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Singapore – A multi-racial society



Long QsLong Qs
Old books, veryOld books, very

OldOld--fashioned ambiencefashioned ambience
Institutional and coldInstitutional and cold

Unfriendly staffUnfriendly staff
Inaccessible libraries Inaccessible libraries 

(only 10 towns served)(only 10 towns served)
Physical libraries only Physical libraries only 

All of the sameAll of the same
Only for “studious” peopleOnly for “studious” people

Lots of room for improvement!Lots of room for improvement!









Singapore – A multi-racial society

Increased Library Usage

2.3m

1.8k

1.28m

653k
457k372k270k237k240k186k

0

500

1000

1500

2000

2500

3000

FY
94

FY
95

FY
96

FY
97

FY
98

FY
99

FY
00

FY
01

FY
02

FY
03

34.6

24.72

24.63
22.01

18.9

14.27

10.08

25.03
27.95

32.11

31.2

19.71
18.17

12.81

9.82
7.3

5.5

31.75

27.8

21.1

0

5

10

15

20

25

30

35

40

FY 94 FY 95 FY 96 FY 97 FY 98 FY 99 FY 00 FY 01 FY 02 FY 03

Millions
34.8 m loans

31.2 m visitors

2.3 m enquiries

•• 1 in 2 people living in Singapore is a library member1 in 2 people living in Singapore is a library member

•• 100,000 people visited Woodlands Regional Library on 100,000 people visited Woodlands Regional Library on 
its opening day (29 April 2001)its opening day (29 April 2001)

•• More people visit libraries than cinemas (cinema More people visit libraries than cinemas (cinema 
attendances in 2003 were 3,499 per 1,000 population while attendances in 2003 were 3,499 per 1,000 population while 
library library visitorshipvisitorship was 7,443* per 1,000 population)was 7,443* per 1,000 population)
* Based on loan of library materials of 8,336 per 1,000 populati* Based on loan of library materials of 8,336 per 1,000 population and average loan of 1.12 per library on and average loan of 1.12 per library 
visitorvisitor



Aim : To make library visits Aim : To make library visits 
enjoyable, memorable, enriching and enjoyable, memorable, enriching and 

hasslehassle--freefree



Queues were removed : 3M



Queues were removed : RFID

No more queues
Almost instantaneous 

borrowing and returning

RFID sortingRFID sorting

RFID checkRFID check--outout RFID checkRFID check--inin



Checking of loans and payment: 
all automated

Borrower’s Enquiry Stations

Library e-Kiosks



AllAll--inin--One kiosk replacing One kiosk replacing 
Three SelfThree Self--service machinesservice machines



Final 2 services to be DIY-ed:

Registration of new
library members

Enquiry service



or 

DIY : Registration of new members
Free registration and free lifetime Free registration and free lifetime 

library membership for all Singapore library membership for all Singapore 
citizenscitizens

OneOne--time registration fee and free time registration fee and free 
lifetime library membership for lifetime library membership for 
Permanent ResidentsPermanent Residents

Low joining fees for Foreigners:Low joining fees for Foreigners:
Registration Fee Registration Fee -- S$10.50S$10.50
Annual Subscription Fee Annual Subscription Fee --

S$10.50S$10.50

SelfSelf--service Membership service Membership 
Registration Kiosk: Become a library Registration Kiosk: Become a library 
member in less than 5 minutes!member in less than 5 minutes!



DIY : Registration of new members

or 

Or

Select desired function on the touch screen by 
pressing on it.

Follow the rest of the steps shown on the screen.

Select the supporting document you wish to use: 

If you are using a 

-NRIC/School Smart Card/ Membership card, place the 
card into the slot with the barcode facing away from 
you.  Remove the card when you NRIC number 
appears on the screen.

-Birth Certificate (to register a child), enter the Birth 
Certificate number as shown.

Collect your membership card at the end of the 
transaction.



DIY : Cybrarian (enquiry) Service 

•• Prototyped in 1998 with video camerasPrototyped in 1998 with video cameras
•• Customers did not want faces on screenCustomers did not want faces on screen
•• 2002 version 2002 version –– made use of comade use of co--browsing browsing 

software to provide realsoftware to provide real--time online time online 
demonstrationdemonstration



DIY : Cybrarian Service 

Calls are routed Calls are routed 
to the to the Contact Contact 
CentreCentre whose staff whose staff 
handle simple handle simple 
directional directional 
enquiries and enquiries and 
escalate reference escalate reference 
enquiries to the enquiries to the 
Reference Point or Reference Point or 
Service Librarians. Service Librarians. 



Coming up next…Coming up next…

Self-service 
Programme 

Registration at the 
Library e-Kiosk



DIY e-Services : NLB Digital 
Library

Remote 
access from 

home

Checking 
library records

Making 
payments

Registering 
for library 

membership



DIY lifestyle services : music posts



DIY lifestyle services : 
Programming Zone and Cafe



Remaking the Library: 
Colourful & Vibrant Spaces



Sengkang Community Library with 
no staff onsite 

Concierge
CybrarianCybercafe 



Sengkang Community Library with 
no staff onsite 

Circular arrangement of Circular arrangement of 
shelves for easy orientation:shelves for easy orientation:

Unlike most conventional Unlike most conventional 
library layouts, the shelves library layouts, the shelves 
are not placed in linear are not placed in linear 
form. form. 

Instead, shelves radiate Instead, shelves radiate 
outwards from a central outwards from a central 
focal point where one can focal point where one can 
see all the main see all the main signagessignages in in 
the librarythe library



Sengkang Community Library with 
no staff onsite 

Numbered shelves, for easy location



DIY : DIY : Cybrarian Cybrarian Service Service 

Unique layout for Unique layout for 
ease of supervisionease of supervision



New feature: Senior Citizens  FOLs



Comparative Statistics (FY03)
Comparative Statistics  FY 03

*SKCL *CSCL

Loans 1,449,150 1,217,700

New Members 7,573
(only locals)

8,983

Visitors 1,669, 377 1,199,501

Cost per m2 $31.96 $40.22

*SKCL – SengKang Community Library
*CSCL – Cheng San Community Library



The journey : learning points

Planning and development team
User Acceptance Tests

Focus groups to test user friendliness
Improvements made



Feedback from users

• Instructions were easy to understand
• Quick and convenient
• Nice membership card
• Cybrarian service impressive and 

effective
• Cybrarian guided me to correct shelf



Feedback from users

• Touch screen keyboard different
• Instructions are only in English
• Payments are at a different kiosk
• Children playing with cybrarian service
• Prefer to talk to Librarian personally



Next steps

• Monitor and improve user satisfaction
• Monitor and improve cost effectiveness
• Improve prototype service ie. 

membership registration, cybrarian
• New service : directing user from online 

catalogue to location of library item



Imagination. Opportunity. Imagination. Opportunity. 
Excitement.Excitement.

Open till midnight?Open till midnight?
CybrarianCybrarian anywhere?anywhere?

Librarian working anywhere,  anytime?Librarian working anywhere,  anytime?
DIY kiosks everywhere?DIY kiosks everywhere?





THANK YOU…..


	

