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The intention of this key-note is to present some more or less provocative ideas
concerning the development of public libraries.

In USA and Western Europe, we do witness the same types of developments in public
libraries and we see very similar themes of discourses independent of the national and
local culture in which these libraries operate. Some of the themes concern the
management structure and organisation bur more important is probably the current
think about service delivery in a broad sense. Service delivery concerns the activities.
It is areas like collection and collection management, the allocation of resources to the
different part of the collection, the interplay and relationship between national
internet-based delivery and the local service. Another important theme is the effort
concerning the public library and its integration into the community taking up
different forms of citizen services, cooperation and partnership with the local
community, but also a focus on playing a new and more active role in the cultural
scene by for example emphasising learning activities, lifelong learning, internet
courses and different forms for events and exhibitions. The ambition is to become a
local meeting place, a third room; a common intended to generate social capital.

This discourse and many of the activities resulting from it like 23 thinks, the libraries
in the second world and experiments with various forms of social technology appear
to how a great appeal in the library profession.

However, both library statistics and numerous studies of users and their preferences
give a more differentiated picture. In most countries, the public libraries face
economic hardship. They witness stagnating or decreasing numbers of visitors and the
issues of traditional materials also tend to decrease. The public appear to value
especially the services and products that suffer due to economic pressures and the
internal priority setting in libraries. Overall, it appears — at least at the surface — that
users do have a rather traditional view of the public library and their stated
preferences also seems to be very traditional as they are oriented towards books and
information and to a lesser degree towards new services and delivery forms.

It is of course of paramount interest to investigate possible discrepancies between the
discourse and the practices in the professions and the users’ preferences, priorities and
level of satisfaction.

There is probably no right solution to the problem, but it is of both a practical and
theoretical significance to investigate which factors influence the development of the
discourse and the activities in the professions and in the public libraries and is also
important to be able to measure users perception of the significance and importance of
the service delivery and to which degree this is connected with measures of
satisfaction.

The keynote discusses users’ perception of the significance of the various services and
presents a model for how it is possible to measure the significance of the single



service. This measure is related to measures of satisfaction and what influence that
factor.

The keynote further discusses the factors behind the profession’s discourse and
practices. The concept of an organisational recipe is introduced in relation to
organisational culture as two factors that have influence on the way libraries tend to
adopt different forms of innovations. Of course, leadership plays an important role
and the keynote also introduces measures of the personality traits of library directors
and discusses this in relation to the innovation and development process but also in
relation to the “sense” or construction the profession is creating of the user.

Finally, the keynote discuss possible consequences and outcomes of the fragile
relationship between users and a public service as public libraries.



