
T A C I T  

Information for librarians & information professionals working in Edinburgh – Wed 3rd April 2013 
 

 

News 
 
There will be two CILIP Events for Mentors and potential 
Mentors this month. 
Wed 24 April: CILIP/PTEG Mentor Training Session 
This course is run by PTEG on behalf of CILIP and is 
suitable for all Chartered members of CILIP who have 
recently registered as CILIP mentors or are thinking of 
registering. The focus of the event is to enable 
participants to develop effectively as mentors in the 
context of the CILIP professional development scheme. 
Cost: PTEG members £20, Non-PTEG members £35. 
Lunch is provided free of charge, courtesy of CILIPS. 
Thu 25 April: CILIP Mentors Exchange of Experience 
Session  
An opportunity to discuss issues, problems and potential 
solutions arising from mentoring Certification and 
Chartership Candidates. Topics will be raised by 
participants, but sample topics could include: sharing 
hints and tips/evaluation/ wider professional issues/what 
should be in the portfolio/ e-submissions/ moving from 
ACLIP to Chartership/ /mentoring long distance /  reasons 
for failure of submission 
Both events will be in the National Library of Scotland, 
Causewayside. 
For more information, and to book, please contact 
Valerie.Walker@ea.edin.sch.uk or 
alisonturriff6@googlemail.com   
 
The Scottish Libraries and Information Council has an 
information skills community web page at 
http://www.therightinformation.org  
 
Forthcoming Events 
 
The Poem and the Place: Mark Tredinnick 
Sat 6th April 
http://www.scottishpoetrylibrary.org.uk/connect/events/  
 
Rogue Writers Meetup 
Sun 7th April 
http://bloodypulp.com/events-calendar/  
 
Pulp Fiction Creative Writers Club 
Mon 8th April 
http://bloodypulp.com/events-calendar/  
 
School of Poets 
Tue 9th April 
http://www.scottishpoetrylibrary.org.uk/connect/events/  
 
Electric Tales 
Tue 9th April 
http://www.cityofliterature.com/whats-on-results.aspx  
 
SPL at Aye Write! 
Sat 13th April 
http://www.cityofliterature.com/whats-on-results.aspx  

Animals in World War One  
Wed 17th April  14:30 - 15:30 
http://edinburghreads.eventbrite.co.uk/  
 
ELISA T&D Group - Tour of NLS 
Wed 17th April  
http://nlsvisit.eventbrite.co.uk    
 
Iain Banks - Hydrogen Sonata  
Thu 18th April  19:00 - 20:00 
http://edinburghreads.eventbrite.co.uk/  
 
Turkish writers come to town- with Lin Anderson  
Fri 19th April  19:00 - 20:00 
http://edinburghreads.eventbrite.co.uk/  
 
Rogue Writers Meetup 
Sun 21st April 
http://bloodypulp.com/events-calendar/  
 
Pulp Fiction Creative Writers Club 
Mon 22nd April 
http://bloodypulp.com/events-calendar/  
 
Edinburgh Zoo- Celebrate 100 years!  
Tue 23rd April  18:30 - 19:30 
http://edinburghreads.eventbrite.co.uk/  
 
ELISA T&D Group - Tour of NLS 
Wed 24th April  
http://nlsvisit.eventbrite.co.uk    
 
CILIP/PTEG Mentor Training Session 
Wed 24th April 
Valerie.Walker@ea.edin.sch.uk  
 
CILIP Mentors Exchange of Experience Session  
Thu 25 April      10.30-12.30 
Valerie.Walker@ea.edin.sch.uk  
 
Shore Poets: April Open Night 
Sun 28th April 
http://www.cityofliterature.com/whats-on-results.aspx  
 
Rogue Writers Meetup 
Sun 28th April 
http://bloodypulp.com/events-calendar/  
 
Pulp Fiction Creative Writers Club 
Mon 29th April 
http://bloodypulp.com/events-calendar/  
 
SPL Poetry Workshop 
Tue 30th April 
http://www.scottishpoetrylibrary.org.uk/connect/events/  
 
Richard Holloway - 'Leaving Alexandria'  
2nd May  19:00 - 20:00 
http://edinburghreads.eventbrite.co.uk/  

Love Scottish Libraries Campaign 

http://www.lovescottishlibraries.org/ 
 

edinburgh libraries & information services agency 
www.edinburghlibrariesagency.info 

Editor: Nicola Harrison: nicola.harrison@harleyhaddow.com 
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T A C I T - Information for librarians & information professionals working in Edinburgh 

Napier’s Customer Service Award 
 
Edinburgh Napier University Information Services has 
gained the Government’s Customer Service Award (CSE) 
for a second time – now for its recently merged library 
and IT services.  It had previously gained CSE in October 
2009 for its library provision.  
Gill Donaldson, an Information Services Assistant at 
Edinburgh Napier University, explains how it all began. 
 
It all started with the large blue folders….. 
That’s how we were introduced to Customer Service 
Excellence (CSE) at Edinburgh Napier University. Each of 
our campus libraries received 
a distinctive, royal blue ring-
binder that was ominously 
empty, apart from 
Government paperwork 
outlining the five CSE Criteria 
that we would soon start 
analysing and scratching 
heads about.   We were to fill 
the folders with “evidence” 
and would be assigned a 
CSE Assessor, who in due 
course would visit our 
libraries, lurk about as a 
Mystery Shopper, quiz our 
customers – and speak to 
staff…..     
 At that time, we had seven separate libraries, of different 
sizes and subject areas.  Four were small, specialist 
health and medical libraries and the other three were at 
large campuses, with a wide range of subjects and 
students. Some of our 
students had been out of 
education for a while, or 
had joined us as direct 
entrants from college.  
Many of our business 
and computing students 
came from China and 
India, while others were 
distance learners around 
the globe, so our 
customers were – and 
are – very varied.     
CSE “Evidence” was 
required on how we met 
their widely differing 
needs. 
A member of staff at each library was appointed as a CSE 
“Evidence Gatherer”.  I was one and we were soon 
tasked with enthusing our teams and gathering examples 
of having fulfilled the various criteria, which were: 
Customer Insight; Culture of the Organisation; Information 
and Access; Delivery; Timeliness and Quality of Service.  
There was a problem.  What did the criteria mean and 
what exactly counted as evidence?  What exactly were 
we looking for?  

Regular meetings of the evidence gatherers took place to 
address these issues, led by our Assistant Director 
(Customer Services).   Was a “piece of evidence” 
destined for criteria 3, sub-section 3.2 (evaluating how 
customers interact with us) or maybe sub-section 3.3.1 
(making our services easily accessible to all) ….or 
perhaps both?  Time to cross-reference - surely not 
difficult for library staff. 
The main message we received was that CSE was all 
about what we were routinely doing on a day-to-day 
basis. We did not need to re-invent the wheel, but were 
instead to start realising that email chains were 
‘evidence’, if they showed team-working on a student’s 
behalf and photos of temporary displays were gold dust.  

The key was to put the customer 
first.  For CSE, we did this by 
ensuring efficient procedures 
were in place and that clear 
standards were monitored.  
Genuinely caring about our 
services and our customers and 
demonstrating that through 
feedback, surveys and 
consultations with partners both 
within and outwith the university, 
was what was required.    
So was it really that difficult?        
Well, yes and no.  Our Assessor 
came for a Pre-Assessment visit, 

to give us a clue if we were on the right track.  At the time, 
he seemed to speak in riddles… along the lines of “you 
might say that, but I couldn’t possibly comment”.  
However, the fog cleared eventually and by assessment 
time, he was   actually straightforward in saying if we 

were meeting criteria.  He was 
also very good at being 
unobtrusive while speaking to 
customers, which was more 
worrying.  You might emerge from 
a book-stack and there he was, 
evaluating.   
All in all, though, it has been a 
very positive experience.  We 
mystery shopped our various 
libraries and it’s amazing how 
many out-of-date notices you spot 
when actually looking.  We 
improved directional signage, 
streamlined our information 
sharing – new technology wikis 
and old tech notice-boards in 

workrooms both had a part to play – and tried to improve
anything that moved: our online systems, our bo
availability and turnaround, our interaction with our 
customers – and last but not 

 
ok stock 

least, ourselves.       
Would we do it again?  We have done, joined this time by 
IT colleagues in our recently merged Information Services 
for our CSE re-assessment in November 2012.  Now CSE 
is a daily, ongoing process. 

Gill Donaldson 
Edinburgh Napier University 

WANTED: contributions for TACIT 
We’re always looking for news items (50-150 words), announcements of forthcoming events, 

event reports (500-800 words) and profiles of library services (500-800 words). 


