cashless libraries:

“"Then there would be a lot for and against right, so sometimes I think it is needed that
(...) management says that “now we are doing this” right, uh, but it's always nice that
people are heard first (...) and then take decisions in spite of what is being said, but |
think it gives, (...) the, all the people in the system (...) sometimes feels that they have

not been heard, right ...”*° (Appendix: 13b)

When collaborating it will not only be the phenomenon of cashless libraries and the technologies
that follows are transformed, but they will also affect each other’s identity and roles. Additionally,

Sgrensen and Torfing argues:

*® In Danish: ”sg ville der vaere en masse for og imod ikke, sG nogen gange tror jeg at der er ngdvendigt at
ledelsen siger at nu g@r vi sGdan ikke, gh, men det er jo altid rart at folk bliver hgrt fgrst (...) og sG kan man
tage beslutningerne pd trods af det der bliver sagt, men jeg tror det giver (...) jo, altsa folk i systemet synes
jo nogen gange at de ikke er blevet hgrt ikke...” (Appendix: 13b).
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“(...) It is often in the mutual in the meeting in between different public (...) actors that
new and bold solutions is build. As such new research suggest that multi-actor
collaboration strengthen and improves all phases in the innovation process” (Sgrensen

& Torfing 2013: 4).

The quotation above emphasises the benefits of collaboration during innovation in the
public sector and help actors to reach a common language and idea of how cashless libraries
and the technologies to follow. By involving many different actors, such as leaders,
librarians, office workers in the innovation process it urges to achieve better solutions and
thereby also strengthen and improves the process in order to accommodate obstacles
related to citizens or technologies on which each of the employees and project workers may
be aware of due to their competencies and knowledge. The Culture and Leisure
Administration conducted a workshop (See appendix: 4) were they invited the selected
contact persons from the libraries that participates in the pilot project to gain new
knowledge, good ideas and answer questions about cashless libraries. In the letter from The
Leisure and Culture Administration, the leaders, thanks for a productive workshop. The
conducting of the workshop could be an effort to increase the collaboration and the

involvement of the employees. However, this is not what the resource person feels. He says:

”So there has been no involvement uhh, we’ve been told that cashless libraries are
going to be implemented, but it’s not that we have had no opportunity to raise

objections or not (...)”*” (Appendix: 13c)

" In danish: “altsa der har ikke vaeret noget inddragelse gh vi har féet at vide at der skal indfgres
pengelgse biblioteker (...) men det er ikke sGdan at vi har haft nogen mulighed for at ggre indsigelser
ellerej (...)” (Appendix: 13c).
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The Culture and Leisure Administration fails to reach a feeling of involvement and possibility
to collaborate in the process of the innovation and implementation of cashless libraries and

the copy and printing solution.

When dealing with a phenomenon as cashless libraries or technologies, which follow, such
as the copy/printing solutions can be seen as a partially existing object. Casper Bruun Jensen
writes about partially existing objects, which means that their existents has not yet been

‘Black boxed’:

“Their existence is literally to negotiation as they will only matter if many other actors,
practices and institutions nurture their weak existence and helps to strengthen them.
But when this happens, technology plays again: They even begin to get the ability to
transform reality — how people think about it, how relationships are structured and

»38

how organisations are going to look like”™* (Jensen: ”STS”, in Brinkmann & Tangaard

(Red.) 2010: 377).

The project cashless libraries and the technologies that follows it such as the copy/printing
solution are not yet stabilised and need care from actors, practices and institution in order to
nurture their existence with the aim ‘black boxing’ them in the future. If the employees disagree
on the increase of quality, and they need to change other practices and the institution it can
hamper the implementation and stabilisation of the phenomenon of cashless libraries and the
technologies that follow e.g. the copy and printing solution. If the employees on the other hand
agree on the aim and goal of cashless libraries, it is more likely, they will care for it and nurture its
existing in order to incorporate it in daily work practices through time, with the result that cashless

libraries and the technology that follows will be ‘black boxed’.

%8 In Danish: “Deres eksistens er bogstavligt talt til forhandling, for de bliver kun til noget, hvis mange andre
aktarer, praksisser go institutioner plejer deres svage eksistens og hjeelper med at styrke dem, men ndr
dette sker, spiller teknologierne igen: De begynder selv at fa evnen til at omforme virkeligheden — hvordan
folk teenker over den, hvordan samarbejdsrelationer struktureres og hvordan organisationer kommer til at
se ud” (Jensen: ”STS”, in Brinkmann & Tangaard (Red.) 2010: 377).
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The decision on develop of cashless libraries along with implantation process and structure of the
project administration, seem strongly influence by NPM. The aim and goals and how the
implementation should be processed for the project are decided by leaders. The project leaders
attempt to involve employees failed, as employees feel that there has been no level of
involvement. When innovating in public sector it can be beneficial to collaborate with the
involved actors with the aim to discuss gains and risks in order to create the best possible solution,
and to find the best solutions to obstacles that follows the implementation of new work practises
and technologies, such as cashless libraries and copy and printing solution. Furthermore,
collaboration can produce a sense of joint ownership, which can ease the implementation process,
as employees will act as ambassadors for the new solution and therefore nurture its existence,

with the result of the network again are stabilised.

Using social learning systems in innovation and implementation processes in public
institutions

The implementation of new technologies and new work practices that follows the pilot
project; Cashless libraries also means a destabilisation of the networks. New actors in forms
of new technologies causes uncertainty in the networks as employees are uncertain on how
the future is going to look like, program changes and the daily routines are changed. A
stabilised network has habits, work practices, technologies which is ‘Black boxed’. When
something is ‘Black boxed’ it means that people do not notice them anymore, and is taken

for granted (Jensen, Lauritsen & Olesen (Red.) 2007: 83).
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By illuminating the multiplicity of the phenomenon of cashless libraries, this chapter pleads
to acknowledge how public organisations can use Social learning systems to ease processes
of implementation, from political vision to an integrated work practice. When people
participate in a social learning system, it is an interplay between their competencies and
their personal experience (Wenger 2000: 227). When engaging with other people, they
experience from the other competencies and the other way around. Hence, this can
illuminate how the multiple articulated realities of how cashless libraries would affect work
practices and citizens’ practices when using the library can provide valuable knowledge for
the project leaders. Knowledge about how different employees, leaders, politicians interpret
and imagine a cashless library and how learning about peoples different experiences and
competencies may affect the success of the development and implementation of new

technologies and new work practices in the future.

We chose to apply Community of Practice by Etienne Wenger (2000) in the favour of
understanding how a social learning system can be used in a large public organisation that
are implementing new practices and new technologies. Although we are aware that ANT and
Post-ANT will distance itself from the post-modernistic field where community of practice

places itself, as ANT is A-modern (See Mol 2002: 30-31).

In the Strategy of the libraries in Copenhagen 2014-2019 it is firmly established that the aim
for the future library is to implement new innovative digital solutions in order to make
citizen more self-reliant with that goal of more efficiency in order to increase the quality of

the service and be more outreaching. In the strategy it is written:

"The starting point of the strategy is a more focused library service for citizens of
Copenhagen. Through increased self-service, more digital materials, and new forms of
digital services makes it possible for the majority of library users to become more self-
reliant. It provides an efficiency and the ability to provide better services for citizens,
whom are not self-reliant and to make an outreach library service for citizens who do

not currently use the library. The personal guidance targeted thus more citizens whom
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cannot use other offers™” (Strategy for the libraries in Copenhagen 2014-2019: 1

(Appendix: 2))

Juxtaposed with the mayor of the Culture and Leisure Administration Ebbesens vision (which is
guoted in the chapter above p: 48) for the implementation of cashless libraries are that the new
technologies which together, create the future cashless library, may provide employees more time
to be more outreaching, and give better service to the citizens that uses the libraries in

Copenhagen.

The vision and reason for implementing cashless libraries is not shared and agreed on by all
employees, nor do leaders, as our ethnographic research shows multiple ideas of how cashless
libraries will be enacted through work practices and what the consequences are, which affects the

success of the implementation, which this chapter seeks to explore.

Implementing new practices and technologies in at large organisation as The Culture and Leisure
Administration may be difficult as it influences many. New computer software need to be made,
some of the technological artefacts are too old and need to be replaced, as well as employees may
be against changing the work practices and technology they know and believe are good enough.

One of the daily leaders says about the implementation of new technologies:

”We should be ahead with the books, and we should be, we have to have the new
books and we need to find and discover the trends before the trend have come, in the

cultural field is not but, but so technically | do not think we needed, to be us whom

**In Danish: "Udgangspunktet for strategien er en mere mdirettet biblioteksbetjening af kebenhavnerne.
Gennem gget selvbetjening, flere digitale materialer, og nye former for digital betjening bliver det muligt for
stgrstedelen af biblioteksbrugerne at blive mere selvhjulpne. Det giver en effektivissering og mulighed for at
give bedre tilbud til borgere der ikke er selvhjulpene og til at lave ops@ggende biblioteksservice for borgere,
der ikke i dag bruger biblioteket. Den personlige vejledning mdlrettes derved i hgjere grad de borgere, der
ikke kan benytte andre tilbud" (Strategy for the libraries in Copenhagen 2014-2019: 1 (Appendix?))
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creates the future right, uh, | think the best you could do is to be a little ... what's it

called retrospective and see what (...) wins here, right”40 (Appendix: 13b).

The leader expresses that he disagrees on the wish to be progressive when it comes to the
implementation of new technologies. This shows that some of the employees may not all be
exited and positive towards the new solutions. Additionally, it can also be a slow process when
implementing because of the many departments/libraries are spread over the city of Copenhagen,
and different professions, which all have an opinion of the new solution are involved. Wenger
writes about success criteria of organisation: “(...) the success of organizations depends on their
ability to design themselves as social learning systems (...)” (Wenger 2000: 225). According to
Wenger, The Culture and Leisure Administration should design themselves as a social learning
system, which mean that they should learn from each other’s competencies and work practices in

order to succeed as an organisation.

The project of cashless libraries include many different people with different professions, thereby
it may be seen as a Cross-disciplinary project where different professions are connected to the
phenomenon; Cashless libraries. Some work with the development and implementation of
cashless libraries other are affected by it and are an important actor in having cashless libraries to
be a success. Wenger stages that cross-disciplinary projects are also boundary projects and it is at
the boundaries people learn if there are close tension between competencies and experiences
(Wenger 2000: 233).

To achieve a generative tension it is important that there is something to interact about, an open
engagement with differences and the common ground, a commitment to suspend judgment in
order to see the competences and ways to translate between repertoires so there is interaction
between competencies and experience (ibid.). The project of cashless libraries and the
technologies that follows creates a common ground for interaction between different actors and

opens the possibility to discuss differences in practices and interpretations. Additionally, Wenger

“%In Danish: “Vi skal jo vaere med pd bager og vi skal vaere, vi skal jo have de nye bgger og vi mé gerne finde
og opdage trends inden trendsene er kommet pd det kulturelle felt ikke men, men sddan teknisk synes jeg
ikke vi behgves at vaere os der ligesom saetter fremtiden vel, gh jeg synes jo godt man kunne veeres sadan
lidt... hvad hedder det tilbageskuende, og se (...) hvad vinder her ikke” (Appendix: 13b)
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writes about cross-disciplinary projects: “People confront problems that are outside the realm of
their competences but that force them to negotiate their own competence with the competence of
others” (Venger 2000: 238). The clash between competences in the meeting with the employees,
whom has competencies in running the library at a daily basis, and the project leaders, whom are
competencies in producing solutions, which they believe may increase the quality of the service
and modernise slow and time consuming work practices. This can cause problems if people are not
willing to interact and to negotiate their competencies of others. Wenger argues that boundaries
generates learning but can also do the opposite, if people are “Hostage to their own history,
insular, defensive, closed in and oriented to their own focus” (Wenger 2000: 33). Hence, the
employees can be focused on how they interpret the library and how they think it should be due
to their experiences. One of the reason that employees may be closed in and defensive, relates to
that employees feel, that the implementation of new practices and new technologies will result in
them being fired, as they think the implementation of cashless libraries will cause that there is no
need for them. The interviewed resource person of the project addresses in the quotation below,
if employees feel that they abolishes the need for their employment, it affects the enthusiasm

towards the implementation of Cashless libraries:
Informant: “And though the library is for the customer fault and not the staff fault of
course It is, if one has the feeling that one destroys his own workplace, then it is

probably not right there where the greatest enthusiasm lies”

Researcher: “Do you think that in (...) with the implementation of cashless libraries, one

will saw his own branch of?”

Informant: “Somebody does” ** (Appendix: 13c)

*1|n Danish:

Informant: “og selvom biblioteket er til for kundernes skyld og ikke for personalets skyld s er det
selvfglgelig, hvis man har en falelse af at man afvikler sin egen arbejdsplads sa er det nok ikke lige der
hvor man ligger den stgrste entusiasme”

Forsker: "Tror du at | (...) med implementeringen af pengelg@se biblioteker at man saver sin egen gren
over?”
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Additionally, the fear of being fired were also mentioned during the conducted workshops. The

participant of the workshop said:

- We saw over the branch we are sitting on, with the implementation of the cashless
library.

- More self-service is equal with less employees

The statements above will most likely result in employees are against the implementation, and be
defensive towards the implementation.

Additionally, employees are also afraid that the implementation of cashless libraries will affect
certain groups of citizens. The daily leaders both addresses, that with the implementation of
cashless libraries will cause the loss of the elderly group of citizens (though one of the daily leaders
sees this as a temporary problem until the elderly generation dies and society becomes
increasingly cashless (See Appendix?)). Moreover, it will affect the accessibility for younger
children under the age of 12 as they do not have a credit card. Additionally this can also affect the
implementation if employees if they think that cashless libraries will cause poorer service and
cause the loss the elderly and the children who uses the library. (Which also can be seen on the

graph p: 57) The daily leaders says:

“(...) which means that we have an older generation, whom cannot work it out with
NemlID and borger.dk and all that, them we lose... | think we do or we find another

solution to it, right?”42 (Appendix: 13d).

Informant: “der er nogle der gar det...” (Appendix: 13c)
*2In Danish: *(...) der g@r at vi har en, en aldre generation som ikke kan finde ud af det der med
NemlID og borger.dk og alt det der vel...og dem, dem taber vi... det tror jeg vi gar eller ogsa ma vi

finde en anden Igsning pa det ikke (...)” (Appendix: 13d)
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“(...) children, so I have difficulty seeing how we get it to work with children, uhh whom
do not run around with cards and, in Tingbjerg children go around, much for
themselves, it’s not that their Dad and Mother are with them, so | find it hard to see
that they need to create a card with 20 d.Kr. and in general they have difficulties in

remembering their library cards “3 (Appendix: 13b).

One of the daily leader also shows a lack of trust in the software for copy and printing, as he says

during the interview that the documents can get lost in cyberspace:

“Yes, | think so, | think because those who cannot figure it out, they think that it is a
crazy system, right (...) and they will of course grumble, right, but | could as well
imagine that a case that goes deadlocked, then suddenly one, from the counter, should
stand over half an hour to help some old lady with some copies that are lost in

cyberspace or where the heck they could get away, right? ”** (Appendix: 13b).

These problems may affect the engagement and the willingness to learn from each other if
the employees only see the side effects. In the survey we asked the employees at the
libraries in Copenhagen if the thought that the implementation of cashless libraries in

several libraries in Copenhagen is an improvement of the service:

* In Danish: ”(...) b@rn, altsé jeg har svaert ved at se hvordan vi fér det til at funke med bgrn der, hh som jo
ikke render rundt med kort og som, i Tingbjerg kommer bgrnene meget for sig selv, det er ikke noget med
far og mor der er med, sd, sa jeg har sveert ved at se at de skal oprette kort med 20 kr. og i det hele taget,
de har sveert ved at huske deres bibliotekskort” (Appendix: 13b)

*In Danish: ”Ja det tror jeg altsé, jeg tror da at dem der ikke kan finde ud af det, de vil da synes at det er et
tosset system ikke, (...) og de vil selvfgigelig brokke sig ikke (...), men jeg kunne da godt forstille mig at hvis
det er en sag der gadr helt i hardknude, sd skal der lige pludselig en i skranken der skal over at std i en halv
time og hjeelpe en eller anden gammel dame med nogle kopier der er blevet veek i cyberspace eller hvor
s@ren de kan blive vaek ikke...” (Appendix: 13b)
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Graph of if employees sees the implementation of cashless libraries as an improvement of

the service

The graph shows that 3% agrees that it is an improvement, 19% partly agree, 5% do not know,
25% partly disagree and 48% disagree in that is a service improvement. This will possible affect the
implementation as people whom are against the implementation may not be willing to learn if
employees think that cashless libraries will affect the quality of the service. Additionally as
mention above, if the success of an organisation depends on its ability to design itself as a learning

system it also demands a willingness from members of the organization to learn mutually from

I
Enig | ERA 2

Delvis enig h 12
Ved ikke h 5% 3

Delvis uenig 25% 16

Uenig 48% 30

0% 25% 50% 75% 100%
each other’s perspectives and perception.

Wenger writes:

“We have been with the community for a long time. We know the ropes. We are thoroughly
competent, in our own eyes and in the eyes of our peer. But something happens. We are sent
overseas. We go to a conference. We visit another department. We meet a ‘stranger’ with a
completely different perspective (...) whatever the case may be, we have an experience that

opens our eyes to a new way of looking at the world” (Wenger 2000: 227).

In Wengers view learning happens when we go outside our own peers and participate in the social
with others, whom has other competencies and perspectives, which evolves the social structure

and transform the personal (Wenger 2000: 227). The problem here is that it is not only enough to
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visit other peers, it also demands a willingness to learn and to align perspectives and ways to

engage.

The workshops conducted by the project leaders (See appendix?) with the chosen contact persons
from the libraries were as mention above to get input, good ideas and answer relevant question
about cashless libraries. In the letter from The Leisure and Culture Administration, the leaders,
thanks for a productive workshop and sums up what was said. Conducting workshops (See Vidal
2005) opens up the possibility to learn from each other, about work practices and the daily life at
the libraries one which possible obstacles that may be related to the implementation of cashless
libraries. Meanwhile, the resource persons whom is an employee in one of the libraries that
participate in the pilot project answers to question about the level of involvement of employees in

the project and how much given ideas and opinions have been taken into account:

”So there has been no involvement uhh, we’ve been told that cashless libraries are
going to be implemented, but it’s not that we have had no opportunity to raise
objections or not uhh... there has been the message that it should be implemented and
then we are in working group where it should be implemented so that we might have
the opportunity to change a comma in the sentence, right, uhh... Questions about
whether it should be magnetic stripe readers or bar code readers or chip readers they
are also taken so it is not because you have the opportunity to comment on it,

directly” (Appendix: 13c)

Further he answers to the question about if he feel that the resource persons opinions and advice

for project cashless libraries in the conducted workshop by The Culture and Leisure

* In danish: “altsg der har ikke vaeret noget inddragelse gh vi har féet at vide at der skal indfgres
pengeldse biblioteker (...) men det er ikke sGdan at vi har haft nogen mulighed for at ggre indsigelser
eller ej gh der har veeret den besked om at det skulle indfgres og sd er vi s med i en arbejdsgruppe
hvor det skal indfares, sG vi mdske har mulighed for at aendre et komma i saetningen ikke, gh men det
skal indfares og det er det, gh spgrgsmdlet selv meget generelle spgrgsmal om (...) der skulle vaere
magnetstribe laesere eller stregkodelaesere eller chiplaesere de der det er ogsd taget, sa det er ikke
fordi man har mulighed for at kommentere pG det umiddelbart” (Appendix: 13c)
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Administration: ” Yes, but again, we had the opportunity to make suggestions and stuff but... uhh...
so far as | know, the proposal that have come, has been shot down”*® (Appendix: 13c). The
resource person expresses that there has been no option for changing and commenting on what
follows with the implementation of cashless libraries and the print/copy solution. This shows that
there is a possible miss-match on expectations about the level of involvement and alignment, as
the project leaders conducts a workshop to involve employees in the project of cashless libraries
with the outcome of employees do not feel that they were involved and could affect the

implementation of Cashless libraries.

One of the daily leaders points towards that the success of the implementation of cashless
libraries depends on not only education of employees in the program, but also a change of the
employees attitude towards the implementation of new work practices and new technologies in

different departments:

“And that’s the way it is at all with the many things, movements in the library package,
as such and, and in general, the time and in the second place, we are to be library right

now it’s really much a change of attitude, in general, to be taken”*” (Appendix: 13c).

In Wengers view people can also choose not to learn. To secure progress in a community it is
important; for “[The] community to show leadership in pushing its development and maintaining
the spirit of inquiry” (Wenger 2000: 230), to know each other “in order to act productively” (Ibid.),
as well as they may trust each other “so the feel comfortable addressing real problems together
and speaking truthfully” (Ibid.). Be reflective about own practices, tools and language “[In order] to
understand its own state of development from multiple perspectives, reconsider assumptions and

patterns, uncover hidden possibilities, and use this self-awareness to move forward” (1bid.).

* In Danish: "Ja,men igen altsd vi havde mulighed for at komme med forslag og ting men... gh... sG vidt jeg
ved sa er de forslag der er kommet blevet skudt ned sa...” (Appendix: 13c).

*In Danish: "og det er det jo, i det hele taget med mange af de ting, tiltag der er i bibliotekspakken som
sddan og i det hele det igen og i det andet sted vi er i at vaere bibliotek lige nu det er virkelig meget en
holdningsaendring i det hele taget der skal tages” (Appendix: 13d)
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One of the project leaders says:

“(...) has the project been good enough to make balancing expectations with all 20 library
managements, no they probably haven’t uhh... and it is where we get back to the
conversation we had before we started preparing the interview about the many levels of
management and decision-making is very opacity in the municipality, as if to make some
decisions, so when | have a purpose in m project, so it will be well compared to my steering
committee (...) | see it as my steering committee’s job to make sure that convey the message

further out, at the management level now, upwards downwards and so on uhh, and it is so

the world | work in”*® (Appendix: 13f)

In the interview one of the project leaders talks about the many levels of managers and his

expectations to the steering committee to tell about the project and its purpose, to other leaders

and employees so they understand why the decision of making libraries cashless.

Wenger about alignment, which is one out of three modes of belonging:

“Alignment: Making sure that our local activities are sufficiently aligned with other
processes so that they can be effective beyond our own engagement (...). The concept
of alignment as used here does not connote a one-way process of submitting to
external authority, but a mutual process of coordinating perspectives, interpretations

and actions so they realize higher goals” (Wenger 2000: 228).

*® In Danish: “(...) har projektet veeret gode nok til at lave forventningsafstemning med alle 20
biblioteksledelser, nej det har de nok ikke ghh... og det der er vi lidt tilbage til den snak vi havde lidt,
far vi gik i gang med interviewet omkring de mange ledelsesniveauer, og beslutningsprocessen er
meget uigennemsigtig i kommunen for ligesom at traeffe nogle beslutninger, sa ndr jeg skal lave
formdl med mit projekt, sa bliver det jo i forhold til min styregruppe (...) sG jeg ser jeg det som min
styregruppes opgave at sgrge for at formidle det budskab videre ud pd, pa den ledelsesniveau der nu
er, opad og nedad og sa videre ghh, og det er jo sa den verden jeg arbejder i” (Appendix: 13f)
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In Wenger’s point of view alignment cross boundaries of different work practices and institutions,
by matching expectations will affect the level of involvement in reaching the common goal. The
Culture and Leisure Administration and the selected resource persons learning of each other’s
expectations, perspectives and interpretations of cashless libraries serves the purpose of
alignment of processes to succeed in the implementation of cashless libraries, which the Culture
and Leisure Administration fails to do as there as they miss to coordinate perspectives,
interpretations of cashless libraries. The project leaders sees it as an increasing of the quality of
the service. One project leader answer to the question on which dividend that follows the

implementation of the cashless libraries:

“(...) There is such a better capacity utilization of ... staff, thus freeing staff time from
cash handling and print payment handling uhmm, to the service and then it may also
well be an economic dividend, (...) better capacity utilization (...). So and so the printing
solution, so that you [Turning to the other project leader] of course is in the process of

(...) implement, it is also a service improvement for citizens (...) " (Appendix: 13f).

Juxtaposing the graph (p: 67) above of how many employees who see it as an improvement of the
service, where 48% disagree on that matter show a lack of coordination of perspectives and
interpretation of the phenomenon of cashless libraries. Another sign that there is a lack of
alignment is a disagreement on whether the offering of the opportunity to copy and print is a core
service. The leader of the library development department disagrees on that it is a core service

and juxtaposes the opportunity for copy and printing with opportunity to use a toilet at the library.

**In Danish: ”(...) Der er sGdan en bedre kapacitet udnyttelse af... personalet, altsé friggre personale tid fra
kontanthdndtering og printbetalingshandtering shmm, til service og sa kan det sG ogsa godt veere der er et
gkonomisk udbytte, (...) bedre kapacitetsudnyttelse (...). AltsG og sa den printlgsning, altsd som du
[Henvender sig til den anden projekt leder] jo er i gang med at (...) implementere, det er jo ogsa en
serviceforbedring for borgerne (...)”
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According to him people expect just as much that they can copy and print at a library as they can

borrow a toilet for free. He says:

“No, I do not think that it is a core service for libraries so (...) but | think that time has
made it something you just expect that you can at a library uh the same also applies for
toilets (laughs) it's not one core service but all know that when you are somewhere in

town so you can go to the library and they always have a toilet” 0 (Appendix: 13g)
Compared to the result when the same question was asked in the survey it shows that there is
differences in how leaders and employees interpret the importance of offering copy and printing

at the libraries:

Graph of if employees sees copy and printing as a core service
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27% thinks that it is core service, 37% partly agrees, 11% do not know, 13% partly disagree and
13% disagree on that it is a core service.

One of the project leaders talks about the employees’ outspoken need for a solution on the
time consuming practice of handling money, meanwhile they express frustrations about the

consequences for the elderly and children if the libraries become cashless:

*%|n Danish: “nej jeg mener ikke at det er en kerneydelse for bibliotekerne altsa (...) men jeg mener at tiden har gjort
det til noget man umiddelbart forventer at man kan pa et bibliotek gh det samme geelder i gvrigt for toiletter (griner)
det er ikke en kerneydelse men alle ved godt at nar man er et eller andet sted i byen s& kan man ga ind pa biblioteket
og de har altid et toilet” (Appendix: 13g)
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“(...) uhh I think it’s kind of schizophrenic uhh all smart payment as Cashless institutions
is called now uhh derives from a demand from the libraries to eliminate cash, and on
the other hand it is also and among library employees to hear the critics, what about

the old and what about the children”* (Appendix: 13f).

The project leaders are aware that employees is not satisfied with the implementation and

therefore aware that there is a lack of alignment.

According to Wenger, transparency is important in boundary processes as, it allows other actors,
whom a part of the innovation process to understand each other’s competencies and work
practices in order to learn. Furthermore, it is important to understanding the logic of different
decisions (Wenger 2000: 234-235). One of the project leader talks about transparency when

asking him what it takes for the implementation of cashless libraries to be a success:

"(...) And of course (...) if this is a success as Morten also says it is quite sure if the staff
is on the (...) is keen on the idea and speak well of the idea, and can see a meaning can

see a purpose (...), otherwise it will not be any success (...)"*(Appendix: 13f).

The project Leaders from the Culture and Leisure Administration are aware of the importance of

that transparency, thus the employees can see the goal and aim with the implementation of

>L In Danish: “(...)shh, altsd jeg synes det virker skizofrent ghh, fordi pG den ene side da udspringer... hh,
hele smartbetaling som kontantlgse institutioner hedder nu, ghmm, udspringer af efterspgrgslen fra
bibliotekerne pa at fjerne kontanter og pa den anden side sa er det ogsa for bibliotekerne og blandt de
biblioteksansatte at man hgre de kritiske r@ster, hvad nu med de gamle og hvad nu med bgrn” (Apeendix:
13f)

>%In Danish: ”(...)og selvfglgelig (...) om det her bliver en succes som Morten ogsd siger det er helt sikker om
personalet er med pa den (...) er med pd ideen og taler godt om ideen, og kan se en mening, kan se en
mening (...), ellers bliver det ikke nogen succes(...)” (Appendix: 13f).

102



cashless libraries or else it will not be a success. When asking the resource person of the vision he

seems uncertain. He says during the interview:

Informant: (laughs) uh the one I've been disseminated is also the one | buy, what is it
now, | think that users are better off with the solution (...) ehm | see if you have the

slightest bit of IT skills then it is improved citizen service

Researcher: Okay ... has it been clear, the vision? ... all the way through, the idea

behindhave they been good at explaining the vision ... why it must be implemented

Informant: If what | have mentioned is true that what | have seen from the beginning,

then I think, then it has been true if the vision then is something else well then | am

obviously much wrong > (Appendix: 13c).

The resource person says that vision is to offer citizen better service, but also show
uncertainty as he says that if the vision it something else than he is wrong. The uncertainty
can be caused by a lack of transparency. The consequence of a lack of transparency may be
that employees know that it is going to be implemented, and are facing challenges that will
follow the implementation of new work practices without understanding the aim and goal.
Which the project leaders sees as a necessity for the implementation to be a success.
Furthermore, if the project leaders, leaders and employees do not have knowledge on each

other’s work practices it may cause misunderstandings and conflicts between them.

> |n Danish:

Informant: (griner) gh den jeg har fdet formidlet er faktisk ogsa den jeg kaber, hvad hedder det nu jeg synes
at brugerne star bedre med den Igsning (...) ehm jeg ser hvis du har mindste smule IT kompetencer sa er det
en forberedt borgerservice

Forsker: okay ... har den veeret tydelig visionen? ... Hele vejen igennem, ideen bag har de vaeret gode til at
forklare om visionen... hvorfor at det skal implementeres

Informant: Hvis det jeg har naevnt er rigtigt det jeg har set fra farste feerd, sa synes jeg, sa har det jo veeret
rigtigt, hvis visionen sd@ er noget helt andet sa er jeg jo Gbenbart meget gal pd den (Appendix: 13c)
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Implementing new work practices and new technologies in a large public organisation as the
Culture and Leisure Administration can be tough task when it includes many institution
spread all over Copenhagen and involves many different people with different profession
that creates boundaries. The boundaries between project leaders, leaders and employees
can generate new ideas and solutions if they are willing to learn from each other
competencies in order to coordinate the perspectives and interpretations of the
implementation of cashless libraries. The risk is that the boundaries do not generate
creativity and learning, but causes the employees to be defensive and negative towards the
new solution which is likely to be the case here, as they equals the implementation of new
solution that are more efficient will result in some of the employees are being fired. In a
project as cashless libraries and in other innovation processes in the public sector it is
important to have transparency, which will allow involved actors to understand each other’s
practices, interpretations, aims and goal of cashless libraries. Using community of practices

may be valuable in public innovation.

Rational choice theory, egoistic or for the greater good

"If you look long enough for the secret of society you will find it in plain sight: the secret of society
is that it was made by men[sic], and there is nothing in society but what men put there"(Scott 2007

by Homans: 10)

Rational choices theory were originally used in economics, because "It has been assumed that

people are motivated by money and by the possibility of making a profit"(Scott 2007: 1)

Rational choice theory, are often seen as a way to describe people being egoistic. Because they try
to do what is best for themselves. We will argue that this is not the case, even though "In rational
choice theories, individuals are seen as motivated by the wants or goals that express their
"preferences" (Scott 2007: 3). So people are driven by their goals, but the goal could be to serve

the workplace, the family or the greater good. Any given individual personal goal, is not
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necessarily a selfish goal. Individuals also do this because "As it is not possible for individuals to
achieve all of the various things that they want, they must also make choices in relation to both

their goals and the means for attaining these goals"(Scott 2007: 3).

The term rational has been used by sociologists, because they has viewed people as having
rational and non-rational actions. In rational choice theory however, as the name imply all actions

are viewed as rational

"What distinguished rational choice theory from these other forms of theory is that it denies the
existence of any kind other than the purely rational and calculative"(Scott 2007: 2). One of the
things that rational theory are dealing with are actions of exchange, this does not only apply to
physical things, "Homans claimed, that man strive towards recognition is a universal motive, and
that social behaviour should be considered acts of trade. This trading he attempts, to connect with
B.F. Skinners behaviour psychology: Actions, that the individual perceives as positive, are
reinforced, while actions and interactions, that are perceived as negative, are avoided. n>4 (Hagen:

Rational choice in Andersens & Kaspersen (Red) 2004: 221)

So peoples actions are motivated in the direction that they will get approval, different people
approve different things, so things that seems worthy of approval for us maybe by something
different for other people, it depends on where you live and what type of community you are part
of. But the bottom line is that we all seek approval, so in that context all actions are rational, but it
is important to say that it is rational for the person performing the actions, but maybe not rational
for the rest of us. "Basic to all forms of rational choice theory is the assumption that complex social
phenomena can be explained in terms of the elementary individual actions of which they are

composed."(Scott 2007: 2).

54 In Danish: "Homans haevede, at menneskets higen efter anerkendelse er et universelt motiv, og at social
adfeerd bgr betragtes som byttehandlinger. Dette bytteperspektiv forsgger han at knytte sammen med B.F:
Skinners adfaerdspsykologi: Handlinger, som individet oplever som positive, forstaerkes, mens handlinger og
interaktioner, der opleves som negative, undgas." (Andersens & Kaspersen 2004 : 221)
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Our previous experience do also determine how we act in new situations for example "Someone
who helps another and, in consequence receives their approval, is likely to help them and others in
future circumstances where he or she expects this to meet whit approval.” (Scott 2007: 5). And on
the contrary "a person who has been punished for an activity in the past is likely to avoid doing

whatever he or she believes that they are likely to be punished again” (Scott 2007: 5).

"Those features of social life that are conventionally called "social structures" are for rational

choice theorist, simply chains of interconnected individual actions."(Scott 2000: 10)

In our project we have people who are motivated by different things. The employees at the
libraries are basing their decision on; of course what is best for them, but not them as individuals
maybe, but what do the need to do in order to keep their job, so maybe they are against the
project but sabotaging it would not serve the goal of keeping their job. They know that the change
is coming so they have to act based on this decision. People are basing their decision on what they
know, or what they think they know. Therefore, if people think that they will lose their job, their
decisions will be defined by this. By having that in mind, one of the employees tells about a prior

change:

“(...) what is called, now it is not just the cashless library, but is a part of some larger project, it is
also a new way of servicing the citizens and other things, where we only hours in advance will be
noticed that staff is being relocated, that is the IMS project which also served to make the citizens
more self-reliant, people were also fired then... So | have a hard time seeing why it should not be

the case this time."(Appendix: 13c)

55 In Danish: "Hvad hedder det nu, nu er det ikke kun pengel@se biblioteker men det er jo en del i et meget
stgrre projekt nu er det er en ny borgerbetjening og lignende der reelt set fundet ud af at der vil blive
afskdret personale timer forinden forinden det sG IMS projektet som ogsd var med til at ggre borgerne mere
selvhjulpne, der var ogsa folk der blev fyret sd... jeg har sveert ved at se hvordan det ikke skulle vaere det i
det her tilfeelde"(Appendix 13c)
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So based on this knowledge the employee see it as rational to think that this will happen again,
and therefore acts according to this knowledge. Maybe the mayor does not have this knowledge
of the prior change, so it is not rational for him to see why they might think so. However,
exchanging this thought could have been helpful in the process, because what is rational for the
employees are not rational for the mayor, but in exchanging prior changes they mayor and the
people in the Culture and Leisure department would maybe have paid more attention to this fear
from the employees. To know what other people find rational, you need to talk to them, and that

has maybe not been done, as much as it could have been in this project.

The employees are basing their ideas about the new system, on the lack of information, so their
choices are based on what they think they know, and that is maybe not how the reality is, but if
you do not get information about the reality, you can only base your choice on your own

conceptions.

"The rational choice approach can only explain what people do. It can explain why people might
institute a norm and might then enforce it, but it cannot explain why they should change their
values - for this is what internalisation amounts for."(Scott 2007 : 9). The employees do not see a
benefit in changing their values, because they do not know what they will get instead, they have
not be given the full explanation of what a cashless library will mean and how it will affect them or
the citizens, so the change is not in their best interest as it is know, because they might as we
wrote earlier, link the change and layoffs. The hard thing is not to learn a new system but to
change the attitude, it is also pointed out by one of our informants "... and that is with a lot of
things in the library package like this, in all of it, we are at the library right now, it is mostly a

question of changing attitudes"°(Appendix: 13d)

But maybe it is not only the attitude that needs changing, it is also a question of their education, is
the library education fit fir the "new" way of running a library? We will not go in to that discussion

here, but take it in the discussion.

*®In Danish: "(...Jog det er det jo i det hele taget med mange af de ting, tiltag der er i bibliotekspakken som
sddan og i det hele det igen og i det andet sted vi er i at vaere bibliotek lige nu det er virkelig meget en
holdningsaendring i det hele taget der skal tages" (Appendix: 13d)
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So in rational choice theory it is easy to understand why the employees are reacting as the do,
because they are acting on what they know and what they think they know. They are as a group
concerned on what is going to happen to their jobs, but they are also fighting for their own place
in the big organisation, so some will be more willing than other to accept the new program,
because their expectation to what is going to happen is different for another employees view, so
even though they have the same goal to keep their job, they are not fighting for it in the same
way. Know body can know what another person thinks, so what is rational to think of the new
system is not rational for another, so they do not know what each other think or why they react as
they do, it is due to lack of communication. The one who is the resource person for the project at
Tingbjerg library is not telling the others what he know "Ehm... | have not really said anything at
the library, besides the most basic stuff. | have said it will happen, but no so much more, as | do

not think there is any reason to tell them something eight months in advance... "’ (Appendix: 13c)

he is not keeping the information to himself because he don not want to share it whit the others,
but because he do not think it is necessary to tell them something which will not happen right
now, but first in many moths time. He might think that they all share the same attitude towards
the new change. Again the key to a successful change is conversations, a talk about fears and

expectations.

*”In Danish: "@h ... jeg har ikke rigtig sagt sG meget pa biblioteket nu udover at inddrage det mest basale ting, jeg har
sagt lidt at det kommer til at ske men sd ikke meget mere, i og med at jeg synes ikke der er nogen grund til at fortaelle
dem noget otte mdneder i forvejen..."
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Novice and Expert

In order to be able to distinguish between different levels of skills, we need a set of guidelines that

tells us how to view skills. We have decided to work with the Dreyfus model is a model, which can

tell us something about how people learn and how they are given skills. The Dreyfus model is

based on five levels, which are:

1
2
3.
4
5

novice

advanced beginner
competent performer
proficient performer

expert

It is not a goal in itself that all people should be experts in any given topic. Some fields have many

performers and some experts - where a field as surgery only have few experts (Flyvbjerg 2001: 10-

11).

Depending on the individual and its current stage, there are different characteristics that are

trademarks for that particular stage. In the latter, we will shortly present each stage:
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Novice: is given a task for the first time. Learn the rules for action, the rules can be recognized
without reference to a concrete situation (Flyvbjerg 2001: 11) "At a novice level, facts,
characteristic, and rules are not dependent on context, they are context independent" (Flyvbjerg

2001: 11)

Advanced beginner: Has achieved real life experience. Recognition, which occurs because the

person is able to see similarities to prior examples in the given situation (Flyvbjerg 2001: 11-12).
"Personal experience via trial-and-error is more important than context-independent, explicit,

verbally formulated facts and rules"(Flyvbjerg 2001:12).

Competent performer: overwhelmed with recognizable elements so they are unable to prioritize,

they learn how to make plans and have goals, which helps them to prioritize. Personally involved
with their actions (Flyvbjerg 2001: 12-13). "At this stage individuals learn from themselves and

from others apply a hierarchical, prioritizing procedure for decision making"(Flyvbjerg 2001: 12).

Proficient performer: more continuous. Deeply involved in their actions based on prior experience

and actions. Analytic decision making (Flyvbjerg 2001: 16). "deep intuitive involvement in

performance thus interacts with analytic decision-making"(Flyvbjerg 2001: 16)

Expert: effortless performance. Has learned from different situations, all serving the same goal,
but achieved from different tactical decisions. Do not make plans; their skills are a part of
themselves (Flyvbjerg 2001: 17-19). "...real experts do not solve problems and do not make

decisions. They just do what "works.""(Flyvbjerg 2001:17).

There are, as you can see, different stages in learning, and as we said in the beginning, it is not the
goal to make all equal in all aspects. However, if you come to the library you assume that they can

help you with the equipment provided. Nevertheless, the library has changed a lot in the last
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couple of years, it is now a place where people come to get help with copying and printing. Facts
that are backed up by our observations, and the librarian and the office staff is not educated in the
field of technology. They are on a high level in what their education thought them, but they are
not being educated in the skills it takes to teach the citizens in the new technology. We know that
some hours of training for the staff from the libraries are meant to take place, but we are afraid
that a few hours is not enough for the staff to feel safe with the new technology, as they will
possibly lack some skills in understanding the new technology, and in teaching others - it is easier

if you are confident with the things you teach.

The people at the Culture and Leisure Administration are confident that everybody can learn the
system fairly quickly. But it is because their are thought in different fields, and they see the
libraries from the other side. As they are not present in the daily routines of the libraries, they see
a different reality- as mentioned by Mol (see Mol 2002). Their assumptions are based on a
workshop with some people from the libraries, but they have not been present at the libraries and

therefore do not know which obstacles the people deal with.

They are not experts on the running of a library, they are not even advanced beginners, because
they haven't had any real life experience in the field. This means that we have some from the
novice stage, changing the work for some proficient performer (maybe some experts), so there is a
lack of common ground. We are sure that the people from The Culture and Leisure administration
are very competent in their field, but it can be hard to introduce new technology to a group

different from your own.

We cannot expect that they people at the libraries will feel responsible for the new system
because, "The novice and the advanced beginner have only limited responsibility for the
consequences of their actions, these actions being predetermined by learned elements and fixed
rules"(Flyvbjerg 2001:13). So it can be hard also to give the ownership of the new system because

they have not been involved in the process, so they do not now all the reasons for the change. "So
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there has been some meetings, and you can say that, we have been briefed about it on the house
meetings. However, there has not been a lot of information about it, and for example - | expected

all this to have happened like a half a year ago. "*° (Appendix: 13b)

"I have not done that in this sutuation, so, | sometimes think, well this must have been decided by

the managers, right..."59 (Appendix: 13d)
"together with, and on manager level, that is it. We have not been asked"60 (Appendix: 13d)

In addition, not all of the staff of the libraries are from the generation, brought up with computers,
so even some simple skills can been missing, and then, teaching them a new program can be a

massive task.

It can also create a problem if all libraries are meant to have the same system but the persons on
the different libraries are different and the citizens have very different demands, so the new
system may work at one library but not on another; they have different ways of enacting cashless
libraries. We understand that one of the goals is to make the libraries more or less the same, but
as it is now they all have their one way of doing things: "it is easy to understand why there seems

to be a culture on the libraries - being like: if we like it, we do it."** (Appendix: 13f)

This is not possible for each place has it own way of enacting cashless libraries, the way they do it,

is in the way, which work best for the people they serve.

*% In Danish: "S§ der har varet nogle mgder, og man kan sige at, at vi har sé orienteret om det p§ husmgdet ikke. Men
det er jo ikke sddan at der er, har vaeret meget information om det vel, og, altsa for eksempel havde jeg jo regnet med
at det skulle vaere foregdet for et halvt Gr siden eller sddan noget ikke..."(Appendix: 13b)

59 In Danish: det har jeg jo ikke gjort i denne her situation her, sd, jeg kan da godt fgle det sddan okay det

er noget, det er noget der er blevet besluttet pa direktionsplan ikke..."(Appendix: 13d)

% n Danish: "sammen med, og pd chefplan og det er det... vi er ikke blevet spurgt... pG den mdde vel"
(Appendix: 13d)

® In Danish: "det er nemt, det er nemt at forstd hvorfor at der er pd bibliotekerne en kultur for, at man bare

gar det, ngr man har lyst til, hvis man har lyst til det"(Appendix: 13f)
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Some members of the staff can be considered novice or sub-novice - when considering their skills
in understanding how the systems work. Combined with the users that we know will be at a novice
level, you might say "the blind is leading the blind". Therefore, there will be situations, where the
expert (the employee) will be everything but an expert. In addition, when considering that you
must gain real life experience (not only textbook teaching), it must be anticipated that there will
be situations where the users will leave the library being disappointed because the staff did not
meet their expectations. Some users may get the impression that they are involuntary guinea pigs.

This will no doubt be frustrating for both parties.

Since the goal is to be able to provide the users/citizens with a better level of service, this is a
contradiction. Even more, you are actually forcing the users to change behaviour. In addition, even
though the change may be an advantage to the user, it is quite possible that some users will be so
much against the change, that they will find a way to sabotage the change. This will probably be
more pronounced in the segments, unfamiliar with it-technology. Either the staff will have to
teach the users or the users will simply stop using the libraries. Both outcomes differ from the

wanted outcome, resulting in a decrease in user satisfaction or an increase in needed work hours.

This paragraph shows how difficult it can be to implement a new system in a place were the
employees all of the sudden are going to be experts in a unfamiliar area, and how hard it can be
for them to gain the knowledge and expertise to serve as expert. They are at novice level and
there is a long way to expert level, and it is far from sure that they ever will become expert.
However, hopefully they will be able to advance in the system so they can teach it to the citizens.
They employees can only be trained for things, which you think, could happen, you cannot train

them for unexpected obstacles.
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Discussion

Under the processing of this master thesis and with our research question in mind, we think we
succeed in gaining knowledge on how political visions transform from decisions on a need for
innovation of new practices and technologies to the implementation in order to enhance public
services and make them more efficient. Furthermore, we gained knowledge on how project
leaders, leaders and employees in a large public organization as the culture and Leisure
Administration, interpret and imagine the implementation of new technologies and practices

differently and how they think it will affect the citizens of Copenhagen.

The aim for this thesis were at its infancy to explore how the implementation of cashless libraries
and more in particular the copy and printing solution would affect different groups of citizens.
Hence, we conducted participant observation in order to understand how the library runs on a
daily basis, and to observe how many citizens that actually came to the library to print and copy.
However, the initiation of the pilot project were delayed, due to obstacles with the consumer
ombudsman and the software. Nevertheless, while conducting the participant observation we
were made aware that there were a rising controversy between employees at the libraries and the
project leaders from the culture and leisure administration, which caused a destabilisation of the
networks we studied. Therefore, it was decided to explore how project leaders, leaders and

employees interpreted cashless libraries and how they imagine cashless libraries differently.
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Gaining knowledge and data when processing of this thesis, has been easy, as our
collaborators/project leaders have been willing to provide us with much information and relevant
documents. Furthermore, our visits and the conducting of future workshops at Tingbjerg and
@stebro library has been very fulfilling as the employees been welcoming, and were eager to
answer our questions and to participate in the discussion of how cashless libraries will affect them
as employees, their work practices and the users. Additionally, leaders and employees have been
more than willing to participate in interviews and to help us send out surveys to all libraries in

Copenhagen.

Hence, we have not met any kind of resistance, towards us as researchers entering their
organisation or to provide us with the knowledge that was needed to process this thesis, why we
are grateful to all that participated in our data collecting and whom trusts our intensions to do no

harm.

The choice of using multiplicity as our theoretical approach has given some challenges, as we were
not able to study how cashless libraries were enacted through practices and therefore pleads
towards a discourse analysis. Nonetheless, we decided to accommodate the challenges by
exploring the multiplicity of how project leaders, leaders and employees articulates their
interpretations, and presumptions of how employees, citizens and practices are affected by the
implementation of cashless libraries. However, we are aware that this thesis will differ from a
traditional Post-ANT analysis, where the goal is to study the enactment of a phenomenon through

practices.

Additionally, it could have been interesting to study cashless libraries from an ANT approach. As
ANT’s philosophy seeks to study, how actors whom relates to other actors, are not always similar
from situation to situation and how networks develops through interaction, and therefore it could

be relevant to study from an ANT approach.
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Conclusion

The chosen research question were:

“How does the decision of making a majority of libraries in Copenhagen cashless affect how

project leaders, leaders and employees imagine the effect on work practices and citizens?”

- “How do project leaders, leaders and employees interpret the innovation and

implementation process of cashless libraries?”

- “How can a multiplicity of articulated realities affect the implementation of new

technologies and work practices in public institutions?”

- “How can the Culture and Leisure Administration accommodate future obstacles when

implementing new technologies and work practices?”

Through the working process of this master thesis can there on the base on relevant theory
along with collected empiric material be concluded that the process of innovative processes
in public organisations are highly influenced by New Public Management. The decision of

making the libraries cashless, are founded on political vision, and the aim and objectives are
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decided by the project leaders from the Culture and Leisure administration, which shows
that the administration of the project is hierarchical structured. Moreover, the daily leaders

feel that this is a decision that has been taken from the top without asking the employees.

The project leaders conducted workshops with contact persons from libraries that are a part
of the pilot project, which may be an effort to reach a level of involvement, which has failed
as the contact person do not feel involved and did not feel that he had the opportunity to

object.

The project of cashless libraries involves an affect many actors with different competencies
and resources, which create boundaries. These boundaries can generate creativity and
learning of each other’s competencies and opens up a possibility to coordinate, align
interpretations and perspectives of cashless libraries. However boundaries can also cause
employees to be defensive and negative towards the implementation of cashless libraries as
they think it decreases the quality of the service and the implementation of technologies and
more efficient work practices equals them getting fired, which the results of this thesis
points towards. When implementing new practices and technologies it is important to gain
transparency in order to reach a common understanding of each other’s work practices,
interpretations and presumptions and therefore ease collaboration processes. Moreover, is
it important that the aim and goals for the implementation of cashless libraries and for the
technologies that follows, are transparent, to secure employees know the reasons, why it

should be implemented.

This thesis point towards that collaboration and involvement of affected actors will be
beneficial for innovation and implementation processes as it strengthen the feeling of joint
ownership of cashless libraries and the technologies that follows. Thus, employees will act
more as ambassadors for the new solution, and nurture its existence with that result; A

future stabilisation of the networks and that cashless libraries will be ‘black boxed’.

In a project as cashless libraries and in other innovation processes in the public sector it is
important to have transparency, which will allow involved actors to understand each other’s
practices, interpretations, aims and goal of cashless libraries. Using community of practices

may be valuable in public innovation.
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This thesis points towards that it would have been a good idea if the politicians had paid more
attention to the employee’s fears and expectations. If they had paid, more attention to this they
could maybe have avoided that the employees think a politic aim of layoffs into the project. It
should have been explained to the employees, why this new product is coming and how it will be
better for them in their day to day routine. The word undemocratic is raised during our workshop,
this should make the politicians rethink the approach to the project because of the employees

have fears maybe the citizens will to.

There has been a lack of communication from the top to the bottom, this has mean that the
employees creating their own idea of the reality. They are basing their ideas on their own
expectations, but also on what other employees tell them; these two things create a future, which
may be far from the truth. They employees should have been more involved in the process; the
vision should have been made clear to them. This could have made the employees more secure on

what the new system was going to mean for them, and how it will influence their work.

It is not easy to go from novice to experts, and it can be hard for the employees to make this
transition, to gain the knowledge needed to make the implementation successful. They will need
to learn the system while working whit it, the will get training, but you can only train the
employees for things which you think could happen, you can not train them for unexpected

obstacles.

Perspective

Technology is playing an increasingly significant role in society, so it is important to look at how
technology affect humans. In addition, in which way we make sure that technologies are
introduced or implemented in the best way possible. We decided to talk, with the people who are
the ones that will be affected by the technology, how they feel, and what ideas they have. We
have given them opportunity to express their viewpoints, what fears or ideas they have towards
getting a new system, which they have not been asked about. Our involvement in the project gave

the employees an opportunity to express all their feelings towards the project, they could speak
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freely with us, as we did not come from the either the council or from the Culture and Leisure
Administration. It could have been interesting to research, why it was even necessary for us to

serve as a valve. Most likely, this could have been handled better by the project management.

Which, leads us to the lack of communication that we have seen, and what that does to the
employees and how they are dealing with getting a new system. Another sign of mismanagement.
Why is that, that so many public projects shows sign of mismanagement. Is it because the
politicians make bad decisions, or is the many layers in the public sector. What is the source of the
mismanagement? Moreover, what could be done to prevent this, and thereby improving the rate

of success and efficiency?

Our research has dealt with some of the many different layers in the public sector, that is
implicated when one area need a new system. We have looked at how the decision can create
frustrations, due to the top down managed system. The public sector is not the easiest thing to
research as there is so many layers from a decisions is taken, to the people who are dealing with
the implications of the decision that was taken. Therefore, the structure of the public sector and
administration is a field that could provide the park for many future projects - due to its

complicated nature and may layers of bureaucracy.

This report can serve as empirical data for further projects, were the public sector wishes to
implement new technologies. The project touch upon which areas, you need to be aware of when
dealing with the interaction between technology and humans, which obstacles that can be
avoided, and where you have to be prepared for struggles. The report is of course based on
"Cashless libraries" but some of the areas can easily be adapted to other areas. Our empirical data
indicates that there is significant win if one should decide to improve the prep-phase when

implementing a new technology.
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One of the areas, which we unfortunately did not have time to deal with, is how the citizens is
going to react to the new system. The reason we did not have the opportunity is that the pilot
project was delayed. However, this could be interesting to dig deeper into, because we know
relative little of how much the citizens want cashless libraries to be implemented. We suspect that
many citizens may welcome this move, but it will not be like a festive reception. It will be
welcomed as a sign of the public sector moving into to the digital age. Most citizens will most likely
be indifferent. Then one could wonder, is it at all necessary to implement cashless libraries? Not, if
one views it from the citizen’s point of view. However, if we should view it from the politician’s
point of view - then cashless libraries could be a part of the way towards a healthy management of
the public economy. So one could view it as a necessary step, that one should applaud the
politicians for actually taking. Therefore, there is a large field of study that could be explored here.
Many projects researching the way politicians prioritize the public wealth, and on what knowledge

do they base their decisions - regarding the citizen’s wishes for the future.

We know that "Cashless libraries" is a part of an idea of making public institutions in Copenhagen
cashless, we can see our report as a source for information in how to introduce this to the
employees in the best possible way. We hope that the people we talk to in the Culture and Leisure

Administration and the mayor will be better prepared to implement the cashless system.

Our wishes is that somebody will go out to the citizens and evaluate their experience of the new
system, and find out what they can do better before the make all public institutions cashless. We
know that it is a pilot project so there is going to be some sort of evaluation, we just hope that
both citizens and employees will be able to get their viewpoints through, and that the viewpoints

will be taken seriously.
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Ethnographic fieldwork activities

This Appendix we give an overview of the conducted fieldwork.

During the processing of this master thesis, we have been in regularly contact with our
collaborators and project leaders, René Kjeld Torstensen and Morten Gundelach from the Culture

and Leisure Administration.

Besides, from the conducted ethnographic fieldwork, we use relevant articles and theory, as we
draw on documents such as the project plan, implementation strategy, strategy for the libraries in
Copenhagen 2014-2019 among others, which can be found in the appendix. The documents are
provided by our collaborators at the Culture and Leisure Administration and from leaders and

employees at the libraries.

The conducted ethnographic observation is used as background information and are not directly

used in the analysis.

Date / Method Activity

Place
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11.09.14 / The Culture and

Leisure Administration

Joint meeting

Presentation of the project
Cashless libraries and
discussion about what
knowledge we as Techno-
Anthropologists could provide
them with

08.10.14 / Copenhagen main
library

Joint meeting

Discussion about the project
Cashless libraries and which
library we should conduct our
data at

30.09.14 / Tingbjerg Library

Observation

Observation of the daily
activities at the library

20.11.14 / Tingbjerg Library

Observation

Observation of the daily
activities at the library

09.12.14 / The Culture and
Leisure Administration

Observation

Meeting between the steering
committee and the project
leaders about economy, status
of the project, obstacles
worries etc.

15.12.14 / @sterbro Library

Observation

Observation of the daily
activities at the library

05.01.15 / @sterbro Library

Observation

Observation of the daily
activities at the library

06.01.15 / @sterbro library

Observation

Observation of the daily
activities at the library

15.01.15 / Culture and Leisure
Administration

Joint Meeting

Status of the project and
exchange of project documents
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20.01.15 / Gladsaxe Main
Library

Interview

Interview about their
copy/printing solutions:
Benefits and obstacles

06.02.15 / @sterbro library

Future Workshop

Future Workshop about
critiques and ideas/solutions for
the project; Cashless libraries.

13.02.15 / Tingbjerg library

Future workshop

Future Workshop about
critiques and ideas/solutions for
the project; Cashless libraries

18.02.15 / Tingbjerg library

Interview

Interview with the daily leader
of Tingbjerg library about daily
routines, how he imagine
cashless libraries affect future
work practices, benefits and
obstacles by the
implementation of cashless
libraries and the future library

18.02.15 / Tingbjerg library

Interview

Interview with the resource
person from Tingbjerg library
about involvement of
employees in the project, the
progress, and benefits and
obstacles.

18.02.15 / @sterbro library

Interview

Interview with the daily leader
of Tingbjerg library about daily
routines, how he imagine
cashless libraries affect future
work practices, benefits and
obstacles by the
implementation of cashless
libraries and the future library

20.02.15 / City hall

Interview

Interview with the Culture and
Leisure Mayor about the vision
and reasons for the
implementation of cashless
libraries and visions for the
future libraries
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26.02.15 / The Culture and
Leisure Administration

Joint meeting and interview

Status of the project exchange
of project documents and
interview about the project
process and benefits and
obstacles

27.02.15 / Main library

Interview

Interview with the leader of
library development
department about the
implementation of cashless
libraries and benefits and
obstacles and the future library

03.03.15 / Culture house at
Tomsgardsvej

Interview

Interview with the leader of
Culture North about reasons for
participating in the pilot
project, benefits and obstacles
and the future library

26.03.15-19.05.15

Survey

Survey sent to all employees
from libraries in Copenhagen
about the project cashless
libraries
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Indholdsfortegnelse
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Omprioritering pa Kebenhavns Biblioteker

- Skoler og ungdomsuddanne]ser
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- Det opsegende bibliotek
- Kompetenceudvikling og tillidshaseret orgamisation ... 16
Opsamling

Indledning

Kultur- og Fritidsforvaltningens tilbud medvirker
direkte til at gare Kgbenhavn til en attraktiv by

Esbenhavn er en attraktiv by at leve 1. Det konstateres jzvnligt 1 internationale sammenligninger,
og det stzrkt stigende indbyggertal vidner om, at byen eri en nvende udvikling. Dette kommer
blandt andet til udiryk ved etablering af helt nye bydele og et endon mere internationalt preg. I
Eebenhavn et der en overondnet politisk ambition om sget vaekst 1 form af viden, inmovation og
beskafhgelse for at fastholde og forsterke denne udvikling. Kultur- og Fotidsforvalinmgens tilbud
medvirker direkte til at gore Kobenhavn til en attraktiv by at bo 1 og giver den enkelte kebenhavner
mulighed for at bidrage til byens vekst.

Bibliotekenes lovbestemte formal er at fremme oplysning, uddannelse og kulturel aktivitet ved at
stille bager og andre materialer til ridighed. Dermed understotter realiseringen af bibliotekets
formal direkte de overordnede politiske visioner for Esbenhavn. Bibliotekeme kan imidlertid ikke
opfylde formalet alene ved at fastholde den traditionelle biblioteksrolle og opgavelssning. Der er
behov for 2ndrnger 1 bibliotekets rolle og nye bibliotekstilbud.

Kebenhavns Biblioteker et samiet tilbud til borgeren pa tveers af bydelene

Esbenhavns Biblioteker er en integreret del af det kultur- og idretstilbud samt den borgerservice,
som borgeren moeder i den enkelte bydel. Den organisatoriske forankning i bydelen skaber
sammenhzng og synergl mellem det lokale bibliotek, kulturhus og borgerservice og 1 samarbejdet
med de svrige institationer i lokalomradet. Derudover udger Esbenhavns Biblioteker et samlet
tilbud til borgeren pa tvaers af bydelene. Det er dette samlede tilbud, som er hovedfolus for
biblioteksstrategien
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De overordnede politiske ambitioner orm mere uddannelse
og ggede kompetencer betyder, at man ikke kan undveere bibliotekerne

Ksbenhavns Bibliotekers sterste udfordring er at realizere folkebibliotekermnes formal om at fremme
oplysning, nddannelse og kulturel aktivitet 1 ef samfimd, der stiller sterre krav til den enkelte borger
Globalisenngens konkwrencepres og samfundets sgede kompleksitet betyder, at abliotekernes
formal er mere relevant end nogensinde for.

Der er imidlertid brug for andre redskaber til at realizere formalet Det er ikke lengere tilstrekkelist
at give adgang til en bogsamling og at udline bager Der er samtidig ingen grumd til at forvents, at
den generelle overflod af information og kommercielle medier 1 sig selv vil fremme oplysning,
uddannelse og kulturel aktivitet for alle borgere.

Udgangspunktet for strategien er en mere malrettet biblioteksbetjening af kebenhavneme. Gennem
oget selvbetjenmg. flere digitale matenialer og nye former for digital betjernimg bliver det muligt for
sterstedelen af bibliotekshmgeme at blive mere selvijulpne. Det miver en effektivisenng og
mulighed for at give bedre tilbud il de borgere, der ikke er selvhjulpne og til at lave opsegende
biblioteksservice for borgere, der ikke 1 dag bruger biblioteket. Den personlige vejledning malrettes
derved 1 hajere grad de borgere, der ikke kan benytte andre tilbud.

Desuden lzgger strategien op til at skabe nye og flere aktiviteter 1 bibliotekerne ved at inddrage

borgeme 1 tilretteleprelse og gennemfarelse af eksempelvis arrangementer. lesekiubber og
formidling.

Biblioteket skal 1 hejere grad vere et sted. hvor borgeme bliver klogere sammen  Det kan vaere
rammen, hvor borgeme sammen fremmer oplysning, nddannelse og kulturel aktivitet. Det sker ikke
af sig selv, men krever en 2ndret rolle for abliotekets medarbejdere og fysiske rammer, der
understotter nye former for aktiviteter

Desuden skal der vere bedre adgang til biblioteket og til materialerne bade 1 fysisk og digital form.
Det kan ske ved udvidelser af Sbningstiden og et udbygget digitalt bibliotek.

Egbenhavns biblioteker skal gore en storre forskel for flere kebenhavnere. Med “sterre forskel
“menes, at bibliotekerne vil mere end at udlane beger. Borgeme skal i endm hejere grad tilbydes
mulighed for inspiration, diskussion. vejledning og uformel lenng. Ambitionen om at befjene flere
kabenhavnere mdebarer, at Kabenhavns Biblioteker 1 hojere grad vil arbejde systematisk og
milrettet for at £i flere kobenhavnere til at bruge biblioteket. Her er det digitale bibliotek og digital
betjening va:smthge redskaber. Den overordnede ambition kan kun realizeres ved 1 hajere grad at
inddrage borgerne pa det firsiske bibliotek, sa borgeme bliver klogere sammen. Det kan
eksempelvis ske germem studiegrupper, kiubber, skrivevaerksteder og amrangementer

Det opsegende bibliotek

Det stabile besggstal, udldn og den hgje brugertilfredshed viser,
at det kigssiske bibliotek efterspgrges af kebenhavnerne

Egbenhavns Biblioteker befinder sig udviklingzmeessigt 1 en mellemposition mellem det klassiske

folkebibliotek og det, man kunne kalde det opssgende bibliotek. Samlimgen spaller fortsat en central

rolle for Eebenhavns Biblioteker, og er den vesentligste gnimd til at borgerne kommer pa

biblioteket. Derudover udbyder Kebenhavns Biblioteker en bred vifte af amangementer og bruger

mange Tessourcer pa traditionel litteraturformidling og vejledning af borgeme. Der er et stabilt hajt

udlénz- og bessgstal hvilket viser, at det klassizke bibliotek fortsat er efterspurgt af kebenhavnerne.
2
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Samtidig kan det konstateres at bibliotekets samling fr stemre konknrence fra et sget mediendbud
pa internettet. Det har forelabigt veret mest ndtalt pa musikomradet. Demdover benytter en mindre
andel af borgemne biblioteket, og flere borgere henter deres imspiration til musik, film og hitterator
via sociale medier og andre fora pa internettet.

I det klassiske bibliotek er der meget folus pa samlingen, men ikke si meget pa hvilke borgere, der
benytter den. Nér andelen af borgere, der benytter biblioteket falder, risikerer biblioteket at svigte
missionen om at fremme oplysning, nddammelse og kulturel aktivitet for alle borgere. Biblioteket
kan nemt nsikere at blive et tag-selv-bord for ressourcestzrke borgere. Det opsegende bibliotek

tager udgangspunkt i de #ndrede rammebetingslzer og fokuserer mete pa borgeren end pa
samlingen.

Der arhejdes for, at alle kabenhawnere har de nedvendige kompetencer til at kunne omsatte mfor-
mhmﬂwdmugﬂatﬁmg&msamhmxkehﬂurfmbmgﬁeugmfmﬂsddwlzmgng
borgernddragelse spiller derfor en starre rolle, og der falges uppamdsaimnwdalm&keﬂ’ektug
falge bestemte malgruppers brug af biblioteket. Borgeren betragtes kke kam som bruger. men ogsa
som bidragsyder, fordi mange af aktiviteterne har som mal, at borgeme bliver klogere, - sammen.

Borgeren betragtes som en aktiv medborger og en ressource bade i bibliotekets lenings- og
kulturaktiviteter I det klassiske bibliotek er bibliotekssystemet det centrale it-system Det handterer
transaktioner i forhold til samlingen og holder styr pa, bvad borgeme har lint, og hvad de skylder i
gebyrer Fremtidens centrale it-system for biblioteket kan blive et sakaldt customer relations

system, der som navnet antyder 1 stedet har fokus pa borgeme og deres relationer til
biblioteket.

Fra samiing til service; fra transaktioner til refationer

Figur 1: Det klassiske op det opsggende bibfiotek

Det klassiske bibliotek Det ops@gende bibliotek

Medier er en knap re

5 samling er
bargeran
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Det opsogende bibliotek er en tankegang. som komplementeter og bygger ovenpa det klassiske
bibliotek. I ibliotekskredse tales der om denne ndvikling som et skifte fra samling il service og fra
transaktioner til relationer Samlingen er fortsat prundlaget for biblioteksbetjeningen. men der er et
oget folus pa service. Det anses ikke som =3 eller verdiskabende at have mange
udlinstransaktioner, men i stedet arbejdes der pa at skabe relationer til borgeme og mellem
borgeme. Besknivelserne 1 figur 1 skal ses som yderpunkter 1 et kontimmm. Bibliotekerne befinder
sig i en mellemposition, hvor der er elementer fra begge typer, men bevegelsen gir mod det
opsegende bibliotek.

Skiftet fir betydning for mange aspekter af biblioteksbetjeningen, indretningen af det digitale
bibliotek og pnontenngen mellem bibliotekemes akfiviteter. I strategien medferer prioriteringen af
det opsegende bibhiotek, at det er formmleret som et generelt indsatsomrade ligesom tankegangen e
afspejlet 1 tre szrlige indsatsomrader

Omprioritering pa Kebenhavns Biblioteker

Esbenhavns Biblioteker arbejder lebende pa at effektivisere bibliotekshetjeningen og er i lighed
med avrige institttioner 1 Ksbenhavns Kommune underlagt besparelser pa driften. Udviklingen af
bibhiotekshetjeningen i de kommende &r forventes derfor at ske mden for en reduceret skonomisk
ramme. Kebenhavn vokser med 1.000 borgere om méneden og disse borgere skal betjenes af
bibliotekemne mden for den reducerede ekonomisk ramme. Kobenhavns Biblioteker har sambdigt et
enske om at prioritere nye omrader og at arbejde mere opssgende. Det indebzrer, at der er et bahov
for at frigere ressourcer fra den eksisterende biblioteksbetjening. Nogleordene 1 denne mdsats er
digitalisering, serviceoml®zgming og modemisering af bibliotekerne.

- Digitalisering
Det vigtigste materiale | det digitale bibliotek er e-bgger

Et vesentligt indsatsomrade i strategien er ndviklingen af et egentligt digitalt bibliotek til
kobenhavnerne. Indsatsomradet er preesenteret nedenfor. Det vigtigste materiale i det digitale
bibhiotek er e-boger. Ifurhﬂldﬁlumpﬁn-ritm'ngez digitalisering af bogsamlingen derfor en central
indsats. Kabenhavns Biblioteker vil arbejde malrettet for, at borgeren velger den digitale udgave af
bogen eller Iydbogen, nir det et muligt og giver mening.

E-beger giver borgeren en rekke fordele og den nemmere digitale adgang gor litteraturen mere
attraktiv i forhold 6l konkurrerende medietilbud. Demdover vil et skifte il e-bager fremme en
hurtigere digital omstilling og frigore ressourcer til at opna de nedvendige besparelser og udvikle en
endnn bedre biblioteksbetjemng. Nedenstiende fipur vizer nogle af de besparelser, der er ved at
vzlge e-bager frem for trykte bager (skonomiske gevinster) og nogle af de fordele, der et ved e-
begeme (kvalitative gevinster).

Digitalisering af samiingen foregar i nationalt
samarbejde mellem bibliotekerne og med Danskernes Digitale Bibliotek
Digitaliseringen af Ksbenhavns Bibliotekers bogsamling organiseres som et fleririgt projekt og
foregar i samarbejde med landets avrige biblioteker i reg af folkebibliotekemes felles e-
bogstjeneste eReolen og Danskernes Digitale Bibliotek.
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Figur 2: Fordele ved e-bgger
Digitalisering. Fordele ved skifte fra trykte beger til-beger

Gkonomiske gevinster Kvalitative gevinster
Klargering Formidling (f.eks. iapps, deling af
bogpassagerp3 sociale medier)
Opbevaring Tilgeengelighed{stor sknft,
ski #esning, ord
Bibliotek [— e
Handtering Mulighed for smagsprever og
dermed farre fortrudte 13n
Distribution Bedre statistik og reduktion af
ventetid p3 materialer
Transport (athentning /| Bekvemmelighed
aflevering) (tidsuafhzengighed bogen er altid
med pa telefon/tablet)
Borger
Gebyrer Bedre funktionalitet (navigation,
bogmeerker, synkronisering mellem
lzeseenheder)

- Serviceomlagning

Kebenhavns Biblioteker skaber en mere
systematisk tilgang til betjening af borgerne

Eobenhavns Biblinteker emsker at skabe en mere systematisk tilzang il betjening af borgerne og at
frigore ressourcer til andre indzatser. En vigtig mils®ining er at fripere medarbejdere fra
tidskrevende individuelle vejledningsopgaver til malrettede og opsegende indsatser.

Derfor gennemfores som et flerarigt projekt en omfattende serviceoml@gning, hvor forskellige
omrader af biblioteksbetjeningen #ndres. Det forventes at resultere 1 aget selvbetjening og en mere
ensartet service pa nogle omrader. Det betyder ikke nedvendigvis et lavere serviceniveau, men kan
eksempelvis omfatte mere digital betjening og rammer for betjeningen af enkelte borgere, hvis der
er andre i ka.

Bibliotekerne gaér borgerne mere selvhjulpne

Det kan og=a indebare en mere opgavebestemt bemanding pé bibliotekeme og en mere
differentieret service 1 dbningstiden. Borgere kan eksempelvis vaere henvist til selvbetjening i

med lav bemanding, men fa mulighed for s;ar].lgue_]]-edmngpa udvalghe tidspunkter.
Eebenhavns Biblioteker vil arbejde pi at gere borgeme selvhjulpne pa udvalgte omrader
eksempelvis genmem bedre kommumikation og vejledninger.

Hvor det er mmlligt vil kollektiv vejledming eller undervisming for grupper supplere eller aflaste den

individuelle vejledning i forhold til bestemte malgrupper. Det kan eksempelvis vere gymnasielever,
der far kollektiv vejledning i litteratursegning til studieretningsprojekts-opgaven (SEP) i 3g.
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Figur 2: Fordele ved e-bgger
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- Serviceomlagning

Kebenhavns Biblioteker skaber en mere
systematisk tilgang til betjening af borgerne

Eobenhavns Biblinteker emsker at skabe en mere systematisk tilzang il betjening af borgerne og at
frigore ressourcer til andre indzatser. En vigtig mils®ining er at fripere medarbejdere fra
tidskrevende individuelle vejledningsopgaver til malrettede og opsegende indsatser.

Derfor gennemfores som et flerarigt projekt en omfattende serviceoml@gning, hvor forskellige
omrader af biblioteksbetjeningen #ndres. Det forventes at resultere 1 aget selvbetjening og en mere
ensartet service pa nogle omrader. Det betyder ikke nedvendigvis et lavere serviceniveau, men kan
eksempelvis omfatte mere digital betjening og rammer for betjeningen af enkelte borgere, hvis der
er andre i ka.

Bibliotekerne gaér borgerne mere selvhjulpne

Det kan og=a indebare en mere opgavebestemt bemanding pé bibliotekeme og en mere
differentieret service 1 dbningstiden. Borgere kan eksempelvis vaere henvist til selvbetjening i

med lav bemanding, men fa mulighed for s;ar].lgue_]]-edmngpa udvalghe tidspunkter.
Eebenhavns Biblioteker vil arbejde pi at gere borgeme selvhjulpne pa udvalgte omrader
eksempelvis genmem bedre kommumikation og vejledninger.

Hvor det er mmlligt vil kollektiv vejledming eller undervisming for grupper supplere eller aflaste den

individuelle vejledning i forhold til bestemte malgrupper. Det kan eksempelvis vere gymnasielever,
der far kollektiv vejledning i litteratursegning til studieretningsprojekts-opgaven (SEP) i 3g.
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Serviceomlzgmingen vil omfatte en rekke nye servicetilbud blandt andet 1 form af flere
programsatte akfiviteter og mere opsagende og malrettet bibliotekshetjening. En del af det nye
udvidede servicetilbud vil blive etableret gennem inddragelse af borgere eksempelvis i
klubvirksomhed og nethaserede fora.

Det er forst og fremmest medarbejdemes engagement og kompetencer, der skaber service-

omlzgningen og den understottes derfor af en flerfrig kompetencendviklingsindsats for
medarbejderne.

Modemnisering af bibliotekerne
Det fysiske bibliotek er stadig kernen

Det fysiske bibliotek er kemmen 1 Ksbenhawns Biblioteker, og det er vigtigt at fastholde og ndvikle
gode fysiske rammer for bibliotekshetjenmgen

Efterhinden som udlin af fysiske materialer fir mindre betydning, skal bibliotekeme i endm hejere
grad end tidligere tiltrekke borgeme med andre tilbud, der giver dem lyst til at ophelde sig der 1
lengere tid. Det bliver 1 hej grad 1 det fysiske bibhiotek og 1 medet mellem borgere at Kebenhavns
Biblioteker vil fremme oplysming, ndvikling og kulturel aktivitet. Det stiller storre krav til
indretningen og aktiviteterne 1 det fysiske bibliotek.

Det fysiske hibliotek il fortsat vaere det vigtigste element 1 bibliotekshetjeningen men det er
samtidig ressourcekrevende. Kebenhavn skal have biblioteker, hvor alle borgere har lyst il at
komme, og hvor arrangementer, formidling og facilitering fumgerer som traekplaster og katalysator
for oplysning, uddannelse og knlturel aktivitet. Det vil kreeve mudler til modemisermg af en rekke
biblioteker.

Figur 3: Bibliotekerne i Kgbenhawm
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En modemisering kan ogsa omfatte samlokalisering, siledes at det lokale folkebibliotek ogsa
fimgerer som for eksempel skolebibliotek eller kulturhus. Samlokalisering med skolebiblioteker
understatter desuden den strategizske priortering af bermn som s#1lig malgruppe.

Strategiens sarlige indsatsomrader

Der er udvalgt tre serlige indsatsomrader i strategien. Det er for, at Kebenhavns Biblioteker
i de kommende fem &r ansker at prioritere mdsatsen pa disse omrader s=rlig hajt. Selve tilzangen til
strategien er mspireret af en model, der anvendes af bibliotekeme 1 den amenkanske stat Ohios
hovedstad Columbus.

Strategien har tre s&rlige indsatsomrader:
Skoler og ungdomsuddonnelser, Bgrn og kuitur samt Aktive borgere

De tre serlige indsatsomrader har faet overskrifterne "Skoler og ungdomsuddannelser.” "Bem og
kultur” samt "Aktive borgere.” Omraderme er udvalgt pa baggnmd af analysen af bibliotekernes
rammevilkir sammenholdt med de serlige ndfordrnnger 1 Ksbenhavn, som bibliotekerne kan
bidrage til at lose. De tre omrader er samtidig konkrete eksempler pa indsatser, der fremmer
henholdsvis oplysning, uddannelse og kulturel aktivitet.

- Bern og kultur
Bern er flittige biblioteksbrugere og tager de voksne med

Bibliotekshetjening af bem et et af de omrder, hvor bibliotekerne historisk har organiseret
indsatsen efter malgruppen. Bemebibliotekaren gor en stor indsats, og den seneste
kulturvanemmdersagelse viste, at bomene er szrdeles flitige brugere af hiblictekerne. Ladsagelse af
bom er desuden én af de vesentlize gronde til, at voksne kommer pa biblioteket.

Indsatsomradet er crganiseret efter malgrmppen. Det er udvalgt, fordi Ksbenhavns Biblioteker
ensker at fastholde en s=rlig bibliotekstilgang il kulturformidhing til bem, hvor der er plads til leg
og til madet med mange forskellige kulturelle ndiryk pa bemenes preemisser.

Man ved at den tidlige indsats giver en stor effekt Bems mede med boger 1 forskolealderen har stor
betydning for senere lesevaner Det var kemen 1 Kebenhavns Bibliotekers tidligere program
Sprogporten og det muverende nationale program Bogstart. Her far udvalgte famihier besag af
bibliotekarer umiddelbart efter bamets fadsel forzldrene modtager en boggave, og der tales om
tidlig sprogstinmlenng. Kebenhavms Biblioteker har ikke lengere ressourcer til den type indsats,
men encker at styrke den miverende indsats med tifbud om en boggave, nir bamet fylder 2 &
kombineret med en mere milrettet mdsats overfor forzldrene.

Indzatsen overfor bernene kan ses som et led 1 Kommumens overordnede indsats for at tiltrekke og
fastholde bemmefamilier 1 Kebenhavn
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Strategisk fokus Effek:
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En vasentlig malsetning for indsatsen er at £ flere kebenhavnske bam pa biblioteket og oge
udlénet af bernebager. Det indeberer, at indsatsen folges gennem nye og mere detaljerede nagletal.
For at understotte mdsatsen vil Eabenhawvns Biblioteker styrke det bydzkkende netvark for
bomebibliotekarer og fokusere pa udviklingen af nye biblioteksrum for bemn. Som led 1 indsatzen
vil Ksbenhavns Biblioteker styrke og systematisere de mange partnerskaber med kumst- og kalturliv
pa bameomradet for blandt andet at kumne udnytte gode amangementer pa tvars af byen.

Eulturformmdling til bern har geme en anden form end for voksne, og Kobenhavms Biblioteker
emsker i sterre omfang at anvende gamification som led 1 lznng og kulturformidiing.

- Skoler og ungdomsuddannelser

Eabenhavns Biblioteker har defineret dette indsatsomride som institutionsrettet. Formalet er at
bidrage til, at eleverne bliver krtiske mformationsbrugere og iviige l#sere gennemn et samarbejde
med udvalgte kebenhavnszke skoler og gymnasier Kobenhavns Biblioteker har ikke ressourcer til en
malrettet indsats overfor alle de ca. 60 kebenhavnske skoler og 15 gymnasier, sa indsatsen foretages
dér, hvor der kan etableres et formelt samarbejde og udbyttet virderes at vare sterst 1 forhold il
indsatsen

Somarbejdet mellem folkeskole og bibliotek kan toge vdgangspunkt i
Iitteraturformidling, media literacy og digital dannelse

Indsatserne overfor folkeskoleme tager udgangspunkt 1 eksisterende samarbejde og 1 mtentioneme 1
folkeskolereformen Med udgangspunkt i reformens ambitioner om Den Abne skole emsker
Eaobenhavns Biblioteker sammen med udvalgte skoler at udvikle lenngstlbud og fungere som
eksterne |ermgsmljser. Bibliotekernes folus er iser at fremme fotidslesning og der vil derfor vare
fokus pa litteraturformidling. men det kan ogsa omfatte emmer som media literacy og digital
dannelse.

Desuden emsker Eebenhavns Biblioteker at mode eleverne pa skolen og arbejder derfor pa at kunne
tilbyde Litteraturformidling og anden biblioteksbetjening, som en ordning tilrettet forskellige
klassetrin. Endelig emsker Eabenhavns Biblioteker at styrke eksisterende tilbud som sommerbogen
og skniveveiksteder ved at koordinere og udvikle indsatserne sammen med udvalgte skoler.

Strategisk fokus Effekt

SKOLER OG
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Eforhnldﬁlmg&nnmﬂ&mme]xﬂmbﬁhrmdsaﬁmm 1 at bidrage til at age elevemes
informationskompetence bla. 1 overensstemmelse med intenfioneme 1 gymnammefonnen
Bekendtgarelsen om gymnasieskolen fordrer en rekke bibliotekstilbud pa det enkelte gymmasium,
men nevner aldng eksplicit, at der skal vere et bibliotek. Det har betydet store mveauforskelle 1
bibliotek shetjeninzen pymmasierne imellem  Indsatsen fra Kebenhawns Biblioteker omfatter dels en
generel indsats 1 forhold til mformationskompetence pa alle ungdomsnddannelzer og malrettede
tilbud 1 forbimdelse med storre opgaver. Bibliotekareme vil 1 storst muligt omfang gennemfare
kurser eller kollektive vejledningsforleb som aflastning og supplement fil den ret tidskrevende
individuelle vejledning.

Esbenhavns Biblioteker vil evaluere indsatsen ved eksempelvis at male tidsforbruget pa
fntidslezsning blandt de mvolverede elever

Indsatzen vil =& vidt muligt forega 1 samarbejde med skole- op gymnasiebiblioteker Desuden kan
den kobles til ndviklingen af det digitale bibliotek og digitalisening af matenialer til bestemte
argange eller opgaveforlab.

- Aktive borgere
Det tredje s#rlige mdsatsomrade er et myt perspektiv pa biblioteksbetjeningen med det formal at
involvere borgeme under overskniften aktive borgere.

Borgeren er hovedoktgren i sit eget oplysningsprojekt,
mens biblioteket danner rammen

Bibliotekets arbejde for at fremme oplysning 1 det senmodeme samfimd kan ikke alene besta i at
stille materialer til ridighed og gennem bibliotekarisk formidling fremhzve kvalitet, alsidighed og
aktualitet Kebenhavns Biblioteker skal fremme lening baseret pa valid information og kvalitet
inden for litteratur, musik og film Det er mmidlertid ikke lzngere biblioteket, men borgeren, der er
hovedaktaren 1 oplysningsprojektet. Kebenhawns Biblioteker ensker at skabe ranmmerne for at
borgeme 1 fellesskab kan dele og fortolke litteratur, rmsik og film samt diskutere kvalitet og skabe
felles viden.

Alle borgere skal have kompetencer og muligheder for at skabe ny viden og for at forme en
muanceret og kntisk tilgang til medier og kultor I den sammenheng er borgeme ikke blot brugere,
men 1 hajere grad bidragsydere og skabere. Esbenhavns Biblioteker skal bidrage til. at borgeme far
aktiv rolle bade i forhold til medier, debat og kultur,

Nedenstaende figur illustrer bibliotekernes verdiskabelse. Samlmgen er grundlaget for

aktiviteterne. Borgerens adgang til samlingen er gnindlaget for bibliotekets formidling og
arrangementer. Dette danner grundlag for inddragelse af borgeme 1 kurser og klubber eller for
borgemes egne bidrag i eksempelvis skniveverksteder eller fablabs.

Bibliotekets tilbud er baseret pd en materialesamling, og biblioteket skaber is®r vardi for borgeren
ved at give nem adgang til materialerne. Samlingen og adgangen til den udger 1 dag fimdamentet
for bibliotekets tilbud. I figuren er det illustreret ved omfanget af de o nederste elementer.
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Figur 4: Vaerdiskahelsen i biblioteket
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Materialeme bliver efterhénden digitale, og borgerens adgang til dem bliver nemmere. Bibliotekets
unikke bidrag bliver 1 hajere grad at skabe aktiviteter med ndgangspunkt 1 litteraturen, nusikken og
filmen I et digitalt mediebillede ligger bibliotekets szrlige tilbud til borgeren i den everste del af
pyramuden.

En god bog er siledes meget veerdifuld for den enkelte borger. Det er imidlertid ogsa verdifuldt at
diskutere en god bog med andre, der ogza har lzst den. Ved at skabe rammerme for diskussion kan
biblioteket tilfare en verdi, som bogen ikke har i sig selv. og som borgeren ikke far hos
boghandleren.

Esbenhawns Biblioteker har mange lzseklubber, og der er stor efterspergsel efter fleve blandt
borgeme, og antallet kan ndvides ved at inddrage borgere som frivillige facilitatorer af lesekiubber
En undersagelse gennemfart 1 2012 wviste, at der er interesse blandt bibliotekets brugere for at
bidrage til denne type aktiviteter

Feelles indsatser fro Kgbenhavns Biblioteker og Kebenhavns Borgerservice
kan udbygges yderiigere, efter etablering af den nye forvaitning

En wigtig del af indsatsen er at fremmme [Ennesinitiativer mden for lzsning og digitale kompetencer
Bibliotekemne har et godt samarbejde med Kabenhavns Borgerservice om et omfattende

kursustilbud under oversknften Digital Kebenhavner, og dette samarbejde kan udbygges yderigere,
efter at borgerservice og bibliotekerne er kommet 1 samme forvaltning. Et andet oplagt
samarbejdsomrade er malsztminger om at bruge digitale muligheder til at give borgeme mere
indsigt i og indflydelse pa politiske beslutmnger 1 Ksbenhavn Digitaliseringsstyrelsen har lanceret
en handlingsplan for denne type initiativer med titlen "Open government.” Det fiysiske biblioteks
fimktion som rum for offentliz debat kan supplere den digitale indsats.

Biblioteket har en vighg rolle som demobratisk mstitution, der fremmer fii og lige adgang il
11
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information I praksis er biblioteket et af de ikke-kommercielle madesteder, hvor borgemne kan
mades 1 deres egenskab af hipevardige samfimdshorgere og deltage 1 demokratick debat.
Indsatsomradet fastholder denne fimktion med fokuseringen pa den aktive borger, der deltager og
bidrager og med bablioteket som en indzang til et demokratisk fzllesskab.

Den tatite lokale kobling mellem biblisteker. kulturhuse og borgerservice betyder, at strategien kan
udnytte en bredere vifte af kompetencer og ressourcer. Enlturhusenes rolle som ramme om
borgemes egne projekter og skabertrang kan siledes inspirere bibliotekermnes indsats for stere
borgerinddragelse. Pi tilsvarende vis kan de sterke digitale kompetencer hos Borgerservice og
fokuseringen pa at ege borgemes digitale kompetencer vare et vighigt bidrag til at etablere et
digitalt bibhiotek og udbrede digital bibliotekshetjeming. Desaden giver forvalimingens fusion med
Borgerservice mulighed for at udbrede koblingen mellem bliotek og borgerservice til flere
omrader af byen.

Esbenhawns Biblioteker emsker desuden at samarbejde med folkeoplysningen og foreminger om at
udvikle mye tilbud til borgeme. Det er forventningen. at dette indsatsomrade vil bidrage til at styrke
sammenholdet 1 lokalsamfimdet.

Strategisk fokus Effekt

AKTIWVE BORGERE

s Stzerke og mangfoldige
Alle Kpbenhamere kan bidrage T e o lolcala fallesska bar
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En vigtig milsetming for indsatsomridet er at sge antallet af akfiviteter, hvor borgerne selv
bidrager. Demdover vil det vare vesentligt for Ksbenhawvns Biblioteker at fokusere pa malgrupper,
som har serlig behow for bibliotekemes lenngstlbud og at falge deres benyttelse med ved hj=lp af
nye nogletal

Strategiens generelle indsatsomrader
Det fysiske, digitale og opségende bibliotek er generelle indsetsomrader

Parallelt med de serlige indsatsomrader vil Eobenhavns Biblioteker arbejde med fire mere
generelle mdsatser, som omfatter sterre omrader af bibliotekets vitksombed De har overskrifterne:
Det fyrsiske babliotek, Det digitale bibliotek, Det opsagende bibliotek og Kompetencendvikling og
tillidsbaseret organisation. Der er et t=t samspil mellem indsatsomrademne, Det fysiske bibliotek er
det mest ressowrcekrevende omrade, og der er behov for en omlzgning af bibliotekshetjeningen her
for at knmne etablere de s®rlige indsatsomrader og arhejdatma&detnpmgmiehﬂ}]jmek Omvendt
er bade det digitale bibliotek og nogle af aktiviteterne under de szrlige indsatsomrader tenkt som
en aflastming af nogle af servicetilbuddene 1 det fysiske bibliotek. Aktiviteterne under
indsatzomradet kompetencendvikling og tillidsbaseret organisation understatter alle de ovrige
indsatzer og bidrager til at bygge bro mellem det klassiske tabliotek og det opsegende bibliotek.

12
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- Det fysiske bibliotek

De fy=iske biblioteker er kemen 1 bibliotekstilbuddet i Esbenhavn. Die kommende irs udfordring
bestir 1 at genmemfere en omlzgning af biblioteksbetjenimgen i det fyziske rum, 53 de meget fine
besags- og tilfredshedsstal bevares eller endda oges yderligere samtidig med at der frigores
ressourcer fil nye aktiviteter Bibliotekstummet skal tilpasses hibliotekernes 2ndrede rolle. Der skal
skabes plads til flere mennesker pa biblioteket blandt andet gennem ferre recler efterhinden som
bageme digitaliseres, og biblioteksnummet skal anvendes til flere programsatte aktiviteter.

Fremtidens fysiske bibliotek kreever fleksible og intelligente rum

Der bliver behov for fleksible ngmte]hgmtenm, som kan tilpasses de mange lokale behov 1
Bummet skal bruges til atfremme oplysning, nddannelze og kulture] akhmtetngh]bhﬂtdmts
medarbejdere skal bidrage il at skabe mmmeme og facilitere aktiviteterne. Derfor er helt
ubemmdedﬂhbhntekﬂmke-vdﬂgneﬂmmg,mmdﬁskﬂame}dmpaydmhgﬁtndmdﬂmﬁ
den selvbetjente dbming=tid sa der bliver sget adgang til samlingen Desuden skal biblioteksnmmet
bevares som et uformelt modested og som ramme om fordybelse, hvor man kan veere alene sammen
med andre.

Strategisk fokus Indsais Effelt
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Matenialehindtenngen er rj'gmden 1 det felles bibliotekstilbud. De kebenhavmske biblioteker har
felles materialesamling, og pi den made optimeres ndnyttelsen af samlingen pa tvaers af de 21
biblioteker. Materialehandteringen er blevet optimeret genmem flere &1, og de fleste transaktioner
foregir ved selvbetjening. Senest har Kobenhavns Biblioteker indfert et oyt mtelligent
logistiksystem, der optimerer flowet af materialer mellem bibliotekeme og ved ljzlp af RFID-tags
holder styr pa, hvor hver enkelt bog er placeret. Eebenhavns Biblioteker vil fortsztte med at

optimere matenialehindteringen for at sikre en effektiv ressourcendnyttelse og forbedre borgemes
adgang til relevante materialer

Udlén af fysiske materialer er kendetesmet ved at vere en standardiseret proces med haj volumen
omfattende selvbetjening og et forbrug, der typizk foregar 1 borgerens eget hjem. Denne
traditionelle type biblicteksbetjening giver hoje besagstal i forbindelze med aflevering og
afhentning af matenaler og en mere moderat brug af biblioteksrummet, fordi matenalerne bruges
derhjemme. Dermudover skaber behovet for at udlane og aflevere de fysiske materialer en j@wmhg
kontakt mellem borger og bibhiotek

Den digitale omstilling skal felges op med initigtiver og tifbud i det fysiske rum

Efterhinden som disse transaktioner erstattes af digitale materialer #ndres benyttelsesmenstret,
fordi borgeren ikke behaver at komme pa biblioteket. Hvis det fysiske bibliotek ogsa pa lengere
sigt skal gare en forskel 1 borgerens hverdag, skal borgerens anledning il at besage ablioteket tkke
vare udlan og aflevering. Kobenhavns Biblioteker vil anvende armangementsvitksomheden, det
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digitale bibliotek, den opsegende indsats og indsatsen overfor bern som midler til at fa borgerme til
at besage det fiysiske bibliotek. Her vil forskellige aktiviteter som klubber, kurser, varksteder og
mmgﬁrmtuﬁmguﬂmmkltﬂyﬁxtﬂrﬂfmbmgﬂn&mdhﬁ:hmlﬂmkﬁm
Amangementsvitksomheden vil 1 sterre omfang indga som led i et sterre sammenhhengende tilbud
til borgeme med ndgangspunkt 1 det konkrete arrangement.

Malsetmimgen for indsatsomradet er at fastholde brugertilfredshed og besagstal samtidig med at
bibliotekshetjeningen gradvist oml=gges og figer ressourcer til en opsegende indsats og nye
aktiviteter 1 biblioteksrummet. Udviklingen vil kreve nye nogletal som supplement il udlim og
besagstal for at kunne folge indsatzen.

- Det digitale bibliotek

Formilet med det digitale bibliotek et forst og fremmest at give borgerne nemmere og bedre adgang
til bade fysiske og digitale matenialer. Demndover kan det digitale bibliotek aflaste nogle
transaktioner 1 det fyziske bibliotek ved at tilbyde digital betjening og digitale materialer. Derfor er
digitalisering af bogsamlingen en central indsats.

Den skal ledzages af en kanalstrategi. der fremmer mals®tningen om, at kebenhavneme vaelger det
di.giﬂ]emtﬁiabeﬁ'ﬂnfordatf}rsiskgmdetamnljgt Det vil kreve en omlzgning af den
muverende priotitering, hvor der er rationering pa kobenhavnernes brug af e-bager, netlydbager og
streamede film men ikke begrensninger pa benyttelse af de tilsvarende fysiske materialer

Det digitale bibliotek bliver en central formidiingsplatform
ag reklamesgiie for det fysiske bibliotek

Det digitale bibliotek vil veere en central formidlingsplatform og en reklamesejle for det fysiske
bibhiotek og aktiviteterne dér. Formidlingen baseres pé relationer mellem materialer, arrangementer,
klubber og serlige kompetencer hos borgere eller medarbejdere pa biblioteket. Demdover vil
borgeme blive tilbudt tveermedial formidling, saledes at interesse for bestemte musikverker
medfarer at borgeme tilbydes relevant litteratur eller mspiration il deltagelse 1 arrangementer.

Det digitale bibliotek vil ogsa bidrage il formidling i de fysiske biblioteker 1 den selvbetjente
abningstid ligesom det vil tilbyde setliz vejledning, som det allerede kendes fra Biblioteksvagten
Digitale tilbud kan na nogle af de malgrupper, som ikke benytter bibliotekerne =3 hyppigt pa
muverende tidspunkt. Her er sociale medier og parinerskaber med andre digitale tjenester oplagte
muligheder.

Strategisk fokus Indsats Effekt

Myt Bibhotekssystam
Intetligest
DIGITALT BIBLIOTEK materisicformsdling

Et kabenhawnsh digitalt
IfEring biblictek | verdensklasse

Indsatsen formdsatter en omfattende udbygung af de systemer, der 1 dag anvendes til Kobenhawns
Bibliotekers hjemmeside. Det vil ske 1 samarbejde med landet ovrige kommyuner i samarbejdet
indenfor mmmeme af Danskermes Digitale Bibliotek.
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Samspillet mellem formidling af digitale og fysiske matenialer skal forbedres blandt andet for at
understette en mélrettet kanalstrategi, saledes at borgeme altid ogsd presenteres for den digitale
udgave af materialet Som led i denne udvikling erstattes det bibliotekssystem, der holder styr pa de
fysiske materialer, med et open source system.

Systemudviklingen og digitalisenngen af materialeme vil ske 1 samarbejde med de svnige
komnmmer. Det samme er tilfzldet for udvikling af apps. formidling af e-bager og netlydbeger samt

den generelle formidimgsindsats. Her muligger biblictekemes ensartede systemwalg at artikler og
temaer kan genbruges pa tvaers af landets kommmmer Som led 1 udviklingen vil Ksbenhavns

Biblioteker allerede 1 2014 ndarbejde en kort dimital strateg.

Malstningen for indsatsomradet er en kraftig foragelze af den digitale benyttelse af Eobenhavms
Biblioteker Diesuden vil der blive formmleret konkrete malszminger for kanalstrategi og
substitution af fysiske matenaler.

- Det opsegende bibliotek

Systematisk folus pa borgeren indeberer et prundlegrende skifte for Kebenhavns Biblioteker, der
traditionelt har leveret fremragende bibliotekstilbud ved at fokusere pa biblioteket og s=rligt pa
samlingen. Derfor er det blevet udvalgt som et selvstendigt indsatsomrade.

Det ops@gende bibliotek kommer til
at bygge pa statistiske malinger af bibliotekets d=kningsgrad

Det et forst og fremmest tale om en analytisk og systematisk tilgang til biblioteksbetjening af
kobenhavneme. Det er nadvendigt for at kumne konlurrere om brugemes opmarksombed og for at
sikre, at Kebenhawvns Biblioteker betjener alle borgere og ikke kun de mest ressourcestarke borgere.

Det indebarer et stetkt fokus pa ikke brugere og nye nogletal. Kobenhavns Biblioteker har for
Danskemes Digitale Bibliotek udviklet et beshimmgsstottevarkte], der viser det enkelte bibhioteks

1 betjeningzomradet hver maned. Man kan pa et kort over bydelen lobende falge,
bibliotekets betjening af borgeme. Hensigten er at give et mere udadrettet fokus og demmed sikre, at
biblioteksbetjeningen ikke kun retter sig mod de borgere. der meder op pa biblioteket.

strategisk fokus Indsats Effelkt

Myo nggletal

OPSBGENDE BIBLIOTEK Elctenshationing it ulia

kpbenhawnere

Hvad angér ikke-brugere skal Eobenhavns Biblioteker naturligvis vurdere om praktiske og politiske
hensyn taler for en stewre indsats. I forhold til ferstnzvnte analyserer man normalt malgruppens
sterrelse, mulighedeme for at na gruppen, omkosiningeme forbundet med indsatsen samt
konkurrencen fra tilsvarende tilbud. De politiske overvejelser omkning biblioteksbetjening af
udsatte grupper eller l=sesvage bom er ogsa relevante hensyn.

Indsatsen omfatter sget brog af datamiming og evidensbaserat bablioteksbetjenimg samt brug af

andres data til at male effekt Det kan eksempelvis vere nationale indersapelser som PISA

PIAAC, Fulturvaneundersegelsen eller skoler og gymnasiers oplysninger om tests og karakterer
15
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Pa pnmdlag af analyser vil indsatsomradet ogsa omfatte aktiviteter som formalizerede partmerskaber
og institutionssamarbejde for at ni relevante malgrupper. Desuden er kampagmer, styrket
kommumikation og markedsfering vesentlige initiativer i relation til det opsegende bibliotek Data
fra indsatsomradet kan bidrage il at skabe en bedre sammenh®ng mellem digital og fysisk
betjening. Hvis Kebenhavns Biblioteker ved hvilke bager, der lanes 1 den selvbetjente bmingstid,
kan der gores en indsats for at digitalisere disse og derved give borgeren endnu bedre adgang til
materialet.

- Kompetenceudvikling oq tillidsbaseret organisation

Strategien ndebaerer omstilling blandt bibliotekemnes ledere og medarbejdere. Kultur- og

Frtidsforvaltningen arbejder med tillid som en grundleggende veerdi bade i forholdet mellem

hdﬂlmugnmdﬂhﬁjdﬁeugl forvaliningens samspil med borgerne. Iuﬂsaismdeinmﬁtterdmfur
ompetencendviklingsak

Under overskniften “Fremtidens biblioteksmedarbejder” etableres et modulopbygzet
kompetencemvende uddannelsesforlab for alle medarbejdere 1 samarbejde med udvalgte

og der anvendes i hajere grad e-lenng som led i den lebende opkvalificening. T forhold fil
organisationen arbejdes der mélvettet pa at skabe bedre rammer for innovation og for at udbygzge
tilliden i bade interne og eksterne relationer. P ledelsessiden legges der endvidere vegt pa
forandningsledelze.

Strategisk fokus Indsats Effekt

Praojekt *Framtidens

hihl'lut:-h;medarhﬂjdﬂr

HOMPETENCEUDVIELING OG Innovative, handlekraftige og

TILLI DSBASERET = et tillidstulde ledere og

ORGANISATION <k medarbejdsre
M -!LF.lt'-rm-h.ld#h

Opsamling

Biblioteksstrategien skal koordineres med andre mitiativer forst og fremmest forvaltningens firsion
med borgerservice. Demdover skal samspillet med is#r folkeskolen og mulighedeme for
samarbejde med folkeoplysningen afdekkes inden disse aktrviteter konkretiseres. Kobenhavns
Biblioteker er en integreret del af kultur- og fritidstilbuddet samt borgerservicen 1 den enkelte bydel,
og derfor vil pnornteringen af indsatseme i den enkelte bydel variere og blive tilpasset de lokale
planer. Det gelder szrligt det fysiske hibliotek.

Strategien er femarig for at angive en retning og s®tte en ramme for den gradvise #ndrng, som
Kabenhavns Biblioteker vil germemga i takt med mediendviklingen, #ndrede brugervaner og den
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De generelle mil for biblioteksstrategien vil vaere:

Langere dbningstid og bedre filzengelighed

Flere aktiviteter pa bibliotekerne (leseklubber, studiekredss, kurser og amangementer) med

Modermnizerede biblioteker og attraktive fysiske hiblioteksnmm

Biblictek=betjening af flare kobenhavnere og makretteds tilbud til udvalgte
uddannelsesinstitutioner

Et fuldt udbygget digitalt bibliotek med flere e-boger, lydbager, tidsskrifter, databaser
Bedre digital betjening og formidling

Der vil blive udarbejdet korte 2-arige handlingsplaner for hvert af de seks indsatsomrade med
SMART-mil Nogle indsatsomrader som eksempelvis det opsegende bibliotek organiseres som et
projekt, mens andre som eksempelvis det fysiske og det digitale bibliotek som et program med flere
projekter. Selve strategien forankres hos Kebenhavns Bibliotekers felles konsulenter i
Biblioteksfaglige afdeling.

De s®rlige indsatsomrider:

Stralegisk fokus Indsals Elfelkt

Skoler og

ungdomsuddannelser L Den bedst uddantede
Kritiske Infarmati onsbrugare o c T Eeneration

ivrige laesera

B@RN 0G KULTUR e Kulturelt fundament for det

Kulturels kvalitets tlF"-u'Il:I"fH u]:4

pode barneliv

AKTIVE BORGERE ' : Sterke og mangfoldize
Alle Kgbenhmmere kan bidrmage . i iz lorkale faellesskabar
il byens udy kling
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De generelle indsatsomrider:

Strategisk folkus

Biblioteket som knudepunkt i

FY5I5K BIBLIOTEK lokalzamfundet

Digital betiening
Arrangemearter

Et kabenhavnsk dightalt

DIGITALT BIBLIOTEK .
hibliotek | verdensklasse

Biblioteksbetjening af alle

CPFSPEENDE BIBLICTER kpbenhavnera

a4 MFramtidens

biblioteksmedarbejdar” - .
KOMPRETENCEUDVIKLING OG rErE T = A s Innovative, handlekraftige og

TILUDSBASERET kadamia tillidsfulde ladara og

ORGANISATION i medarbejdere
MABC-tryetadan
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Projeliplan og business easc til projelter i KS
Husiness eaze vedporende Kontantlase institutioner — Kopi- oF printlssning,

Indstilling
l. Projeferleder indstiller 1l proiekirides, al prodekier podkendss § Ronecn Scrvics
Eil 1l priel lelne.

Bagaruad:
KFF hur slurle, projektet Kontantlase instimtiocer. Presektets cverordnede formél aral
implementere selvhbetomingslosninger od kollwaoridel, sem il mve pget
Hlzengelighed, hedre service ogen gonrel bosparclse § forhiold 1] pengehiandiening,
Prajekerct har ponnein Jereoalyser ident et falgmde omcider, ovore dee len
implemienteres selvbetcnlivgslesninger, mesd henhlik pi at opnd besparclsc,
bl eker:
Fiernelse ai kontun thetaling, wed at udacbejde selybegeningslosming ul kipi og
print, samt 2l alle borpers betaler pehyvr vie hikfonck e dk
Team Bade;
- Webshop, der skal handtere billetket [ evennmehallerme med mulighed for
vidercudy ikling 131 en penerel KTF welwhap,
Frojektet e i KFF repl of samle! projeky, mned 2 spor eliil keop - og prictlesning 10
hiblickekerme ag ef H] wehshap 1] Teambade. | focbindelse mued ipangsetielse af
Implementcriegen al spurel med print- sy kapitasning Gl Biblictekarne, e del velgl gl
opedele projoktet, som 2 selvstendize projekier, mud b deres akonomi op bnainess
vase, Depype projekter referer 6] somae styeeprogpe | KTT.

PROBLEMSTILLING SAMT FOLITISK OG SIRATEGISK IMORANKRING
Trel overamdnale formdl med prajelitet Koefanifove fnvtifationer or at implosmcnlen
selibeleningspmoeeser pd kuliur op thitidsemedderne, som it give seer
rilgeengelighed, bedre service o en generel besparelse i fuhold 1 pergrehindterings.

Herudporer or der ot stert gaskc o al wge selvheleninesmuliphedomne og ndesetic
dizitalisering cfborpercendte hetalingsproccsser pid XEFs instlutimer, for domned at
dbae op foe e udfasming al kimtantkasseme, Vod af tilbyde sclvbeljente mninger ]
bargarne, mulizeares lipeledes al seraces, ki gores tlgongelise for borpeme 1 den
phemandede dhningztid,

B ny felles prinl- oy kapilasming 47 hibliocckemme, vil lipelodes betyde en forhedret
grovice for borneme, fodi
- Atsemime Jasning kan booyites pd alle biblicteker 1 K og ar den samme
litmning gelder fir bidd e print oo kepiedop.
= Alborgeme kan benyile og berale i lasningen §den ubeinandede Shoingtil,
At boraecne kan prinle via Jusnmpen hjemmuefia
- At bovgerme oplever satmehoege 1 de servicdlesninga, som EFF atiller til
rédiphed.

Sude [ al9
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Projektets mudl:

Tmplementering af felles dipilal selvbeteninpslosming (il kepn ox printhetaling pd olle
hihliotekenne 1 KKPE, samt peunesnitinsel of piliipeeiek] heor konbmtsasscrne fernes pd
udwvalgle kellunmstizptioner 1 Koty Nozxd, Amapgerbro Kuoltor op Srestad,

LASNINGSBESKRIYELSH
Baseret pd tiororalysen smuakes tolpende kermeproecsser dizialisecet 1ned henhlik pd af
f1arne kentanthelaligen o hiklialekerme op minimare antzllot a2 betalinger generelt,

- Beraluee al pant ey ko pi Dikliowker
- Beraling at peast

Mrine enr St faskingon.

Forwdsislnimgen for at cpnd Konrantlase Diklloteker of minimere belulinger 1 kasseme
pd biblisteherne, er lorsl oy fremmest o= 3 implomenterat en feelles selvbetjemings
lesning ril ldodrering atlaopi og pring, Lesmingen skal muliggare at borperne sely kan
kopivre, print, seenne somt at betolicgen forelr selvbefent, Borpeme skal © lasaingen
Luune gpretie brugarkonto med tilherende password, Samt kunne flknytte deres
sundnedsbiont il Romtoen. sow kan honytres ved identifisation ved printere oo
kopimaskiner. ndr horgeren ensker at £ wdskrever, kopieret cller scanne. | lusnigzen
akeal dev vave muolighed for at borgerne kun printe Hiemmetta o printe pd hiblictcket
ved idend fikation ved printeren. Losningen shal fungere s& lurster oy horgere uder
sundhedsbion vpsd ban benytle Tosningen. Betaling | aystemat forcpds via webside med
bredithoeT, hvor dot ogsd or moalizgl al se salde cu hislomi.

[Lemsningen er deraljerst besloovet | slotproduktheskoiy claen)

Komramrbaraling.

T bargere som ikke besidder of kredikout, vid der Gremadrellet kun vaere mulighed far
ar betale Kontant pd de 8 storre hiblioteker, derhar on sikaldt Safepey, en maskine der
héndrerer korantbelalinper | lukkede sysiemer. Pilatmajcktet med Seenelse af
muligheden for konrantbetal lnp, vl syaligeore og opsamle viden om de udfordrinpge:
Lorgere op bihlictekspersrmale oplever,

Forteorminaler § knssarae:

Alle institotonor e Ean tremeadrettet foosestie ed al roadlase bolaling via kreditkort ap
derved hibehalile kemtemminater Hl hotaling, Men den ar projebiets milztning at
mininere betolinger vy derfor vil betaling med kreditbon minimeres, s2 betraptelist at
terminalarna pé lenpere sipl koo afskaffes,

Gebaer:

Gebyrar kan allerede betales aelv of bovgeme via bildotck khodk, men personalet tger |
cr wist oenfiug i deg el belaling § kasserne far pohsr, Der skal derfer, for at coinimerns
hetalingen § kagscrne o8 billiotekeime, wmndres arbejdsgamg, o borgome beavises 62
Ribhotsk kk.dk for heteling af gobyr.

Tilhagehoiinger
Tilhageheralinge: kan | dap ikke she dipital viz biblislekasesemer 1 horgerens
MenKemin, derfir skal fithapeheraling she med kooraimninal eller kamlant pd kiklnteger

"
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der har $afopay, Der nve bibllotekssyatow vil jL keavspeei Rkalonen kunee hindtere
flbagehotaling digitalt,

TIDSPLAN
Cregenrdner Tormventes projeltet at vave 8-9 ménsder, mod algluloing § devember 2074,

Loveranc D - Indhold
Potentialevurdecing 240212 Potemtislevordering

at cksisterende Clpsiwhe komementorer [To tdligers afhold: seockshnp ag
lotning hos HE, lav e sarlet covergigt v Juuklionulilel 1 TueCand
| hernnder yirdering lessmingren: i emeker Gl videropdyvikling e system,

4t nm andre Andre leveramisrer

Ievervndsrer skul i ndersaye rilke avdre levemndee: dee vil vice

spil 02 o lesuiween nleressanl al 6 1 zml Indetnlder ranmeattzlan

shal i udbud miefighede ™ Do shal lves et udlas] gl hvem der skl
i leemtes Litbed fry
Ul

[Zet sleal wurderss Tmardd] dot vil v ou Gowcel al =1
widbud, foral G afdeskhet de muehae lassinge s pd
warkaeda, saml <de est Lurdeloghive poser
Guedkendelse

KFF g3l aodkende Jdeu sndelipe poleniialeverdering o
B plar for mdhesming 6 wilbod '
Indhenmming af flbnd 14,0374 Udsewde mnateriale G leverandarer
Frrdigpers kravspes fikaticn 1]yl e g kopt
betalingsevitern or udsend maternale tl de wdvalpte
Leverandircr

Beslutning

BFE skal tratr beshimioyg co Dvilken Jevarander der
o vie] ey

Flanlarninosfas: THIA. 14 Ressvurcenllokerioy

Drer neerbajdet fovelabig, plan for essuruee allpkerae,
Skal deeklie matitutioeey, levermder op KY wolmillkers,
Todgsd kowtrnkt med levecandsr:

Dier ndarbedes koniubkt med levererdar af spetemel,
Fanvaniogas, K5 whuskere op Konlrakl menager s<al
inddrapes Lindgaclzen.

K5 procosser

Sysremet cprettes | FISKE 50 IT -Aawssallelzey prucessen
igangsaelles. Projelier fremlmgger peockaor o
Trojekiedciul Lo ol upod ollicie] godkencslse 1 ks,
Planfegaivg wed KS lehnilaere v leverundar:

Der wlarbepies plen furelobig plan tor installation,
udvikling, test ap implemenierin, sl plen for
ressunnce allokering.

Munlwyning med institutioner

Indpd attaler med de Dastilhione: Jer dellager 1
pilatpsjekiel, wdospe bempeleneeporanner of lave
favalabip implements icpealin, heruzsder fonstabis
Likaplan. Taet laves plan for hvovdas Tioeaene o
prrseriel shol himdieces 1 furhald 4l
infennatinatddanrelse amkailyg donnve Lasin,
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Kummunikation

Crererul kommurnibadom med relevanre inferassentar ag
piletinstitiouer omboir vale ol Temaong og
inplamentoring. Inged afalar wisdkeing kermnumkelen 1
prejeklet o udpswe relovante sompelenscpetang,

Liviklings- + 270614 Keordinere udvikling ng tost

Tesifasy [3 uger) Leverandercn op K5 Sknikers gdvikler oo implementerer
selve sysiemet, ng cer o udiires sest at lasainaen ph
Tisbateker. Tveoluelle lel wdbedrey
Privt og MEP alklacing:
[ daalop mred palet imszmzutinrere a1kl es et beilbe
priners ap WCT enhedsr, der shal med 1 lesningen, samt
am det et mwligr &t knrseliders miniere ol MEF enheder.
Infomateriale ny hjemmesfde:
e s vdaksdes inlvvnalionemmiatenle ] borgens og
perarealat. Hiommeaies: opdalises b Jes indeholder
irtormation om den ave leenme, samt hvilke bipliowko
den or inaratleras o,
Uddannelse af medarhejiere
Plam fe il sovdwrbepdere pd bk otekene der skal

adianaes | dat ric syatom )

Imrplementerings- 270604 - Uddunnctse af medarbejderes

fage 1 JR E Livalgme medaraeiders i der nve leaning.

19 pilor Rihlicteker) {12021 Implementering
Irnplornentering nd s pd de loblioweker, der skal
el loagre 1 prlcdmmojektet Sder boutautfaes LS
Evaluering al lwplermeniecing vy losning.
Doer utlarbeydes cx evalucringaranport, soin cvaluerer
impdementecicaest O lesuineen.
Tmplementeringsplan for resterende biblivtcker
Do udlurbeides acsplan for implementering i de
restarende hitslioneker

Evalueringsfase 250214 Esalucring med styregroppe
o haggring at evalnerinesrapport besluttes det om
pouieklel skal forlsetie pa de resterende hilbliaekes, Plan
[ tecn Dol prende implementering eemnempds og

— ndkendes

linplewenierings- .05 14 - Uddonanelse af medarbejdere

fasc 2 151104 Udvalghe medarbeidare 1 den nyve laemmy,

(T3 hinlinteked) I ugger) Implementering
Tmzlereslecing allazes pade biooeeker pa reaterarde

. - billicteke:
lehyTrsredtelse op 121274 Idriftszectelze

afzlutnings fase

DRGANISERING

Owerordnet projektorganisaring:

Do wlarbajces wndelip Sofl e suppoctufiele mellem K&
i KEFF
Afslutoing
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Lo Aasislere med komraurkation re
TNELCTiUlE
N 2. Eoulekl ol webredakience
Fion Bloeh! Amders B3 Papercit LE.Pogin

L. Dehowsafklaring af tekniske boov Tor

h
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H I KEBENHAYNS KOMHUNE

Anders Steen

printhaziing

Pederse

-I__.rlrs Hex smidi

Charlotie

RBornem anm

ERONOMT

. Iplementariog 5§ prinilaszting
3. Krrwsulling af kiazrrakt il leverander
] 4. Udvikling cr mstallation af sestern
Dackpe: logF
Birkedam ¢ Thomas 1. Hjmipy med adfuaning pf printdel i
Mylander Nargaard BoalP
2. Tevares dada oo barpurnes salda
o Bk P
{hristan Havelond  HISK K IT- 1
anskaffelseaprosg 1. Pavhelder pé [T amsballele sproscessen
2. Eravstilling of lesning cg svstam
dediuuet wlim
Afey [leverimdery LFogk
I, Uebovsadslenny af vesmiscs brav far
it s i
2 lmplemenrerng, af pordbasuing
N 3.0 Udvikling op mstallafion & sysom
Aten Jeverandes) L
L Sale vz levering al ressauwmer tra
Teveeinnider
2. Tothandling oy kortraks

Bxononivi ar opejerl e implementerng al kop- ag printberalingslosnizpen pd alle 22

hilaliatekar,

FL A LR R o e . Afvigelse
Lanragulering(P/L) for Ar2 Al Ard ipet.
Devillingyares)

Anlrrsomkostninzer il P
I eversndor A4 15%

[ {1,235 18%
ETT [perwomale) 1. 35h 13%
Anlxgsinvesteringer total 0,991 0 | o i 15%
Driftsomboos bilnger

Lasveranilar e OOE | mE | anis W
KS 065 | 0468 | U083 | 0,165 15%
KEE {personale) 0,350 0350 | 0350 | 050 (LT
Dyifts omkosininger toial | 0,217 0217|0217 | 6217 %
Omiostninger total 1208 0217 H2IT 0217
Gevinsler

Anlapseevinsler il Ukemdl Vkendi | Loxenedt | Likeed
Overlvrzelsyevinser fifal | ) 1 W ‘o

Dirifizgeyinster total [ 1.631 1126 [ 4126 4,028 [ B
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1
HEP~
=

gt
Gevinster total L6531 4,126 4,126 4,138
Samlet nemroandr N17 ANe ey 3w

indijening Lodal
fﬁwinst lllilluwll!}gus.lning}

ludernt ressoureeforbiing i projeloet (BS)

Arsvark | 9,145 [ | ooz | 0070
¢}mkostning (i mio. kr.) | ooz |npa? | oodd (G047
Personalemessipe 1760 STRWY TEOD 7,800
komsekvenser (KFF

hexparelee)

CAnmies § drevesrl. B o vk arur

fadreyieys I evinn peefir.

Aoduhrivaer uagives mad Wingp

Uilrepinysmetde:
il fre wrhelley af bealinger foperager
i refepay Sleteker, kar of esiimered
ar €5 af de Desopends foratmer on
Detefiny oo S iaeher
5 e e vmmnae Eassasanparter vay W
exfivear @ G54 af Deneligeme
amiliauiler puebpr, print oy Ropr,
Huiv wi evtimore af Iner hioafinr pazap
2 muen. gangee med det sommeleds m-u'pr
Beteimeende bonrere vevlrorende
Lo, primd op Sopr, f0x frymerk cmied
wind 1 frrires Dete metdar fhr qfle 20
Bibifoteker. i "
Prizer under ombostninper opeaterss i vi o codelize nriser f
kentrakiforhandlirpen med leverandaron,

Gamaprhninger;
Persemuletiad H1 a1 vejleds borgerne 1 den uve Losning og nuverende Tasningsr o
ikhe medregmel i omkostinger ap gevinstor, wot vi estinerer al ilsforhropet
fromadeetier er det summie, som 671 de nuvierend s fosninger.

= 1 pevinster op crkostoinger er K5 op KTT pemonalotid medeesaes | belobel
D bosparode KFE porsoualelid, vises lipeledes onder drserk nederst,

- Torltaerer pf sale af puiat op kopi e ke mal 1 bereymingen (mangler datab.
[dgifrer fil noverande puine- op kooilesninger or {kke med 1 berczningen
(roanaler ilats )

Besperulsen undder govinstor er beregnet o4 baprrund a¥ den tid om porsonalet
bruger i at nuodiuge betaling for gelivn, pond o kopl. Det vil sige o
Bosparelzen ikke er eh reel hasparclse, men on fiighvelse al personaletid 61 e
l@se andre opeavor, EUIF wil imternl nlidare headan donne prersomalceessige
hesparelac pd Y8 dvsvank cealisores.

-—d
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HKEBENHAYHS KOMMUMNE

i

GEVINATER
Gevinstredlisering foretages ved fiar op efter milinger vg hvis midling tkke crmulig, wil
del 518 wn et 1 nedemstiende,

(L nanisk Hyouelim ppoiis Amsvarlin for Forvents
Seviingl il Ening niAntninps-
Y fnre :
FPermnzler skal el i s B Forcizgen | Ther berrelles: samme
ilike lmpers sebebetjeningg Ak Tarey Torbingdelze miJemetade soim ved
blindters, prin: lsru e Taji mud Susannc} | mad fermaling, aver
oz kepibetaling, | instctationceee. drereimsba® for | persocalod ol
getarhata bnpe op 2005 (heur il e uf
Zenern] koot Tasrinzrens Tt betzlinaer
hindiering. [E T vesttarende prias.
inplerumlensd i | kopl op peber percs
[Thatle er opgurl -1 i, Vleri] gz
L noder asviaser der berepreds nid
cedar karnam) i

kontanddodeciag,

Cicvizislemi o 7.
arsvezck skal vare
e i lizz el
Bielaiing op Wed Systor jur ¢ Fumelagars | d W
brugezopretelsz | dmplerienisnogen at SO aluningen a2 ovier antla ey syl prn
afmrmlug kepl | en seivbetjenings- LA (hene limelas v
kew zhes ©abeloel | lusiang oo lar Bk 1
Elmumsil vl Hilsrprmpel k1, fi-
implemeaerecd | 10 Dete tal skal
1 drj vare dlegel mend
FU.
Formiling:
1270 5 har der v
534 puiuljube o
wbor o mdskmave
17417 siden i
| fidsrun et 10100

RISICT

Samlet risiceardering (soet & kbl buserel pl Risikuaralvaen)
Heuj risiko i
Middel riniko X

Luv risika

LEDELSESFRIORITERING

Prioditer nedesstacnde kray 6l projeltets (1,23 ¢ o priavitere ek keflge
1 | Upndielse sl nytievaerdi § leversneerne

|2 Overholdebse af deadlines for leverancer

VIDERE FROCES
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HEBENHAYMNE KOMMUME

Anfremt projetot podienda: af K3 projekudder, pibeavndes planlesoningen og
implemenienng & systemer pa © farste omeacg @ pilot biblioteker. Heredler vil
slyregrepnen evaluere implementennegen op lesningen og stacrs dew videre
fmplesientering pd de resberende bihlioiekae

D¢t er afgerende tor projeltet. at K5 kan stille med de ressoureer if, arbejdsfordelineca

1 den kontrakr der wdarbepdes med leveranderen, dette grelder hide the anleeg o drift
Projektet eri dialap med Hamn ta avapes og leaistik,
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ijej&heakri.valse. af ‘Kontantlose instilutioner | KFF

Udarhejdet af: Mike de Crook Dato: 06.05.2013
Godkendt af: Dato:

Revideret: Helle Lydhalm Dato: 07 052013
Sagsnr. Dokumentnr: 2013-32808919

Qphysningernc i projokibeskrivalsen udger pmjekipunen. Oplysningerns | projektheskrivelzen skal
denne grundizg for beslutningen om, hvanddt proseklat skal gannemisres,

Punkterne 1 — 7 er identiske med projekhdéan ag ken kopiares dedra.
Punkterne & — 11 sxel prasviseres | formald i oplysningerne | proiektdeen
Dokumentel ardynemisk o justerss lobende. nar cer &r sEndringsr undenvals | projekioanioden.

Dexl 2rvigligl, a0 du memkerer &ndringsmes.

1. Projehttitel

Foranalyse = kanlanllsse mstilutionsr | KFF

2. Prajekiats baggrund

Beskrivelse af lwstonic for profeltel. Dat Fan vaare baghivalze of an prollemsiiting, Def kan vaere
heskrivelre af resuliatet 5f forundersageiscy, sani far lodf rom 6 of orojakt. Boskrivelss gl
projeiteds bagarund ko fione il @ undars!eite farsidelse of projlekiets farmal,

KFF's inalitalioner ket i dag store omkoestrninger forouncet med hanctering af kontantar, Dat ar
ansket at afvikle disec sa vidt muligt.

Orrkoeleingamn boeslar af den i, som personaie anvender pé selve handteringen, sant udgifle
til kazealesninger, aftale om afhentning af pengs, man.

Desuden ansker KFE at give marm sikis arbeidsbelingaisar for parsanalet. byileed 0,2, kan ske
ved at fierne kontanter fra instituionerne,

%, Formalet med projoktaet
Beskrivelse & hvannr projeklet igangsmies

Formilal er al aldaskke, am der er grunclag for at implementere kentartiese betalingslosningar
KFF's institutioner. Med grundlaget menes der alle pmcssser der indeholder handtering af
kortantar, dal vaare sig orint, bader, billetier og andre farmer for opkreesmingor. Inslilutioner
gaskker over allc insttimloner fvad anter cet ar bloliotsker, idrests- eller kulturinstitutioner.
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Formalet sr encvidere at ud arnefde elinpul som kan anvandes pd lveers al andns fc-waltl"li'ngar i

KK

Afd=kningen af potentiale vil konkrat udmante 2ig i an rappor, om lilvejebinger
besllningssleie for styregruppen, i de videre valg.

4. Malgruppe

Beshrivalss a7 hvem der far gavn af st projeddol inangeaiiss.

| formnalys=fesen =r mélgruppsn projektets styregrupoe, der ska’ anvends foranalyssn sam
basluiningsste e vsdr. sn konkret implementering af kontantlese instituticner,

5. Wal
Feshrivelse af hvordan fomeslet sisl opnés

1]
2
3]
4]

5]

Bl

7l

For at afiackke potentialet | irmplameniering ef 'Kontanfless instiuicner opsaetles lelgende mal.
et gr et mal, st

definere begrebet "kontantlss institatinn” - anvendes « efterfalgends akbivileler samtved evantuel

sanars implemantaring. Definitinn gadkendes of slyregrdppe inder andre aktivitater iganpsasttes

[é owerblik pwer insliluLonstyperne ag deres egnethed il implementaring &/F *Sontantlass’ |gsninger

tkabe uverblik cver hvilke eksisterenda [T Ipsninger i KFF-rog, som Bliver bergrl 20 projekiecs indhold

ige nnarn FISKE at sikrer kencskak Ul evenluele andre lipnende ldeninger: i BE, og tage dem med i

foranalysen op dermed | vurceringen af mulige igeningar

apsanle erlaringer Ire andre kammuoner {Silkeborg, sarhus oF Hleming}, samt oksisterande

arirtlasainger o vurders cm disse kan anvendes i relution til detoe projeks. Det er maket at hawve

wenclskalx Tl falge e Forheld:

a} Implementeringsetsringsr

b} Hardtering a7 bargerper:pektivel

¢l Hrugereenlighed

d) @konaom’

vurderes det at ingen of lpsringer vnder phl. 3) ap 4] er brugbare, skal der skabes pverblik over andre

of rmarkedels relevante keknologiske ldsninger, | forhcld H1 handtering af hader, prinl, saml aodre

pracezser der indehalder knntanthetalinger

udarbejde on business case ever de udvalgre losningsmulighedar, som viser det akcnarmlske

patentiale i implementeringen af ‘Kontartlase nsticutianer’, Det er &6 mal, al business casen tokussrer

pa falgende:

a) Opggrelsc af omkostninger i KFF ved nuveErende hdndtering af kontantes sul over en periode pa et
par ir

L] Forventsl amkosiningsnivesa veo anvendelss at denfds nve trkrnlogiske lasing

cl Implementeringserfaningsr

¢] Handtering af borgerperspekilvet

vl Brugereenlighed

1 give styregruppen et mulighedskataleg med farskellige lasninges samt en indikation pa, hver lzng tisd
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det vl tage at implementere de forskellige lpeningsforsicg. Business Cascn skal vazre fundzmeantet i
dette kalalog.

8. Succeshkriterier

+  Foranalysen behandler op afdeskkar milene

#  Foranaty'sen stiller styrzgruppen i en position, heor den kan traffe en besluthing
(implemeanteringsprojekt ipanpsatlas ellar rman slopper videre zktiviteter?

¢ [oranaiysen godxendas af styregruppe

7. Business Case {projekiets berattlgelsa)
Dokumentzfion af projektaie beraifigolzo ud fra do cstimercde omkostiinger ved wudvililing og
impieeneretoriiog. Cvenluelis fonsefivenser ved ikke af igangseasfic projekfel samt altarmativer 1

_igangaeifelaen kA ofsd Aaees o

Buziness casen er £n del at foranzlvsens indhol - se cvenfor.

8. Ressourceforbrug i driftsfasen (Business Case)

Ferbreg alinlsrns arbaidabiner (400 kA, ekstsrne konswenthinier anskaifelser, gwigh

8. Projektpericde

Busiress cozen or en del af feranahsons Indhald — 28 evanfer, |

Medio maj 2013 - meadin seplembsr 2013

Baj: Projektplan og demned sonpe faendiggares.

- luni: Projektopstart

JulifAugust: Indsamles data fra KFI og doknmentation fra eslsterende l@aningur.

- JulifAuzust Businass Caze uderbejdas

- Medio septerrber: Mulighedskatalng ng Kusiness Case aflaveres sheregropaen, der Lagu:

heslutning om arojektets vidare ferlak,

10. Organisenng, herunder rolleafklaring

Froiskiater, sivregruppe, projeklieder, profekloruope, referencsgrinoe

Projaktejar: Lars Amelang

Projaktledar: Lens Wihalmssr

Elyregroppe: Lers Amelang, Susanne Heunicke, Mads Gaml, Signe Jarvad, Jan Lindboe
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Frojektgrupps: Lars Becher (Walby Kulturhus), Motte Grevan Larsen (Sarvicecentarst), Lene
ﬁ,'u'il}'_elrns.ﬁn (K3)

11, Interaseenter
En analyse af projokiets Nerssesnier, herunder mdlgruppen. Bemerkninoereksampler. £n
solvstmnoig itoressoianalyee (haalpsskama) vdarbeftlas og lnkaz heriit

l Ze interessentanalyse (0o 2013-331312).

12. Bemaerkninger
Clplveninger som er afgarende for besiuiningen om projeflels igangsaoielse, Deks rdadion
BEG, sammenhasig e andra profsfter | KERKK

13. Rislel

En vurdoning af profodders risicl harunder gionamiske konsakvansear, En selvelEndio
_rigikcvurRening (hisipeskema) wdarbeides og linkss heril

i Cer udarbeytes e rizikevurdenng | samarheide med projskigroppen og orojsktsjer,

14. Tidsplan
Herunder anghvaise af hovedindsatsarorddoy from 0 de enbolie mdil, rmispele, meoer red
prafekisien, siregribpe my., wdearbeidelss &t statusrapportsr

Tidspianen feerdiggeres nar det endslige scope (fe foreslbada mal og succeskilerier gr
paceptenet) er fastlagt ef styregruppen — jeevnfer meget overordnet tidsplan under pki. 4.
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keere Allc
Tak tcr en inputsrig workskop am kontantlase Iesltutioner d. 1645

Wedhaftet ser | resuliatet at borgemejseanalysen, som taper udrangapunkl i imulementering af den nye
rin ag ko kasning,

Wikar hensdower noleel islpence fra works heppen:

= Marder indlares kuntak:lgss kazser pd bibliotzkemns, wi det kun vare mulighal belahe med
betalingskorl.

- Larn kar 03 belafingzkort IMastro og Yisa Elektron] ndr de tylder 13 & - Rankerne arbejder pd sl &
ngdsat gbdevsgresnsen L' 12 ar, Hvis do ikho har noget betalingskort, skal md foraldrs belale Tar
dam, mad deres woft,

- Udfordringzn med, et der kun tilbyces betating taed kart, vedrgrer 0ide betaling for printfkep,
gebyr o alt andet pa biblinteker.

« At en made, atleca udfardrinperne med de bargare (Tueistor), dop kun skal printefkopiers, er
cnkel sive cller meget sjEldent, kan vazre at tilgde 3 gratis poinl (4,5 ki) ndr man opreteer sig=om
bruge i lgsningen (Dotoe skal atklzres, om det kan lade slg gare tekalsk og o der er budeet il
e lles rrresd 3 lyregrepocn'

- At projektet shal ska™™e et cverblik ever hvilke Biblicteker dertar Setepay [kantant hetaling] i
forbindelze med amlmgring af heegerervize 4l kvil o mink Her skzlvi nzrliz henvize bargee Ll
far kontant betaling. Ligeledas skal det sikres ot Safepay Dilliclekes e det nedvendize * knapper”
pé ceres kasseapparatar, sanit at cer sikres knmekt kontering af belalingerne.

&1 projeklel shal sikee, oL der sker onoensartning af hyills betalingskatoyper, der kan modlages p@
biklatekernes korllenivinaler, sumb til sebyr betalicg cniing oz i print oz kopi fpsalngan

Der blew Fzeledes stillet sparasmel tl, om det efterimplementesimgen af des mye print o kopi lésning, er
irwligl farlsal ol printe tra perconale-pc’ame til prinzers eg koplmazkiner. 2ette hare fog oo endelips faet
afklaral med netvasrk | €5, al ¢et kan man godt. 52 printere cg kopim zskiner kan fremad ikt bade
heriytt st aneger-point cg Ll medarbeider-print (lisesom | ger i dag).

Ud ira jeres input, arbejder vi videse mee widarejde sen of vejledninger, proceduns, semt igsninger 4 de
wddfardringer, som vi har tundet pd worishoppen og | vil ldbende Dlive orienlerel / inddraget i det viders
arkejer al Marton ce jog,

Huls | har spgrgsmdl skall waere merce end welkenomende til at kontakte Moten gller mig.

God weekand 3
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= I er znsesrlE o din kentos siskerhed og lur aktivileler @a eller via din karta, Do skal de-for gve
Kabenhiavns Bizlictoker @jollikkelig besked v mmuligr misbrog &7 din konto.

Rapler for ophawsrat:

+  Mirdu benytrar kopi- ng orintlasrinpan, er det ditanzvar, s do cverhader reglerne fon ¢phaws el
sarm. gldende lovgiviing, Se vicea am hvad du ms op ikke ma her,
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ForeRUGEROMBUDSMANDEN

Keoenhavns Konunune

Fultnr - ag Fritidsforvalininaen
TRorcerkantzkr og Dizital maovalion
yrapszade T35l

102 Eghenhawn W

Anmeldelse sf hetalingsaurrozat

Vi hae o haft lglighed G0 ul gennem g Kahenhavns Bikliotckers el
iielse at hotalinpssurronst

Suvatemnel giver muohuhed B opretelee af oo peint- op kopikoote, vor
bomgoren kan indbetals mubsimal D 300 ke B pries og kopd pa biblioteloer-
nes printere. Bpsren skal benvite sil saodhedacom, cller indtaze selv-
vall odde op hrugernaess tor, ar identiticare sig ved en printer,

Efter ooy am betalingstjenester me Jelle botdlingssystem anaes tor, al
wier ot frndbeialr betaliogssumogal efter hetalingagencstelovons § 102,
sk, 2, & 102 har felzende formulering:

s Brgdtet el olobtrg-
B ar ek 1R ol

DRt o anidve ik g fEne T TsmI ey, Somi S0 Snetter S s fe g

daveger ogn o gr hevemmer nf aloffonsk alfosuiig.

Ik Lowder g Fioeheicie vandden, sooner bevegnes G ar faninmers S
v

T Eleknomisn reglindread Sardeinmey, som postodaran o forpdice B

Femined ter-
AW ARG S Gl Genng ded finad
e bt bllesirliag s avioier,

SRS LR
for arwelielien af M

T R THT T
vep et e fEce fonlnier Seiaiinpa-

+ rl."l"‘l:"l [ T
sl en Loy v

Vel widstedetse of o betalinassurzezot Tur udstederen plivt G sl sve brn
perne ul sysleme. oplesning om de vigtipzte korakleristha ved wvstemet,
hevoode: den mdde del sovvendes pd, brugerens forpliptelzer, opliesvede
eohyror o andrs vigtize karilienstikas

Der med wmreldelsen fromsendte matctiale piver s tkke anledming ol
bemetkninger.
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W7 slal dog 1 ebicdelse nied anmeldelsen fere Dem opmarkaors pa, at
det af torurbojdernc til bewmlinpstienestelovens & 39 frampde, ot det etter
% 343, sk, 3 opkresvade ol T afed vom o peogoetionedt op vvare 18l
faliivke ambavmingee far wdstederan af de efeltionishe perge, Thee ped
dharfen ke Femegmaey enn fonfiemesds ved peclfosarnaraa, Ded wot andagres, of

e mecdiendire onooviieoner ascet vl viees mepre? vmd, ol der or lwd
o en sEROE] e, £lel or pdiicderen, doe sho!d dolwanciiore, ol

gabnrer st Upimelier ferhold 7 g fakrivne wogiiney

Wi skal endviders pere opmzerksom pa lorbrogersllalelovens & 14, sk 2
ar. 2, dar bar falpende oodlvd:

"EOLE Fiolngeicn Sane diemls filfsase Seoaiftodes SReniraeisenen
-'.-|'r.'.".'.-lr.-.'.'..'r.'.'lr.uim'-x:-' ek .".'-_gl':-.'.':rr I ;.rr:.'n:r.' ;CI'-'-'.I.J-\. I Illn;'." EETH _.'_'fr:'n'l r.-'.'a'g

S ve afrarer g ean fy ae i ann A e R e R et e

S

Stk X Beabivoe Lovoe Lgeined jalidee e S

N r_:h':n'u:'l r.lnl!.r;.'l'l'l’.".l' r.:."_l.'; A

23 omeaes Bl Thonalelie Gebesteldele, Rooe Bnoenbagen Qi
raArEEn ¥ ,'_k'.rmg.'.'m'r me LR fu:w:.'g:%ﬂn."u w.'.r."r.h‘.'c'u':'g_rc Kl
ek g Rckeralidie G an feesdeisdgrsirent giahane, ade fensi
R R T

Af farmcgedemne 61§ 18 folger, ar orlveovsdrivende ar farplistede 1l st
give (obrugeren oplvsninper om, al lorhrugeren ikke ol konne pere for-
rvddelsesrelion geeldende, woder bvailke omslizodi gheder Torbrozeren nz-
srey suy fermmedclsaseat, sffromt ootte cr polevant

Derudover sl viooplyse, al hetalingsUeneslelovens & 107 Dstselier. ot
btalicpesurmapater shal wane sikqe op vellungorende. Bestaminelsen har

felacnde andlyd;

UE NER feviTaenyrrvigamen caiinier o diter gagicd sl vavee side s o
VORI

Ak
Jipend

S0 b efhoes D ngerde s I G o Sed0F el iein

il i gz acund e ol een Ty

gy A
=1

s

disl e ; 3
Jurgmegioieeer s e pechongire, for ar Dol ENsaiTarate o sk
AR R T

Tilsyncl sicd betalingssurionaie forclapes 20 Forlrugersnbudsinanden.
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Observation on Tingbjerg library
Observation d. 30/9-2014:

The visitor to the library is welcomed by a blue staircase, leading to the first floor. The ground
floor is actually also a part of the library, but being more a lounge. It is decorated with fatboys,
pillows, chairs and tables. Children gather in the lounge, using the available gaming consoles and
board games. There is also a movie projector. Every Thursday from 16:00 to 18:00 the library
offers a study café, run by volunteers from Red Cross. Wednesday is hosting a girls club, where
girls from the local area can participate in different activities. The local kindergartens also use this
lounge area from time to time. Once you reach the top of the blue staircase, you enter a small
hallway. At your right is a youthclub called 18+ - it is primarily used by young males with a
different ethnic background than Danish. In the club they can workout, play games and get help
choosing an education or finding a job. If you turn left in the hallway, you enter the library. On
each side of the entrance, alarms are placed. Just as you enter, you reach the section where
reserved books are placed. In the front part of the library there is a small sofa right next to the
magazines and newspapers — from all parts of the world. There is also placed an iPad. Next to the
sofa is a self serving machine, where you can return books or register a new loan. After the self
serving machine is a staircase leading down to the ground floor. In the front part of the library
there is also a helpdesk, build by books. The helpdesk is served by two employees, an office
worker and a librarian. Next to the helpdesk is placed two workstations. Opposite of the helpdesk
is the copy machine. And next to this is a quick pc, dedicated to visits/uses that take only minutes.
In connection with this pc, there is another table with 5 pc. Of which two is dedicated to children.
All pc are served by one printer. In the middle of the library there is a small play area, with a small
rollercoaster, a small table and boxes of children’s books. The rest of the space is filled with
bookcases.

02:40 PM
A family of five people with another ethnic background then Danish is having a new library card.

A man with a different ethnic origin than Danish take copies. He does not contact the employees
at all and leaves immediately afterwards.

A Danish woman contacts an employee in order to get help to get a digital mailbox account (E-
boks) to get all the mail from public services. She had been informed, that she could get help in
the libraries. The employees talk together in order to help. This task took 15min.

A woman with Nigab waits to get help. When the employee is available, she asks for a new pin
code to her library card because she forgot the old. She explain the need for a new code is
because she want to print two pages. She makes a new code and afterwards she uses a computer
to print. The task took 8 min.

169



A woman with two children, a boy and a girl, with a different origin than Danish. The boy looks at
books, while the woman and the girl returns book at the self-service machine. They look at new
books and borrow some at the self-service machine. This took 10 min.

Two young boys uses the computers.
A girl use a computer.

A boy is asking an employee about a book that he has ordered, he wants to know when it is
coming, and the employee tells the boy that he will receive a text message, when the book arrives,
the boy leaves. This took 5 min.

03:05 PM
Elderly Danish man arrives to read newspapers. He leaves again 20 min after.
03:10 PM

A man and a girl with another ethnic background than Danish arrives, and goes immediately to the
computers. The girl places her self at the children’s computer. The man call the girl back. The man
talks in his phone most of the time under the visit. 03:15 the man helps the girl. After the girl
finished her task on the computer, the man takes over, in that time the phone call is over. While
the man sits at the computer, the girl walks around. 03:25 the man prints and leaves immediately
afterwards.

03:20 PM

Two young people, a man and a woman contacts the employees at the reception, they talk
English. They need to get a Danish passport. They are, referred to a library nearby, which is able to
assist with smaller public service tasks. In addition, they are that they are able to get help with the
passport there.

Boy contacts an employee to get help to reserve the movie “The Amazing Spiderman”
03:25PM

The English talking couple, contacts the employee again in order to get help, and are explained
again that they employees of this library are not able to help them with the passport and are
explained how to get to the other library. They leave immediately afterwards.

03:28 PM
Postman delivers mail and leaves

A woman arrives at the library, and contacts the employee to get help to copy, the employee helps
her and explain that it costs 3 DKR. She puts the money in the box on the copy machine. She
explains that her English and Danish skills is not so good, she leaves the library 03:31.

03.35PM
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Boy arrives at the library and use a computer for 5 min. afterwards he looks at books. He contacts
an employees to borrow the key for the toilet, and leaves afterwards.

03:45 PM

A boy that was here before we began the observation is leaving the computer, hands over some
borrowed headphones to the employees, and asks for help to borrow a DVD

03:50 PM
A boy looks at books

A girl with a different origin than Danish return books at the self-service machine, and contacts the
employee to help him find a book.

A woman with another ethnic background return books and asks, for help to find a book on a
specific subject, the employee tells her which books they have on that particular subject.

Two boys, with another ethnic background than Danish, arrives to use the PlayStation and leaves
05:20

A young man with another ethnic origin than Danish, return books and contacts employee to
exchange money to copy.

A woman with another ethnic background than Danish waits for the copy machine to be available.
Boy use iPad for 5 min.

04:05 PM

Boy with another ethnic background uses iPad until 04:50.

A girl use the “quick” computer and prints, she contacts the employee at the reception to pay for
the copies, but she has not any coins. She leaves, to exchange the bill to coins at the local
supermarket and returns to pay.

04:38 PM

A woman with another ethnic origin than Danish use the “quick” computer and prints 04:55, she
pays for the papers to the employees and leaves at 05:00

04:40 PM

A woman and a child arrives to return books and looks at new books and the child plays. They
borrow a DVD and leaves the library 04:45

The boys that used the PlayStation earlier on returns to use the PlayStation again.
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04:54 PM

A Danish man return books and leave

05:08 PM

A man with another ethnic background than Danish, contacts the employees to get help to print.
And leaves 05:13

05:25 PM
Woman takes a copy and leave 5 min. after
05:30 PM

A boy, a girl and a woman with a different origin than Danish, they look at books, the boy uses the
children’s computer for a few minutes

05:38 PM

Elderly Danish man arrives at the library, looks at books, uses the computer and iPad.

A woman with another ethnic background than Danish, return books and collect reserved book.
05:40

A woman with a different ethnic origin than Danish prints

A man and a girl with another ethnic background than Danish gets help to return books at the self-
service machine. The girl use the toilet

A woman with a different origin than Danish gets help at the reception, and pays for copies
05:45 PM

Four girls arrives, two return books, one plays with the children’s computer, they all look at new
books and borrow new books. Leaves at 05:54

05:45 PM
An employee counts todays money. The task takes 10 min.

06:00 PM
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The library closes

Observation end
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20/11-2014 11:40 PM at Tingbjerg

The library is decorated, for Christmas.

An employee is preparing the opening of the library. The library opens at 12:00 PM.
Another employee is placing books on the shelves.

Another employee is scanning books into the system.

We are informed from an employee that the pilot project we are investigating is put on hold, the
employee does not know for how long. The program for copy and printing, is to be assessed by
“Koncern service”

12:00 PM

A danish Woman is walking directly to the self-service machine, and goes to the reception to tell
the employees that the CD she had returned, was not working properly. She asks the employee to
reserve the Christmas CD “Nu er det Jul igen”. She leaves 12:10 PM

A man with a different ethnic origin than Danish, copy and afterwards use the “quick” computer.
He contacts the employee in English, to complain about the computer is to slow, and leaves 12:05
PM.

A black woman uses the “quick” computer, prints and contacts the employee to pay for the copy
but is informed that somebody else has paid to much and she is lucky to get her copies for free.
She leaves at 12:08.

12:12 PM

A Danish man says hello to the employees and goes to the self-service machine to return books
and go to the shelf with reserved books and collect the ordered books. He talks in his phone
afterwards he talks with the employees.

12:16 PM

An employee helps a user via the phone *
12:20

A black man look at books.

A young woman with a different ethnic background than Danish is returning books. She talks in
her phone. She contacts the employees, but regret the contact. A few minutes later, she returns
with a book and ask about the level of the book. She pays a fine, borrows the books, and leaves at
12:30 PM
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12:25 PM

A man arrives and goes immediately to the “quick” computer. Afterwards he pays a fine at the
reception. He leaves the library for a while and returns again 01:25 PM and leaves again at 01:45
PM.

12:35 PM

We ask the employee about how the users receive their fine. The employee told us that from
today they will receive their fine in their digital mailbox (E-boks), those who are not enrolled in the
digital mail system would receive a physical letter.

12:37 PM
An employee is placing received books on the shelf and is scanning the books.

There are three employees at the library, and two employees is delivering books at public
institutions.

12:45 PM

The phone rings. An employee answers the phone; it is for another employee it is a user who has
been at the library earlier. The phone call ends at 12:50 PM.

An employee returns borrowed books, borrowed by the employee self.

12:52 PM

The employee that left earlier to deliver books returns

01:10 PM

An elderly man return borrowed books and borrow new books at the self-service machine.
Man with another ethnic background than Danish uses “Quick” computer.

A man with a different ethnic origin than Danish return borrowed books on the self-service
machine, and gets help from an employee to get a receipt.

01.14 PM
A black man uses the computer. He leaves again 01:28 PM
01:15PM

A woman with another ethnic origin than Danish uses “quick” computer. She leaves again 01:22
PM
175



01:30 PM

An elderly man with another ethnic background than Danish return books on the self-service
machine. He says hello to the employee. He places himself in the sofa, to read a magazine.
Afterwards he looks at movies and videogames. Afterwards he takes a newspaper. At 01.45 PM he
takes the iPad and use the iPad until he leaves at 02:10.

01:33 PM

The phone rings, an employee answer the phone. The employee says that he is not capable to
answer the question and hand over the phone to the coordinator of the library. The call is about
borrowing a room for some interviews the day after. The request was declined.

01:43 PM

An employee prints on the copy machine.
Two employees goes to deliver books.
01:45 PM

A man and a boy with a different origin than Danish comes to the library to use the computer, they
get help from an employee with the printer. After he has taken the prints, he contacts the
employee again to borrow a pen. The employee helps him again with the copy machine.
Meanwhile the boy looks at videogames, DVDs, and books. The boy shows the DVDs to his dad
01:57. Man borrow pen again 02.00 PM. He gets help to fill out a form. The boy and the dad looks
at books and movies together at 02:03. 02:10 the man gets help again to use the copy machine. It
turns that the boy just immigrated to Denmark. The dad has been in Denmark for a while. The boy
want to borrow a movie, the employee helps him in English, the dad asks the employee to speak
Danish to the boy, so he can learn the language. They get help to fill out the application for the
library card. The employee makes the library card to the boy and ask him to make a code for the
library card, consisting four numbers. The DVD the boy wants to borrow has an age limit. The
employee ask the boy, how old he is. The boy answers that he is 9 years old. The employee
explains the dad that he can borrow the movie, because it is up to him if the boy, is allowed to
watch it. The employee helps the dad to borrow the book 02:29 PM.

The employee explain to us that children only needs health card and a parent signature to get a
library card. Adults need a ID with a picture, either their driving license, passport, bus pass,
student card etc. to get a library card.

01:52 PM

A woman and her adult son with a different ethnic origin than danish (He calls the woman mom),
they need to take a copy of their pass port. They leave the library 02:20 PM
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02.00 PM
A Danish woman and her child return books, looks at new books and leave the library 02:10

A girl with different ethnic origin than Danish use the children’s computer. Then she use the iPad
to 02:30 and leaves.

A boy arrives and use the computer until 02:30
02:11 PM

Young girl use the computer.

02:22 PM

A woman with another ethnic background than Danish return books at the self-service machine,
and look at books. She borrow new books at the self-service machine. She leaves at 02:30 PM.

02:30-03:00
Lunch
03:05 PM

Girl contacts employee to get help with the copy machine. She contacts an employee again to get
help a while later.

Two boys arrives to borrow the computers.
03:10 PM

A woman with a different ethnic origin than Danish, need to pay a fine of 20 DKR and complained
on the amount. The employee tells her to complain to the head of the library.

03:10 PM

A girl with another ethnic background than Danish uses “quick” computer and prints. She contacts
the employee to pay for the print. She also has a fine and says that she will pay for that later,
because she does not have enough money on her.

The employees that left earlier returns

A boy asks an employee to get help with the copy machine.
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03.13 PM

Two woman arrives and uses a computer

03:17 PM

Young girl prints

03:20 PM

Young man with a different ethnic background than Danish arrives. Leaves 04:00 PM
03:21 PM

Young boy with another ethnic origin than Danish borrows headphones.
Young boy talks in his phone, and uses computer. Leaves at 03:32

03:22 PM

Girl that could not pay fine earlier returns together with her mom to pay.
03:33 PM

Boy with another ethnic background than Danish, arrives.

03:38 PM

A black woman arrives and uses the copy machine.

03:40 PM

A woman with a child contacts an employee to ask if she can return her books. She returns books
at the self-service machine and leaves immediately after.

Two boys with a different ethnic origin than Danish arrives to participate in the lesson café.
03:45 PM

Two adults who are in charge of the lesson café arrives.

04:00 PM

Young girl arrives to use the quick computer, prints and leaves 04:31 PM

Young man, with another ethnic background than Danish, use the computer.
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04:01 PM

Black man contacts an employee to get help to use the copy machine for scanning. He leaves at
04:10.

04:05 PM
A woman with three children arrives. Two children goes to lesson café.
Girl with a different ethnic origin than Danish goes to lesson café.

A man and a boy with another ethnic background than Danish, arrives. The boy goes to the lesson
café.

04:10 PM

Black man arrives, he contacts an employee to change the library card to his health card as his
library card.

A man, a woman and a girl arrives. The woman and the child contacts the employees to borrow
the key for the toilet. The man uses the computer. The girl plays after she returned from the toilet.
An employee tells the girl that uses the iPad, that it is too loud. They borrow some headphones
but they do not work 04:20.

Young woman with a different ethnic origin than Danish, contacts an employee, because she has
forgotten her library card.

04:15 PM
Young man with another ethnic background than Danish arrives and talks with an employee.
04:20 PM

Two girls with a different ethnic origin than Danish arrives and goes immediately to the lesson
café.

A young girl with another ethnic background than Danish return books and goes to the lesson café.
04: 30 PM

A young woman with three children arrives. They go straight to the lesson café.

04:31 PM

A woman with a different ethnic origin than Danish use the computer prints, and pays for the
prints at the reception.
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A black woman wants to order a time for the computer, but all the computers, are occupied. She
waits.

Three girls arrives at the lesson café

Observation end
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Observation on @sterbro library d. 15/12-2014 01:10

The coordinator of the library gives a tour around the library. It is structured of a knowledge
section, with non-fiction books. Beside the bookshelves with the non-fiction literature there is 10
adult computers in the end of the table with the computers, there is placed printer. In the corner
of this section, there is a copy machine. Next to the non-fiction section, there is a fiction section. In
this section, there is a place for reading and use of laptop. There is many bookshelves in this area.

In the middle library, there is four self-service machines for borrowing and returning books. In this
area, there is also laced two information desks. In the entrance there is golden basket for carrying
the books you want to borrow. Near the entrance, there is a magazine and newspaper section.
There is a coffee machine here. It cots 6 DKR for the coffee, chocolate and tea. Here is four tables
with two-three chairs around the table.

Across this section, there is a large window to the street. Up against the window is a long, high
table with ca. 10 bar stools, here is room for e.g. people who wants to work on their laptops.

To the right of this section is there a music section with CD and books with music. In this section,
there is a door to toilet. In the toilet, there is a box for used needles from drug addicts. In the
toilet there is some graffiti.

Left for the section with magazines and newspapers there is a small section foreign literature on
English, French and German. Connected to the section there is a section for sci-fi literature. After
the section there is, a children’s section here is toys, teddy bears, small cars where children can sit
in and many bookcases. in the beginning of this section there is a desk for an employee. In the end
of the section there is a sofa placed. Above the sofa, there is a shelf where there is brochures
about activities that takes place in the city of Copenhagen, there is also a map over the city.

The coordinator of the library tells us during the tour, that they think that print/copy is a core
service. She also says during our conversation that she thinks that they library is a neutral meeting
place, where there is no demands of a special religion, cultural background. She also expresses
that the lack contact to new immigrants an resource weak people in the area.

They have decided in @sterbro library that the main desk should not be called a counter, but an
information. This is because they think information fits better with tasks they have. After the self-
service machine was implemented, the counter is used for information on specific books, paying
fines etc. and not for borrowing and returning books.

She expresses that the users of the libraries is self-reliant.
01:40 PM
Three young people use the site near the windows and study

Most of the people visiting the library right now are young people studying and making group
work. The talk silently together in Danish. Besides all the young people there is also, some elderly
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people reading and finding books. The estimated amount of people is about 30-35. The children’s
section is empty except a woman and a child.

An employee helps a citizen to find a book, but most of the citizens do not require help.
01:48 PM

A large group of children arrives

02:15 PM

Seven adults uses the computers for adults.

Two adults are reading in the fiction section.

One of the employee is having a headset on, walks around while she speaks with a citizen.
An elderly man gets help in the information to find some literature.

An employee tells us that they feel the citizens in this area are self-reliant visiting the library.
02:25 PM

There are people in waiting at the information to get help.

Two girls get help to reserve a book.

02:55 PM

A woman gets help to reserve a book

03:00 PM
All, the adult computers are in use

03.05 PM
A citizen is using the printer.

From the place where we sit, we are unable to see the printer, but we often hear it is being used.

We overhear a conservation between two employees; the conversation is about the amount of
young people that helps placing the books on the shelves: they have two young employees doing
this work practice every day. One of the employee ask the other young employee to cover a shift.

03:10 PM

A group of children arrives

03:20 PM

An employee tells us that it is a quiet day at the library, because of the upcoming Christmas break.
A citizen receives help from an employee in English.

A citizen receives help to find a travel book to Malta.
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04:30 PM
A man takes his bike into the library
Not all the adult computers are in use.

Because of the quiet day and the employee tells us that there usually are a lot more citizens at the
library we decide to come back after the Christmas break. To get a more realistic picture of how
the library normally runs.

Observation end.
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Observation at @sterbro 5-1-15

02:00

We decide to sit near the entrance in the magazine section, near the coffee machine.
Four young citizens sit by the high table near the entrance with their laptops.

There are many children in the library.

Four people sit in the magazine section. Three of them reads newspapers and the last one reads a
book.

02:50 PM

Eight people sit in by the high table with their laptop. Apparently, they are student doing
schoolwork.

The coffee machine is used a lot by the citizens.
Many people arrives and leaves the library.

03:00 PM

An employee helps a citizen finding the music section.
03:05 PM

Many of the student is still working on their laptops
03:15 PM

A group of children leaves the library

03:30 PM

A lot parents arrives with their children.

All the chairs in the magazine section are occupied.
03:55 PM

There are a large amount arriving at the library, it is hard counting them and see what they are
doing at the library.

Many age groups are represented at the library.

Two young black boys sit in the magazine section and doing math homework.

Break 05:00-05:45 PM
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05:45 PM

The speaker at the library tells the citizens that the staffed hours ends in 15 min. and children
under the age of 15 should accompanied by an adult.

05:50 PM

A girl takes a copy at the copy machine
Ten citizens uses the computer

A couple of people uses their laptops.
06:15 PM

The printer is used.

06:20 PM

The printer is used.

+06:23 PM

The printer is used

06:25 PM

The printer is used.

06:39 PM

The copy machine is used.

07:00 PM

Six people uses the adult computers. Two of them plays chess.
07:35 PM

The printer is used.

Observation end.
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Observation 6-1-2015 08:00 AM
We are in the library in the unstaffed hours. The library opens at 11:00 AM
08:00 AM

Three persons arrives at the library. One of them places himself with a laptop and watch a movie,
another takes a book and starts reading. The last one looks at books.

08:04 AM

A man arrives at the library

A woman arrives at the library. She return books and leave immediately after.
A man arrives with his laptop.

One of the men that arrived earlier leaves.

08:06 AM

A man arrives at library. He stays for 5 minutes.

A woman uses the “Quick” computer.

A man arrives, leaves immediately after.

08:15 AM

An employee puts newspapers and magazines up. She is done at 08:40 AM
08:20 AM

A book delivery arrives with 20 boxes full of books.

A woman looks at books.

8:28 AM

A man arrives.

8:33 AM

A woman arrives.

08:43 AM

A man arrives. He places himself by the high table, and starts to read some papers he had in his
bag.

08:44 AM

A man arrives and look at books.
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08:45 AM

A woman arrives and go straight to the self-service machines to return some borrowed books. She
leaves immediately after.

08:55 AM

A young girl arrives; she places herself in the magazine section and takes her phone and starts
looking at it. She leaves at 09:36 AM

A man arrives, and places himself in the magazine section and reads newspapers.
09:00 AM

A woman arrives.

A man arrives.

A woman arrives with two young girls. They leave shortly after.

09:03 AM

A citizen arrives.

09:10 AM

A young woman arrives and places herself with her laptop.

Four people sits at the high table with their laptops.

A young man arrives.

A woman and a child arrives; they return books at a self-service machine and leaves afterwards.
09:24 AM

A man arrives and ask an employee to find something, but he is told that the library opens at
11:00 AM.

An employee orders the magazines

09:30 AM

A man contacts an employee to get help with the internet.
09:35 AM

A woman places herself at the high table by the window.
09:36 AM

A woman places herself at the high table by the window.
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A woman arrives and starts to look at magazines.
09:38 AM

A woman arrives at the library

09.39 AM

A man arrives and places himself by the high table.
09:45 AM

A man arrives and only stays for two minutes.

Four people uses the adult computers.

09:50 AM

A woman arrives and starts to look at the magazines.
09:51 AM

A man and a little boy arrives and uses a laptop.
09:54 AM

The man, who arrived earlier to get help, leaves.
The woman who arrived earlier reads newspaper.
09:56 AM

A man arrives.

A man leaves.

A young woman arrives and uses her laptop at the high table.
The man, who watched movie, leaves.

10:01 AM

A man buys coffee from the machine.

10:02 AM

A kindergarten arrives

A woman with a pram.

10:10 AM

The woman that were in the magazine section, left.

10:20 AM
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A boy arrives and uses the coffee machine.

10:21 AM
Two men arrived an places themselves in the magazine section.

10:25 AM

A young man arrives.

10:30 AM

A woman that arrived earlier uses the coffee machine.
10:35 AM

We move to another area near the adult computers.
10:37 AM

Two citizen uses the adult computers.

Two uses their laptops in the non-fiction section.
10:38 AM

The printer is used

11:01 AM

Four people uses the adult computers.

11:03 AM

A woman puts money on her card, and prints.
11:06 AM

A woman use the printer.

11:22 AM

The woman prints again.

11:30 AM

Nine computer is used.

11:35 AM

The printer is used.

11:37 AM

The printer is used.
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11:50 AM

Five people uses the adult computers

A man with a twin pram gets help to scan.
12:20 AM

A mom does not have enough money on the print account, her daughter helps her up in the
information to put money on the account. She print immediately after.

Observation end.
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Worksheet for the future workshop at Tingbjerg and @sterbro library

We have chosen Rene Victor Valqui Vidals (2005) model for conducting the workshops. Future
workshops consists five phases: The preparation phase, the critique phase. The fantasy phase, the
implementation phase and the follow-up phase. Each step of our future workshop, are presented

in this worksheet.
Preparation phase:

Where:

The future workshop (FW) will be conducted at the libraries as it is the best way to ensure that the
required number of employee are able to participate in the FW. Additionally we are eager to

reduce obstacles that will hinder employees in participating.
When:

The day and time is decided by the libraries as we do not want to conflict to much with the daily
work practices and other plans. Hence, the coordinator of the library are the one who is informed
about the workshops, and has received an E-mail with information about the workshop, and a

poster to put up in the office.
Who:

We have asked the coordinator to choose which employee that will participate in the FW from the
criteria that the participants represent both librarians and employees from the office. This is
important to have a broad and democratic discussion where every workgroup are represented.
We have estimated that a group of 5-6 people will be suitable for the workshops, as it leaves space

for everyone to participate in the discussion.
How:

There will be served coffee, tea, fruit, water and cake at the workshop.
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Timetable:

The estimated amount of time for the FW is 1 % hour. After the FW we will evaluate the workshop

and wright down observations and important subjects on cashless libraries.

Critique phase:

in this phase we will present provotypes. The provotypes will represent pictures of work practices,
objects they sell at the libraries end therefore are a part of the work practices that ought to be
changed with the implementation of cashless libraries. The provotypes purpose are in this phase
to provoke and facilitate a discussion among the participants on obstacles, opinion and problems
that are related to the implementation of cashless libraries. To secure an equal and democratic
discussion. They will be given a dice to throw, each provotype has a number. The number that
stands on the dice and matches the number on the provotype will be the object of discussion. The

participant who throws the dice are the person that starts the discussion.

The different obstacles, opinions and problems that the participants find, is written down on a

post-it and is placed on large paper. The post-its are afterwards arranged and placed in clusters.

Provotypes:

The presented provotypes is based on the information — provided by the Kultur- and
fritidsforvaltningen - about what items that are sold on the library and daily work practices that

are obtained during our observations at the libraries.
Fantasy phase:

In this phase the participants are asked to find solutions and ideas to change daily routines that
will ease the implementation of cashless the libraries. The provotypes and the board made in the
critique phase are used to facilitate creativity in finding the solutions. Each participant are aked to
write down different solutions down on a paper. These papers will be discussed in plenum after

the suggestions is written down.
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The implementation phase:

After the FW we will evaluate the FW and wright down observations and experiences we made

during the workshop.
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Workshop

Kontantlese biblioteker - ndfordringer og lesninger

Formal

I forbindelse med vores kandidat projelt omhandlende
kontantlese biblioteker, ensker vi at undersege op beskrive de
problematikker op ndfordringer, i som medarbejder mener kan
fremkomme, samt mulige lesninger, der kan vere pi disse
arbejdspraksisser pd jeres arbejdsplads. Projekret bliver
udarbejdet i samarbejde med Eabenhavns lmltor- og

Workshop

Workshoppen vil vare 12 timer. Dier vil i ferste del af
workshoppen biive foloseret pd at fremme en diskussion om
de udfordringer, samt problematikker, der kan tenkes at vere i
forbindelse med kontantlose biblioteker og i anden hatvdel
seges en diskussion ombkring, hvordan disse wdfordringer loses.
Vi arbejder siledes udfra en sikalde kritik fase, som omhandler
problematiklkerne op en fantasi fase, hvor der folmseres pd at
for forskellige penstande, som skal vere med til at fremme
ficknesi
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Til workshoppen anskes -5 deltagere, hvor at vi hiber at den
daglige leder, samt ressource personer for projektet deltager. Vi
onsker, at deltagerne representere biblioteket bredt og ser

dm'ﬁutgemeatbﬁdekmbm‘pusmuleugb&b]iubekﬂerdﬂtﬂgﬁ

Vi ensker saledes opsi at videofilme workshoppen dette skal
kun bruges til at hare hvad der bliver sagt efterfolgende, davi
vil vere med til at facilitere workshoppen

Workshoppen kan finde sted, nar det passer jer bedst.
Under workshoppen vil der veere kaffe, te, kage og frugt.

Med venlig hilsen
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Workshop resultater

Under workshoppen deltog 4 medarbejdere bade pa @sterbro og pa Tingbjerg bibliotek. Til stede
var der én bibliotekar og tre kontor medarbejdere. De blev filmet og optaget under workshoppen.
Pa bordet 13 der billeder af dagligdags situationer pa bibliotekerne, samt genstande der
repraesenterede de solgte varer pa biblioteket. Billederne er taget under vores observationer og
genstandene er baseret pa informationer som er givet af kultur- og fritidsforvaltningen om hvad
der szlges pa bibliotekerne. Den valgte metode som workshoppen er opbygget efter René Vidal
(Vidal 2005) artikel om Future workshop. Workshoppen bestar saledes af en kritik fase og en

fantasi fase.

Deltagerne blev i kritik fasen bedt om pa baggrund af disse genstande at finde forskellige
problemstillinger og udfordringer, der kan forekomme med implementeringen af det pengelgse
bibliotek. Disse skulle herefter skrives ned pa post-it's og seettes pa en stykke karton. Genstandene
havde ikke rigtig nogen effekt, da medarbejderne allerede havde gjort sig nogle tanker om det
pengelgse bibliotek, og derfor gik diskussionen nemt uden nogle form for hjeelpemidler til at
facilitere diskussionen. Efter at have fundet problemstillinger og skrevet disse op gik workshoppen
over i fantasi fasen, hvor medarbejderne blev bedt om at finde pa Igsninger til hvordan
implementeringen af pengelgse biblioteket lykkedes bedst mulig, og for at imgdekomme de
problemstillinger og udfordringer de fandt frem til i kritik fasen. | denne fase blev medarbejderne
bedt om ikke at tage hensyn til pkonomi og andre begraensninger da dette heemmer kreativiteten

(Vidal 2005: 7-8).
Under hver workshop blev produceret 2 plancher:

@sterbro bibliotek
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Tingbjerg bibliotek

Kritikfasen:

@sterbro biblioteks tanker om hvilke udfordringer og problemer, der kan forekomme ved

implementeringen af pengelgse biblioteker:

- "Upadagogisk” bibliotek i forhold til bgrn. Det er vigtigt at bgrn stadig har mulighed for at
kunne betale deres bgder med fx deres lommepenge. At der er lige adgang for alle. De kan
ikke betale for forskellige ting fx. Vand krus. Man kan ogsa sige udemokratisk.

- Iforhold til =eldre vil et pengelgst bibliotek vaere udemokratisk.
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Mange ldre er allerede bange for at komme pa biblioteket i forhold til den nuvaerende
teknologi.

Mener at pengelgse biblioteker vil give en social skeevhed.

Manglende hensyn til visse bruger grupper.

Borger vil have gebyr overstadet med det samme. Nar personale foreslar online betaling, vil
borgere hellere have overstaet betalingen med det samme.

Bekvemmeligheds faktor i forhold til at nar borger er pa biblioteket i forvejen vil de gerne
have overstaet bgden “nu er jeg her alligevel”.

Bgder bliver dyrere, men man indskraenker muligheden for at betale.

Sagsbehandling her og nu.

Turister med andre betalingskort fx American express. De fleste har en likvid mgnt.
Turister der kommer over fra ambassaden, der har brug for at printe nu og her, som fgrst
skal oprette print/kopi konto. De fleste har en legitim mgnt.

Dem med teknologi forskraekkelse bliver udelukket.

Nogle borgere vil blive ekskluderet fra kultur tilbud. Alle kan komme ind og betale for
biletter. Vi selger ofte billetter i dgren til vores kultur arrangementer, dette vil med
indfgrslen af det pengelgse bibliotek blive umuligt.

Det pengel@gse bibliotek er modstridende i forhold til biblioteksstrategien ”Et bibliotek for
alle”.

Diskriminerende.

Problem for udlaendinge og zeldre.

Der vil veere en udfordring i forhold til indvandrere.

Ved at fjerne muligheden for at betale gebyrer kontant, vil borgere lade vaere med at
betale bgder.

Der vil komme mere administration i forbindelse med online betaling.

Bogsalg besvaerliggres for dem, der gerne vil betale med kontanter.

Tvinger borgere til at betale pa andre mader. Det er “Tvang”.

Der er et psykologisk aspekt i at betale sma belgb med dankort, hvilket den zldre
befolkningsgruppe ikke er vilde med.

Sikkerhed og tillidsfaktor i at kunne betale med kontanter.
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- Erstatninger bliver et problem.

- Dankort terminal vil komme til at koste.

- Vikan ikke beholde vores kaffe automat. Derfor vil der komme fzaerre borgere. Mange
borgere bruger den. Vores kaffe automat er en hyggelighedsfaktor.

- Mindre indtaegt.

- Garimod alt det et bibliotek skal vaere. Biblioteket skal vaere et demokratisk sted ”Et
bibliotek for alle”.

- Service bliver mindre.

- De er sparret indtil de betaler bgder. Hvis borger betaler med netbank, vil der ga lang tid
inden de kan I3ne bgger igen. Det er darlig service.

- Visaver den gren over vi selv sidder pa med implementeringen af det pengelgse bibliotek.
Mere selvbetjening er lig med mindre personale.

- Det er ikke alle der gar rundt med deres sundhedskort, iseer bgrn.

Tingbjerg biblioteks tanker:

- Huvis foraeldre ikke vil seette penge ind pa bgrnenes konto.

- Vihar ikke nogen dankort terminal.

- Huvis teknikken ikke virker far vi et keempe arbejde.

- For mange kort.

- Folk vil have svaert ved teknikken.

- Ikke alle er "kortstormere”.

- Et problem at folk ikke kan betale med rede penge, isaer bgrn.

- B@rns udskrifter.

- Underligt hvis man har lige penge, at man sa ikke kan betale kontant.

- Enspgjs begraensning.

- Hvis man er pa ferie i Danmark (turister) kan man ikke printe, uden at oprette konto til
print/kopi.

- Merarbejdere bliver fyret ved implementeringen af pengelgse biblioteker, som vi har

oplevet med IMS. Hvis gamle fru Hansen ikke kan finde ud af det, og vi skal hjaelpe.
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Halvdelen af vores brugere kan ikke finde ud af det, sa borgere bliver ikke mere
selvhjulpne. Vi bruger allerede meget tid pa at hjeelpe ved computerne.

Problem med at huske kode. Borgerne har i forvejen problemer med at finde ud af at kaste
menter i boksen pa kopimaskinen.

For mange log-in’s.

Stgrre udgifter end indtaegter pa Tingbjerg. Prisen for koncern service, administration vil
overstige indtaegten for Tingbjerg.

Problemer ved salg af poser, og andre ting.

Problemer i forhold til spaerring af laner konto, fordi Ianer ikke har betalt gebyr. Betaling af
gebyr bliver besvaerliggjort.

Sprogbarriere i forhold til danskere af anden etnisk herkomst.

Nogle danskere af anden etnisk herkomst har aldrig set en computer eller kopimaskine.
Der er sociale barriere i forhold til brug af teknologi hos danskere af anden etnisk
herkomst.

En gruppe mennesker er staerk knyttet til deres kontanter

Det er ligesom om der er en idé om at bgrn kommer pa biblioteket med deres foraldre,
det gor de bare ikke her pa Tingbjerg.

Bgrn bliver sorteper i og med de har sveert ved at bruge teknologiske Igsninger.

| uoverensstemmelse med biblioteks strategien, hvor der er fokus pa at ggre noget ekstra
for bgrn.

Vi kan ikke give den samme service, som vi kan nu hvis vi skal spare hoveder. Lanere vil ikke
komme ud med den samme gode oplevelse.

En udfordring for nogen brugergrupper.

Folk kan ikke fa den samme hjalp som de er vant til.

Vi tror at vi vil opleve at borgerne i Tingbjerg vil opleve det som en service forringelse.
Nogle lanere vil aldrig laese pjecer om print/kopi I@sning. Nogen der har problemer med at
lese.

Et problem at skulle betale minimums belgb pa 20 kr. iszer for turister.

Evnesvage far svaert ved at printe, med print/kopilgsning.

Vi vil ende ud i at printe gratis via personale konto for at hjelpe bgrn og turister.
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- Problemer hvis lanere printer eller kopiere forkert.
- Dankortterminal er dyr. Sa det kan ikke betale sig i forhold til det vi tjener.
- For mange systemer. Fx bruger Lygten og Pilegarden forskellige booking systemer til

biletter til de kulturelle tilbud.

Fantasi fase:

@sterbro biblioteks forslag til hvad der kan Igse de problemer og forhindringer de fandt frem til i

kritikfasen, samt ideer til hvordan det pengel@se bibliotek implementeres bedst muligt:

- En automat der tager mod sedler.

- Gratis krus til brug til vandautomaten.

- Dankortautomat til alle kort.

- L@sningerne skal veere meget synlige.

- Kopimaskine der kan tage kort.

- Implementere de forskellige ydelser optankning af print/kopi konto, kgb af billetter, poser,
bgger, betaling af gebyrer osv. i selvbetjenings maskinen.

- En maskine der sagsbehandler. Folk gér i panik ved mange maskiner i rummet og folk har
stadig brug for hjzelp til at bruge kopimaskine og selvbetjeningsmaskine.

- Printerkort/bibliotekskort som fungere som anden form for legitim betaling. Sa borgere
ikke skal have dankortet op. Psykologisk faktor.

- Safepay maskine ved en af selvbetjeningsmaskinerne.

- Mobilepay.

- En periode med muligheder for bade at betale med kontanter og den digitale Igsning — En
stille og rolig implementering. Folk er ikke helt klar til det pengelgse samfund endnu.

- Foreere bpger vk i stedet for at holde bogudsalg. Bog-event “Kom og hent en god bog”.

- De skal ikke have penge tilbage ved bogerstatning.

- Pose med reklame pa.

- Gratis plasticpose.

- Entil én service. Personlig service.
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- Video instruktion pa selvbetjenings maskine.

- Hjalpe borgerne til at blive selvhjulpne.

- Laner der har specielt lanerkort skal have lov til at beholde det.

- Andre betalings Igsninger til de borgere der ikke forstar de teknologiske Igsninger sa de
maske kun skal betale fx gebyrer en gang om aret eller at det bliver trukket over
pensionen.

- Mere "Floorwalk”. Vi som personale bevaeger os mere rundt i rummet. Mgde borgere i
biblioteksrummet.

- Nedbrydning af faggraenser.

- Mere personlige tekster pa skeermene. Sa vi som personale stadig er opsggende og
personlige i kontakten igennem teknologier.

- Fa nogle klubber ind pa biblioteket. Skabe noget liv pa biblioteket.

- Vier uundveerlige i forhold til de aldre.

- Systemerne skal fungere.

- 10-12 spgrgsmal "hvordan ggr jeg...?”. Instruksen bliver vist pa video og den person som
taler pa videoen skal vaere god til at formidle budskabet, ogsa pa engelsk.

- Fingeraftryk identifikation som betalingsmiddel.

- Ikke for meget tekst i pjecer. Folk laeser det ikke. Kort pjece, der beskriver hvordan man ggr
punkt for punkt. Pjecer pa engelsk, arabisk osv. med tegninger og ikoner.

- En plakat der viser punkt for punkt med store bogstaver.

- Kompetence udvikling sa personale er fortrolig med den nye teknologi.

Tingbjergs forslag til I@sninger:

- Ggr det gratis at kopiere og printe.

- Begrn over 12 har eget betalingskort.

- Langsom evolution. Gradvis implementering.

- Veere gode til at informere og reklamere for de nye Igsninger.

- Viskal ikke standardisere alle biblioteker, da der er forskellige segmenter af borgere i de
forskellige omrader.

- Personlig betjening.
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- Undervisning af personale i brug.

- Forskellig service pa forskellige biblioteker.

- Start kapital til borgere pa print kopilgsning.

- Personale skal have lov til at lave gratis kopi/print i et hvis omfang.

- Mobilepay.

- Udlan af poser med chip i.

- Dankortautomat. Skulle ogsa kunne tage mastercard.

- Gratis kopi til turister.

- Personale skal informeres og uddannes i teknologier og Igsninger, ogsa i sadan noget som
mobilepay hvis det er en af Igsningerne.

- Bruge laengere tid pa at implementere.

- Visom personale skal veere bedre klaedt pa. Kompetence udvikling. Lgsningerne virker
forskelligt pa forskellige maerke af tablets, computere osv.

- Forklaring oppefra til lanere, sa vi ikke star med konflikterne.

- Mere synlig borgmester i forholdt til tanker og vision.

- Biblioteker skal vaere mere individuelle i forhold til bemanding, nogle biblioteker har mere
brug for tungere bemanding end andre i forhold til det bruger segment, der er i omradet.

- Entil én service.

Formalet med de afholdte workshops

Fundene fra de afholdte workshop vil i det endelige speciale blive brugt som empiri og danne
grundlag for en analyse af, hvordan implementeringen af det pengelgse bibliotek vil pavirke
bibliotekskulturen. Med dette teenkes, hvordan denne implementeringen sendre arbejdspraksisser
og brugen af biblioteker i Kgbenhavns kommune. Dette ggres bl.a. ved at beskrive, hvilke tanker
og bekymringer, der er hos de biblioteksansatte. Specialet sgger at destabilisere projektet
pengelgse biblioteker ved at belyse de problemstillinger og udfordringer der kan opsta ved en
total implementering af pengelg@se biblioteker. Formalet med dette er at give projektlederne fra
kultur og fritidsforvaltningen en viden om hvilke tanker, der er hos de biblioteksansatte omkring,
hvordan deres virkelighed vil veere med et pengelgst bibliotek. Saledes kan fundende veere med til

at hjaelpe til en bedre implementering af det pengelgse bibliotek (Se Vikkelsg 2007).
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Interview med Gladsaxe bibliotek d. 20/01-15

Interviewede: Rasmus Viberg og Stine Bang Iversen (Leder af biblioteksfaglig drift og biblitekar pa
Gladsaxe Hovedbibliotek)

Interviewer: Louise Torp Tjgrnelund

Louise: Men det fgrste spgrgsmal vi havde, var egentlig hvad grunden til at denne her nye
teknologi blevimplementeret det her med print og kopi?

Rasmus: Altsa selve betalingsdelen af det, eller det pengelgse i det?
Louise: Ja altsd hvorfor i valgte at ggre det pengel@st?
Rasmus: Jamen det var som en slags servicen, altsa primaert med henblik pa de selvbetjente

tider i de selvbetjente biblioteker, at borgeren nemmere kunne komme til at bruge
vores print og kopi Igsning ikke.

Louise: Okay

Rasmus: ...og i virkeligheden var det det jo sadan sa at vi har en betalings-gateway i forvejen
pa nettet, som der bare ikke er nogen der bruger...

Louise: Okay

204



Rasmus:

opstod.

Stine:

Rasmus:

Louise:

Rasmus:

Stine:

Rasmus:

Stine:

Louise:

Stine:

...sa jeg kan ikke huske om det var Stine der fik ideen til det, eller hvordan den

Jeg tror mere at vi har snakket om det af flere omgange, jeg ved heller ikke helt hvor
vi kom fra, men det var i hvert fald vores kollega Nikolaj der, der satte sig for at fa det
lavet, i fgrste om gang ikke.

Sa i virkeligheden sa er det jo bare en anden made at angribe noget vi har i forvejen
pa.

Ja

..for man kun godt i forvejen fylde penge pa sin print og kopi konto

Vi synes bare ikke at det var let tilgeengeligt nok, og sa netop det der med at vi, er det
to ar siden vi begyndte pa de betjeningslgse biblioteker?

Umh

Ja, at vi sa ligesom havde den udfordring at hvad sa i de tidsrum hvor der ikke er
noget personale der kan sta og saelge de har print og kopi kort, og folk stadig gerne
vil, for det er faktisk en ting der bliver brugt rigtig meget pa bibliotekerne, og sa var
det her jo en oplagt mulighed, og jo man kun maske have kommunikeret sig ud i
lange udredninger med at de skulle ggre det via nettet, men vi synes bare ikke at det
var seerlig tilgaengeligt, det er lettere at de lige for smakket sddan en scanner i
gjenhgjde nar de kommer ind af dgren...

Ja

...sa det var en service, altsa
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Rasmus:

ikke...

Stine:

Rasmus:

Louise:

Stine:

Louise:

Stine:

Louise:

Stine:

Og plus muligheden for at tilfgjet et andet kort, lige nu er det sa kun rejsekortet

jo

..men i princippet kunne man ogsa forstille sig nogle der har dgrchips, eller nar
sygesikringskortet en dag kommer med en chip eller hvad som helst ikke, hvis det bet
bare har den rigtige chip, chip sa kan du bruge den som identifikation, og sa ggr man
jo pludselig niveauet af brugere meget stgrre, hvis de bare har et eller andet i
lommen de kan identificere sig med, sa kan de oprette sig selv, knalde nogle penge
pa og sa, sa kan de bruge det.

Ja

For en af de ting som var ogsa har haft det lidt sveert ved, er det der med at vores
Igsning med det her papercut kraever den der chip, sa derfor sku vi lave de der kort,
som brugerne sa skulle kpbe for 15 kr, sa det taber vi faktisk penge pa, ehh og der er
mange der maske kun kommer ind og skal have en eller to kopier, og sa er det man
siger det koster sa 15 plus at du skal putte penge pa kortet, sa er der nogle stykker
der vender om pa, og sa smutter. Altsa fordi det er jo smadder irriterende for os ogsa
vi vil jo gerne bare kunne ggre et gratis eller s meget som muligt, sa det at vi kun fa
rejsekortet ind er, har vaeret rigtig fint, sa ja som Rasmus siger sa kunne et vaere fedt
at vi kunne fa endnu flere ting pa.

Ja helt sikkert. Men hvor laenge har i kgrt med den Igsning s3, altsa med det her nye
system.

1. oktober stod den fremme, sa det er meget kort tid, sa det er jo sa stadig kun her
pa hovedbiblioteket, hvor vi ikke har en betjenings Igs tid....

Okay ja.

...der er hele tiden nogen lige ved siden af der kan hjaelpe, altsa sa vi er fgrst lige
feerdige med testperioden kan man sige, men har syntes at der er potentiale i det og
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Louise:

netop at det st@rste potentiale ligger ude pa filialerne i den betjeningslgse
abningstid, sa nu er der blevet givet penge til at vi kan fa lavet to til.

Okay, har i sa lavet nogen store justeringer i denne her test periode, eller har det
faktisk bare vaeret, altsa det fungere.

Nej ikke det store, ja altsa det har faktisk kun vaeret sadan noget sma bgrnesygdom,
som har skulle rettes, og sa noget men ellers ikke nej

Har der veeret nogen udfordringer i forbindelse med at implementere det her, altsa
bade i forhold til de ansatte men ogsa i forhold til borgerne?

Altsa jeg synes stadig at jeg kan hgre ansatte, jeg er jo ogsa selv bibliotekar ude i
udlansvagten sammen med alle mulige andre, at vi er ikke selv gode nok til at traekke
folk derover, det er meget hvilken person der lige er pa arbejde, om det bliver gjort,
om man husker at spgrge om de har rejsekort og ikke bare salger dem print/kopi
kortet fra starten. Sa vi skal hele tiden minde hinanden om det, altsa nu er det ogsa
det der med at lige nu er det heller ikke helt optimalt for vi har veeret igennem en
ombygning i den samme periode, sa den har ogsa, altsa den har staet lidt skjult, og
der har vaeret nogen ting der har veeret mere i fokus altsa, jeg haber ligesom nar vi er
pa plads og den star lidt afsides og folk jo selvfglgelig vender sig til den, at den
kommer til at blive brugt endnu mere.

Ja

Sa er der ogsa den udfordring kontantlgse eller ej at rigtig mange stadig har
kontanter...

Ja

Ja
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...nar jeg star dernede og kigger, og taenker hvorfor daelen hiver du ikke den kunde
med over til den, og sa star de jo med deres kontanter

Det er jo det, rigtig mange der bare lige har den der femmer pa

Ja

Og det kan man jo ikke komme udenom...

Nej

...sa skal de over kassen, sa skulle vi opfinde et eller andet system, altsa sa det bliver
jo ikke mere kontantlgst end, sa leenge man tager imod kontanter...

Ja

...sa er det altsa det folk kommer med ikke, altsa de der sma

Og man kan sige at der kan man jo godt andre steder eller i betjenings Igs tid hvor
man ikke har muligheden sa er man bare tvunget til at bruge det der kort, man hvis
man lige har den der ti’er i pungen sa vil man heller lige betale med den, end at
skulle have sit kort op og sta og indtaste alle oplysninger, og det er jo bare sadan,
altsa hvad der er mest bekvemt altsa, jeg ved ikke helt hvis vi nu ikke havde den der
mulighed for at have penge sa tror jeg, da at den ville blive brugt mere...

Uhm

....der har vaeret et par gange hvor vores dankort maskinen har veeret gaet ned eller
et eller andet, og sa har det vaeret sddan "kom vi gar lige herover”, der har det vaeret
rigtig fedt.
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Er det s3 bestemte grupper af borgere som kommer og kun har kontanter, hvad er
det xldre og bgrn og sadan noget

Der er mest zldre, ja...

Ja

Ja

...og det er jo ogsa, der er jo nok mange der stadig arbejder og sadan der kan printe
via deres arbejde, og unge via deres skoler og sadan noget, sa det er jo rigtig ofte
ldre eller folk der gar hjemme eller i den stil som kommer og skal have printet
nogle ting og det er maske ogsa oftere at de har kontanter.

Ja

Hvad med nydanskere og sadan noget

Jeg synes ikke at der har veeret nogen tendens der...

Nej

...der er nogen der bruger men der er ogsa nogle der ikke ggr, det er ikke noget jeg
videre har tankt over, hvad med dig Rasmus:

Nej, jeg har ikke staet der sa meget

Nej, jeg synes ikke at der har veeret noget der jeg har teenkt over...

Nej okay
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...men altsa generelt sa er det de unge der synes at det er skide smart, altsa og er
rigtig glade for det, hvor de aldre tit heller lige, “kan vi ikke bare lige ggre det her’
ikke

)

Den der personlige betjening som de nok ligesom er vant til

Przecis, som jo bliver taget mere og mere fra dem

Ja

De forbinder det nok ogsa med kvalitet mange gange og tillid og sikkerhed, med den
der personlige kontakt ikke, altsa

Jo

Sa er det i hvert fald ikke dem gjort noget galt for de har ligesom haft en eller anden
altsa kontakt til jer.

Jo....

sa altsa...

...0g sa 0gsa sa har de nogle gange tillegsspgrgsmal til hvordan man printer og
kopierer, sadan noget sa skal de alligevel have fat i os, og jeg, vi har nogle hjelpe
funktioner derinde ogsa, men om de nogensinde er blevet last, det kan jeg godt
seette mit spgrgsmalstegn ved

Men igen, det kan vaere at det bliver i den selvbetjente tid
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Jamen det er jo det hele tiden lidt gar og forstiller os. Vi har jo ogsa kgrt en
evaluering i blandt personalet og det var jo ogsa det de fleste sagde. At de troede at
det ville blive endnu bedre, i den selvbetjente tid hvor man er tvunget til det, sa skal
det nok fungere.

Ja ja, hvordan har i sa handteret de udfordringer der har vaeret nu her, altsa hvis, du
siger i snakker i personalegruppen om at man skal huske at spgrge dem og sadan
noget, men har i gjort nogle andre tiltag for ligesom, altsa nogle plakater eller pa en
eller made gjort folk opmaerksomme pa det.

Nej det har vi faktisk ikke rigtig, vi har ikke kgrt sa hardt pa med det, vi har holdt
vores, ogsa fordi det er forholdsvis nyt stadig eller i hvert fald, men altsa vi har jo
holdt nogle undervisnings seancer for personalet, da det var at det ligesom kom, ikke
og oprettet et dokument hvor vi kunne skrive ind hvis der var nogle ting der ikke
fungerede...

Ok

...og ofte har det vaeret sddan noget her og nu, hvor vi, hvor de bare har hevet fat i os

Ja

Hvad var spgrgsmalet egentlig? (Griner)

Altsa hvilke, altsa hvordan i havde handteret de her udfordringer, altsa med at huske
at spgrge folk og...

Ja
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...og med der faktisk ikke ville bruge det, om man pa en eller anden made, altsa man
har jo ikke tvunget folk men om man pa en eller anden made prgvet at forklare dem
at det maske var smartere

Altsa ikke rigtig handteret det

Vi har ikke rigtig handteret det

...men det tror jeg vi kommer til, altsa ogsa fordi vi bliver ngdt til at forholde os til
det, fordi kommunen har en anden plan om at lave pengelgs kommune...

Okay ja

og man kan sige jeg tror jo ogsa at personalet har samme convenience som
kunderne, sa hvis der star en kunde og siger kan jeg satte nogle penge pa mit print
og kopi kort, sa er det faktisk mere besvaerligt og tage dem med hen og vise dem det
nye, end lige at tage ti’eren ikke...

Ja

...sa hvis nu man sagde vi har ikke nogen kontantkasse, i bliver ngdt til at vise dem
det...

Okay ja

Sa ville de jo ggre det ikke, vi bliver ngdt til at handtere det pa en eller anden made,
men det har vi ikke haft gjort endnu...

Nej

...det kgrer stille og rolig og
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Sa det er svaert at eendre arbejdspraksisser

Jeg ved ikke om det er sveert, jeg synes ikke rigtig at vi har givet det chancen endnu
ghm...

men i og med i ogsa stadig tager imod kontanter sa er det jo heller ikke helt, kan man
sige, sa er det jo ikke helt lige sa vigtigt og...

Nej

...og fokusere pa det, fordi der stadig er den anden mulighed sa

Men det kommer

det kommer

Spaendende

Det er jo det Gladsaxe-kortet er jo pengelgs kommune Igsning...

Ja

...de vil af med kontanterne ikke og

Jo men det er jo det samme vi, Kgbenhavns kommune kgrer pa det samme med at
borgerservice og biblioteker alting skal veere pengelgst ikke, sa starter de sa lige som
bare med del-emner ikke...
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Har i ogsa en quick-borgerservice eller skal i til

Nej

Nej

Kommunen ligger lige ved siden af...

Ja det er rigtigt

...lige ved siden af, sa det er vi heldigvis sluppet for...

Okay

...lidt tid endnu eller hvad?

Nej nej

Det kan jo godt veere at i og med at man laver noget selvbetjening, at der sa ogsa
kommer en form for selvbetjening i quick-borgerservice eller et eller andet, ikke
altsa.

Ikke her

Det kan veere det kommer i fremtiden

Pa nogle af de andre maske

Indtil videre er vi sluppet
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Men oplever i det her som en kerneydelse, det har med at have print og kopi pa
biblioteket, altsa er det en af jeres kerneydelser?

Ja det synes jeg:

Det er i hvert fald en af vores store forretninger...

Ja

...altsa der er rigtig mange penge i det

Ja

...0g rigtig mange mennesker som ikke kan printe nar det ikke virker, hvis det er gaet
galt eller et eller andet, sa ikke...

Altsa der ligger ikke nogen printerbutikker eller maske inde i Kgbenhavns centrum
ligger der nogen hist og pist, men altsa jeg tror da aldrig jeg har set

...altsa vi er det eneste sted i Gladsaxe hvor man kan faxe...

Okay

...altsa jeg ved ikke om man kan kopierer nogle andre steder men det tror jeg ikke at
man kan.

Nej
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Sa det er helt sikkert en kerneydelse

jeg ved ikke om det er en kerneydelse

Men der er mange der kommer og printer og kopiere

Ja det er der rigtig mange der gor

Sa det er ogsa derfor, ogsa derfor vi startede det ikke, vi, nar vi star i skranken, man
felte at naesten otte ud af ti ekspeditioner var noget med print og kopi. Sa vi ville
rigtig gerne frigive noget tid fra det, hvis det kunne vaere let for borgerne selv at fa
det klaret...

Ja

...og det synes jeg ogsa at det har gjort

Ja, men har der sa vaeret nogle helt klare fordele og ulemper ved det her, altsa nu
siger du at det er en fordel at de selv, men har der ogsa veeret nogle ulemper ved at,
altsa at folk skulle laere det her system, og at | sa skulle bruge tid pa at laere dem det,
eller har det bare, altsa vaeret en fordel at det her er kommet...

Jeg vil ikke kalde det en ulempe at man skulle bruge tid pa det fordi det kommer jo
en til gode, altsa

Det tager jo altid nogle kreefter at indfgrer nye systemer ligegyldigt hvad det er

Og sa er der netop de der bgrnesygdomme, har jo ogsa taget lidt ikke, altsa der har
veeret noget frem og tilbage, og sa bliver folk maske irriteret hvis det ikke lige virker
sa gider de ikke at bruge den naeste gang...
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ja

...hver gang at der er et eller andet med en teknologisk I@sning, er der jo nogle
udfordringer forbundet med det.

Ja, men det bliver jo sa nok ogsad bedre, altsa mere en fordel nar i far det her pa de
biblioteker hvor der er udvidet dbningstid uden personale, altsa...

Ja

Sa giver det jo nok mere mening for folk ogsa at bruge det jo

Ja

Taenker i at i fremtiden kommer til at tabe nogle borgere pa gulvet, ved at, altsa i
snakker om at i gradvist vil fierne muligheden for kontant betaling eller det er der
snak om eller et eller andet, taenker i sa at der er nogle borgere der maske vil taenker
”ah nej” det kan jeg ikke finde ud af, og sa lader vaere med at komme?

altsa ved indfgrelse af 100 procent kontantlgst vil vi tabe dem som ikke har nogen
identitet plastikkort eller hvad man nu kan forstille sig ikke. Subsistenslgse, ikke...

Der er stadig nogle der ikke har dankort ikke...

Det er der jo

De meget «ldre og netop de

Der kan man sige at Gladsaxe kommune sa lidt pa forkant maske med et borgerkort,
altsa Gladsaxe-kortet er de ved at indfgrer nu
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Okay

Som bgrn og «ldre kan f3, eller alle i virkeligheden kan fa, men det er tiltaenkt til
bgrn og zldre... som er et debitkort som man kan, foraldre kan sztte penge ind pa
eller man som barn til en gammel kan saette penge pa til sine foraeldre sa de kan
kebe mad pa plejehjemmet eller noget...

Okay

...eller betale bgder pa biblioteket, eller svsmmehal og sadan noget. Det er jo en del
af hele den der plan...

Ja

...men en subsistenslgs, hjemlgs vil jo stadig heller ikke have et Gladsaxe-kort. Og
adgang til en portal og kunne satte penge pa det via noget...

Men de bruger det da heller ikke i forvejen, g@r de det? Altsa bruger de, de bruger jo
ikke pengene pa print, altsa de bruger biblioteket som varested

Jeg ser nogle som de ind imellem godt kunne veere nogle som der ikke

Okay som altsa ikke

Som har staet i skranken og har sagt jeg har kun to kroner, jeg skal have en kopi

Ja

Hvordan gor jeg ikke...
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Ja

Hvad g@r man sa... sa giver man dem kopien ikke, og siger ved du hvad

Sa har vi jo selv vores eget skrankekort, og sa ma det vaere det, men det er rigtigt

...men om, jeg ved sku ikke om vi kommer til at tabe nogen, det er sa lige en procent
del, sa

Jeg teenker det tab er gjort i forvejen, nar man har valgt at digitalisere en kommune,
altsa der pr. 1. november blev Gladsaxe kommune en ren digital kommune, og det er
der da mange ldre borger der har haft det rigtig sveert med, og der er ogsa nogle
der bliver undtaget. Men det er jo allerede i gang, jeg ved ikke om vi kommer til at
tabe nogen, det tror jeg ikke.

Nej for vi har ogsa kigget pa hele det der med Nem ID og sadan noget og der er jo
ogsa nogen der er blevet fritaget

Det er jo det

Men altsa man kan jo ikke blive fritaget hvis der ikke er nogen pa biblioteket, sa er
man jo ngd til at ggre det

Ja

Sa det er jo lidt en anden problematik der er hvis man kommer der nar der ikke er
nogen, sa er der jo sa bare ikke nogen, altsa. Fordi det har vi ogsa snakket en del om
med vores, det er lidt det samme det har med at det hele gar han og bliver sa digitalt,
om der sa er nogen der rent faktisk ikke kan fungere i samfundet, fordi de bare ikke
har de muligheder eller har de ressourcer det kraever?
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Det tror jeg der er

Ja

Man kan ogsa sige at pa en lidt stgrre klinge, nar alting bliver digitaliseret, hvad skal
vi sa bruge print og kopi til

Ja

Nahr ja griner

Sa kan veaere at det i virkeligheden afliver sig selv, og det er kun sa laenge at vi stadig
har nogen der bruger de analoge medier, men det holder vi jo op med, det forsvinder
jo, vi begynder jo at bumpe dokumenter til hinanden, og... og sa er det kun nar man
skal faxe sit visa til Sydafrika eller et eller andet sa skal man bruge noget scannings
vaerk og noget et eller andet

eller noget sang til nevgens konfirmation (Griner)

Ja, jaja hvad ved jeg

Der er netop derfor vi finder det interessant, fordi det er jo en del af en keempe stor
bombe der, alts3, eller en keempe proces der er i gang med digitalisering, alt bliver jo
digitaliseret ikke, det her kommer jo lige i halen pa E-boks, f@rst Nem ID og sa E-boks,
og sa det er jo alting ikke.

Sa ja, for vi skal jo stadig aflevere vores opgave for eksempel, vi skal jo stadig aflevere
vores i hardcopy sa det er jo

Ja faktisk bade i digital fordi der et krav om at det skal det det skal ligges ud sa alle
kan laese det pa en eller anden fin database ikke, men
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Sa skal vi aflevere tre kopier

Af den samme

Ligesom dagpengekontorerne kgrer jo ogsa stadig med printe, fordi man skal bruge
underskrift

Det gar man over og printer

Det er noget af det man ser nemlig

Jo

Nej ansggning til uddannelser er vist ikke sadan, nej

Men sa er der maske nogle der finder en tryghed i at de printer deres Ignsedler eller
personlige papirer som nu ligger pa E-boks, men de jo sa ogsa gerne lige vil, synes det
er rart at have...

Papiret i handen

Ja en fysisk udgave af tingene ikke

Jasa

Men hvordan forgar det sa med, sidder man sa derhjemme og kan uploade noget op
i en sky, det er jo sadan, de tanker de har i Kebenhavn, er det, fungere det pa samme
made?
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Altsa det kan man ja

Okay

Men det er stadig hvis man gar via hjemmesiden eller det er jo sadan set ogsa sadan
hvis man er her fysisk, altsa hvis man trykker print

Sa ryger det op i en sky

Op i en sky og sa bliver det ligesom gemt pa dit kort og sa fgrst ndr du ligesom, og sa
bliver den gemt i 24 timer tror jeg... og nar man sa ligger den pa en printer, hvilken
som helst sa kommer det ud

Er der noget sikkerhed omkring det, altsa jeg teenker nu er der jo noget sikkerhed
hvor omkring, altsa at tingene ikke bliver hacket sa nemt, fordi jeg teenker der kan jo
veere personlige dokumenter der bliver lagt op i den sky, hvordan handtere |
sikkerhed alts3, er der en del af softwaren som har et eller andet sikkerhedsprogram,
et eller andet

Altsa det ligger jo adgangskode beskyttet efter datatilsynets regler

Okay

| den der sky ikke, praecis hvordan griner, det ved jeg ikke, men man skal bruge sit
cpr. Nr. og en kode som man selv har lavet til det. Men alting kan jo hackes.

Men der er da i hvert fald, datatilsynet har veeret inde over...

Jaja

Sa ma man taenke at sa er der da gjort noget for sikkerheden, altsa
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...0g sa ligesom alt mulig andet, man kan jo aldring anbefale hr. og fru. Jensen at
szette sig ned her og ga pa netbank... det ville jeg ikke gg@re (Griner)

Ville du ikke ga pa netbank her?

Nej der kan sidde en pa computeren ved siden af og lagt et sniffer program p3, og
bare sidde og fglge med, det er der ikke nogen beskyttelse imod, nogen steder

men hvad dalen ggr de sa?

Ja hvad ggr de sa?

Netop det hvis man ikke har en computer derhjemme

Men er der sa ikke nogen kommuner der sa kgrer med nogle mere sikre systemer?
Altsa som ikke har aben Wi-Fi?

Det ved jeg ikke...

Det er jo sa netop nogle af de ting der er

Det er jo lidt af en udfordring kan man sige, fordi netop det er den type borgere der
kommer her for at ggre det

Jajadet ggrde

Det ser vi ogsa at sa far de hjaelp til E-boks og sadan noget og sa man jo, sa ikke har
en computer sa er man jo tvunget til at laese det sine ting pa E-boks pa biblioteke og
det er jo personligt
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Men er det ikke ogsa noget med at hvis man har sin egen computer med og bruger
vores Wi-Fi, sa kan det ogsa snuses op?

Men det kan alting jo, kan man sige, bare du er pa det samme netvaerk, kan du jo
sniffe databakkerne medmindre at de er krypteret op alt mulig andet men hvis folk
kommer med sadan en gammel Windows 98 maskine uden alt mulig sikkerhed p3, sa
er det i princippet en piv-aben dgr det skal man ikke (Griner)

Det er jo ikke alle der lige gode til at sidde og taenke virus beskyttelse, de kgber sig en
barbar og sa taeenker de bare fint, den kgrer, og hvis salgeren ikke ligefrem star og
siger du skal lige huske at kgbe et abonnement pa noget virus et eller andet

Ja det skal man taenke over i denne her digitale tid.

Det er netop det

Men har i mange der kommer her, altsa studerende med deres egen barbar, og
sidder her og, altsa bruger biblioteket som et studiested eller?

Det har vi. Gladsaxe gymnasium ligger meget teet pa

Det er meget centeret det hele

Ja lige midti

Er | det eneste bibliotek her i kommunen eller?

Nej vi har de der fire filialer, som er betjeningslgse i noget af deres tid
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Okay, er det sa kun her at det her print kopi Igsning der er indfgrt? Eller er det planen
at skal indfgres de andre steder ogsa?

Der er to af filialerne som er ved at blive lavet til betjeningslgse biblioteker.

Men det er meningen at det skal ud pa alle? Eller det ved i ikke?

Nej, det ved vi ikke nu er det, det her i fgrste omgang.

(?) systemerne er alle steder. Betalingsstanderne altsa. To her, to pa vej. Sa det bliver
jo speendende at se.

Ja, at se om det virker nar der ikke er nogen til at hjalpe.

Eller om de bare vil taenke "der er ikke nogen til at hjlpe" jeg kommer igen i morgen
formiddag...

Altsa det er jo det... Men altsa har i taenkt over hvordan i vil ggre det? Netop de
steder, uden for abningstiden. Altsa hvordan man ligesom vil reklamere for den her
Igsning. Sadan at de ikke bare kommer igen i morgen formiddag, hvor der er nogen.

Ja, det har du nok ret. Alts3, det er jo. Vi har snakket om noget samarbejde i
filialerne.

Vi har snakket om, maske uden for dit regi, at i det andet digitale skilteregi, vi kgrer
sadan nogen differentierede slideshows ikke nar du kommer ind af dgren, sa star der
"der er betjeningslgs bla bla bla". Kommer du uden far abningstiden, vil det vaer
nogle andre ting der star pa skiltet. “Husk at du selv i den ubetjente tid kan fylde
penge pa dit print og kopi kort” sadan at man far nogle andre informationer, her ville
det jo vaere oplagt at pushe de her ting udenfor dbningstiderne, i den selvbetjente tid
ikke.
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Stine:

Louise:

Ditte:

Stine:

Ditte:

Stine:

Ditte:

Stine:

Rasmus:

men, men vi har da snakket om, om at der skal laves et eller andet, jeg ved ikke et
eller andet. Maske skrive en artikel til avisen, nu nar vi har faet en masse fine
plakater men det er nar vi far det pa filialerne hvor det giver aller bedst mening.

Jo jo, man kan sige her har i jo ogsa nogle til at snakke om det hele tiden, fordi der
netop kun er betjent dbningstid, sa er det jo selvfglgelig nogle andre problematikker
der kommer uden for normal dbningstid, sa men ja

Jeg kan ikke lige huske, det kan godt veere jeg sp@rger om noget vi allerede har
spurgt om, men oplever | mange der bruge denne her Igsning? Eller hvordan er
fordelingen af folk der betaler kontant og brugere der veelger selvbetjenings
Igsningen?

Der er stadig langt flest i skranken

Okay

Ja, altsa der ikke sa mange der benytter det

Na okay

@hm, flere og flere haber vi jo pa nar man har ligesom introduceret til den en gang,
at det s3, men det er ikke helt s mange som vi lige havde forventet efter evaluerings
perioden vil jeg sige, ghm... ja men...

Men det kan ogsa vaere at nu hvor vi saetter den et andet sted, hvis vi saetter den ved
siden af en kopimaskine sa star folk og Igber t@r, og sa ah gud jeg kan fylde pa her
ikke... sa kraever det jo bare man har en halv trilliard af de der dimser, som kan sidde,
sa man kan satte en ved siden af hver kopimaskine...hvis du fgrst har flyttet dig hen
til skranken, sa er det sku nemmere lige at betale den tier
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Stine: Jamen det er jo det

Rasmus: Men hvis du star og er i gang med at kopiere og sa lgber du tgr, sa kan du fylde pa
her sa ville man jo ggre det

Stine: Det er det vi ggr Rasmus; griner

Ditte: Hvordan har medarbejderne taget, at i har praesenteret det her nye print kopi
Igsning, har de vaeret udelukkende begejstret eller har der vaeret bekymringer, eller
hvad har der gdet sadan af...?

Stine: Altsa de fleste har vaeret positive, synes det er en rigtig god ide, fordi netop vi har
simpelthen sa mange ekspeditioner i skranken som folk gerne vil have ude, sa er der
nogen der stadig synes at det er en service forringelse at...at det er en bedre service
at de kan betale hos os og vi kan fa en lille sludder ghm den type her der ogsa veeret
ikke, jo man altsa griner, det er helt sikkert overvejende positivt

Louise: Men det er vel ogsa ved at i har introduceret, altsa pa forhand og ligesom
introduceret dem til det her system, det har vel gjort meget at man har kunne fjerne
noget af den skeptisk som maske har vaeret taenker jeg, hvis de har haft nogle, noget
utryghed ved det her, sa har i ligesom kunne gribe det an

Stine: Ja det tror jeg
Louise: Pa en made, ja
Rasmus: Det er vel ogsa
Stine: Jeg tror, synes ogsa bare det der med at det bare ikke bliver benyttet nok, som folk

er sadan lidt, men mest glad for det ja
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Louise:

Ditte:

Stine:

Louise:

Stine:

Louise:

Rasmus:

Stine:

Rasmus:

Stine:

Okay, ja har du mere eller

Jeg teenkte har i impdekommet nogle af de her, tror i det er det information og
medtagning af medarbejderne at lhar kgrt det der lidt uddannelse-ting for dem, der
gor at de har kunne komme af med og laere ting at kende, sa det ikke bare er noget
der er smidt i hovedet, nu skal vi kgre det her og sadan er det bare, tor i at det er det
der har vaeret med til at pavirke det i en positiv retning eller hvad teenker | om det?

Jo det tor jeg helt sikkert altsa, ehm det er jo ogsa noget vi har snakket om det noget
tid ikke, det har veeret noget tid under vejs, og folk har vaeret meget interesseret i
det sa det var ikke sadan at det kom bag pa folk at nu er det det, nej, altsa og sa har
det jo ogsa veeret let pa den made at, vi har jo ikke kraevet at folk at de skal
ekspedere folk derovre op til en selv, hvis det havde veeret ngdvendigt og vi skulle
veere pengelgse, og folk var tvunget til det, sa kan det godt veere at det var blevet
modtaget pa en anden made, men fordi at vi ville synes at det var dejligt at | tog alle
brugerne derover, altsa den formulering vi har lagt pa det sa har det ogsa veeret
sadan lidt blgdere for dem

Ja meget

Der er ikke nogen der har sldet den oven i hovedet hvis det er at de ikke har gjort det

Ja... det er jo nok det der er forskellen

Du har jo prgvet at vinkle det som en service forbedring...

Jaja

...i stedet for en service forringelse ikke

Jo helt sikkert
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Rasmus:

Ditte:

Louise:

Stine:

Louise:

Det er derimod et ekstra tilbud det er ikke noget darligere, det er faktisk bare hvis
der er k¢ ved skranken, jamen sa kan folk bare ggre det selv og det er jo klart et
bedre tilbud

Helt sikkert

Ja, ja

Og lige sadan noget med at skulle tjekke sin saldo og sadan noget, det er jo hundrede
gange federe lige selv at kunne ggre, det behgves man jo ikke at fa en medarbejder
til bip du her 2 kr. stadende, altsa vel, ndr du selv lige kan se det pa to sekunder Ja, vil
de fleste synes er en forbedrelse

Ja det tror jeg ogsa

Interview pa Tingbjerg bibliotek den 18/2-15

Interviewede: Thomas Nielsen (Daglig leder pa Tingbjerg bibliotek)

Interviewer: Louise Torp Tjgrnelund

Louise:

Thomas: generelt ikke, vi mgdes jo, man mgder typisk kl. 9. ikke, og sa har vi en time
til at dbne i, kan man sige, hvor vi, der kommer post... ghh... der kommer kasser fra
de andre biblioteker med reserveringer og...ghh...vi dbner biblioteket ikke, og sa kl.
10 gphh sa dbner vi... for publikum, ghm og sa har vi fast to mand pa i skranken ikke,
en bibliotekar og en kontor til at betjene lanere og der har vi typisk ghh to eller tre
timer man sidder i vagt...
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Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

ghh og sa skifter vi midt pa dagen, ¢h og sa sidder der to andre ikke, shm og dagene
er jo meget forskellige nogen dage kommer der rigtig mange nogen dage kommer
der ikke nogen sa forbereder vi os pa at der kommer nogen ghh eller det vi skal lave
de naeste dage ikke, for laest nogen ting vi skal bruge i vores arbejde ikke, phm men
der kan ogsa komme to bgrnehaver med 25 bgrn hver ikke og sa... ghh er der fuldt
fart pa...

ja

...de naeste par timer, de skal se film og, shm sa har vi, altsa det... der kommer rigtig
mange forskellige, man tror det er sa nemt, man vil sa gerne satte folk i firkanter
ikke...

ja

..men der kommer nogle der aldrig har veeret pa biblioteket fgr som skal have hjzlp
til alt muligt ikke, der kommer nogle der skal have hjzlp til computer som ikke kan
finde ud af at bruge musen, ghh... der kommer IT specialister som skal...som er inde i
nogen svaere sggninger som de skal have hjzelp til noget der er herre svaert ikke der
kommer gamle danske damer der vil have en god bog, ghh som man skal foresla
nogen bgger som de ikke selv har laest, ghh der kommer studerende indvandre piger
som er utrolig ambitigse og belaeste ghh som skal have hjalp til nogen ting ikke, sa
der er utrolig bredde i de ting der kommer i Igbet af en dag ikke og der kommer
mange, altsa Tingbjerg er jo sadan et lille sted, sa der kommer mange der kender os
pa en eller anden made, som gerne vil snakke med Tove eller som gerne vil snakke
med Chaker fordi at ghh den bog de fortalte dem om for et stykke tid siden vil de
gerne lige snakke med ikke. Ehm sa det er utroligt forskelligt hvad der sker ikke, og sa
lukker vi typisk ved 4 tiden igen og sadan noget, og sa er den dag gaet.

ja, shm og hvordan vil du beskrive biblioteks kulturen som den er lige nu, nu har du
veeret lidt inde pa det, det med at der kommer en masse forskellige og sddan noget
men?

Ja men i virkeligheden sa tror jeg at den er meget forskellig ikke, man vil gerne tror
at det er ens pa alle biblioteker i Danmark, og det tror jeg ikke at det er, altsa jeg tror
at der er meget stor forskel, ghhh og for eksempel her i Tingbjerg ikke der er vi jo
ovre i den sociale side af biblioteksveesnet ikke, men, men, men, der er ingen tvivl om
at grunden til folk kommer her det er jo biblioteket de kommer her jo for at lane
noget materiale eller kigge noget, eller fa nogen informationer eller sddan noget
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Louise:

Thomas:

Ditte:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

ikke, og sa bruger de det til at snakke med personalet eller fa hjaelp til nogen ting
ikke, og maske ogsa mere og mere snakke med hinanden altsa der er lige veeret en
undersggelse og der Tingbjerg forholdsvis hgjt med folk der, der mener at de far, at
det er et sted hvor man mgder hinanden...

Okay

Sa....

Sa et kulturelt mgdested?

Ja

@hh og hvordan mener du sa at det her med pengelgse biblioteker vil pavirke
bibliotekskulturen, altsa tror du at der er nogen der vil vaelge det fra eller?

ja jeg ved ikke... jeg ved ikke om der decideret er nogle der vil veelge det fra men jeg
tror da det, at det bliver et problem for nogen ikke, shm og jeg, jeg er med pa at det
vil have nogen fordele ikke for vi bruger da forholdsvis meget tid pa at holde styr p3,
pa forholdsvis fa kontanter ikke ghh...

Ja

Men omvendt sa synes jeg ogsa at, sa meget tid bruger vi jo heller ikke, ghh i hvert
fald ikke har i Tingbjerg pa det...

Nej

@hh og jeg ser helt klart nogle problemer med gh folk som vil have sveert ved det,
altsa ldre mennesker som vil have svaert ved at styre ghh et nyt kort eller nogle nye
koder som de har problemer med ikke... ghh bgrn, altsa jeg har svaert ved at se
hvordan vi far det til at funke med bgrn der, ghh som jo ikke render rundt med kort
og som, i Tingbjerg kommer bgrnene meget for sig selv, det er ikke noget med far og
mor der er med, s3, sa jeg har svaert ved at se at de skal oprette kort med 20 kr. og i
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det hele taget, de har svaert ved at huske deres bibliotekskort sa af og til ma vi sende
bgrnene hjem for at hente deres kort, fordi vi synes at det er for tit, de glemmer

det...
Louise: Jo
Thomas: ...og hvis det lige pludselig og det er jo ikke et stort problem, det er jo ikke noget med

at de er inde og kopiere hver dag de er her eller printe ud eller sddan noget ikke,
men en gang imellem sidder de og laver noget, og sa synes de at det smadder godt,
og sa vil de gerne lige have en kopi af det de har lavet s3, sa jeg tror at der vil blive
problemer. Og sa tror jeg ogsa der vil blive problemer for personalet ghh fordi at et
langt stykke hen af vejen, sa tror jeg folk vil have sveert ved at administrere den her
ordning, alt efter hvilken en man vaelger s3, s, sa det der med at folk skal veere
selvhjulpne, det vil jeg godt stille spgrgsmalstegn ved i hvert fald...

Louise: Ja

Thomas: @hm hvis de skal kunne sidde hjemmefra og sadan, der er mange muligheder for sma
fejl taenker jeg...

Louise: Ja

Ditte: Oplever du det som en kerneydelse det med print/kopi, en af jeres kerneydelser?

Thomas: @hm ja det gor jeg altsa, hvis man skal se sadan lidt hgjt pa det sa vil jeg jo ikke sige
det... men i dagligdagen sa bliver det, er det blevet det. Det er ikke sa lang tid siden
at vi sad og krydsede af hvad vi lavede hver dag ikke, og der var jeg da overrasket
over at det med kopi og print det fyldte sa meget ikke

Louise: ja. Men hvordan har i oplevet den her, altsa beslutningsprocessen om at
implementere pengelgse biblioteker, har i faet noget information eller hvad for
noget information har i faet?

Thomas: Altsa vi har jo faet information ikke, men det er meget med at det kgrer som et, som
et forsgg ikke, at nu har man valgt nogle biblioteker ud som skal prgve at kgrer
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Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Ditte:

Thomas:

Louise:

forsgget ikke. @h og sa har der veeret et mgde for ledelsen, altsa jeg har veeret til et
m@de hvor man har fortalt om det, ghh hvordan man vil ggre det ikke...

Jo

...0g sa har hvert bibliotek skulle sende en gh ligesom en der har skulle vaere
ansvarlig for hvert enkelt bibliotek...

Jo

...og det er der hvor vi har sendt, vi har sendt Peter ikke... Sa der har vaeret nogle
me@der, og man kan sige at, at vi har sa orienteret om det pa husmgdet ikke. Men det
er jo ikke sadan at der er, har vaeret meget information om det vel, og, altsa for
eksempel havde jeg jo regnet med at det skulle vaere foregaet for et halvt ar siden
eller sddan noget ikke...

Jo

...og det er jo ikke sdadan noget med at der kommer meddelelser om at nu bliver det
forsinket pa grund af det og det, altsa det kan godt vaere at hvis man selv var lidt
mere opsggende man kunne have faet de oplysninger ikke, men, men jeg synes ikke
at der har vaeret meget information om det altsa

Nej

Hvad med beslutningsprocessen, hvordan er den foregaet er i blevet inddraget i den
eller...?

Nej ikke andet end at man kan sige at, at for eksempel for os der har vores
netvaerksleder han har besluttet at omrade nord gerne vil veere med i denne her
forspgs periode ikke, og sa regner jeg jo med at vi kgrer en forsggs periode og sa
tager man det op om det er noget vi vil fortsaette med ikke. Problemet er at sadan
noget her er jo sveert at kgre tilbage...

Ja
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Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

...regner jeg med ikke s3, sa ghm nasten lige meget hvor meget modstand vi vil have
imod det ghh sa teenker jeg at det er noget der er kommet for at blive ikke...

jo

...0g sa kan man selvfglgelig lave nogle foranstaltninger hvis vi finder ud af at bgrn
virkelig ikke kan klare det eller finde ud af det ikke... Sa gar jeg da ud fra at vi kan fa
lov til at veere med til at bestemme at det sa ikke geelder bgrn eller hvad ved jeg...

Jo

men det er jo en svaer, det er ligesom en omvendt made at ggre det pa ikke, men
sadan er det jo nogen gange at gh, at ledelse m3, fordi det er jo en keempe
organisation ikke...

Jo

vi er jo 800 mennesker eller sadan et eller andet ikke, sa hvis vi skulle seette os i en
rundkreds og sa finde ud af tingene sa...

Ja

sa ville der vaere en masse for og imod ikke, sa nogen gange tror jeg at der er
ngdvendigt at ledelsen siger at nu ggr vi sadan ikke, gh, men det er jo altid rart at
folk bliver hert fgrst...

Ja

...0g sa kan man tage beslutningerne pa trods af det der bliver sagt, men jeg tror det
giver, det giver jo, altsa folk i systemet synes jo nogen gange at de ikke er blevet hgrt
ikke...

Ja
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Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

og det ved jeg ikke lige om gaelder her, men, men, men, men det synes jegi hvert
fald sker med nogle andre ting ikke...

Jo

@h

Ja, hvordan tror du sa at de daglige arbejdspraksisser vil eendre sig, tror du der bliver
noget behov for at undervise de ansatte i det her nye eller nogle andre ting?

Ja det tror jeg ikke, altsa, og det synes jeg ogsa det ngdvendigt ikke altsa, det duer jo
ikke altsa... hvis vi ikke kan finde ud af det, altsa jeg synes jo, der er jo en tendens til
at man taenker at alle kan sta i en skranke for eksempel, man jeg synes jo, jeg kan jo
se herude at dagene kgrer meget bedre hvis dem der star i skranken er faglig dygtige
ikke, og det, hvis der er nogle der bliver sure over at de lige pludselig ikke kan printe
de der 4 sider ud som de har faet lovning pa hjemmefra og sa videre sa vil der blive
problemer ikke...

Jo

sa jeg tror at vi skal, altsa dem der star i skranken skal jo have styr pa hvordan det her
system, sa vi undgar fejl ikke...

Ja

ghh, og det er jo ikke altid at vi far det kan man sige, nogle gange kaster man sig lidt
ud i nogen tekniske Igsninger, som vi, som vi maske ikke er klar til pa personale siden
ikke...

ja
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Thomas:

Louise:

Ditte:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

og jeg ved ikke om det skal vaere keempe kurser det her, altsa sa sveert gar jeg ikke ud
fra at der er vel. Men jeg synes da i hvert fald at dem der er front personale, de skal
pa eller oplaeres sa de kan finde ud af det her ikke

jo

Tror du at der kan komme nogle konflikter med lanerne eller borgerne der bruger
biblioteket i forbindelse med det her print/kopi?

ja det tror jeg alts3, jeg tor da at dem der ikke kan finde ud af det, de vil da synes at
det er et tosset system ikke, (remmer sig) og de vil selvfglgelig brokke sig ikke, og nu
er det ikke fordi folk star sa meget i kg her i Tingbjerg men, men jeg kunne da godt
forstille mig at hvis det er en sag der gar helt i hardknude, sa skal der lige pludselig en
i skranken der skal over at sta i en halv time og hjalpe en eller anden gammel dame
med nogle kopier der er blevet vaek i cyberspace eller hvor sgren de kan blive vaek
ikke...

jo

altsa sa tror jeg da at folk vil brokke sig ikke, ph og jeg forstiller mig, der er ogsa dem
som, dem som ikke normalt kommer pa vores biblioteket som bare er forbi ghh
tilfaeldigt herude og besgge noget familie i Tingbjerg og sa lige skal ind og have
printet et eller andet ud ikke, altsa der kunne jeg da ogsa forstille mig at de blev
sure...ghh... og tit, tit ndr folk bliver sure eller utilfredse sa, sa er det jo front
personalet der ma tage balladen ikke, for det er jo svaert og brokke sig til nogen der
sidder et andet sted og har taget nogle beslutninger ikke...

Jo

Ja. Men hvordan mener du sa at bibliotekets kulturen passer sammen med biblioteks
strategien nu, altsa den made det foregar pa nu?

Ja altsa ... jeg synes jo at der en divergens kan man sige, altsa jeg oplever, jeg oplever
folk som utrolig glade for det, for bibliotekerne nu ikke, gh og selvfglgelig skal vi,
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Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

selvfglgelig skal vi felge med tiden pa eller anden made ikke... vi skal jo ikke sta stille
vel altsa, men omvendt sa synes jeg jo heller ikke at det er os der skal skabe
fremtiden pa eller anden made vel, altsa jeg synes jo godt at vi kan fglge med stille og
rolig som, som tingene sker ikke, gh og der har lige veeret en stor undersggelse gh
om brugertilfredshed hvor man har spurgt gh brugerne pa biblioteket ikke , og de
viser jo at, at brugerne er utrolig tilfredse, altsa 95% tror jeg er super tilfredse med
vores bibliotek for eksempel ikke, og det er generelt at tallene ligger deroppe ikke...

ja

ghh og de er glade for den betjening de far af, af personalet gh sa jeg synes, jeg
synes ikke at man behgves at lave sa meget om pa det, gh og sa synes jeg at den der,
altsa den der med at alle bibliotekerne skal veere stort set ens... det tror jeg er en stor
fejl ikke, gh fordi selvom de der, nu har jeg kun set pa nogle tal og meget for
Tingbjerg ikke, sh men der er jo forskelle...

ja

altsa for eksempel er der 30% af vores brugere der har svaret at de ikke kan klare sig
uden personale, altsa de vil ikke kunne betjene sig selv pa biblioteket ikke, og det
synes jeg da er, det synes jeg da er meget ikke...

jo

ghh og hvis vi sa bliver skaret vaek hvis de skal klare sig selv s3, s3, sa tror jeg da at vi
far nogle tabere herude ikke, og det skal oveni kgbet ses gh ud fra at de
spgrgeskemaer der var, de var forholdsvis svaere og lange, sa gh sa jeg har i hvert fald
oplevet nogle her hos os der har sagt at de var for sveere til at de kunne besvare
dem...

Okay

sa, sa tallene vil sikkert vaere endnu vaerre hvis man havde faet alle til at svare ikke...

Jo
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Thomas:

Ditte:

Thomas:

Ditte:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

ghh

Nar du siger at bibliotek eller vi skal ikke skabe fremtiden er det sa biblioteksveesenet
du teenker pa eller hvem er vi?

jamen det er biblioteksvaesenet ikke altsa...

Jaja

...jeg synes at vi skal skabe fremtiden sadan ghh inden for vores felt...

Ja

Vi skal jo veere med pa bgger og vi skal vaere, vi skal jo have de nye bgger og vi ma
gerne finde opdage trends inden trendsene er kommet pa det kulturelle felt ikke
men, men sadan teknisk synes jeg ikke vi behgves at vaere os der ligesom satter
fremtiden vel, gh jeg synes jo godt man kunne vaeres sadan lidt... hvad hedder det
tilbageskuende, og se hvad, hvad vinder her ikke altsa gh hvorfor nogen hvad med
betalingskortene fremadrettet ikke skal vi have Mobilpay altsa, hvad er det der
vinder ikke...

Ja

for vi kan jo ikke have syv forskellige ting, og det bliver jo ikke, det behgves ikke at
veere os der tager beslutningen om hvad der er kommer til at blive brugt i fremtiden
vel, jeg synes jo godt at vi kunne sige at, altsa nu ser det ud til at der kommer nogle
betalingskort, jamen sa kan vi jo prgve et af dem ikke...

Ja

og sa kan det vaere at nu mobilpay er ved at vaere hvad unge, hgrer jeg i hvert fald, er
ved at veere det de bruger, sa kunne vi maske ogsa prgve det ikke...

Ja

238



Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

og sa stadig lade pengene kgrer og sa, sa kunne man jo over en periode se at, jamen
det viser sig at 75% betaler med Mobilpay ikke...

Jo

gh men sa er det nok det vi skal ggre og sa kunne man jo kgre vaek ikke. | stedet for
at man nu skaerer ned og siger nu bruger vi kort, nu bruger vi et betalingskort gh s3,
sa vi kunne vente og se hvad der, hvad der rgrer sig ikke, ghh og selvfglgelig skal vi
folge med ikke altsa...

Jo

ellers gar vi jo i sta altsa det skal vi jo heller ikke vel...

Nej

men det er jo det samme med e-bgger ikke hvis, hov nu skal vi til at have e-bgger
ikke og folk bruger ikke e-bgger men det er fordi vi ikke, vi ma g@re noget for at de
ikke bruger e-bgger ikke... ghh og sa siger man og jamen folk de gider ikke at lese,
eller der er i hvert fald nedadgdende for papirbgger ikke... men det kunne man jo lige
sa godt sige at jamen sa lad os da bruge nogle flere mere krudt pa at fa folk til at laese
bgger igen...

Ja

ghh det kunne man jo sagtens ggre nogle indsatser for...

Ja

¢h ¢h og jeg siger ikke at vi ikke skal have e-bgger...

nej nej
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Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

gh for det skal vi jo og om 10 ar sa kan det godt veere at de fleste bgger kommer som
e-bgger og det er det folk vil have ikke. Men jeg synes at som tiden er nu, der mener
jeg ikke at folk vil have e-bgger, i ret stor, altsa hos os er det under 5% der synes at vi
skal kgbe flere e-bgger ikke...

Jo

sa er det jo skaegt at vi har en beslutning nu at det er e-bgger vi skal satse pa

ja. Sa hvor ser du biblioteket om 10 ar?

Jamen jeg tror jo, modsat andre maske, altsa jeg tror jo at et stykke hen af vejen er vi
som vi er i dag ogsa, altsa gh ... jeg tror da teknologien vil gh have taget over pa
mange ting ikke altsa jeg forstiller mig da at e-bgger bliver ligesa almindelige som
papirb@ger, men jeg tror stadigvaek at der er mange der vil holde sig til papirbggerne
ikke, og jeg tror da ogsa at vi har faet indfgrt ... betalingsfrit bibliotek eller ikke
betalingsfrit men...

Betalingsl@st

betalingslgst ja...

Ja

og det synes jeg da ogsa er fint nok alts3, det er jo ikke sadan at jeg er bange for den
udvikling vel gh ... jeg kunne maske godt selv taenke mig at det, det der med det
gratis princippet. Det synes jeg er utrolig vigtigt ikke...

Ja

sa det kunne jeg godt teenke mig at det stadigvaek var der og det vil jo ogsa veere det
et stykke hen ad vejen, gh men alligevel ser jeg lidt at tingene skrider... nar...ghh...
man kommer sammen med kulturhus, hvor det er almindeligt at kommer du ned og
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Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

Thomas:

Louise:

skal se et foredrag jamen sa betaler du 100 kr. for at komme ind til en teater
forestilling til et foredrag og sadan noget og sa synes jeg, at her har vi foredrag af
forskellige og vi har altid vaeret gratis sddan som jeg lige husker det i hvert fald, sa
har vi ikke taget penge for nogle arrangementer her endnu

Na okay

...0g det synes jeg da, det synes jeg da er super godt altsa gh fordi jeg, jeg taenker jo
stadig pa de gamle idealer med information til alle og...

Ja

og sadan nogle ting, og det synes jeg da vil skride lidt pa en eller anden made ikke ...
sa ... jeg ser et sted ligesom nu gh men hvor der maske vil vaere, teknikken vil
selvfglgelig veere blevet forbedret...

Ja

..men men stadigvaek et sted hvor folk kommer far sgge information, jeg tror der vil
veere, der vil maske veere vaesentligt flere arrangementer fordi det bliver, folk for
brug for sadan et tredje sted hvor de kan ga hen og mgde hinanden og snakke
sammen...

Ja

gh ... og sa haber jeg da stadigvaek at det er et utrolig aktivt sted, jeg ser maske ogsa
at brugerne bliver, bliver mere inddraget...

Okay

gh til forskellige brugerarrangementer og jeg har jo ogsa sveert ved at selv hos os at vi
ikke far abnet for ubemandet dbningstider, gh som vi jo har snakket meget om, om
man kan sadan af sikkerhedsmaessige grunde...

Jo
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Thomas: Om folk ville veere bange for at komme her og om nogle fa ville saette sig pa
biblioteket hvis vi havde dbent uden personale ikke...

Louise: Ja

Thomas: gh men det er jeg da sikker pa om 10 ar da har vi da givet Igs for det ikke og fundet
pa nogle Igsninger sadan sa det bliver maske nogle lokaler man kan bruge hele dagen
ikke...

Louise: Jo
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Interview Tingbjerg bibliotek den 18/2-15

Interviewede: Peter Hellbrandt (Ressource person fra Tingbjerg Bibliotek)

Interviewer: Ditte Geisborg

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Vivil, gerne hgre dig hvad du ... gh spgrge dig om hvordan du mener at pengelgse
biblioteker kommer til at pavirke bibliotekskulturen?

Gider du at uddybe bibliotekskulturen?

Jamen det er bare hvordan altsa hvordan biblioteket fungere i dagligdagen pa
biblioteket bade for ansatte og for borgere, hverdagen pa biblioteket?

ja, oh det er jo lidt sveert, umiddelbart sa vil jeg sige at sa ggr det ikke den store
forskel men pa den lange sigt er det jo en bane hvor du gar hen imod af at afskaffe
kontakten til bibliotekspersonalet gh og det kan jo pa sin vis ikke undga at sendre
bibliotekskulturen, gh nu er det jo jeg der er informations specialisten og alt det der,
men man snakker jo lidt om at vi bliver overfodret med information i dag og det er
svaert at vaere konkret nok, og det virker ogsa meget som om at de folk der hvad
hedder det nu kommer for at s@ge oplysninger nogle gange gymnasium elever til
deres SSP, SRP og lignende de ender nede i et tilfeelde hvor de smider sig, men hvad
hedder det nu der virker det som om mange gange som at de kommer og spgrger om
noget uden egentlig selv at vide hvordan de laver den der informationssggning, det
ved jeg sa ikke om vil forbedre sig fremadrettet, at de bliver tvungen ud af det eller
bare noget man gar helt vaek fra.

At de bliver tvunget til selvbetjening eller til at sgge information?

Ja det kunne det jo godt vaere, de siger jo godt nok de kalder det mere malrettet,
men jeg synes generelt at den information eller den erfaring jeg har herude fra det er
nar tingene bliver smallere og mere malrettet jamen sa er der mange der falder ved
siden af.
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Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Sa du oplever at der kommer til at veere, altsa tvang det er sadan et negativt ladet
ord, men der, du mener at brugere bliver tvunget til at blive mere selvhjulpne i
forbindelse med at pengelgse biblioteker?

Det ggr de jo, det er er kun et trin pa den vej gh og det er tvang kald det hvad du vil
de far jo ikke rigtig noget valg

Nej ... sa vil jeg gerne spgrge dig om hvordan du oplever beslutningen om at
implementere pengel@se biblioteker, hvordan er beslutningen blevet taget, fgler i jer
inddraget?

Altsa der har ikke vaeret noget inddragelse gh vi har faet at vide at der skal indfgres
pengelgse biblioteker jeg ved ikke om Thomas har faet noget inddragelse pa
ledermgderne men det er ikke sadan at vi har haft nogen mulighed for at ggre
indsigelser eller ej gh der har vaeret den besked om at det skulle indfgres og sa er vi
sa med i en arbejdsgruppe hvor det skal indfgres, sa vi maske har mulighed for at
a&ndre et komma i seetningen ikke, gh men det skal indf@res og det er det, gh
spgrgsmalet selv meget generelle spgrgsmal om hvad hedder det nu om der skulle
vaere magnetstribe laesere eller stregkodelaesere eller chiplaesere de der det er ogsa
taget, sa det er ikke fordi man har mulighed for at kommentere pa det umiddelbart.

Okay, sa det er taget sadan meget hvad skal man sige beslutningen er taget meget pa
et planet af kultur og fritidsforvaltningen

Ja

Ja, ¢h hvordan fgler du s3, hvor meget information har i sa faet, hvordan fgler du at
informationen har veeret... omkring pengelgse biblioteker?

@h de har vaeret meget flinke til at fortzelle, altsa at det er jo blevet udskudt

(griner) Ja

@h ja ... altsa vi har veeret til de der workshops ikke og vi har vaeret med til at hgre
om det og vi har faet mulighed for at prgve tingene inden de blev sat i gang og sa var
der jo det der uheld, der har udskudt det et halvt ar ud og det synes jeg altid er en
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Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

uheldig made at starte det op pa for sa alt hvad jeg har sat mig ind i og sa videre det
har jeg sa glemt alt om ghm sa men generelt er de flinke til at informere

Ja

@h sa...

men det har veeret en lang proces

Ja

Ja ¢h og sa i de her workshops der, som du har deltaget i hvordan fgler du at,
hvordan er | blevet inddraget der i workshopsne hvordan har de brugt jer...

altsa den | to lavet eller hvad?

Nej det som kultur og fritidsforvaltningen har lavet

Ja men igen altsa vi havde mulighed for at komme med forslag og ting men... gh... sa
vidt jeg ved sa er de forslag der er kommet blevet skudt ned sa...

Okay

det jo det kan vaere sa relevant nok selvfglgelig men det virker jo bare som os at
enten sa har de taenkt pa det hele i forvejen eller ogsa er det bare at der reelt ikke er
noget brugerindflydelse

Har | noget at vide om hvorfor at de er blevet skudt ned.

Nej men du ma jo selv vide det lidt Henrik kom blandt andet med det forslag med
hvad hedder det nu brugeren eventuelt kunne fa fire en halv krone gratis fgrste gang
de oprettede en printkonto og det sagde du jo blev lukket ned, de naevnte ogsa at
det kunne veaere et spgrgsmal om gkonomi i det gh som men jeg ved ikke om du ved
mere end mig om det
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Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Det kan godt veere, gh ... hvad mener du at der skal til for at implementeringen
lykkedes?

.. dhm ...

Som kontaktperson for pengelgse biblioteker, hvad mener du at kultur og
fritidsforvaltningen skal ggre?

Det er lidt banalt set men generelt for at noget skal lykkes sa skal det jo indarbejdes
med personalet at du pa en eller anden made skal fa personalet til tage det med sig
eller hvad hedder det nu, tage imod det gh hvis personalet ikke tager imod de
behgver ikke engang aktivt at sabotere det, men hvis man bare er lidt vrangyvillig med
at tage pa kurser og leere det ordentligt sa...

Ja

...sa har du allerede sikret en halv darlig start pa det ikke, gh nu vil jeg sa sige at
Igsningen er sa simpel trods alt med de pengelgse biblioteker der, sa selvom
personalet er nogle total batnakker sa kan de fleste brugere nok finde ud af at det i
forvejen men det er altid godt at starte hvis det er muligt at sikre at personalet er
entusiastiske omkring opgaven...

Ja

men nu er det jo sa at det er sammenkoblet med mange af de andre ting der kgrer i
retning generelt sa lyder jokene blandt personalet at vi sidder og saver vores egen
gren over ikke og selvom biblioteket er til for kundernes skyld og ikke for personalets
skyld sa er det selvfglgelig, hvis man har en fglelse af at man afvikler sin egen
arbejdsplads sa er det nok ikke lige der hvor man ligger den stgrste entusiasme

Tror du at | ved eller med implementeringen af pengelgse biblioteker at man saver
sin egen gren over?

Der er nogle der ggr det
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Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Okay

Hvad hedder det nu, nu er det ikke kun pengelgse biblioteker men det er jo en del i
et meget stgrre projekt nu er det er en ny borgerbetjening og lignende der reelt set
fundet ud af at der vil blive afskaret personale timer forinden forinden det sa IMS
projektet som ogsa var med til at ggre borgerne mere selvhjulpne, der var ogsa folk
der blev fyret sa... jeg har svaert ved at se hvordan det ikke skulle vaere det i det her
tilfeelde

Ja... @h fgler du at du som kontaktperson bliver lyttet til bade fra kultur og
fritidsforvaltningen, du har vaeret lidt inde pa det, men ogsa her pa biblioteket?

@h ... jeg har ikke rigtig sagt sa meget pa biblioteket nu udover at inddrage det mest
basale ting, jeg har sagt lidt at det kommer til at ske men sa ikke meget mere, i og
med at jeg synes ikke der er nogen grund til at forteelle dem noget otte maneder i
forvejen...

Nej

...0g s3, sa er der ikke nogen der holder til det, men generelt sa jo jeg synes at folk
lytter bade det ene og det andet sted men... gh... spgrgsmalet er sa et om de har
mulighed for at ggre noget ved det og to om de vil ggre noget ved tingene

uhm ... hvad er visionen og ideen for pengelgse biblioteker som du ser den, eller som
du har faet formidlet?

(Griner) gh den jeg har faet formidlet er faktisk ogsa den jeg kgber, hvad hedder det
nu jeg synes at brugerne star bedre med den Igsning... shm jeg ser hvis du har den

mindste smule IT kompetencer sa er det en forberedt borgerservice

Okay ... har den vaeret tydelig visionen? ... Hele vejen igennem, ideen bag har de
veeret gode til at forklare om visionen... hvorfor at det skal implementeres?

Hvis det jeg har naevnt er rigtigt det jeg har set fra fgrste feerd, sa synes jeg, sa har
det
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Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

jo veeret rigtigt, hvis visionen sa er noget helt andet sa er jeg jo abenbart meget gal
pa den

(Griner) gh hvilke fordele og ulemper er der ved det nye system? ... som du ser det?

Okay, men jeg synes naesten udelukkende at jeg ser fordele altsa for det fgrste jo,
hvis du kan uploade det hjemmefra nar du skal printe sa behgver du ikke at have et
eller andet USB stik med nar du skal printe det ud, du behgver ikke at komme herop
til vores computer og pa en eller anden made prgve at konvertere det nar det er
uploadet, du printer det der fra din e-mail konto eller Skype drive eller hvor du nu
har tingene liggende gh du kan printe udenfor det tid hvor der er personale det vil
sige du kan komme og skrive din opgave ud kl. 1 om natten nar den skal afleveres kl.
7 naeste morgen gh sa for brugeren som har IT kompetencer sa bliver der, er det en
service der er forbedret pa alle punkter

Ja

@hm for de brugere som er nogle klamhugger med hensyn til IT gh det er det sa lidt
et problem, men de har jo stadig den mulighed at de kan komme og fa hjelp i den
betjente dbningstid sa der vil jeg sige at de bliver ikke stillet veerre end fgr, de har
narmest samme muligheder ulempen er sa hvis vi skaerer ned pa den betjente
abningstid sa dem der ikke selv kan klare det, de far sa mindre tid

Hvordan ser du bibliotekerne om ti ar?

... @h ... jeg sa engang et billede af hvad hedder det nu universitets biblioteket pa
DTU og det var sa naeppe hele billedet men generelt sa var det et tomt rum med
nogle pane billeder pa vaeggen nogle sekkestole hvor folk 13 og flad men nogle iPads
og jeg tror da at det lidt i den retning hvad hedder det nu det er et der er mere
samling og de ting man bruger de bliver tilgeengelig digitalt

Uhm, sa du ser der kommer, altsa bggerne kommer til, papir bggerne de kommer til
at blive fjernet mere og mere?

Ja

248



Ditte:

Peter:

Ditte:

Peter:

Ditte:

Peter:

og biblioteks rummet blive mindre?

Ikke ngdvendigvis, men rettet mod andre ting end lange bogreoler... shm der er ogsa
andre ting der kan vaere, men det er man skal have mere fokus pa arrangementer
0gsa og give plads til laesecafeer i stedet for at det bare er reoler gh den vision de
kgrer med og som de prgver udfgre og sa ved jeg sa ikke, det er hvad hedder det nu,
ja det ved jeg ikke helt om er rigtigt, shm der er meget af biblioteket man kommer
og laner en bog og sa gar man hjem igen ikke et sted hvor de rigtig skal bruge
biblioteket rummet, de er ikke tilstede...

Ja

det synes jeg sa ogsa at de ggr mest her

Ja s3, sa altsa opgaverne mener du bliver mere sddan arrangementer og sadan pa
bibliotekerne altsa opgaverne for personalet ... hvordan bliver arbejdspraksisserne,
pa det fremtidig bibliotek teenker du?

... sh en del vil jo stadig veere det samme borgerservice men noget af det bliver
komprimeret ind i callcentre ghm... sa tror jeg ogsa at hvad hedder det nu der bliver
mere fokus pa de ting der nu er pa biblioteket der bliver ikke sa meget
kunderelateret men mere opgaverne... det vil sige for skrankepersonalet sa er det
maske mindre timer pa biblioteket og nar man er her sa er man her sa far man
bggerne sat op man laver de kontoropgaver der nu er og sa forsvinder man igen,
man sidder ikke i skranken og venter pa lanerne og for bibliotekarerne sa ja sa bliver
det nok mere arrangements medsigt altsa ogsa lige pleje samlingen, men igen ikke sa
meget spgrgsmal fra kunderne
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Interview pa @sterbro bibliotek den 18/2-15

Interviewede: Bibbe Jakobsen (Daglig leder pa @sterbro bibliotek)

Interviewere: Louise Torp Tjgrnelund

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Det fgrste spgrgsmal det er egentlig hvordan en normal arbejdsdag ser ud pa
biblioteket, altsa generelt ikke kun for dig, men generelt for medarbejderne, hvad
det egentlig er | har af arbejdsopgaver?

Altsa vi, altsa nu har vi jo faktisk, vi har jo selvbetjent abningstider fra kl. 8 til kl. 11...

Ja

...0g sa er vi sa pa fra 11 til kl. 18 og sa igen selvbetjent fra 18 til 22 sa vi kan sige det
sadan, jeg kan sige det sadan at vi bruger jo faktisk sa meget timerne for vi sa er
rigtig pa, dem bruger vi til at klarggre biblioteket pa forskellige seet og vis, altsa bade
ga rundt redigere udstillingerne og selvfglgelig klarggre tidsskrifter og dagens avis og
rydder op i det hele taget og sadan noget ikke, og det er faktisk de samme ting der
sker nar vi er her om aftenen, de sidste timer...

...for eksempel fra, fra fem til seks der er det samme der gar vi ogsa rundt og redigere
og gor klar til at nu gar vi...

...for vi skal jo pa en eller anden made stadigvaek vaere her hvis man kan sige det
sadan, i form af at vores kerneydelse er jo meget at formidle... s3, sa biblioteket skal
jo sta, skal sta velredigeret ogsa nar vi forlader stedet kl. 18 ikke...
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Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Jo

...sa man kan sige sadan i ydertimerne der bruger vi meget af tiden i hvert fald i
forhold til selve biblioteket bruger vi det meget pa at redigere det i det hele taget
ikke...

Jo

...0g sa i det interne kan man sige der prgver vi sa ogsa pa at vi kan ghm altsa for
eksempel afvikle interne mg@der og sadan noget det ggr vi ogsa i de, de ydertimer... sa
meget vi kan ikke...

Okay

..men det er jo sadan at vores arbejdsdag den straekker sig jo alligevel fra otte i hvert
fald til 18 19 stykker ikke... det g@r den s3, sa for vi prgver pa at planlaegge sadan at
nar vi sa har dbent der fra kl. 11 til 18 sa skal vi ogsa vaere her pa en eller anden
made, det er ikke sadan at vi alle sammen skal veere ude i, i udlansomradet men det
skal veere sadan at man kan traekke pa hinanden og der skal vaere noget hvis der
bliver meget travlt hvis der bliver kg og sddan noget, sa skal man kunne traekke en
kollega ud og sadan...

Ja

...men ellers sa har vi jo alle sammen sa meget hver vores funktion pa forskellig made
ikke, nogen sidder i og taenker i arrangementer, andre teenker i logistik, andre igen
teenker i bruger grupper ghh frivillige og bogvenner og alle de forskellige CCN, alle de
forskellige tiltag vi har i kultur @sterbro i der hele taget...

Okay ja

...fordi vi har jo ikke, nu snakker jeg som bibliotekar ikke, jeg kunne ogsa snakke som

kontor man skal ikke sidde pa den made, sidde og indberette sa mange ting , det skal

man sa alligevel fordi man synes ikke at man for den ydelse fra koncernservice som

man egentlig betaler for, men det er jo s noget helt andet vi synes stadigvaek hver

nogen af vores hvad skal man sige sadan hver vores interne opgaver ogsa ikke, det er
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Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

der hvor, jeg skal for eksempel ikke sidde og bruge min tid pa at skrive
pressemeddelelser mere, der har vi ligesom omkommitteret bibliotekartimer til at
vaere kommunikationstimer og der har vi sa ansat nogle kommunikations folk ikke, sa
det, jeg ser det vi laver faktisk mange forskellige ting ikke... i det hele taget ikke...

Ja

...men generelt sa er det jo for at vi, bade at vi bliver meget synlige i lokalomradet og
i det hele taget... vi er ude, hvad skal man sige lokalomradet sal vide at biblioteket er
en god medspiller naesten i hvad som helst, man kan faktisk indteenke
biblioteksfunktionen pa forskellig vis eller os der arbejder her i mange forskellige
omrader ikke...

Jo

...altsa nu skal vi ogsa til at agere turist informations ikke kontor vil jeg ikke kalde det
vel, men vi laver det der City Friends altsa hvor @sterbro skal veere et af de steder
hvor vi skal have fokus pa at indsamle viden om hvad der foregar i lokalomradet
sadan s3 at vi ogsa far turisterne dem der kommer ind i Nordhavn og bliver kgrt i til
den Lille Havfrue eller ind til City at de ogsa kan finde ud af at der foregar altsa ogsa
noget ude i de forskellige kvarterer i byen ikke...

okay

Sa igen der sker hele tiden nogle nye ting i vores, i vores virke som biblioteksansatte
det gg@r der virkelig

Ja, og hvordan vil du sa beskrive bibliotekskulturen som den er lige nu?

Bibliotekskulturen?

Ja
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Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

@hh jeg vil sige, jeg vil beskrive det sadan at vi er, vi er ved ved at vaere gode til at
vende ansigtet ud af til det er vi, for det er det vi skal hvis vi ogsa skal leve, vi er ved
at vaere opmaerksomme pa at vi kan ikke sidde der i kulturpaladset og vaere dem der
ved, det er ikke vores bibliotek nej det er jeres bibliotek kom og brug det ikke...

Ja

...0g sa ogsa i det hele taget tage flere og flere forskellige tilbud ind i huset og gerne
med frivillig kraft, altsa folk der kommer her ikke sa jeg vil sige det sadan at vores
kultur aendrer sig sadan efterhanden til fra ja et lukket meget traditionelt klassisk
bibliotek...

Ja

...jeg sidder ikke og nedggre de ting der...

Nej nej

...de funktioner vi har haft men altsa jeg synes at vi er gode til at fglge med i hvad der
foregar ikke.

uhm, og tror det sa at sadan noget pengelgse, altsa det her pengelgse biblioteker vil
det sa pavirke den kultur som | har nu?

Nej altsa ikke herfra hvor vi sidder det tror jeg ikke, det tror jeg ikke, nu snakker vi
altsa om de ldre dengang men jeg tror ogsa at de ldre der ikke er med, dem vi
talte om til vores workshop ikke... de er jo ogsa snart dgde og borte, sa er det mig
der er den ldre...

ja (Griner)

...og jeg vil jo ikke, og min generation, vi, jeg er jo pa og vi vil godt sidenhen ogsa
kunne finde ud af at agere i et pengelgst bibliotek det tror jeg... sa jeg tror at vi er
inde i en eller anden overgangsperiode nu... der ggr at vi har en, en &ldre generation
som ikke kan finde ud af det der med NemlID og borger.dk og alt det der vel...og dem,
dem taber vi... det tror jeg vi g@r eller ogsa ma vi finde en anden Igsning pa det ikke
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Louise:

Bibbe:

Louise:

Ditte:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

fordi...men jeg tror at det er en overgang ikke det tror jeg faktisk det er... sa jeg tror
pa det pengelgse jeg tror ogsa pa at det g@r at der sa er nogen, endnu mere tid til
andre opgaver vi finder nogle flere ressourcer ogsa til andre opgaver som vi skal Igse
i fremtidens bibliotek

Ja, og hvordan har du som eller i som institution oplevet denne her beslutningen om
at implementere pengelgse biblioteker?

Hvordan vi har oplevet den?

Ja, altsa oplevet beslutningsprocessen?

Det med at den er taget.

Nu skal jeg jo passe pa hvad jeg siger, for nu har jeg jo vaeret i, jeg har jo tit siddet der
hvor beslutningerne blev taget ikke...

Ja

...det har jeg jo ikke gjort i denne her situation her, s3, jeg kan da godt fgle det sadan
okay det er noget, det er noget der er blevet besluttet pa direktionsplan ikke...

Ja

..sammen med, og pa chefplan og det er det... vi er ikke blevet spurgt... pa den made
vel

Og i har heller ikke faet noget information?

Nej

Nej
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Bibbe: Ikke som sadan

Louise: Nej

Bibbe: Altsa, sa skulle man, sa skulle man veere god til sa skulle man, altsa der er nogen af os
der er gode til at laese hvad der altsa referater fra MED-mgder eller hvad man sadan
har adgang til og jeg har da ogs3, altsa adgang til nogle flere referater end andre har
og sadan noget ikke, men nej, det er jeg synes, det er, det er en fra oven

Louise: Ja

Bibbe: Ja... Top-Down (hoster)

Alle: (griner)

Louise: Hvordan tror du sa at de daglige arbejdspraksisser vil &ndre sig, nu ved det her nye
system?

Bibbe: Altsa med det pengelgse?

Louise: Ja ... altsa udover at i far flere ressourcer forhabentlig

Bibbe: Ja men det vil det, for det kan man jo se altsa ghm der gar, der gar jo mange

ressourcer til i forhold til netop at sta ved kassen altsa det kan vi jo se i vores, i den
made vi egentlig har det pa med at vi har jo simpelthen reference, altsa personligt i
et omrade og man kan jo se at det er jo der ksen kommer det er ved kassen det er
der ingen tvivl om...

Louise: Ja

Bibbe: ...det er det, sa nar der ikke er den kasse mere og folk selv kan ordne det pa anden
made jamen sa er vi jo ikke sa bundet lige til de, de to steder vel...
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Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Nej, men tror du

...5a det vil give flere ressourcer det tror jeg, altsa jeg ved, jeg har ikke sa meget tjek
pa hvad der s3, hvem er det der taller kassen op og hvem er det der ggr de andre
ting vel, det, det, det ved jeg jo ikke om det stadig er en Susanne der skal sidde og
teelle og ga i banken og...

Ja

...alt det der og det er vel, pengene kan vel ikke selv ga i banken havde jeg naer sagt
(Griner)

Nej, men sa tror du at der bliver behov for noget undervisning af de ansatte, til det
her nye med at | ligesom skal laere borgerne at bruge det her nye system, altsa tror
du at der bliver behov for nogle kurser eller noget undervisning af...

Jeg ved ikke om det ligefrem er...

...biblioteksmedarbejder?

...undervisning fordi, altsa nu ved jeg ikke rigtig hvordan det rent tekniske bliver, vi
har jo slet ikke noget af det her og altsa... men ghh ... nej jeg tro mere det er en
holdnings der skal, det er holdningen der skal undervises i...

Okay ja

...det tror jeg, for jeg tror godt at vi hurtigt kan finde ud af og hurtigt, hvis der er
nogle andre knapper vi skal trykke pa i stedet for eller et eller andet...

...det er holdningen til det...
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Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Ja

...og det er det jo i det hele taget med mange af de ting, tiltag der er i
bibliotekspakken som sadan og i det hele det igen og i det andet sted vi er i at veere
bibliotek lige nu det er virkelig meget en holdningseendring i det hele taget der skal
tages

Ja og hvordan mener du sa at bibliotekskulturen passer til biblioteksstrategien sadan
som det er nu? ... altsa haenger de to ting sammen?

Altsa det er jo det, altsa nu hvor vi snakker om det pengelgse, og det kan jeg ikke
andet end vaere enig i lige nu er der nogen vi udelukker hvis det hele bliver pengelgst
her, det er der altsa... det vil der veere...

Ja

...vi har jo kunne se, altsa bare i forhold til at vi gik over til, altsa til NemID i det hele
alt det der skete her i november sidste ar ikke sa ikke... sa har vi jo haft mange
henvendelser og iseer af den zldre gruppe, og men som jeg sagde tidligere tror jeg
det er en stakket frist altsa det tror jeg

Ja, men tror du sa strategien skal aendre sig for at den passer til det her med
pengelgse, altsa at man sa bliver ngdt til at lave om pa det der med at biblioteket for
alle men, altsa for i har jo en strategi der hedder at det skulle vaere for alle...

Ja

men det hanger jo sa ikke helt sammen med det pengelgse som

Nej det mener jeg ikke, det gogr det nemlig ikke

Sa tror du at man andre den strategi eller prgver man bare at tilpasse den?
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Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Jeg kan forstille mig at man prgver at taenke i at man sa ma lave nogle Igsninger ghh
for de grupper hvor, hvor der, hvor vi godt kan se at de er, hvor der faktisk ikke er
plads til dem

Ja

...sa kan jeg forstille mig at vores humanistiske syn det har vi... (griner) stadigveek...

Ja

...0s ansatte i biblioteket pa en eller anden made sa jeg kan godt forstille mig at vi vil
ga langt for ligesom og finde nogle Igsningsmuligheder for jeg tror, jeg tror at det vil
poppe op pa den ene eller anden made, det tror jeg...

Ja

...jeg har sadan, det tror jeg faktisk pa at det vil vi godt ggre stadigvaek, for teenk pa
hvordan nar vi sgger efter ressourcer hele tiden hvordan vi jo, synes jeg bibeholder
nogle ting som man kan sige, det er ok det er maske ikke lige os der behgvede at
varetage den og den opgave, sadan noget med bogen kommer ordningen nogle af de
der forskellige ting hvorfor, hvorfor ligger de ikke i et andet regi og sadan nogen ting,
men... der tror jeg vores humanistiske syn af det ggr meget af det

Ja

Ja det kan godt vaere at det mig der er sadan meget lys i, jeg er optimist lige sa leenge
som vand er vadt tror jeg (griner)

Ja (griner), og hvor ser du biblioteket om 10 ar?
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Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Bibbe:

Louise:

Jeg ser biblioteket som, som et fysisk sted stadigvaek det tror jeg, for det tror jeg der
er brug for, og det er qua det vi snakkede om tidligere det med ensomhed og sa
videre jeg tror stadigvaek man har bade kaldt det nytidens forsamlingshus eller det
tredje mgdested eller hvad man vaelger, altsa man kan jo bare se nu med vores
abningstid og det at vi har tradlgst netvaerk, vi kan jo se hvordan de studerende for
eksempel strgmmer hertil og hvorfor ggr de det, det ggr de fordi her er ro...

Ja

...og det er maske ikke lige dem der vil ga ind i en kirke og sidde der og nyde roen i en
kirke, nej de vil vaere et sted hvor der er altsa biblioteket, hvis vi kan blive ved med at
beholde den etikette at vi er et neutralt sted i alle henseende...

Ja

sa tror jeg ogsa at vi kan henvende os til alle mennesker og det tror jeg er det folk vil
bruge os til, at have et rum hvor man ikke behgver at signalere hverken det ene eller
det andet eller tredje der kan man veere sig selv og man kan ogsa fa noget guidning
pa forskellig vis stadigveek, altsa jeg er ikke den der sidder og siger at vi, at alle bgger
lige ryger ud, jeg tror stadig der vil, altsa jeg tror stadigvaek der vil veere mange
muligheder... om det sa er biblioteks folk der arrangere ting og sager altsa foredrag,
musik, b@rnearrangementer, teater og sa videre ikke eller om det er nogle frivillige
der er understgttet af biblioteks folket arrangere det, altsa det er det jeg tror der
bliver mere og mere frivillige som er inde over de forskellige ting, fordi vi abner op
for at de skal kunne bruge vores rammer for det...

Ja

...5a sadan jeg tror det tredje mg@dested det skal vi bare veere bedre til at fortalle

Ja (Griner)

Ja det tror jeg ... og det kunne vaere en spaendende arbejdsplads at veere med i

(Griner)
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Ditte: Helt sikkert

Louise: Ja, har du
Ditte: Jeg har ikke mere
Louise: Jeg tror det var det
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Interview pa Kgbenhavn radhus d. 20/2-2015

Interviewet:

Carl Christian Ebbesen (Borgmester for Kultur og Fritidsforvaltningen)

Tilstede var Borgmesterens pressekonsulent: Hans Steen Andersen

Interviewer:

Ditte:

Borgmester:

Ditte:

Borgmester:

Ditte:

Borgmester:

Ditte Geisborg

Vi har lavet fem spgrgsmal netop fordi vi ved din tid er stram og sa vil der veere
opfelgende spgrgsmal hvis du siger et eller andet vi gerne vil spgrger mere ind til.

Javel.

Vi vil gerne hgre dig om hvordan ser fremtidens biblioteker ud? @hh, hvilke tilbud og
hvad er visionen for bibliotekerne i fremtiden? Hvad er dine tanker om det?

Nu kan man jo spgrger om det er, det er sadan mere, om det er i forhold til det
digitale.

Mmm.

Men jeg vil sige generelt sa kan vi jo se at ghh, det skift der sker med vores
biblioteker og kulturhuse som jo meget ofte er sldet sammen... at gh, der bliver
bibliotekerne mere et samlingssted, gh, hvor man, ghh, hvor forfattere kommer og
leeser op eller hvor man selvfglgelig kan komme for at fa sin specielviden.. gh, det
bliver mindre og mindre et sted hvor man kommer for at lane en fysisk bog, gh, sa
det er mere det her... forsamlingshus... gh, som som gh, som som, det gar den
retning. Et sted hvor man samles omkring viden og... vidensudveksling og det at sg@ge
viden, gh, ogsa at bruge computer og, og andet... sa det er, det er den retning man
gar i mere end at lane den her fysiske bog og vi kan ogsa se alle de her modeller for
at lane bgger, ogsa elektronisk... gh, det er jo et marked der bare vokser... sa tingene
gar i den retning og derfor skal der ske en omstilling af vores biblioteker over tid,
mere i retning af at, at det er et sted hvor man vidensudveksler og laere noget om...
og s@ge, ogsa om s@ge viden og veere kildekritisk... der er ogsa at fa at vide at der ikke
kun er en sandhed, og det gh, hvis man sgger pa nettet. Det er sjaldent en, altsa det
er sjeeldent "sandheden” at, det er utroligt vigtigt at man man, man ogsa bruger
biblioteket og har en bibliotekar, der kan udvide ens horisont og og inspirere en til at
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laese mange kilder og dykke ned i et eller andet fagomrade som man nu interessere
sig for, og blive inspireret den vej rundt... det er jo det en bibliotekar kan. S3, sa det
er, det er der jeg ser bibliotekerne er pa vej hen.

Ditte: Sa det er faktisk ogsa det der ligger ogsa i gh, nu har vi kigget lidt pa
biblioteksstrategien med et bibliotek for alle. At det er, alle skal kunne komme og
sgge viden pa gh, pa biblioteket. Det er det der ligesom ligger i det?

Borgmester: Altsa et bibliotek for alle det er jo i virkeligheden fordi vi jo grundlaeggende har det
problem at, vi kan jo se at at det er sddan den den bedre bemidlede del af
befolkningen som som gh, som gh, som jo bruger bibliotekerne, gh, og der er det
utroligt vigtigt at man forsgger at fa adgangen, altsa ggre det sa nemt som
overhovedet muligt at Iane en bog, men ogsa de kampanger man laver, er malrettet
de folk som maske ikke traditionelt laeser sa meget... shm, jeg synes en lille ting det
er, det er ghm, ghh fx sosuassistenter, ghh, havde ikke rigtig har noget noget
skegnlitteratur som som handlede om dem... sa prgvede man at lave, fa nogle
forfattere til at skrive nogle noveller om omkring sosuassistenter, deres arbejde... og
det har faktisk gjort at at de sa lige pludselig synes at det maske er sjovt at begynde
at leese.

Ditte: Interessant.

Borgmester: Sa der er mange mader, hvad skal man sige, og og sgrger for at biblioteket bliver for
alle og det at lzese og blive inspireret at det, at det bliver, det bliver for alle, og der er
teknologien selvfglgelig ogsa en, en af de metoder der skal bruges, ogsa for at friggre
ressourcer... til netop sa at kunne understgtte og hjelpe de mennesker som maske
har brug for at, gh, en hjelpende hand til at komme i gang med at laese noget
spaendende..

Ditte: Har man taenkt pa hvordan man, ghh, hvordan man vil fa udbredt det her med noget
reklame eller er der lagt en strategi for det?

Borgmester: @hmm.., Jeg tror ikke jeg er noget sa langt, har du noget viden pa det omrade Hans?
Hans: Vi er ikke nede i de detaljer..

Ditte: Nej... nej nej, det var ogsa kun hvis man havde gh, nogle tanker eller nogle planer for
hvad der skulle ske.

Hans: Det er der helt sikkert.

Ditte: Ja (griner)... ja ja..

Hans: Der skal du nok have fat i Finn Petersen fra biblioteket..

Ditte: Ja, ham har vi ogsa et mgde med i naeste uge, sa ghm. Hvad ligger til grund for at

man i Kgbenhavns kommune har valgt at ggre offentlige institutioner pengelgse?
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Borgmester:

Hans:

Jamen det er jo helt grundleeggende at gh, at vi kan se at vi bruger ca. pa vores
biblioteker sddan sammenlagt et ars vaerk, altsa en persons ars arbejde pa at tage
imod penge og gh, teelle dem op og putte dem i banken og sgrge for at de er sikret
og alt det der nu er, nar man har med kontanter at ggre, ghh, og derfor laver vi sddan
et forsgg, jeg tror det er tre maneder, nu kigger jeg pa dig Hans, tre maneder eller et
halvtar, hvor lang tid?

Ja det..

Borgmester: Ja, tre maneder for netop at se om om gh, om folk kan lide det, om de kan leve med

Ditte:

det. om det kan friggre, hvad skal man sige, det ene ar vaerk, sa kan den person jo
bruges mere til at radgive og vejlede og veere opsggende, eller vaere ude pa skoler
eller andet for at prgve at inspirere folk til at bruge, bruge bibliotekerne mere. Sa det
handler om... det handler i virkeligheden om at ggre tingene, hvad skal man sige,
altsa bruge..

Frigive nogle ressourcer?

Borgmester: Jaa, og bruge teknologien positivt til at sige, jamen man skal jo ikke indrette det pa

Ditte:

Borgmester:

Ditte:

Borgmester:

den mest besvaerlige made nar nu der er blevet opfundet noget teknologi der kan
hjeelpe en, og her er et dankort og og et borgerkort, altsa det er jo sadan, alternative
som som man sa kan bruge.

Ja... Vi har ghh, vaeret inde og kigge lidt pa Lisabon-traktaten, hvor der ogsa ligger et
krav om gh, fra EU om, at man inddrager for at kunne ggre brugerne/borgerne i EU

mere selvhjulpen, ghh, er det ogsa noget der er inden over, at de offentlige ydelser

skal vaere ghh, nemmere tilgaengelig, sa man kan sidde og gg@re tingene derhjemme

kl. 12 om natten hvis det er det man har lyst til?

Ja alts3, det er jo hele ideen med med, med netop nar it- teknologien den nu gar sa
steerkt som den ggr, sa sa er der nogle ting som vi lige sa godt kan tage til os og bruge
og s@rge for at indgangen, til den offentlige sektor, for dem som godt kan lide og
bruge gh, computer og... Nem-id og hvad man nu ellers skal kunne for at at fa det
hele til at kgre. De kanaler skal vi abne sa meget op som overhovedet muligt, og har
det jo altsa den fordel at, de borger, der er jo min selv, jeg kan godt lide og sidde og
ordne tingene for mig selv pa computeren eller pa min telefon... gh, og sa sa, og det
er jo en billig kanal, altsa jeg er jo billigere at servicere nar jeg g@r det selv.

Ja, det er klart.

Det friggre sa ressourcer til dem der i virkelig har brug, altsa dem som maske ikke er
sa gode til, til det med computer og teknologi, sa sa kan man jo netop understgtte
dem, fordi sa gh, sa sa har bibliotekaren og medarbejderne jo tid til og, og hjelpe
dem som har lidt svaert ved det, og ogsa hjaelp til selvhjaelp... altsa i vores
borgerservice ghh, jeg ved godt det ikke lige handler om det men... men der er det jo
sadan at man kommer ned og og ofte beder om hjzlp til et eller andet, sa gar man

263



Ditte:

Borgmester:

over til en computer og sa far man vejledning i hvordan man selv kan ggre det,
ligesom for at leere det... ghh, fordi langt det meste det ligger, det ligge jo sadan at
man kan kan sgge om sit bla sygesikringsbeuvis, pas eller hvad man nu skal bruge
borgerservice, tilskud eller andet, det ligge jo typisk som noget man kan sgge fra
computeren, og sa gar man simpelthen over til computeren, og sa leere man det den
vej rundt... og sadan er det jo ogsa pa biblioteksomradet, altsa jeg synes at man skal
benytte sig af af den teknologi der er, for at man sa i virkeligheden har man mulighed
for at hjeelpe dem som ikke kan finde ud af det, ghh, endnu mere end man gg¢r i dag.

@hh, hvilke overvejelser er der i forhold til ressourcesvage borgere, nytilkkommende,
fordele og ulemper, nu teenker vi isaer pa det aldre segment ghmm, turister har vi
ogsa oplevet et segment som, det at man kommer og skal printe, kopiere eller kgbe
et eller andet pa biblioteket og man har kun en, en ghh, en gh gyldig mgnt, men men
har ikke tid til at oprette gh, print/kopikonto eller oprette lanerkort og, og den
&ldre... de xldre borger har maske ogsa en mistillid til, at de ikke kan ga op med en
gyldig mgnt og har maske ikke lige ghh, synes ikke ghh, har ikke lyst til at indbetale
de der 20 kr. og de der smabelgb ved brug af dankort. Har man taenkt, hvad man ger
ved dem, sa man ikke taber dem?

Altsa vi er jo sa... gh, hvad kan man sige, jeg er faktisk meget forbavset over at gh, at
det er 91% af kgbenhavnerne er pa digital post, jeg fik lige tallet her den anden dag,
ghh sa der er jo... og det ligger langt over alle mulige andre kommuner, sa der er
noget der tyder p3, at ksbenhavnerne grundlaeggende er, er mere sadan, hvad skal
man sige, positiv over brugen af computer og og ny teknologi. Nar det er sagt, sa er
det jo derfor det netop er en tre maneders forsggsperiode vi har med at ggre
omkring der her med... altsa at man ikke kan betale med kontanter, det er jo praecis
for at prgve at fa de erfaringer som, som du jo siger, hvor er det der er nogle barriere
henne, er der nogle turister gh, for hvem det her er besveerligt, er der nogle...
pensionister... for hvem de synes at de gerne vil bruge gh, kontanter til at betale for
for deres ting?.. ghm, og ghh... og det er jo den opsamling man man skal fa ud af det
forsgg, fordi.. jeg er da overbevist om, at selvfglgelig vil der veere nogle som... gh,
som ikke synes det her er er genialt, shmm, og den skal man jo sa bruge de der tre
maneder til at finde ud af. Hvor stort er problemet og kan man Igse det pa en, en
anden made end det der er taenkt i, i fgrste omgang. Altsa jeg ser jo lidt det der med
teknologi, det er noget der udvikler sig hele tiden, phmm, og derfor, kan man sige,
nar man lavet en tre-maneders periode, sa bliver vi ogsa klogere og sa tager vi naeste
skridt, ghh, i forhold til og og I@se nogle problemer, altsa enten bliver der opfundet
en ny teknologi og hvis ikke der er, sa kan det vaere man skal rulle tilbage og sige,
jamen sa er det ikke Igsningen at indfgre, eller afskaffe kontantbetaling... det kan
ogsa veere der bliver opfundet et nyt smart kort eller, at rejsekorte som man maske
har i forvejen, det kan bruges til at betale for kopier eller... Altsa der er sa mange
mader og ghmm, hvor vi bare kan se, at det gar sa hurtigt pa det her omrade. Men
man er ngd til at lave et pilotprojekt, man er ngdt til at lave de her.. tre-maneders
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Ditte:

Borgmester:

Ditte:

Borgmester:

Ditte:

Borgmester:

Ditte:

projekter for ligesom at fa de erfaringer, og tilbagemelder ogsa.. om hvad folk synes
om det..

Ja.

For jeg tror der er rigtig mange der vil vaere positive over for det, og ghmm... men
derfor skal man jo stadig tage hensyn til dem som.. man skal jo ikke afskaere nogle fra
at ga ind pa biblioteket og tage kopierer eller andet.

Nej det er jo det. Nej... Og sa det sidste spgrgsmal, det er, er der yderligere tiltag pa
vej i forhold til digitaliseringen af offentlige ydelser?

@hmm, det er der. Det er jo det korte svar... som jeg var lidt inden pa fgr, at ohh, at
jeg synes jo kultur- og fritidsforvaltningen har har, og inklusiv borgerservice har
veeret rigtig gode til at udnytte... ghh, de nye teknologier der kommer og pa p3, pa
banen, gh fordi vi jo kan se, at generelt kan kgbenhavnerne godt lide det, altsa de ser
det i virkeligheden som en nemmere made, at komme igennem til det offentlige pa...
ghmm. Altsa jeg tror at rigtig mange, hvis man taenker tilbage pa det her med
netbank, altsa for... ti ar siden eller 15 ar siden, der var der maske noget mere
skeptiske over for, i dag der der er lang de fleste, de kunne aldrig finde pa at stille sig
ned i en kg nede i banken, man skal i hver fald veere meget ihaerdig som almindelig
bruger af sin bank, fordi det er jo mange gange nemmere, at betale sine girokort og
andet via sin mobiltelefon eller sin sin computer, sa det er jo bare et tegn p3, at de
der Igsninger, it-lgsninger, de er jo mange gange med til at ggre tingene nemmere og
hurtigere, og det er jo derfor vi benytter dem, det er jo ikke for at genere
medarbejderne eller genrer brugerne, fordi brugerne faktisk synes at, at det er bedre
end det der var i forvejen, og og hver gang der kommer noget som ggr det bedre
end det der var i forvejen sa er, er min min forvaltning meget hurtig til at tage det til
sig og prgve at rulle det ud. Hvis jeg skal navne nogle af de ting som ghmm, som vi
er pa vej med, sa er det jo meget med med skarmterminaler, ghm, altsa det her med
at, at ghh... at vi sddan set udvider... tiden hvor man kan komme pa biblioteket
eksemplet vis, men der er ikke bemanding. Altsa, man har den bemanding man har,
men sd udvider man dbningstiderne... og i den abningstid, der kan man s3, er planen
jo sa, at man kan tilga en, en gphh, medarbejder via en skaerm.

Mmm, vi har vaeret til stede pa @sterbro, vi har vaeret ude og lave observationer for
at se, hvordan bibliotekerne bliver brugt, gh for at teste, vi havde en hypotese om at
de ikke kun kom pa biblioteket for at lane bgger, men at de faktisk ogsa brugte det til
noget andet, men det bliver man bare ngd til at teste, kan man, man kan ikke bare
komme med sadan en pastand, men ghh, det var ret interessant at se hvor mange
der faktisk kom og brugte biblioteket pa en anderledes made.

Ja uden for ogsa, uden for bemandingenstiden?

Ja, uden for. Nogle kom for at spille skak og se film, og sadan nogle ting, brugte det

som et socialt mgdested
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Borgmester:

Ditte:
Borgmester:

Ditte:

Ja, og det er jo alletiders, ghmm, og det er jo sadan et godt eksempel pa at at man
for ganske fa midler kan fa en, en altsa udvide abningstiderne og servicens og
mulighed, og fa borgerne til at bruge bibliotekerne ogsa uden for normale
abningstider, og samtidig, har man sa brug for noget assistance, jamen sa... sa kan
man jo tilgd en medarbejder fra en en skarm hvor man kan tale med vedkommende.
Og det er jo ikke kun pa bibliotekerne, at det her skal rulles ud, det er jo ogsa i
forhold til, ghh, turistinformation, borgerservice, mening at der star en over pa
hovedbanegarden, altsa i det hele taget rulle den teknologi ud sa sa meget som
overhovedet muligt, shmm. Og det er jo effektivt, nar man samler de her opkald et
sted, fordi s3, sa ghmm, sa alt den spildtid der kan vaere, hvor der jo ikke er kunder i
butikken, gh, den den gh, den minimere man, ved at man samler medarbejderne..

| det call-center der, som man er i gang med at lave?
Praecis.

Ja.

Borgmester: Ja... Sa det giver... jeg ved ikke om du lige har noget at supplere med det fremtidige it

Hans:
Borgmester:

Hans:

Ditte:

Borgmester:

der, kan du huske vi sad loge og snakkede lidt om det i gar..
Jaa, nej det er jo faktisk kun fantasien der saetter greenser ikke..
Ja... men vi havde ikke noget konkret?

Vi har alts3, altsa det der med selvbetjeningsheden, med adgang det rulle vi jo ud
ghh, nu starter vi ogsa, nu kommer der en bglge pa kulturhusene, ghh, sa gar vi over
til.. sener kommer idraetsanlaeeggene sa endnu mere pa ikke..

Ja der er team bad som vi har vaeret til mgde med, med svesmmehallerne for at fa
dem med pa ghh..

Ja..

Borgmester: Ja, de har sa en speciel udfordring, med sikkerhedsting der skal, de lige skal, lige skal..

Ditte:

Hans:

Ditte:

Hans:

Ja, noget med noget iPad, med noget phh, hvad hedder det, ghmm, pengesystem pa
iPaden de skulle have op og kgre og sadan, det det, det blandede vi os ikke sa meget
i, fordi det koncentrer vi os ikke om lige nu.

Det ligger jo ogsa ude i fremtiden ligger der formentlig stander rundt omkring i byen,
hvor du kan ga hen og..

Trykke?..

Trykke ind og ghh, se hvad der foregar ikke, og.. gh ja information ikke, bade til
turister og borgere.
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Borgmester:

Ditte:

Borgmester:

Ditte:

Borgmester:

Ditte:

Borgmester:

Ditte:

Borgmester:

Altsa, jeg har i hvert fald planer om at, jeg ved ikke om | kun taler om biblioteker,
men altsa i forhold til hvad, hvad der sadan er planer om i fremtiden, sa det jo ogsa
informationsstander, at vi flytter en hel masse ud i byrummet, fordi, altsa det
handler ogsa om at fa folk, hvad skal man sige ind pa vores pa vores
kulturinstitutioner, ind pa bibliotekerne, blive interesseret i hvad der sker i byen, sa
handler det jo nogle gange om at have nogle elektroniske standere som som man
mgder i bybilledet..

Ggre det tilgeengeligt?

Ja simpelthen ggre det tilgeengeligt og informere den vej rundt, altsa bade til turister
og almindelige kebenhavnere som gerne vil fglge med i hvad der sker, og det er jo en
nem made at gh, de kan jo hele tiden opdateres, ghmm, fjernopdateres, sa man ikke
skal ud og haenge plakater op og andet som i gamle dage. Det er jo ogsa et godt
eksempel pa at man kan give borgen en god service for for meget fa fa penge..

Sa hvor er biblioteket om ti ar, hvis hvis det star til dig og ¢hh,?
Altsa bogen forsvinder aldrig!
Nej.

Fordi jeg tror at vi godt kan lide pa en eller anden god made at rgre ved noget eller
blive inspireret af det, men der er ingen tvivl om, at bogreolerne vil fylde meget
mindre pa bibliotekerne.

Det ggr de allerede jo

Ja, og jeg tror kun at det gar den vej, det tyder alting jo pa ghmm, sa laeser, sa far vi,
sa laeser vi vores information pa computeren og IPads og tablets, og hvad det nu alt
sammen er, ghh men vi mennesker har jo hele tiden brug for at mgdes, vi kan godt
lide at mg@des omkring noget som interesserer os, og det er det bibliotekerne er rigtig
gode til. Det er jo spendende at hgre en digter eller en forfatter leese op af bgger,
eller man har bogklubber, ghmm, at der er foredrag og andet som i hgjere grad
kommer til at forega pa bibliotekerne, og sa det som er aller aller vigtigste, som
aldrig nogen siden forsvinder, det er jo bibliotekarens specialviden, altsa at at gh, de
ved, de har overblikket over, hvad det er for, hvor man kan finde informationer og
kilder, hvordan man bruger spgesystemer, og kan kan guide og vejlede bade unge
studerende, men jo ogsa folk der bare gerne vil laese noget god litteratur og andet, sa
sa ph, bibliotekarende komme til at spille den alle aller vaesentlige rolle i forhold til
fremtidens biblioteker, fordi det er dem der bliver kernemedarbejderen, fordi det er
jo dem som opretholder hele formalet for at have offentlige, altsa skatteyder betalte
biblioteker, det er jo fordi bibliotekarer de har, de kan noget som google og
computer og alt muligt andet ikke kan. Jamen du kan sta, du kan tage kontakt til et
menneske (er ikke helt sikker pa hvad han siger) og sa fa radgivning om og ogsa fa
udvidet sin horisont om hvad det er for nogle kilder og hvad det er for et materiale
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Ditte:

Borgmester:

Ditte:

Borgmester:

Ditte:

Borgmester:

Ditte:

Borgmester:

som kunne veere interessant og laese nar man nu har det og det omrade man man
interessere sig for.

Jeg kunne godt lige taenke mig at spgrge dig om en sidste ting. Det er om ghh, om om
tanken er at bibliotekerne, der skal mere og mere brugerbetaling ind over
bibliotekerne, eller tanken er stadig at gh bibliotekerne skal vaere, veere sa nemt
tilgeengelig sa sa, mindre bemidlet borger ogsa skal have tilgang til kulturalle tilbud,
fordi sadan som vi ved, nu er der jo nogle biblioteker der tager 50 kr. for et kulturel
tilbud, og sa er der andre biblioteker der kgrer med, at arrangementer skal veere
gratis?

Altsa, der er ingen tvivl om at vi for gjeblikket, der falder der brugerbetaling pa
bibliotekerne, og det ggr der af den simple grund, at nar du laner en fysisk bog... og
ikke har afleveret den til tiden, sa far du en bgde... Men i det gjeblik at man har lant
elektronisk.. sa sa.. sa forsvinder den bare, sa kan du ikke se den pa din computer
eller IPad, sa du far ikke nogle bgder, sa sa bibliotekerne mister faktisk rimelig massiv
indtaegt der er lige for gjeblikket, der er i millionklassen vi taler her, ghh fordi folk jo
ikke kommer for sent pr (er ikke helt sikker pd hvad han siger) elektroniske bgger. Sa
lige i gjeblikket bliver det billigere og billigere, og det er ghh, det er meget meget
vigtigt fro mig at, hele ideen i at have et bibliotek, der er at man skal have en gratis
og lige adgang, ellers giver det ingen mening.

Nej.

@hh, sa kan man jo ga ned i boghandlen eller eller kgbe sin viden.. Altsa pa det
private marked.

Ja.

Altsa grunden til at vi har offentlig betaling pa bibliotekerne det er jo pracis fordi
man vil have den her lige adgang til information, uanset om man er rig eller fattig,
eller hvor man kommer fra eller hvilket socialt lag og alt muligt andet, sa det er
vigtigt. Men, men men nar det er sagt, sa tror jeg sagtens man kan finde, man vil
kunne finde eksempler i fremtiden, hvor et kulturelt arrangement godt kan koste 50
kr. shmm, men sa far man maske typisk en kop kaffe med ogsa eller andet, og det
kan ogsa vaere eksempler hvor det er et foredrag hvor der er en der skal have et
honorar eller den slags, men grundkerneydelsen ma og skal vaere gratis som som vi
kender den. Det, det bliver i hvert fald ikke mig der kommer til at lave det om.

Nej, men det var det.

Super.
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Interview i Kultur og Fritidsforvaltningen d. 26/02-15

Interviewede: René Kjeld Torstensen og Morten Gundelach (Projektledere for Pengelgse

biblioteker)

Interviewer: Ditte Geisborg

Ditte:

Morten:

Ditte:
Morten:
Rene:
Morten:

Rene:

Ditte:
Rene:

Ditte:

Det fgrste spgrgsmal det er, hvordan mener | pengelgse biblioteker kommer til at
pavirke bibliotekskulturen?

Det jeg tror, det er sveert at sige, altsa helt generelt gh tror.. For mig at se handler
det mere om at det er en del af en proces som bibliotekerne i forvejen er i gang med,
altsa en stgrre proces om at finde ud af hvad hvad skal der ske med bibliotekerne...
fremover, at de bliver ikke brugt pa samme made som de gjorder hidtil... og og det..
altsa det er bade i forhold til hvad er der for nogle kompetencer som de ansatte skal
have, hvad er det for nogle ydelser bibliotekerne skal levere og hvad er det borgerne
forventer af bibliotekerne, hvad skal de kunne bruge til og bruge det fremover, og da
teenker jeg at kontantlgse biblioteker er en, en del af det, men konkret hvordan det
kommer til at pavirke... bibliotekerne det er ikke noget jeg har teenkt dybere over.

Det er vel ogsa sveert nar | ikke ligesom er ude og opleve det til hverdag ikke?
Jo, ja det kan man godt sige.

Skal jeg sige noget?

Ja, det ma du gerne.

@hmm, jamen jeg teenker at ghm, at de pengelgse biblioteker ligger.. en del i
forlaengelse af den udvikling der i forvejen er i samfundet om, at man kan ikke kan
betale kontant alle steder og jeg ved ogsa er der i gang med, der har i hvert fald kgrt
en dialog, jeg ved ikke om lovforslaget er kommet igennem, men private
virksomheder har hidtil ikke matte undlade at tage imod kontantbetaling i forhold til
betaling og det er der vidst abnet op for nu pa forsggsbasis. Sa vidt jeg husker.

Det er der. Jeg ved der er komme caféer og ghh..
Lige preecis.

Og forskellige forretninger, at de der specialforretninger faktisk godt ma naegte ghh,
kontanter.
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Rene:

Morten:

Ditte:

Rene:

Morten:

Ditte:

Morten:

Rene:

Lige praecis, sa i den forlaengelse kan man sige at bibliotekerne med det her projekt vi
kgrer nu, det kommer til at ligge meget i forlaengelse af det borgerne vil opleve ghh,
andre steder i samfundet. @hh, og sa ghh, teenker jeg at... at, hvad kan man sige, i
forhold til kulturen vil det ghh.. jeg taenker at.. jeg haber, at biblioteket fremover
maske mere bliver et sted hvor at man.. ikke sadan umiddelbart gar hen og bliver
modtaget af en skranke, men mere af noget personale som maske kan hjalpe en lidt
mere med de faglige ting man kommer med pa biblioteket, om det sa er
borgerservicecenter eller... it-kursus, eller jeg skal finde en bog eller et eller andet, i
stedet for det er mere ghh, som i dag maske en administrativ funktion pa
biblioteket... at man ser at personalet er lidt mere til for folket.

Altsa jeg vil sige selvfglgelig i det hele taget vil man friggre ressourcer til en anden
type betjening. Det er jo ogsa hvordan man udmgnter eventuelle effektiviseringer og
hvordan man vaelger at ggre det.

Sa det er lidt i, i en indfgrelse af at man ogsa har ghh, indfgrt ghh
selvbetjeningsmaskiner og IMS og sadan noget for at friggre nogle ressourcer til ghh.

Helt sikkert, der ligger det her jo meget i for forleengelse af i og med at personalet
for, bliver frigivet til at lave de ting som maske er mere borgernzere. Det kommer
selvfglgelig ud fra, hvad hvad er det for et udgangspunkt borgeren kommer til
biblioteket med, er det for for at fa hjaelp med noget administrativt i forhold til, at
betale sit gebyr eller er det for at for noget vejledning, noget hjzlp eller noget
uddannelse eller hvad det er, sa der tror jeg at biblioteket andre sig mere til at ga
over i det og det tror jeg ogsa borgeren, det bliver borgeren selvfglgelig ogsa pavirket
af, men det er selvfglgelig ogsa en proces for, hvordan biblioteket fremstar udadtil
kan man sige.

Ja.

Ja. Spgrgsmal to der er, hvad mener | at der skal til for at implementeringen lykkes?
Bliver det en succes?... Det skal nok lykkes, men det er nok mere en succes, det er
lidt et forkert ordvalg.

Jamen altsa det er noget med, altsa for det fgrste skal, skal personalet veere med pa
det, eller pa en eller anden made fgle, at de reelt kan sta inde for det ghmm, og sa
skal borgerne, altsa der er sadan flere niveauer ghm, ghm sa skal borgerne ogsa have
andre ghh, betalingsalternativer... shm, ghm for ikke, altsa for at kunne betale og
rent faktisk, for at kunne, ghh for at kunne bruge biblioteket.

@hmm... jamen... jeg jeg taenker ogsa at... for at det kan blive en succes sa er det
ogsa, der er sadan lidt to malgrupper af borgere som kommer pa biblioteket. Der er
dem der kommer pa biblioteket i maske den selvbetjente abningstid, for dem vil det
her jo bare vaere endnu en made at opna en, en service pa, ved at vi stiller nogle flere
service til radighed for dem i selvbetjening og det er de jo vant til med alle de

eksisterende selvbetjeningslgsninger der er pa biblioteket, sa for dem vil det opleves
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Morten:

Ditte:

Morten:

Ditte:

Rene:

Morten:

Rene:

som en forbedring.. taenker jeg, og sa er der de borgere der har brug for hjaelp ghh,
med at lave de der ting som jo ellers ligger under selvbetjeningslgsningerne, de vil
maske opleve det som ”"ah nej nu kommer der endnu et system som vi skal forholde
os til” eller sa nu tager vi ”s3a, nu tager de noget fra os igen” sa sa pa den made ser
jeg to borgergrupper i hvert fald i forhold til, da da, der er det jo, der har personalet
jo selvfglgelig stadig en opgave i at hjeelpe dem som har brug for hjaelp ghmm, og
selvfglgelig om om, om det her bliver en succes som Morten ogsa siger det er helt
sikker om personalet er med pa den og kan, og er med pa ideen og taler godt om
ideen, og kan se en mening, kan se en mening, mening med det, ellers bliver det ikke
nogen succes... gh, jeg tror egentligt borgerne som sadan hvis de taenker lidt
rationelt over det, sa kan de godt se det og hvis de sa ogsa bare oplever at der bliver
frigivet nogle ressourcer til at ggre nogle andre fede ting pa sa..

Ja det, det er jo, ja det er jo blandt andet sadan noget, personalet maske skal veere
med til at forklare, at hver gang vi ikke bruger halvanden time pa at komme til og fra
banken med 15 kr. i byttepenge, sa ghmm, sa sa har vi tid til at svare pa nogle andre
sporgsmal ghmm. Altsa hvis det er den historie som personalet fortaeller sa sa er der
i hvert fald stgrre potentiale for at gh, at det bliver en succes.

Ja.

Det er ogsa et spgrgsmal om, hvad succeskriterierne er, altsa hvordan man definere
dem, ghmm fordi, man kan sagtens forstille sig sddan en situation hvor at at det
kgrer pa bibliotekerne og der maske er utilfredshed over hele linjen men stadig
forsaetter, phmm, hvor at det der er en succes umiddelbart pa det ene bibliotek ikke i
samme grad er en succes pa et andet bibliotek, shmm, og at, altsa i fgrste omgang er
det et pilotprojekt ghmm, men det kan jo godt vaere det ikke forseetter med at vaere
et pilotprojekt.

Ja.

Og sa en anden ting som ogsa i hvert fald er vigtigt i for at vi far succes med et her,
det er jo uanset hvilken betalingslgsning vi indfgre sa skal den veere nem at bruge

Ja.. ja.

Det skal veere tilgaengeligt, i hvert fald, det er i hvert fald afggrende for at det bliver
en succes. Det er faktisk det der spiller, spiller for borgerne det, det vi ruller ud til
dem og ogsa i forhold til betalingsalternativer ikke, altsa skal vi have mobile Pay, skal
det veere Svips, hvor mange ghh, hvad er det for nogle betalingsmetoder man kan
bruge til at betjene ghh, det tror jeg ogsa har noget at ggre med hvad for nogle
praeferencer borgerne har. Det er maske ikke alle som gider betale enten kontant
eller kort eller, det er selvfglgelig heller ikke alle som gider betale med mobile Pay,
men det er jo forskelligt.. ud fra hvad det er for en gruppe folk der kommer ikke.
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Morten:

Ditte:

Morten:

Ditte:

Morten:

Ditte:

Morten:

Ditte:

Rene:

Ditte:

Ja, og nogle af de betalingsalternativer vi tilbyder skal ogsa veaere... de skal ikke skabe
nye problemer ghh, men noget af det der bliver talt om, det er jeg sa selv lidt skepsis
overfor, men altsa mobile Pay skulle vaere besvaerligt i sddan
konteringssammenhang nar der skal ggres kasse op og sadan noget, sa hvis man
henter nogle effektiviseringer af samme kontanter sa kan tilfgje nogle maske ikke
tilsvarende pa samme niveau med mobile Pay for det er sa pa, pa Back-end sa af den
administrative del der kan det vaere nemt at bruge, sa derfor kan det jo godt opleves
besveerligt for, for ghh, for medarbejderne, men for mange borgere vil man maske
fgler det som den fede I@gsning..

Sa det man taenker det er... af rent administration sa mener man, er der en ide om, at
det ville vaere det samme administrationstid eller hvad?

Det tror jeg personligt ikke.
Nej nej men men det gar fordommen pa?

Ja det, der i hvert fald meget snak om, at Mobile Pay er sadan besveerligt at handtere
pa nogle omrader.

Ja, okay... @hh,

Altsa min pointe er bare at, at de alternative Igsninger man tilbyder i stedet for
kontanter skal ogsa vaere nemme og og bruge, bade pa borgersiden og pa
personalesiden.

Ja, ghh. Hvilke tiltag er der taenkt pa i forhold til at medarbejderen skal klaedes
ordentlig pa. Det er faktisk et ord | bruger i en af jeres, et eller andet med at
biblioteksmedarbejderen skal kunne klare 75 % af de problemer der er og sa skal
resten sendes videre, | har lavet sddan en trappe eller sddan et eller andet. Hvad er
der tilteenkt til det, altsa hvad, hvad har man taenkt sig at ggre for at de bliver kleedt
ordentligt pa til de her Igsninger? Er der taenkt pa noget overhovedet?

Jamen det det er jo mig... shm, jamen altsa vi kgrer jo ghh, altsa nu kan man sige der
er jo Brgnshgj som er det fgrste bibliotek, og det kan man sige er sadan et pilot pa pa
systemet ghh, det er jo selvfglgelig ogsa pilot pa det ghh, hvad kan man sige ghh,
undervisning og kommunikationsplan bade i forhold til personalet og til borgerne, er
det tilstraekkeligt det vi har lavet og skal vi lave noget mere, er der noget vi skal
forbedre, det kommer jo sa efter at vi har implementeret det pa Brgnshgj, men det
der er planen for Brgnshgj, det er at vi laver to undervisningsseancer af halvanden
time.. ghh for personalet, sa deler dem op i to grupper og sa ghh kgrer vi halvanden
time og sa ser vi, ghhh... ud fra.. sa far vi jo selvfglgelig nogle input fra personalet om
der sa er behov for opfglgning, og det vi underviser i det er jo dels hvordan borgerne
bruger lgsningen, hvordan bruger de det administrative i Igsningen fordi personalet
skal jo kunne ga ind i I@sningen og rette ghh, Cpr.nr. og password, altsa borgerens..

Give penge tilbage og alle de ting der?
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Rene:

Ditte:

Morten:

Ditte:

Rene:

Ditte:

Morten:

Ditte:

Morten:

Ja give penge og justere og sa videre i systemet ghh, inden i printlgsningen, og det
det er jo i virkeligheden de to ting shh som vi vil kigge pa, pa de undervisninger og sa
vil der ske det at nar vi gar i luften sa vil bade jeg og Finn som er teknikker ude fra KS
pa systemet og ekspert pa det, vil vaere derude over den i hvert fald den fgrste uge
efter vi har implementeret, vi vil vaere derude hvor vi bade kan hjzlpe borgere og
personale med at komme godt i gang i I@sningen og det taenker jeg, det er mere, det
taenker jeg er det vigtigste, for det er at vi er der og sa star vi der med de konkrete
problemer ghh, sammen med personalet og borgerne og sa kan vi tackle det derfra,
fordi det der med nogle gange at undervise i et eller andet sa gar der to dage sa har
folk glemt fuldstaendigt alt om hvad det er, sa det geelder om at fa dem i gang med
nogle rutiner i forhold til systemerne i stedet for og sa selvfglgelig basere det pa
nogle vejledninger sa de altid kan sla op i dem, sa det er i virkeligheden det vi har
teenkt os i forhold til personalet, men det er jo sa i forhold til systemet og ikke sa
meget i forhold til ghh... smartbetaling.. konceptet

Nej... nej fordi der kommer jo sa noget med, nar hele biblioteket bliver pengelgs sa
alle de vare de nu seaelger, der vil jo sa veere komme noget andet undervisning eller
handtering af af borgerkommunikation og sadan noget, hvordan ggr vi det sa
anderledes, men jeg ved ikke lige hvad status er pa...?

Lige nu, lige nu med smartbetaling har vi kontakt til ghh, kommunikationsafdelingen
men der er stadigvaek, det er ikke, det er meget under afklaring for de ikke saerlig
mange ressourcer til at hjeelpe os og det er noget der kraever rigtig mange ressourcer
og jeg havde regnet med at det var nogle penge jeg kunne fa, sa kunne jeg, sa kunne
jeg saette det i gang, men ghmm, men men det har noget at ggre med
kommunikationsafdelingen er sa smat er inden over det afklaringsfasen om, hvad der
kommer til at ske der..

Ja.

Jeg regner med at den varslingsperiode der bliver ghmm, altsa inden bibliotekerne
blev kontantlgse der der skal de for alvor, som involveres i det, og sa regner jeg ogsa
med at de f@grste par uger, altsa en uge efter at de kommer kontantlgse, der kommer
jeg rundt pa pa nogle af bibliotekerne og ser, hvad er det der sadan sker lige nu, er
der nogle ting man kan se...

Hvad er behovene?

Ja hvad er det ja, der er ved at fucke op, selvom der er maske ikke sa meget jeg rent
faktisk kan ggre men..

Nej nej... det er altid en godt ting at lytte (Griner)... ja, nu skal jeg lige, Yes. Hvilke
overvejelser har | gjort jer i forhold til ressourcesvage borgere?

Altsa det er jo dem der bliver talt allermest om, ghmm, og ressourcesvage... altsa det
det, hvor man ligger snittet for hvornar borgeren er ressourcesvag ghmm, i

273



Ditte:

Morten:

Ditte:

Morten:

Ditte:

Rene:

Morten:

Ditte:

Rene:

kanaldigitalpost, altsa... der er det sddan 20/80 man taler om. 20 % der fritages for at
(?) ogsa de resterende klare sig selv eller kan godt finde ud af det.

Men den mulighed er der jo ikke rigtig for..

Den mulighed er det ikke. Indtil videre har vi den 10 safepay pa nogle af
bibliotekerne, sa laenge at pilotprojektet kgrer sa sa vil alle andre biblioteker som
ikke er blevet kontantlgse ogsa kunne bruge den, sa hvis de borgere som ikke har
mulighed for at betale med kontanter de borgere der er nogle der ikke vil betale med
kontanter, sadan nogle er der formentlig ogsa, ghmm... de vil stadig kunne ga pa
safepay, altsa det det er sddan yderste mulighed..

Ja

@hh, jeg har talt med en fra serviceforandring om fgr og nu, sddan en afdeling som
arbejder meget med forandringsprojekter, og ghh, nogle ude i borgeservice Sundby,
hun hun er antropolog og har lavet undersggelser, hun siger at =ldre eller dem som
vi betragter som de svage borgere, ghh de er ikke faktisk sa kritiske, jo de er maske
personligt kritisk, ghmm, men i forhold til at kunne agere er de ikke sa kritiske. Hun
siger at de i mange sammenhange er vant til s ryger deres bank og sa ryger deres
lokale haeveautomat, det irritere dem, men det fungere typisk, shmm, for dem og de
finder ud af at tingene, ghh, sa det er jeg personligt ikke sa bange, og sa tror jeg ogsa,
det er udelukkende baseret pa tro, at ghh, at dem som er sa svage borgere, at de, sa
de ikke kan trykke deres kode til dankortet eller et eller andet, eller bruge
selvbetjeningsl@gsningen, at det maske lidt vil veere dem som kommer pa biblioteket
er nogen der kan finde pa... sa umiddelbart frygter jeg ikke sa meget der, det er mest
i forhold til bgrn uden betalingskort som som, hvor hvor jeg ser den stgrste
udfordring... shmm, men hvad var spgrgsmalet? Taenker | taenker vi vil tackle??

Jaa, bare hvilke overvejelser, men det har du ogsa svaret pa, men jeg ved ikke om du
har noget at sige Rene?

| forhold til svage borgere?
Jeg kan godt sige lidt mere.. (Griner)
Nar okay.. du kommer bare... (Griner)

Jeg teenker i forhold til de svage borgere, jeg er meget enig med Morten i at
malgruppen som den ser ud lige nu i forhold til svage borgere, er at det er bgrnene
som ikke har muligheden for at bruge betalingsmidler pa bibliotekerne, det har alle
andre stort set, sa er der selvfglgelig borgere som af en eller anden underlig arsag
ikke har noget kreditkort eller har svaert ved at finde ud af at bruge en
selvbetjeningsl@gsning og sa videre, ghh, og jeg teenker ogsa at at det ligger ogsa lidt i
forlaengelse af at ghh, at vi nu frigivet nogle ressourcer ghh, pa biblioteket ghh, med
de her Igsninger, hos personalet som som forhabentlig kan bruges til at hjelpe de

her svage borgere med at bruge de her selvbetjeningslgsninger og komme godt i
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Rene:

Morten:

Ditte:

Morten:

gang med dem og der ligger jo et keempe arbejde med ligesom, ogsa i forhold til
digitalpost og alle dem der star udenfor... altsa hvordan klaeder man 1/3 af Danmarks
befolkning pa til ligesom at kunne handtere hele den her nye digitale tidsalder og der
teenker jeg stadigveek, at det det er helt klart en opgave som ligger for kultur- og
fritidsforvaltningen, ikke mindst bibliotekerne i og hjalpe folk i gang sa det haber jeg
vi kan fa frigivet nogle ressourcer til at fa sat gang i. Men i forhold til bgrnene, ghh ja,
der har vi stadig nogle issue, vi gar og arbejder med og... i forhold til print- og
kopilgsningen, der er, det nuvaerende set-up er at foraeldrene opretter en konto til
bgrnene og sa seetter foraeldrene pengene ind pa med deres kreditkort pa kontoen,
og ellers sa ma vi henvise bgrnene til webbibliotekerne og i bedste fald ellers hvis det
gar helt galt, sa vil hver bibliotek, der arbejder vi ogsa pa at hvert bibliotek far et,
hvor personalet far et kort hvor man kan printe gratis pa.. og det er sa personalet der
ligesom afggre hvem der skal have lov til det, sa hvis de holder noget lektiecafe eller
undervisning i IT eller et eller anden, sadan at, sa kan, sa kan man, kan give de bgrn
eller borgere i de forbindelser jo sa kgre gratis pa pa print, men det er jo sddan en
lidt mere politisk diskussion om hvordan man har lyst til at dele gratis ud af print,
man jeg teenker i hvert fald at det er relevant i forholdt til lektiecafe og undervisning
at der mulighed for at fa skudt noget gratis igennem, sa den Igsning vil vi kigge pa til
det, men om den ogsa skal daekke lille Grete der kommer ned med sin Femmer og,
og sa sige ej du far sku lige en gratis eller hvordan, det kan vi jo ikke, det skal helst
vaere ens for alle. Det er en politik som bliver besluttet og det har jeg ikke noget jeg
har mandat til.

Det ligger i hvert fald i trad til med med biblioteksstrategien, med det der med, at
man vil gerne have flere og flere organisationer, eller grupper og ghh, lektiecafé og
gore en stgrre indsats i hvert fald for bgrn og unge ikke?

Helt sikkert.

Men det jeg ville sige fgr, som jeg ikke ghh fik sagt, det var at det man ogsa skal
teenke pa i fgrste omgang er at kontantlgse biblioteker er et pilotprojekt, hvor
formalet med pilotprojektet det er ikke at fjerne kontanterne, formalet med
pilotprojektet det er at finde ud af hvad der sker nar man fjerner kontanterne, blandt
andet hvordan handtere svage, forskellige svage grupper det at man fjerner
kontanter ghmm, sa det sa det er for at blive klogere med henblik pa, nar man sa ggr
det for alvor hvilket, altsa det er ikke noget der beslutter noget, men jeg kan godt
forestille mig at det er det der sker, men hvad sker der sa nar man ggr det, eller sa,
hvad for nogle forholdsregler ved vi sa pa baggrund pilotprojektet man man skal tage
for for at fjerne kontanter, og ghh, sa pa den made er et pilotprojekt ogsa for at blive
klogere, altsa..

Ja... ¢hh... Hvordan fgler | at bibliotekerne har modtaget idéen om at implementere
pengelgse biblioteker og print/kopi-lgsning?

Jeg kan godt starte igen. (Griner)
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Morten:

Rene:

Sa har jeg tid til at taenke lidt. Det er fint nok...

Altsa det er svaert at sige en linje ghh, altsa jeg synes det virker skizofrent ghh, fordi
pa den ene side da udspringer... ghh, hele smartbetaling som kontantlgse
institutioner hedder nu, ghmm, udspringer af efterspgrgslen fra bibliotekerne pa at
fjerne kontanter og pa den anden side sa er det ogsa for bibliotekerne og blandt de
biblioteksansatte at man hgre de kritiske rgster, hvad nu med de gamle og hvad nu
med bgrn, ghmm, og ghmm, altsa jeg synes ikke man har, jeg har ikke oplevet
modstand, men men bare nar man hgrer sa det sa der er bade efterspgrgslen hgrer
fra bibliotekerne men ogsa modstanden inden for biblioteker, shmm, jeg kan ikke
lige huske hvordan spgrgsmalet var, hvordan de handterede det?

Ja men, ja jeg taenker ogsa noget lignende det samme... at... at det er jo, erjoi
forhold til print/kopi-lgsningen fra at vi ligesom besluttede at nu skulle vi lave et nyt
faelles system til til i dag ikke, det er jo nogle ars tid siden vi var der, over det sidste
ars der er jo, der er vi jo gaet fra, der var, altsa vi er gaet fra efterspgrgslen fra
ledelserne er bliver rigtig stor pa pa for at finde en Igsning i hvert fald pa print/kopi,
ghh, fordi der er nogle udfordringer ude pa bibliotekerne med den made det
nuvaerende set-up er pa, som ikke er szerlig hensigtsmaessig for personalet og
biblioteket ellers for den sags skyld szerlig moderne, sa der har vaeret en keempe
efterspgrgsel, men men samtidig som Morten ogsa siger, altsa vi kommer med et
system, men et system kan ikke alt, har man den forventning om at det nye system
kan alt, sa lever man ikke i i den virkelige verden, ghh og der man sa sige har
projektet vaeret gode nok til at lave forventningsafstemning med alle 20
biblioteksledelser, nej det har de nok ikke ghh,.. og det der er vi lidt tilbage til den
snak vi havde lidt, fgr vi gik i gang med interviewet omkring de mange
ledelsesniveauer, og beslutningsprocessen er meget uigennemsigtig i kommunen for
ligesom at treeffe nogle beslutninger, sa nar jeg skal lave formal med mit projekt, sa
bliver det jo i forhold til min styregruppe og min styr, sa jeg ser jeg det som min
styregruppes opgave at sgrge for at formidle det budskab videre ud pa pa den
ledelsesniveau der nu er, opad og nedad og sa videre ghh, og det er jo sa den verden
jeg arbejder i. Sa jo, der er, bibliotekerne har bade, de sidder og venter og rykker for
at fa det her og samtidig sa er der stadig noget modstand imod, blandt andet i
forhold til bgrn, hvad g@r vi sa der? Og og der, ser samtidig ogsa en masse
problemer, ghh, og og og nogle af de problemer kan man sa diskutere, om om det er
pa faktuelt grundlag, hvor mange bgrn, hvor mange gange kommer Grete med en
Femmer og skal printe eller kopier nede pa biblioteket, det er der ingen der ved, men
alle har en ide om det, og alle ser det som et problem, ghh sa der kunne man
selvfglgelig pa projektet side have lavet noget, lave en forundersggelse pa det...ghh,
ja sa sa og lige nu, nu var jeg til mgde i morges med biblioteksledelsen og der var den
der igen ikke og jeg, i forhold til print/kopi-lgsningen kan man jo sagtens, jeg kan jo
godt vaelge at skille den fuldstaendig ud fra det eksisterende smartbetalingsprojekt og
sige det er fint, | kan bare betale kontant i min Igsning, og sa saetter personalet
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Rene:

pengene ind, sa og sa, pa den made er der jo en plan B i forhold til, at jeg ga i luften
med min system som betalingsl@st eller kontantlgst system, jeg kan bare abne op for
kontanter hvis det er et keempe issue, no problem, og sa l&enge man kan komme sige
det, sa taenker jeg sa kan vi bare kgre Igs, jeg skal i hvert fald ud over stepperne med
mit projekt nu ,for vi kan ikke, jeg kan ikke, ja nu kan vi ikke vente laengere..

Nej.. ghh.

Sa det geelder om i hvert fald om at prgve ogsa at forsikre ledelsen pa bibliotekerne
om, at vi har taenkt nogle tanker, og og at det er den rigtige vej at ga og det tror jeg
ogsa biblioteksledelse er med p3, der er bare nogle gange popper der nogle
spegrgsmal op i hovedet pa folk som, som man, ja som folk har brug for svar pa og det
ma vi jo sa forsgge at give.

Men det ogsa det, det ikke, det er ikke sa kun kontantlgse, ghmm, at det at det her
er tilfeeldet, det nok pa mange projekter, og nok ogsa i en anden sammenhang end
lige nu, men mange har svaert ved at forestille sig, at hvis det ikke skal ggres pa den
made som det bliver gjort nu, hvordan skal det sa blive gjort? Sa man laver en ny
Igsning, sa sa er der mange der har svart ved at forestille sig at tingene kan blive
gjort pa en anden made, og sa er det bare, nogle gange sa ma man bare springe ud i
det og sige, okay nu nu lave vi det her system, som fungerer pa den her made, og sa
ma vi finde ud af, hvordan vi handtere de problemer der matte opsta, og der er ikke
sadan nogen beslutninger der er endegyldige, vi kan traeffe dem om igen. Jeg havde
en chef, han sagde han elskede at traeffe beslutninger, men vidste ogsa godt at nogle
gange sa matte han traeffe nogle nye, der gjorde dem om.

Det er jo aendring af arbejdspraksisser, altsa..

Og det er jo ogsa lidt, nu nar vi seetter de her systemer op eller udvikler systemer
som vi jo i hvert fald ggr med print og kopi.. ghh.. altsa der kan man sige, en verden
er jo hvor at alting er lige, det foregar super nemt og selvbetjening, og sa er der jo,
hvad kan vi teknisk, det er den ene ramme vi har at arbejde indenfor, og nar vi sa har
afklaret den, jamen sa er der jo en masse andre lovgivningsmaessige rammer vi skal
have, hvad kan man sige, systemet skal passe ind i, som i virkeligheden hedder lov
omkring betalingslgsninger, og lov omkring ghh, altsa der er mange, ogsa
sikkerhedsmaessige ting ghh, i forhold til opsaetningen som besvaerligggre det, at
Igsningen maske opfattes som selvbetjening, men det er bare ikke mig der szetter
rammerne, det er nogle rammer jeg skal arbejde indenfor og sa lave, fa det bedste
resultat ud fra det. Og da, da stadig, der kan man godt, der taenker jeg i hvert fald at,
i forhold til ledelserne og personalet kan man godt mgde sadan noget modstand,
men det er bare ikke mig der afggre, at det er sadan systemet kommer til at se ud,
men det bare, det er betingelser der er for at lave sadan nogle Igsninger i Danmark,
fordi reglerne er der pa omradet sa man far nogle Igsninger som skal passe ned i en
eller anden kasse, og som ngdvendigyvis ikke altid er lige som man gerne vil have det.
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Rene:
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Morten:

Ditte:

Morten:

Ditte:

Mmm... Yes, ghh. Kan pengelgse biblioteker rulles tilbage, sadan som | ser det?
@hh, kontantlgse?
Mmm.

@hmm, altsa i princippet kan de godt. @hh, altsa jeg tror hvis det viser sig at veere
totalt hablgst ghh, sa gh, sa sa tror jeg sagtens det kan rulles tilbage, ghm. Altsa jeg
forestiller mig pa tvaers af pilotbibliotekerne at, at det er et broget, eller brogmaleret
., altsa der er nogle steder, sdsom pa Tingbjerg tror jeg det vil veere et vaesentligt
stgrre problem end @restaden, ghh sa, pa sadan et sted som pa @restanden, hvis det
bliver rullet tilbage, vil de formentligt vaere uforstaende over for det, hvor hvor andre
steder kan det veere, det er en, ja det ved jeg ikke, det skulle forhabentligt ikke blive
sadan at de taenker "Yes, kontanter igen” men ghmm, men men, altsa hvis det er
hablgst, tror jeg godt det kan blevet rulles tilbage, men men jeg tror bevaegelsen af
herer grad, hvis piloten er bare nogenlunde en succes, sa sa forsaetter det formentlig
pa den made... phh og din Igsning kommer til at besta...

Ja ja. Print- og kopilgsningen, den kan leve i begge miljger.
Ja ja, det er jo netop det.

Sa sa pa den mader er der ikke noget issue i forhold til min Igsning, men men i
forhold til kontantlgse, der teenker jeg ogsa at, meget enig med det Morten siger
med og, og sa taenker jeg ogsa at gh, at hvis der er, hvis der er noget issue, sa er det
vaere et issue som er pa nogle biblioteker og sa kan man diskutere, sa kan det godt
vaere at, at Igsningen bliver, at nogle biblioteker er, betaler man kontant, hvis det
opfattes som vaerende kritisk for bibliotekets overlevelse, og og service i forhold til
borgerne, og sa andre, der taenker jeg, hvor, altsa rapporten vil jo afspejle hvor vidt
forskellige resultater ud fra hvad det er for et bibliotek vi undersgger, og der taenker
jeg sa at nogle biblioteker vil man forsaette med at vaere kontantlgse, men jeg
forestiller mig ikke at man ghh, ruller ghh tilbage med kontanter over hele linjen, det
kan jeg simpelthen ikke forstille mig, ghh.. men men det er muligt... hvis det er det
man gnsker.

Og sa har vi ogsa snakket om det naeste spgrgsmal pa alle de mgder vi neermest har
vaeret til, men nu far | det lige alligevel. Hvilket udbytte forventer | jer ved at
implementere pengelgse biblioteker, hvad er formalet med det?

Altsa udbyttet?
Ja.
Altsa gkonomisk eller...

Det det er jo alt, altsa det det er jo hvad | synes er udbyttet.
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Altsa, jamen altsa der er sddan to strenge. Der er sddan en bedre kapacitet
udnyttelse af... personalet, altsa friggre personale tid fra kontanthandtering og
printbetalingshandtering shmm, til service og sa kan det sa ogsa godt veere der er et
gkonomisk udbytte, og det, det er jo sa ikke vores beslutning hvordan man vaelger at
udnytte ghmm, ja den kapacitets, bedre kapacitetsudnyttelse.. det forhabentlig
giver. Altsa og sa den printlgsning, altsd som du jo er i gang med at strikke sammen
eller implementere, det er jo ogsa en serviceforbedring for borgerene ghh,
forhabentligt, sa det er ogsa et udbytte ghmm, bedre service.

Ja og sa sidst men ikke mindst sa vi vi projektledere, ogsa vi kigger ogsa pa, hvad skal
man sige, standardisere betalingsmetoder pa tvaers af bibliotekerne, altsa man, nu er
jeg jo en af dem, det kan jeg godt sige her selvom der er band p3a, men jeg er en af
fortalerne for at man standardisere nogle serviceydelser, jeg ser lidt ghh, jeg har det
fint nok med at hvert bibliotek har deres eget profil, men jeg ser det mere som en
kulturel profil, ghh med forskellige services der ligger inden bagved, men jeg teenker
helt klart at at man bliver ngdt til, eller det er jo super hvis man kan standardisere
sadan basisydelserne sddan sa man far en ens oplevelse om man gar ned og
printer/kopiere eller gar op at skranken eller hvad man nu ggr, og far noget
betjening, at der er sadan noget grundbasis ydelse som er helt standard sa man
oplever at det er ens, altsa.. ghh det taenker jeg. Er du ikke..?

Naeaz, nej jeg er bare lidt i tvivl om hvad du mener, men jeg taenker i hvert fald bare
sadan en standard af den bagvedliggende betalingsinfrastruktur ghm i hvert fald og
der er i kultur-og fritidsforvaltningen har tradition for at man ger lidt hvad der passer
en, fordi at det tager lang tid for folk herinde at rykke og det tager lang tid for folk
uden i KS at rykke, og jeg oplever selv nu, altsa jeg har fundet ud af hvad det koster
at fa mobile Pay pa bibliotekerne og, sa egentlig tror jeg at jeg bare kunne ring til
Mads Johnshoved og Anders Pederson og og ghh, Jesper Bjgrn og Otto Gren, og sa
var der mobile Pay i morgen, men der er sadan en afgangsproces i den og, ghmm,
altsa altsa det er nemt, det er nemt at forsta hvorfor at der er pa bibliotekerne en
kultur for, at man bare ggr det, nar man har lyst til, hvis man har lyst til det, ghmm
man burde ligesom lige, synes jeg der er ogsa en vaerdi i at der er sadan en
ensartethed i systemerne og i aftalerne, og det giver ogsa gkonomisk mening, at hvis
man er flere kan man forhandle sig til en bedre aftale.

Ja.. Yes, det var faktisk det.
Der var ikke behov for at uddybe det jeg lige sagde vel?

Nej, jeg forstod det egentligt meget.. Altsa det er der er, nar du kommer pa de
forskellige biblioteker, jamen sa er der en hvis standarder, programmerne er det
samme, man har de samme muligheder, man kgrer maske en forskellig profil i
forhold til det brugersegment der nu er i forhold til at der er indvandre eller mange
eldre eller...
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Rene: Yes.

Ditte: Yes. Super.

Interview pa Kgbenhavns Hovedbibliotek 27/2-15
Interviewede: Finn Petersen (Leder for adelingen for biblioteksudvikling)

Interviewer: Ditte Geisborg

Ditte: Vi vil spgrge dig om hvordan mener du at pengelgse biblioteker kommer til at pavirke
bibliotekskulturen, sddan generelt?

Finn: Bibliotekskulturen

Ditte: Ja

Finn: @hm

Ditte: Bade for medarbejderne og for brugerne
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Jaaa.... nu kan jeg, som udgangspunkt vil jeg maske sige at det at man, der er noget
der skal betales hvis man kan sige det sadan er en del af bibliotekskulturen, gh det er
sa en side, ghh en sideting der fglger med ghh alt virksomhed i uanset hvad man
foretager sig sa er der en eller anden form for pengetransaktioner som, som kan
komme i spil, shm i forhold til bibliotekerne sa relatere det sig jo i hgj grad til noget
med gebyrer ikke ghh og det relatere sig til nogen fa produkter man saelger og sa kan
man sige at det relatere sig meget til print og kopi, og det er jo ikke fordi at det her
som sadan afskaffer nogle af de ting, det kan godt vaere at der er nogle andre ting
der afskaffer det men som udgangspunkt kan man stadig det samme i kontaktlgse, i
et kontantlgst bibliotek bortset fra at man ikke kan betale med kontanter. S3, sa jeg
ved ikke om det ngdvendigvis praeger bibliotekskulturen voldsomt meget ghm...

Det praeger jo brugen af biblioteket kan man sige og @&ndre nogle arbejdspraksisser
ikke?

Det var borgerdelen kan man sige...

Ja

fordi... det har i sikkert nogle uddybende spgrgsmal om senere for der er selvfglgelig
nogle grupper der bliver mere bergrte af den salgs ting end andre grupper, sadan,
sadan vil det altid veere men det er jeg sikker pa at vi kommer tilbage til, sa derfor vil
jeg egentlig sige i forhold til personalet ghh der vil jeg umiddelbart mene at det giver
nemmere arbejdsgange, til gengaeld giver det maske nogle ghh komplikationer isaer i
en overgangsfase, det vil jo altid veere sadan at nar man laver om pa et eller andet, sa
er der nogen som synes at det var da maerkeligt det fungerede da ellers super godt i
forvejen hvorfor nu det, phh og den type brugere vil personalet selvfglgelig have en
ghm en udfordring med ghh til gengaeld er der rigtig mange arbejdsgange de slipper
for inde bag ved kan man sige sa det er for mig at se den stgrste aendring ghm at
man automatisere mange af processerne ghh fordi det kgrer i nogle andre systemer,
hvis man kan sige det sadan

Ja

Yes hvad mener du der skal til for at implementeringen bliver en succes og lykkes i
det hele taget...
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Ja (Griner)

i forhold til medarbejderne er det jo sa tiltaenkt det her

Jai, der er givet mange ting man i hvert fald i forhold til medarbejderne sa er det, sa
er den viden om de nye systemer oplaering i de nye systemer ghh det er god
information om hvad er baggrunden... hvorfor er det at man har lavet om pa tingene
sa man som medarbejder fgler at man har nogen, nogen officielle forklaringer fordi
man kan sige man kan jo godt som medarbejder synes at det var da dumt eller
hvorfor har de nu gjort det eller sddan noget, men det er jo som sadan set irrelevant i
forhold til det daglige arbejde, altsa det kan godt vaere at du har en holdning om at
det skulle hellere have vaeret sadan eller sddan men, men du har en virkelighed du
skal arbejde i og der skal du kunne forklare at det er fordi det er sadan til gengeeld
kan du det her eller du kan det her ghm sadan en FRQ om hvad er de mest
gennemgaende ting som man kunne risikere at blive spurgt om for eksempel ikke s3,
sa, sa man har nogen svar som, som man ved er rigtige i konteksten

Ja, der star ogsa i et, nogle af de papirer vi har faet fra Kultur og Fritidsforvaltningen
at det er planen at medarbejderne de skal kunne varetage 75% af de problemer der
er med systemet eller ordne nogle af de der...

Ja okay

der er lavet sadan en trappe i forhold til, og sa er det koncernservice der skulle tage
15% af de problemer og systemejerne er helt oppe pa toppen ikke..

Jo det, det er klart at det er selvfglgelig en anden del af det at hvis der er nogle
systemer her, som man ligesom kan sige er vores ansvar sa skal vi ogsa vide hvordan
de fungere og det er jo ikke sadan at hver enkelt medarbejder skal vide alt om
hvordan alle systemer fungere men man skal vide hvordan sammenhangende er ghh
og hvis der er nogle systemer som ikke er vores sa skal man vide noget om kan man
sige snitfladerne altsa at hvis man som medarbejder ved noget om jamen, altsa hvis
der kommer en bruger og siger jeg kan ikke forsta at min betaling ikke er gdet ind sa
kan det vaere rart at vide, sddan at der er jo med meget, meget stor sandsynlighed
fordi det er et eller andet med din bank altsa det er ikke fordi der er noget med det
her system ghm sa jo mere man kan se de, den slags sammenhzange ghh jo
nemmere kan man agere som medarbejder taenker jeg ghm ... et eksempel p3a, p3a, pa
det er jo ikke altid at man kan se hvor er det at problemet opstar for eksempel vi
sender sms meddelelser ud til folk ghm og ghm der blandt andet fgr de skal
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aflevere... som en service for at man kan udga at aflevere... hvis man ikke for den sms
sa skal man altsa stadig betale sit gebyr...

Ja

det kan godt vaere sveert for nogle at forsta at, at det er en service men det, det er
faktisk ikke vores ansvar hvis sms'en ikke nar frem... hvis nu det fordi vi ikke har
sendt sms'en sa er det selvfglgelig vores problem og sa skal vi have rettet vores
system men det er stadigveek brugerens ansvar at fa den afleveret uanset om de far
sms'en eller ej, langt de fleste sms'er der ikke nar frem det er faktisk et eller andet
telefonselskabet der har en fejl fra det helt banale til at man, at deres telefon fyldt sa
den ikke kan modtage, til at der er et eller andet med systemet, hvis man som
medarbejder nogenlunde har styr pa de arbejdsgange sa kan man ogsa bedre tale
med de mennesker der kommer og siger jeg har ikke faet nogen sms sa jeg vil ikke
betale mit gebyr altsa ghh sa hvis man forstar ssmmenhangende kan man bedre
sige jamen sadan er det og det skal du, sadan og sadan haeger det sammen, og pa
samme made med de her nye Igsninger ghm... sa god viden som muligt om hvordan
de fungere og haenger sammen

Det leder mig sa lidt videre til et andet spgrgsmal der hedder, hvilke tiltag er der i
forhold til at klaede biblioteksmedarbejderne ordentlig pa, altsa har man gjort sig
nogle tanker om hvordan de skal klaedes pa og hvordan man underviser dem i det
her system?

Ja, bare for at vi er sikre pa at fordi nar jeg svarer lige nu sa svarer jeg nok forholdsvis
meget i forhold til print og kopi Igsningen

Det ved jeg godt det er jo fordi det andet er ikke er ndet sa langt

Men jeg taenker at man forhabentlig har taenkt sig at gg@re nogle af de samme ting
med andre Igsninger fordi print og kopi I@sningen er sadan et skridt pa vejen til at
man, sa er der i hvert fald et, en udfordring mindre i forhold til kontanter og i print
og kopi Igsningen har man en uddannelses plan for personalet... hvor man ghh gar ud
pa biblioteket og man ghh implementere, man ghh oplaerer i systemet hvordan det
virker s3 implementere man det og sa ghm er man derude og hjelper i nogle dage

Har man taenkt sig at der er nogle, at man vil lave nogle superbrugere eller er det alle
medarbejder man teenker der skal have undervisning i det her
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Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Ja det bliver sku nok for detaljeret til at jeg kan svare helt praecist pa det

Jamen det kunne godt veere

Men jeg kunne forstille mig at det ville give mening at man pa hvert bibliotek havde
en superbruger altsa som vidste rigtig meget om det her og sa have man alle som
havde det der brugsniveau altsa... som i princippet kan det samme som brugerne
men som ogsa kender bagsiden af systemet hvis man kan sige det sadan ikke... ghh
det vil jeg umiddelbart mene, kunne, ville vaere en fornuftig Igsning sadan er det nok
ogsa lidt i dag, det er nok ikke alle der er lige skarpe pa ghh for eksempel hvordan
betalingerne fungere og sa videre ghm de fleste kan forhabentlig give en vejledning i
du skal lige g@re sadan... nar du er henne ved kopimaskinen

Ja, yes ghm hvilke overvejelser er, har der veeret i forhold til ressourcesvage borgere

Mange nu kan ressourcesvage borgere jo vaere

Mange?

Mange forskellige typer

Ja

Jeg vil sige nogen af dem der har veeret, det som man i fgrste omgang har haft fokus
pa her det har jo veeret jamen er der nogle grupper som... maske ikke har de
betalingslgsninger som... man skal bruge her og jeg tror at da vi begyndte at snakke
om det... der var en af de grupper der er, der ligesom kommer i spil det er selvfplgelig
®ldre ghm... jeg ved ikke hvor relevant den gruppe, ghh eller jeg ved ikke hvor meget
malet den gruppe er lige her fordi at de fleste aldre har jo ogsa et betalingskort det
er jo ikke fordi at, altsa det har naesten alle i dag s3, sa, sa hvis vi skal snakke om, om
personer som ikke har et betalingskort... i voksensegmentet s3, sa sa er vi ude i nogle
marginaliseret

Ja
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Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

@hh altsa vi, vi taler ikke store mangder og vi taler ogsa nogle brugere som og det er
jo selvfglgelig ikke godt, men vi taler ogsa nogle borgere som har nogle andre
problemer... det bliver jo sa ikke bedre af at de heller ikke kan printe men det er bare
for at sige det, det er formentlig ikke vores kan man sige det er ikke ngdvendigvis
ikke det her systems opgave eller udfordring at Igse deres grundleeggende problem

Nej, nu er det sa ogsa

og hvordan vi sa kan give dem en kopi det...

Ja

Det ma man jo sa maske ghh have nogle lokale Igsninger for, den gruppe der nok har
veeret mest fokus pa i forhold til det her det har nok veeret bgrn... den bgrnegruppe
man kan sige, som er sa store at de har faet lov til selv at ga pa biblioteket og maske
ogsa at have en femmer med i lommen til mgntindkastet pa kopimaskinen... ghh
men som ikke er sa store at de har et betalingskort... ghh den gruppe er den nok der
oftest har vaeret ghh... ghh bragt op som, som, som en udfordring her ghm i forhold
til Ipsninger af det problem... s kan man vel ikke sige at man har Igst dem fordi der
kan ganske givet vaere personer bade ghm aldre, marginaliseret og bgrn som ikke
kan bruge Igsningen... og som maske star men en femmer og siger hvad kan jeg sa...
ghm noget af det som ghh... noget af det som har veeret arbejdet pa i forhold til at
sikre at sa mange som muligt kun bruge det, i forhold til bgrnene der vil det vaere
muligt men det er jo sa igen et spgrgsmal om hvordan foraeldre synes at man kan og
ikke kan, det vil faktisk veere muligt at, at ghh... de har et nummer og en kode som de
kan taste ind... det kraever sa at der er penge pa den konto de har faet adgang til, det
kraever ogsa at de har bade log-in og kode til den konto ghh og det, det er jo sadan
lidt individuelt som foraeldre taenker jeg... synes man at ens barn kan handtere det
giver det mening for en, er det en Igsning for en...

Ja

det gh og det har jo nok meget med alder og ggre og jeg teenker at man kan i
princippet sige at man fra man er 12 ar kan du fa et kort...

Ja
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Finn: et faktisk et visa-elektron kort...

Ditte: Ja

Finn: og det kan godt vaere nogen foraeldre synes at det skal deres bgrn ikke have ghh nar
de er 12 ar, men i princippet sa fra 12 ar kan man sadan set have en, have en konto
s3, sa jeg taenker at det ligger sddan i et eller andet spand imellem otte og 12 ikke
hvor man kan sige at man faerdes alene og man kan, kunne have den udfordring. Vi
snakkede faktisk om det pa biblioteksledermgdet sa sent som i gar endnu en gang i
virkeligheden var fokus her pa noget med hvordan gkonomien skal fordeles men,
men den kom op igen hvad med de der bgrn altsa hvad ger vi, vi har mange ude pa
Ngrrebro som ikke har penge og ikke...

Ditte: Ogsa pa Tingbjerg kunne jeg forstille mig

Finn: Ja, men nu var det sa lige Ngrrebro der tog den op ikke...

Ditte: Jaja

Finn: og det, det man lidt nikkede til i, i gar var jo at i print og kopi I@sningen, der vil der

vaere en mulighed for at biblioteket har et kort som de bruger... hvis de vil hjalpe
folk men det vil jo selvfglgelig veere en udgift for dem for sa for de jo ikke nogen

penge ind...
Ditte: Nej det er klart
Finn: altsa shm men, men, det, det vil veere konduite Igsningen... for man kan sige det er jo

sikkert, det er jeg ret sikker pa at det er i dag sadan at hvis der star en og ikke har
nogen mgnter og jeg skal aflevere i morgen og sadan, altsa sa er der sikkert rigtig
mange personaler som taenker ved du hvad du far lige en kopi ikke ghm og det vil
man jo ogsa kunne ggre fremadrettet

Ditte: Hvad med nu taenker jegi forhold til total pengelgse biblioteker og ekskludering af, af
ressourcesvage borgere i forhold til kulturelle tilbud og ja
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Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Hvad taenker du pa hvis man skal kgbe en billet eller hvad?

Ja eller kulturbadge eller bare det udover print og kopi Igsning ikke

Ja altsa jeg

Har man nogle taenkt nogen tanker omkring det eller noget?

Jeg, altsa jeg opfatter det ikke som et keempe problem

Nej okay

..det ma jeg sige altsa jeg kan godt se at der kan vaere nogen der kan sta i den
situation men, men altsa... der vil... altsa i en lang overskuelig fremtid kan det sa
veere et spgrgsmal om at man skal bevaege sig lidt laengere for, for eksempel at kpbe
sit Kultur-pas ghh fordi der maske ikke er betalings pa ens lokale bibliotek men det vil
jo vaere i hvert fald syv steder... hvor der er mulighed for at betale med kontante
ghm... og det kan selvfglgelig... det kan da godt vaere en lidt lang tur maske hvis man
er helt ude i hvor skal vi sige ude mod Herlev kanten der et eller andet sted og man
skal til ja det bliver sa Brgnshgj fremadrettet ikke

Mmbh, ja

som vil vaere det neermeste som har en Safepay ikke ghm jeg har ikke nogen tal,
altsa jeg har ikke noget statistisk materiale pa hvor mange personer er i en situation
hvor de er ude af stand til for eksempel at kgbe et Kultur-pas med et dankort eller
hvad det nu matte veere

Ja

@hm men jeg tror ikke det er keempe problem...

Nej
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Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

det ma jeg sige. Vi har jo ogsa snakket lidt om det her med altsa at nogen af de sma
services man har i dag salg af plastik poser... s man kan bzaere sine bgger hjem
forsvarligt i regnvejr ghh hvad med det, altsa det kan man jo sa heller ikke og det kan
man jo sa heller ikke...

Nej

hvis man ikke kan aflevere de 2 kr. sa ma man enten give dem posen eller ogsa sa ma
man bare lade veere bogsalg har ogsa vaeret naevnt...

Ja

som en udfordring ikke og... for ar tilbage var der jo ret meget gang i det man kaldte
biblioteksbutikker men jeg tror nu nok at det sadan det er vist dgdet en del ud tror
jeg altsa sa solgte man postkort og plakater og...

Kuverter og frimaerker

handdukker og, ja maske ogsa kuverter og frimaerker det tror jeg ikke man ger sa
meget mere

hmm, gh hvilke udbytte forventer | i forhold til print og kopi lgsning og pengelgse
biblioteker hvad er fordelen ved det, hvad udbytte kommer der ud af det?

Ja altsa hvis man kigger pa arbejdsgange sa har vi veeret lidt inde pa det, der er nogle
effektiviseringer af arbejdsgange... fordi tingene kgrer i nogle lukkede systemer kan
man sige og hvor man ikke skal foretage en masse manuelle funktioner sa der er, sa
pa den front er der i hvert fald noget effektivisering. Hvis man kigger konkret pa print
og kopi ghh sa har den her Igsning jo nogle nye funktioner som ikke var der i forvejen
omkring at laegge dokumenter i skyen og ghh printe ud pa et senere tidspunkt og sa
videre sa der er nogle ekstra funktioner som jo kan siges at vaere forbedringer ghm ...
ellers ved jeg ikke om der derudover er noget udbytte i den forstand

Nej
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Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

@hh ... forhabentlig nar tingene er implementeret nogen nemmere arbejdsgange...
og dermed ogsa... feerre problemer for personalet. | forhold til kopimaskiner er noget
af det vi har snakket meget om at prgve pa at fa mere simple kopimaskin som ikke er
sa uoverskuelige de kopimaskiner man har i dag de kan mange ting og det er
selvfglgelig ogsa meget smart, men langt de fleste skal jo bare have en kopi (griner)
og det kan maske godt vaere lidt forvirrende at den sa kan op og ned, frem og tilbage
og begge sider og hvad ved jeg

mmbh (Griner) ja

Vi har snakket lidt om at det kunne vaere rigtig, rigtig godt hvis man kunne investere i
nogle helt nye kopimaskiner og ikke ngdvendigvis nogen... der ikke kan ret meget
men der er det ved nyere kopimaskiner at man meget nemmere kan opsatte
forskellige betjeningspaneler sa man for eksempel har et simpelt betjeningspanel og
et avanceret betjeningspanel som lige som er en touch-skaerm i stedet for at det er
nogle knapper sa den skeerm man mgder som udgangspunkt bare vil vaere print hvis
du sa har saerlige gnsker sa kan man maske fa en avanceret menu hvor man sa kan
arbejdei...

Ja

Jeg taenker at nar man i dag star ved sadan en maskine normalt er der sa et eller
andet stort grgn knap, det er nok den jeg skal trykke pa

Jaja

men der er syttenhundrede andre knapper og displays og numre og sa videre ghh
hvis man kan forenkle det sa du faktisk star pa en skaerm hvor der star skal du
kopiere sa tryk her

mmh. Hvordan ser du implementeringen af det pengelgse bibliotek i forhold til
biblioteksstrategien?

| forhold til biblioteksstrategien?

Set i lyset af den
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Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Ja.... ja altsa man kan sige at biblioteksstrategien jo har nogle, nogle intentioner om
at gh, man kan udtrykke det pa to mader jeg tror i strategien star der hvis man kan
selv sa skal man selv man kunne ogsa sige ghh det man kan selv det kan man lige sa
godt gare selv, ghm for i virkeligheden er det her jo ikke ngdvendigvis
personafhaengigt sa det er ikke sa meget personen der er i centrum lige der ghm...
jeg teenker ikke at det, det er jo ikke altid den samme person det kan jo vaere, nogen
gange har en person brug for hjelp og andre gange har en person ikke brug for
hjalp...

Ja

og der er formentlig ingen der er helt selvhjulpne der er maske nogen som er nasten
helt selvhjulpne hvis du kun bruger biblioteket til og laese en avis som du ved hvor
ligger sa kan det godt veere at du aldrig spgrger nogen om noget for du gar hen og
saetter dig og laeser den avis og gar igen, sa er du i princippet selvhjulpen...

Ja

...i betjeningssituationen, men der er jo selvfglgelig nogen der har sgrget for at avisen
I3 der og s3, helt selvhjulpen er man jo ikke, men, men, men andre, for de fleste laner
er det jo nok nogen dage skal man noget meget enkelt og simpelt som man selv
klarer andre dage skal man noget mere kompliceret og jeg teenker at det vi prgver pa
her, det er at lave nogen... nogen services som jo ikke for mig at se, det er jo ikke
bibliotekets kerneydelser, det er blevet sadan en naturlig ting at man kan kopiere pa
biblioteket noget der er opstaet det forventer man ligesom at man kan...

Ja

...men det er jo ikke sadan en kerneydelse og bestemt kan ggres selvhjulpen sa folk
selv kan handtere den, sa ser jeg det som en fordel, og det er jo i trad med
strategien... ghm ... og i forhold til strategien sa friggre det selvfglgelig ogsa
ressourcer til at lave noget andet, fordi jeg tror ikke der er nogen der i hvert fald vil
argumentere for at témme penge ud af en mgntboks og komme dem over i pose og
legge dem ud i et pengeskab og teelle dem og ga ned i en bank med dem og sadan
noget det er jo ikke veerdi... skabende aktivitet det er ngdvendigt men det er ikke
veerdiskabende...

Nej
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Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

sa hvis man kan flytte noget af det, den type opgaver over til noget der sa er mere
veerdiskabende sa.... Sa er det ogsa i trad med strategien, der er sadan en
vaerdiskabelses pyramide i strategien.... den er bla ghh forholdsuvis tidligt i strategien

Vi har den ja (Griner)

sa ved i hvad for en det er

Ja (Griner)

og sa hvis man forstar at laese den rigtig sa, sa, sa viser den jo i virkeligheden at jo
leengere man bevaeger sig op i strategien jo mere vaerdi skaber det man ggr for
brugeren, men ikke kun, det er ikke forbi der ikke er skabes vaerdi nede i bunden af
pyramiden men det der skabes nede i bunden af pyramiden det er ogsa, det er noget
man ogsa kan mange andre steder

Jaja

Jo hgjere man kommer op i pyramiden jo mere specifikt er det noget som biblioteket
levere, hvis man kan sige det sadan... og der kan man sige at kopi det at give
mulighed for at kopiere ligger sadan lidt nede i bunden af pyramiden det er vigtigt
nok men, men det ligger nede, for du kan sagtens fa kopieret andre steder ogsa altsa
der er kiosker der kan du jo selv, det kan veere rart at ggre det pa biblioteket vi er
sikkert forholdsvis konkurrence dygtige pa prisen og sa videre men, men det er jo
ikke noget som udelukkende er vores varemaerke

Sa du mener ikke at print og kopi er en kerneydelse for bibliotekerne?

Nej jeg mener ikke at det er en kerneydelse for bibliotekerne

Nej
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Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

altsa men, men, men, men jeg mener at tiden har gjort det til noget man
umiddelbart forventer at man kan pa et bibliotek gh det samme geelder i gvrigt for
toiletter

(Griner)

(Griner) det er ikke en kerneydelse men alle ved godt at nar man er et eller andet
sted i byen sa kan man ga ind pa biblioteket og de har altid et toilet og det kan faktisk
godt vaere et problem iszer inde i en storby ikke...

Det er rigtigt

med mindre at du vil kgbe en kop kaffe for at, kan det vaere svaert at finde et toilet...

ja (Griner) og...

og derfor synes jeg heller ikke at man skal afskaffe kopimaskinerne og toiletterne
men man skal ggre det sa let betjent som muligt

Ja, og sa det sidste spgrgsmal hvor ser du bibliotekerne om 10 ar

10 ar det er ikke ret lang tid

Nej?

@hm ikke sa pokkers meget anderledes end det er i dag tror jeg nogen ting er blevet
lidt mere automatiseret ghm jeg tror at de digitale ydelse vil have faet en stgrre
position end de har i dag ghh p3, ikke ngdvendigvis pa bekostning men i forhold til de
fysiske ydelser, sa tror jeg maske jeg ser nogen rum som, altsa nogen biblioteks rum,
nogle fysiske biblioteks rum som maske er mere samvaerssteder end det er i dag

og sa kan man sige er det ikke bare et kulturhus og det er sa der kerneydelsen sa igen
kommer i spil jo det kunne det maske godt veere men, men det er sa et kulturhus
som tager udgangspunkt i det biblioteket har som sin kerneopgave noget med
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Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

Finn:

Ditte:

formidling af viden og litteratur og hvad der nu ellers star i paragraf to i biblioteks
loven og sa videre altsa...

Ja

S3, sa det kan godt vaere at det mere er, det ligner maske mere et kulturhus end det
gor i dag... men, men det er ikke kulturhus i den der type hvor jeg kan leje et
megdelokale, ghh... hvor jeg gar (?) gymnastik eller sddan noget det er et kulturhus i
den der formidlings and hvis man kan sige det sadan og sa er det et mgdested ... og
det er det ogsa i dag men det tror jeg i endnu hgjere grad vil vaere, jeg tror der vil
veaere mange flere steder og rum i biblioteket som er indrettet pa det... og sa tror jeg
der vil vaere enormt meget fokus pa laering det er der sadan set allerede men, men
jeg synes, hvis man skal vaere lidt kritisk sa er det maske lidt uorganiseret

Ja

det er sadan lidt tilfeldigt maske jeg synes ikke at vi sddan meget markant ghm har
gor opmaerksom pa det her kan vi det her kan vi ikke, jeg tror det er meget
individuelt som studerende om du far brugt biblioteket eller ej det kan vaere meget
afhaengig af hvad har du laert hjemmefra, hvad ved du sa om biblioteker i det hele
taget ghm, kommer du fra et sted hvor man er vant til jamen det gar vi da hen pa
biblioteket og far Igst sa ggr du det maske, kommer du fra et sted hvor man ikke har
gjort det, jamen sa tror jeg ikke at du ikke sa opmaerksom pa at der er de muligheder

Har man taenkt sig reklamere i stgrre grad for bibliotekerne?

og malrettet

Jaja

Ja og malrettet i meget stgrre grad, og det her er noget af det som vi diskutere helt
ned i altsa i hjerteblodet

Ja
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Finn:

Ditte:

Finn:

Ja for hvor strategien jo har den holdning ikke at, at jo man kan godt lave noget
stordrift pa noget af det her og pa den made hjzlpe mange flere mennesker, der er
nogen andre der siger nej det kan man ikke, det kan man kun ggre ved individuel
betjening ghm sa sent som i gar sa jeg en meningsudveksling inde pa Facebook hvor,
hvor det blev udlagt som at nu kunne man sa kun fa hjzelp til sin opgave hvis man
havde fundet fem andre der skulle skrive om det samme ... og sadan er det jo ikke
teenkt, altsa det er klart at hvis du er den eneste i verden der nogensinde skal skrive
om det her, sa er, sa ma det jo ngdvendigvis vaere en individuel hjalp for sa kan man
selvfglgelig ikke malrette et tilbud, men nu ved vi ogsa lidt om at hvis vi for eksempel
tager AT- opgaven som kgrer nu sa er der et tema selvfglgelig skriver alle ikke det
samme, men de skriver dog inde for et tema og, og ghh hvis det i ar er noget med
kommunikation sa vidt jeg husker ghm, sa kunne man sagtens lave en masse
malrettet aktiviteter som rigtig mange kunne have gleede af, uden at det lige preecis
handler om deres konkrete emne sa er det klart at der kan vaere, tilbagesta nogle
detaljer i forhold til min konkrete problemstilling den er sddan her og der har jeg
denne her udfordring sa ender man selvfglgelig i en individuel betjening, men hvis vi
for eksempel tager eksempelet med Martin Luther King som der er rigtig mange der
skriver om gh henover et ar ikke ghh sa er det dybest set den samme
litteratursggning den samme bagved liggende viden du skal have hentet frem, det
kan du godt organisere pa andre mader end ved at ekspedere folk der kommer hen
til skranken eller skrivebordet og sikkert ogsa bedre

Ja

men der er en vaerdidiskussion som gar helt ned i hjertet af biblioteket og, og den
kommer nok til at vaere et stykke tid endnu.

Interview i Kulturhuset pa Tomsgardsvej d. 03/03-15

Interviewede: Jan Lindboe (Leder for Kultur Nord)

Interviewer: Ditte Geisborg

Ditte:

Hvordan mener du at pengelgse biblioteker kommer til at pavirke bibliotekskulturen i
Kultur Nord?
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Jan:

Ditte:

Jan:

Hmm, ja altsa, jamen for det f@grste synes jeg jo at man, at man skal skynde sig med
at komme i gang med at lave pengelgse biblioteker, ghh og vi er sadan set i gang hos
os ghh faktisk med 3 pilotprojekter, forskellige pilotprojekter som har det formal for
gje og teste forskellige modeller af forskellige teknikker af. ghm det er klart at der vil
vaere nogen overgangs vanskeligheder men lidt afhaengig af hvilken model man
veelger, ghm... og det vil sige der er nogle grupper nogle hvad skal man sige sarbare
grupper nar man indfgrer sadan en model ghh som vil give nogle udfordringer ikke
og det kan for eksempel vaere, det kan jo sa vaere &ldre og det kan veere folk ghh
som af forskellige arsager ikke har et, et betalingsmiddel altsa i form af en
smartphone eller en, et kort, betalingskort, der er der faktisk nogle mennesker der
ikke har ghh og det kan ogsa godt vaere, vaere nogle flygtninge udlaendinge som af
forskellige arsager ikke har faet deres ting pa plads endnu omkring deres gkonomi og
sadan noget, og hvor man kan blive udfordret med gkonomi ikke, ghh men hvis man
ellers er i stand til at handtere de grupper, seerlig udsatte grupper sa vil jeg mene er
en forholdsvis lille andel af bibliotekets samlede brugere, hvis man er i stand til, hvad
hedder det handtere de udfordringer sa kan jeg ikke se ghm sa kan jeg ikke se
hvorfor man ikke skal skynde sig med at ggre det. Og nar man skal skynde sig med at
gore det, sa har det jo noget at ggre med at dels at teknologien er der, sa det handler
sadan set bare om at fa den implementeret fa den passet ind i forhold til de
kommunale systemer kan man sige alts3, sa tingene bliver konteret det rigtige sted
og hvad man ellers skal, sa teknologien er der, og derud over sa sparer man noget
arbejdskraft, altsa fordi det simpelthen tager tid at handtere kontanter, ghh ret
meget tid, der er ret meget maerkeligt, hvad hedder det administrativt gkonomisk
arbejde forbundet med at handtere kontanter og sa syntes jeg jo sadan set ogsa at
det ved valg af de rigtige ghh teknologier ghh altsa kan forbedre servicen i forhold til
brugerne, at det bliver lettere end det er ndr man skal sta og handtere kontanter
ikke.

Uhm hvordan mener du, nar du siger at der er rigtige mange ghh, at det vil i hvert
fald sparer bibliotekspersonalet for noget tid hvordan mener du sa at det kan gavne
bibliotekerne og brugen af biblioteket og biblioteks kulturen i det hele taget?

Jo men man kan at sige at man pa sadan et traditionelt bibliotek ikke der har du
normalt ghh handtering af penge i forhold til tre typer opgaver den ene den er ghh
kopiering den anden det er print og den tredje det er i forbindelse med bgder alts3a,
det er sadan set de tre omrader hvor du handtere kontanter. @hm... og alle tre
omrader findes der alternative Igsninger, enten webbaseret Igsninger, Igsninger
baseret pa mobil bet... betaling eller Igsninger baseret pa kort betaling. @hm... som
jeg mener er gangbare, ogsa i forhold til nogen af de mere udsatte grupper, jeg talte
om f@r altsa en udsat gruppe som jeg selvfglgelig naevnte, som jeg glemte at naevne
det er bgrnene generelt altsa fordi der kan vaere nogen udfordringer i, forhold til om
barn ghh... har ghh betalingsmidler for eksempel pa, pa mobilplatform eller i kort,
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eller pa kort ikke sa der er en sarlig udfordring hos bgrn ogsa, men jeg finder, jeg
mener at der findes nogle Igsninger, men det kan vi jo vende tilbage til

Ja, men det leder mig sa videre til hvilken overvejelser er der i forhold til de
ressource svage borgere eller dem der har, dem som du netop er kommet ind p3,
hvilke overvejelser er der i forhold til at imgdekomme de problematikker er der
nogen, har | snakket om noget eller, hvordan man imgdekommer det?

Ja ghh man kan sige at nu kommer det jo an pa hvilken type af Igsningerne vi snakker
om?

Uhm, men nu er det pengelgse bibliotek i det hele ikke, ogsa print kopi selvfglgelig
ikke

Jo men det er klart kan man, man kan sige jo flere teknologier du kan folde ud og
bruge altsa jo bredere platform er af forskellige teknologier du kan bruge ghh jo
lettere vil det jo vaere at imgdekomme de udfordringer der er med forskellige
grupperinger... sa man kan sige hvis man for eksempel kan, og noget handler jo ogsa
om kultur opdragelse til at forzeldre for eksempel hvis bgrn skal til at agere pa en
anden mgde nar det handler om for eksempel bgrn lommepenge eller hvad ved jeg,
sa der ligger sadan nogen, der ligger noget leering som, som der skal til ikke, man kan
sige at ghm, for hvad er muligheden for at et barn gh for eksempel under 15 ar som
ikke har et eget dankort kan betale en bgde eller kan betale en kopi eller kan betale
print pa et bibliotek. Det kunne jo for eksempel vaere hvis det var muligt putte penge
ind pa deres sundhedskort som de i forvejen bruger som, til at, hvor de registrere sig
som biblioteks brugere eller til en adgangskontrol til et bibliotek, og det er rent
teknisk er det muligt at komme lommepenge pa, men det kraever at man lere
foraeldrene at de skal putte penge i mindre omfang ind pa de der kort altsa det er jo
ikke noget man lige ggr fra dag til dag. @hm en anden mulighed det er jo webbaseret
Igsninger det vil sige at man har pengene staende pa en konto sadan sa at hvis man
skal ind og printe noget ud ghh eller skal have en kopi eller sddan noget, sa skal man
ind og have fat i sin webkonto hvor foraeldrene sa har sat penge ind pa den konto.
Det samme gor sig jo i virkeligheden gaeldende i forhold til andre grupper af dem som
maske kunne have vanskeligheder med at handtere det her det kunne for eksempel
vaere nogen pensionister som, hvad hedder som kategorisk naegter at have havekort
eller dankort men som insistere pa at ga ned i banken hver den fgrste eller hvornar
det nu matte vaere og haeve kontanter pa deres konto, som de sa bruger, sa i forhold
til dem, som er en meget lille gruppe i virkeligheden ikke, er der selvfglgelig en
udfordring i og... og leere dem... ghh at det er de ngdt til at ggre, sadan nogle typer
har vi allerede veeret ude for de steder hvor vi er begyndt at indfgre kontantlgse
institutioner, det er vi faktisk startet pa i nogle af vores kulturhuse sa der har vi nogle
af de der diskussioner og vi er ogsa nogle steder blevet ngdt til at leve med sadan
nogle, hvad skal man kalde overgangsperioder som, hvor man, hvor udviser en eller
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anden form for konduite eller fleksibilitet hvor man for eksempel siger, ok det her
det bliver for vanskeligt for dig, altsa man kan sige for os bliver det for bgvlet du skal
betale 2 kr. til mig for at fa en kopi, du far kopien og sa glemmer vi det, at man eri
stand til at handtere situationer pa den made, ghm eller at man hvis det kan vaere
betaling af en anden form for ydelse kulturhusene har flere ydelser pa hylderne, det
kan vaere betalinger til et fitness time eller det kan vaere at man skal handle i en café
eller det kan vaere at man skal betale en billet til en koncert eller hvad det nu kan
veere ikke sa der kan man godt udvise en eller anden form for fleksibilitet i en
overgangsordning, der ggr at man undgar de veerste problemer ikke, ghm... det kan
ogsa veere at man tager imod kontanter i en kasse, og sa tager man pengene, sa skal
medarbejderne sa tage de der kontanter og flytte dem ned pa en bank... kommunal
bankkonto fordi hvis man ikke har kontanter i institutionerne som udgangspunkt sa
har man det jo ikke, men hvis, man kan godt have en aftale om at hvis vi far pengene
i en kuvert og sa skynder vi os at saette dem ned i samme arbejdsdag, ned pa en
kontant kasse, sa de kommer ind i det kommunale system som de skal, sa handtere
man ikke en kontant kasse man handtere et belgb i ja som en ekstraordinaer
situation man skynder sig bare at putte dem ned i banken men enhver kan jo sige sig
selv at det er bgvlet fordi det alene at betale den medarbejder der skal ned og
aflevere pengene i banken det er sddan set dyrere end de penge der kommer ind i
kassen ikke

Ja det er klart

S3, sa der vil vaere sadan nogen handterings situationer som ghh som man vil blive
ngdt til det, i en overgangsperiode

Tror du det vil udelukke nogen brugere som kommer pa biblioteket nu som maske vil
lade veere med at komme pa biblioteket?

Uhm ... altsa det kan der jo meget perifert godt veere en risiko for altsa for hvis man
er en af de her mere udsatte grupper som af forskellige arsager ikke har et, et
betalingsmiddel ghm altsa et ikke kontant betalingsmiddel, sa kan man da godt
komme til at, og udelukke nogen. Medmindre at de ansatte pa bibliotekerne udviser
den konduite og fleksibilitet der ggr at de sa ser igennem fingrene med om de far 2
kr. den ene eller den anden vej altsa... de fleste biblioteker eller alle biblioteker i
sadan en situation de vil have et eget kort eller en egen... webbaseret konto som
man kan betale pa hvis man, hvis man er i sadan en ekstraordinaer situation ikke...
men antalsmaessigt er det sa fa det handler om sa det er sadan set mere et
spgrgsmal om principper om at alle skal have, skal kunne komme til et
bibliotekstilbud end det er et spgrgsmal om virkeligheden, fordi det vil vaere sa utallig
fa, eller sa fa eksempler hvor det faktisk er et problem efter min vurdering. Men det
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kraever at der er, der skal vaere noget lzering i at de der forskellige grupperinger skal
have et alternativt til kontanterne

Ja, hvad er arsagen til at du mener at Kultur Nord skulle veere en del af det her
pilotprojekt?

Jamen det er som jeg have vaeret inde pa tidligere at, at jeg mener at vi jo bevaeger
os pa fuld fart mod en digital verden og stort set pa alle andre omrader altsa inden
for dagligvare handel og sa videre og videre, der foregar betalingen digitalt... sa pa en
eller anden made handler det s3 om at fglge udviklingen

Ja

| dag far du jo heller ikke, nar du kommunikere med det offentlige sa foregar det
ogsa pa et digitalt platform, og en del af bibliotekets opgave er jo faktisk at kunne
hjeelpe med at undervise folk i at anvende de der digitale platforme hvis de har
vanskeligheder med dem sa kan de ga hen pa deres bibliotek og fa en, fa en
radgivning eller vejledning som et af de eneste steder, og derfor er bibliotekerne i
virkeligheden ogsa et velvalgt sted til at sige at nar man bevaeger sig mod det
kontantlgse ghh.. samfund sa skal man ogsa der kunne fa hjzelp til hvad det er man
skal have af redskaber for at kunne, for at kunne leve i en kontantlgs tilveerelse jeg
mener det er simpelthen en udvikling der kommer og man vil det eller ej, og sa
mener jeg sadan set at nar den er implementeret sa friggre det nogle ressourcer pa
biblioteket til at lave, I@se nogle andre vigtige opgaver og det ggr det sadan set ogsa
lettere for brugerne i stedet for at sta og sa rode med kontanter, at man bare har sin
betaling, det bgr det i hvert fald ggre

Sa du mener at det vigtigt at bibliotekerne ligesom er forgangs mand i, er en af front
figurer, frontpersoner eller frontfigurerne i denne her digitalisering der sker af

Det er en omstillings proces som er undervejs

Ja, ghm du har veeret lidt inde pa det men hvilke udbytte forventes sadan af
pengel@se biblioteker?

Ja det er to ting, det er man sparer nogle arbejdstimer pa det og man forbedre
forhabentlig servicen for brugerne ved at have det og man giver jo ogsa indirekte
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som jeg har vaeret inde pa, sa er man... med til at understgtte nogen brugere i at
erhverve nogen nye kald det digitale faerdigheder i at agere som i et pengelgst
samfund... fordi det er ogsa den virkelighed du vil mgde alle mulige andre steder nar
du handler pa nettet eller handler i store butikker hvor der ikke er nogen ansatte og
du selv skal klare det hele og selv sgrge for din betalinger og sa videre og videre

Sa du ser det som i faktisk hjeelper borgerne i kommunen til at blive bedre til ogsa at
handtere e-boks og NemID og alle digitale Igsninger der kommer

Vi er faktisk snublende taet pa at tage det sidste ryk og men ogsa hjaelpe til med
udvikle den, den hvad skal man sige pamflet af muligheder som er for at agere
betalingsl@st at hjeelpe til med udvikle de systemer der ggr at en mobil betaling for
eksempel kan snakke sammen med en kommunal handtering for eksempel det ggr
det, det g@r det simpelthen lettere at veere borger

Ja, hvad mener du, hvad mener du der skal til for at implementeringen lykkes og
bliver en succes, altsa nu teenker jeg ogsa pa medarbejderne, fordi et er selvfglgelig
at borgerne de skal vaenne sig til det, men hvad mener du der skal til for at det,
implementeringen lykkes?

Jo men dels skal der nogle, nogle gode systemer til som virker altsa men er ngdt til at
teste nogle systemer af det er vi sadan set i gang med at ggre for gjeblikket hvor vi
deltager i tre pilotprojekter, et omkring betaling af billetter til koncerter ikke og et
pilotprojekt omkring webbaseret betaling af... af hvad hedder det print og kopi ikke,
ghh og sa et ghh et pilotprojekt hvor vi arbejder med de mobile platforme og iPad
som betalingsmiddel. Alle tre piloter er sadan set i gang lige for gjeblikket ikke, og de
skal selvfglgelig testes af og sa skal, og sa skal medarbejderne selvfglgelig uddannes i
og veere fortrolige med de samme systemer sa de kan undervise borgerne, brugerne i
det, og der skal maske ogsa nogen informationskampagner af brugerne, brugernes
forzeldre eller hvem det nu er som sagtens kan kgrer med afseet i bibliotekerne

Kraever det flere kompetencer eller anderledes kompetencer end det som
medarbejderne har i dag, hvordan ser du pa det?

Uhm ... nej det synes jeg ikke, det er i hvert fald ikke noget som de ikke vil kunne
handtere med forholdsvis kort indlaeringsfase vil jeg sige ikke, for det er nogle meget
simple systemer du kender jo selv flere af de der systemer ikke? @hh de er ikke sa
sveere tilgaengelige og det burde ikke vaere svaert at lzere, at leere borgerne ogsa at
bruge systemerne ghm ... s3, sa det synes jeg ikke, det bgr ikke vaere sa sveert
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@hm, ja er der lavet nogle tiltag til og kleede medarbejderne pa, hvad har man taenkt
sig at ggre i Kultur Nord?

Ikke, altsa de pilotprojekter vi kgrer med deltager medarbejderne med i det...

| undervisning?

Ja de deltager i pilotprojektet kan man sige de har kontakten med leverandgren og er
med til at undersgge mulighederne og ghm sa de, pa den made er de med til at
kvalificere det pilotprojekt der kommer ud ikke, det resultat der kommer ud af
det...det resultat der kommer ud af det, shm sa det er de, men det har da i det
gjeblik man sa implementere det, siger nu er det pengelgst fra 1. januar eller hvad
man nu siger sa vil der jo inden da skulle paga noget undervisning af alle dem man
kan mgde ved en skranke pa et bibliotek, fordi sa skal de jo alle sammen kunne
handtere det... sa ...

@hm, hvordan ser du pengelgsebiblioteker i forhold til biblioteksstrategien?

@hm ja men den passer sadan set som fod i hose eller som hand i handske fordi en
vaesentlig del af biblioteks strategien handler faktisk om at digitalisere ghm en raekke
ydelser altsa dels begynde med at digitalisere materialerne med e-bogen selvfglgelig,
e-leering shm men i virkeligheden ogsa prgve at digitalisere nogen ydelser i retning af
stgrre grad selvbetjening og nar man ggr det altsa sa er det jo for at lave en, en
effektivisering som betyder at man kan ga ind og anvende arbejdskraften til nogen
andre ting til en anden form for borger, og mere malrettet borgerbetjening, sa pa
den made passer det perfekt i den sammenhang synes jeg

@hm, mener du at print og kopi er en kerneydelse pa bibliotekerne?

Nej det mener jeg sadan set ikke, altsa i virkeligheden kunne man lige sa godt have
valgt hvis det havde staet til mig for mange ar siden at outsource, og lade et privat
firma ordne de der ting altsa det ggr man jo langt hen af vejen med kaffemaskiner og
alt mulig andet altsa man kunne sagtens have haft et privatfirma til at overtage hele
den del der handlet om, om servicering af de der maskiner og sa lagt den vaek. Der
star ikke noget i biblioteksloven om at man skal kunne tage print eller kopier pa et
bibliotek der star bare noget om at man skal kunne stille materialer til radighed, men
der star intet om print eller kopi sa det er en service som man ligesom gennem arene
har langt ind pa bibliotekerne ghm men den kunne sagtens forvaltes af nogle andre,
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og sa jeg mener alternativet til at kgrer den over som en webbaseret
bibliotekslgsning det er at lade nogen andre ggre det, det kunne sa...

Ja, sa det sidste spgrgsmal, hvor ser du biblioteket om 10 ar eller bibliotekerne?

Ja altsa forhabentlig ser man stadigvaek havde jeg naer sagt bibliotekerne som med
minimum den samme styrke som de har i dag shm men jeg haber da ogsa pa at man
i virkeligheden ser dem i en styrket rolle, altsa som, som hvad hedder det som det
sadan centrale kommunale mgdested og omdrejningspunkt i lokalsamfundet, og nar
jeg siger omdrejningspunkt sa mener jeg i virkeligheden omdrejningspunkt for
udover information og viden og materialer en hel masse formentlig om 10 ar pa
digitale platforme sa ogsa et omdrejningspunkt for demokrati ghh og for integration
og inklusion og ghm og alt det der handler om lokalidentitet og kultur og
tilhgrsforhold og sa videre, det er et sted hvor, som fungere som, som
indgangsportalen til det offentlige til kommunen og der ma bibliotekerne meget
gerne fylde den rolle ud altsa... og veere en slags bindeled mellem borgene pa den
ene side og det offentlige pa den anden side... altsa i ren fysisk form altsa som et
fysisk bibliotek ikke bare som et digitalt tilboud men som et fysisk tilbud, sa det ogsa
forsat har rollen som et hvad skal man sige mgdested

Ja, kan du prgve at uddybe det lidt, altsa hvilke opgaver der, du taenker der kan
komme i forbindelse med at det skal vaere bindeled imellem borgeren og det
offentlige

Ja det bliver jo styrket af borgerservice er blevet lagt ud pa bibliotekerne i hvert fald
Kgbenhavns kommune der, man her i virkeligheden fusioneret de to funktioner, og
borgerservice varetager jo en masse af de der opgaver, sagsbehandle opgaver
mellem borger og det offentlige, og en masse services som er bundet op pa det altsa
ghm og derudover styrkes det jo af at mange biblioteker fusioneres med kulturhuse
eller begynder at udvide deres arbejdsomrade til ogsa at agere som kulturhuse det
kan du se henne pa biblioteket her ved siden af pa Rentemestervej som et eksempel

Ja

Mange steder ser man ogsa at de lokale demokratier spiller sig ud omkring
bibliotekerne skrastreg kulturhusene at det er der lokaludvalget holder til og det er
der borgerne mgdes og holder mgder op til kommunalvalget og folketingsvalg og
man kan sige at der er der den lokale politiske debat den foregar og det er der man
bliver informeret, hvis du gar herned sa kan du ogsa kunne finde mange andre ting
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elementer som lokal tv og lokal radio og veerksteder og ghm udstillinger og alt sadan
noget det bliver jo i virkeligheden sadan en slags omdrejningspunkt for
lokalsamfundet ghm sa det ser men i virkeligheden meget konkret mange steder at
mange biblioteker skrastreg kulturhuse er ved at udvikle sig i den retning hvor det
tidligere var institutioner som sadan meget koncentrerede sig om deres kerneopgave
at lane materialer ud og radgive, vejlede omkring det sa er, sa er kan man sige at
begrebet er under voldsom forandring lige for gjeblikket og sadan set pa mange
mader til det positive synes jeg det, man kan sige de generelle udfordringer det
geelder ikke kun biblioteker det geelder alle offentlige institutioner det er jo at man er
underlagt de her Igbende arlige ghh effektiviseringer som hele den offentlige sektor
har vaeret lige siden 80'erne ghm og altsa ja et begreb man bruger det er, det der
hedder New public management ikke som er hele denne her effektiviserings bglge
som og kontrol af effektiviseringerne og nogle af de der baester som fgdes som fglge
af hele den her, det her tankeszet et af de baester der fgdes og som er sveert at aflive
fordi New public management har sadan set gjort mange fornuftige ting i forhold til
at effektivisere den offentlige sektor, men der vokser sa sadan nogle grimme dyr op
sammen med den her bevaegelse som for eksempel hele det her kontrol apparat som
rigtig mange professioner er ved at braekke sig pa langs af, fordi de skal bruge 10, 20,
30, 40, 50, 60, 70 % af deres tid pa at afrapportere, ghm sa gh og det var helt, hele
den bglge som nu heldigvis er ved at blive aflgst af en anden made at taenke styring
af den offentlige sektor pa, den praeger stadigveek de offentlige institutioner og
derunder ogsa bibliotekerne kan man sige...
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Survey resultater

Samlet status

Ny

Distribueret
Nogen svar
Gennemfart

Frafaldet

Stilling

Bibliotekar
Kontorfunktionaer
Leder

Andet

0%

3%
48%
0%
0% 25% 50% 75% 100%
0% 25% 50% 75% 100%

303

60

59

26

23



Har du hgrt om projektet Kontantlgse biblioteker?

Ja
Nej
0% 25% 50% 75% 100%
Det at nogle biblioteker i Kebenhavns kommune bliver kontantlgse
(uden mulighed for at betale med kontanter) oplever du dette som en service
forbedring?
Enig 3%
Delvis enig
Ved ikke 5%
Delvis uenig 25%
Uenig 48%
0% 25% 50% 75% 100%
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Ser du implementeringen af kontantlgse biblioteker som noget positivt?

Enig

Delvis enig

Ved ikke

Delvis uenig

Uenig

17%

37%

0% 25% 50%

75%

100%

I hvilken grad oplever du at handteringen af kontanter fylder i dit daglige arbejde?

I hgj grad

I nogen grad

ved ikke

I mindre grad

Slet ikke

0%

37%

10%

0% 25% 50%
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Ser du omlaegningen af arbejdspraksisser i forbindelse med implementeringen af
kontantlgse biblioteker som passende i forhold til den fremtidige biblioteks profil?

I hgj grad

I nogen grad

ved ikke
I mindre grad 11%
Slet ikke 6%

0% 25% 50% 75% 100%

I hvilken grad mener du at implementeringen af kontantlgse biblioteker er i
overensstemmelse med biblioteksstrategien?

I hgj grad

I nogen grad

ved ikke

I mindre grad 6%

Slet ikke 14%

0% 25% 50% 75% 100%
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Oplever du at print og kopi som en af bibliotekets kerneydelse?

Enig

Delvis enig

Ved ikke

Delvis uenig 13%
Uenig 13%
0% 25% 50% 75% 100%
Hvilken gruppe af borgere kommer der flest af pa jeres bibliotek?
Barn _
Unge . 3%
Studerende -
Bernefamilier 48%
Fldre 5%
Danskere af anden etnisk herkomst end :
dansk 2L%
0% 25% 50% 75% 100%
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Hvilken gruppe af borgere ville have gavn af implementeringen af kontantlgse

biblioteker?
Barn
Unge
Studerende

Barnefamilier

Fldre

Danskere af anden etnisk herkomst end
dansk

s

2%
3%
0% 25% 50% 75% 100%

Hvilken gruppe af borgere vil implementeringen af kontantlgse biblioteker pavirke

negativt?
Barn
Unge
Studerende

Barnefamilier

fldre

Danskere af anden etnisk herkomst end
dansk

E—

| E2
N 2%
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46%

15%
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