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Our Values 

Patricia Bowen Library & Knowledge Service 2016-19 
 

 

 
 
 
 
How we  
Deliver   
Our  
Services 

 

 

 

Our Priorities 

 
 
Our  
Strengths  

 
Our  
Vision 
 
 
Our 
Mission 

In line with the Trust vision ‘to provide best experience and care’ to deliver patient focused 
healthcare locally, knowledge is made available to all staff, trainees & students to deliver excellent 
experience and outcomes to our patients. 

 

The mission statement of the Patricia Bowen Library & Knowledge Service is to positively 
contribute to the health of the local community by providing current, comprehensive, quality, 
accessible and timely information for all our users. 

Tailored services 
to specific groups 
& specialties 
including provision 
of health 
information to 

patients and carers 

To enable our 
clinical staff to 
deliver safe, up 
to date, current 
and evidence 
based Patient 

care 

 We facilitate access to national, regional and locally purchased electronic health 
information resources 

 We provide training in information search skills to enable staff to access these 
resources & to use them more effectively 

 We Identify  best evidence through our expert literature search service 

 We provide a Document Delivery Service and Current Awareness to enable clinical & 
management staff to remain up-to-date in their professional practice and to support 
the research needs of our colleagues 

 We manage Training Tracker to enable all West Middlesex Hospital staff to comply 
with their Mandatory/Statutory training requirements 

 We provide health information directly to patients  

 We engage with and listen to our stakeholders and professional colleagues in the 
Trust and other partner organisations 

 

 
We engage with and listen to our stakeholders and professional colleagues in the Trust’s partner 
organisations 
 
 
 
 

 

 
 We facilitate access to national, regional and locally purchased electronic health 

information resources 

 

To provide 
support for 
clinical 
services by 
providing 
tailored 
information 

services 

To provide 
eLearning  
support to enable 
staff to be 
compliant with 
Trust Statutory/ 
Mandatory 
Training  

 

 

A comprehensive, 
multi-disciplinary 
library service 
available to all 
staff, students 

and trainees 

Access to 
physical & 
electronic health 
information 
resources, and 
training for their 

effective use 

Knowledgeable 
staff with 
professional and 
customer 

focused skills 

To work 
collaboratively 
with clinical 
departments to 
support patients 
with health 

information 

We are guided by our values, which are PROUD*  

 
 

 

Values 



______________________________________________________________________ 

________________________________________________________________________________________________________
   

23 September 2016                         Uma M Devalapalli PAGE 5 

PROUD* 

 Passionate about providing excellent patient care 

 Responsive to and supportive of my colleagues and patients, being responsible for my actions at all times 

 Open and welcoming, honest and transparent in all my communications as an ambassador for the Trust 

 Unfailingly kind, treating everyone with respect, compassion and dignity 

 Determined and dedicated to developing my skills and expertise in order to be the best I can be 

 
 
Purpose of the document 
 
The purpose of this document is to provide a framework for the development and provision of Library & 
Knowledge Services at West Middlesex Hospital, as part of Chelsea Westminster NHS Foundation Trust. It 
also highlights the vital role the Library and Knowledge Services (LKS) play in enabling the clinical, 
managerial and other staff to deliver the Trust‟s mission and objectives.  
 

The Library Strategy is a key, “essential” requirement LKS‟s annual accreditation under the NHS Library 
Quality Assurance Framework, a tool to enable a robust quality assessment of NHS library/knowledge 
services in England (2).  
 

 

National, Regional and Local context  

 

A) Health Education England (HEE): Role and importance of NHS Libraries  

 
Health Education England (HEE) published „Knowledge for Healthcare: a development framework 
for Library and Knowledge Services, 2015-2020 (KfH)’ with the following vision. 
 

  

 

In line with this, Library and Knowledge Services (LKS) underpin all aspects of the NHS as outlined below:  

 Supplying the evidence base to enable excellent healthcare  

 Supporting decision making on treatment options, patient care and safety  

 Informing policy, commissioning, service redesign and pathway development  

 Working with partners to offer health and patient information  

 Enabling lifelong learning and research, and promoting innovation  

 

Strategic themes, as identified by HEE in the KfH Framework (2015-2020)  
 
The following key long-term strategic themes have been identified in the KfH Framework (1)  

 Personalised services, including individually tailored current awareness and alerting services with 
more quality-filtered and synthesised evidence  

 Access to all services as easy and convenient as possible with  

 ~ Clinical and outreach librarians services as standard  

 ~ Information Skills training available to all service users  

 ~ Services being digital & mobile  

 Information specialists leading organisational knowledge management  

 One coherent service – nationally led, locally delivered working in partnership with more 
centralised and collaborative procurement, standard core offer for all, more streamlined „back-
office‟ functions working over larger geographies  

NHS bodies, their staff, learners, patients and the public use the right knowledge and evidence, at 
the right time, in the right place, enabling high quality decision-making, learning, research and 
innovation to achieve excellent healthcare and health improvement 

https://hee.nhs.uk/sites/default/files/documents/Knowledge%20for%20healthcare%20-%20a%20development%20framework.pdf
https://hee.nhs.uk/sites/default/files/documents/Knowledge%20for%20healthcare%20-%20a%20development%20framework.pdf
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 Redesigned roles and enhanced skills to meet changing needs with improved career opportunities  

 Joined up approach to promoting information for patients and carers  
 
It has now been two years since the Knowledge for Healthcare framework was published. NHS Library and 
Knowledge Services in England policy has been approved by the executive board on 29 Nov 2016. As per 
the policy “All NHS bodies and staff should be able to access the expertise and resources offered by 
healthcare librarians and knowledge specialists in meeting their obligations under The Health and Social 
Care Act 2012.(4) 
The Chartered Institute of Library and Information Professionals (CILIP) and Health Education England 
(HEE) are campaigning for decisions in the healthcare sector to be fully evidence-based, calling on 
everyone involved in policy making and care delivery to make use of the skills of librarians and knowledge 
specialists in meeting their obligations under The Health and Social Care Act 2012.(5) 

B) The London Health Libraries Network 

Health Education England‟s Strategic Lead for Library Services and eLearning in London, supported by the 
Library Council, is responsible for the strategic leadership, co-ordination, development and monitoring of 
NHS health libraries across the capital.  The London network is working closely with the Health Libraries 
Network of Kent, Surrey and Sussex in a number of areas, e.g. library staff development, resource sharing, 
and this collaborative working will increase as Health Education England moves to a regional approach 
across London and the South East. 

C) Chelsea Westminster NHS Foundation Trust:  

The Trust‟s vision and the main 4 strategic objectives linked to the clinical strategy are reproduced below 

(3). Achievement of the same are guided by our values, which are PROUD*  

 

PROUD* 

 Passionate about providing excellent patient care 

 Responsive to and supportive of my colleagues and patients, being responsible for my actions at all times 

 Open and welcoming, honest and transparent in all my communications as an ambassador for the Trust 

 Unfailingly kind, treating everyone with respect, compassion and dignity 

 Determined and dedicated to developing my skills and expertise in order to be the best I can be 
 

 

Trust‟s Vision: “To deliver excellent experience and outcomes for our patients” 

 

https://hee.nhs.uk/our-work/research-learning-innovation/healthcare-library-knowledge-services
https://hee.nhs.uk/our-work/research-learning-innovation/healthcare-library-knowledge-services/million-decisions-campaign
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Further, in line with the Trust‟s Strategy „Create an environment for learning, discovery and innovation‟, 
section 4.5 Education & Training states that „’The Trust provides clinical and non-clinical education 
through the Department of Learning and Organisational Development, with the aim of supporting 
development knowledge and skills, personal development and career progression, as well as statutory and 
mandatory training requirements for staff more generally. Library and Knowledge Service comes under 
Department of Learning and Organisational Development” 

 

1. Introduction 
The Trust‟s clinical Strategic Framework indicates that access to learning /education and improving skills of 
the workforce are one of the key objectives which will help to achieve the Trust‟s ambition “to lead the NHS 
with world class patient focused healthcare, delivered locally”.  

 

2. Library Vision 

In line with the Trust vision „to provide best experience and care’ to deliver patient focused healthcare 

locally, knowledge is made available to all staff, trainees & students to deliver excellent experience and 
outcomes to our patients. 

 
3. Library Mission Statement 
The mission statement of the Patricia Bowen Library & Knowledge Service is to positively contribute to the 
health of the local community by providing current, comprehensive, quality, accessible and timely 
information for all our users. 
 
The Library & Knowledge Service supports all staff employed by the Chelsea and Westminster NHS 
Foundation Trust at West Middlesex University Hospital site, staff employed by Hounslow and Richmond 
Community Health Care NHS Trust (partial membership) and West London Mental Health NHS Trust who 
are based at West Middlesex Hospital, medical students on placement from Imperial College School of 
Medicine, nursing students on placement from Bucks new university/Thames Valley University and other 
AHP students, local General Practitioners (Partial Membership), Public Health Staff (External membership) 
and overseas doctors and students on clinical attachment.  
 
The Library Strategy describes the strategic initiatives of the library and information services over the 
period 2017– 2020. 

 

4. Core Values 
Library promotes the essential role of knowledge in delivering high quality health services. The 
following values underpin the work of Library and Knowledge Services:  
 

 Use and develop information skills to support the core-purpose of the organisations and 
communities we serve  

 Provide and promote a wide range of information resources and products for the health care 
community  

 Promote effective clinical and managerial decision making and clinical governance by 
providing access to high quality information  

 Support the work-related developmental and educational needs of the health care community  

 Provide effective, innovative services, which are accessible and welcoming  

 Educate the NHS workforce to find and evaluate relevant information  

 Work with others to ensure the strategic development of libraries across the sector  

 Encourage inclusive participation in Library services and work to increase the usage of library 
services particularly for low-uptake groups  

 Review and improve the quality of library services in response to needs of the healthcare 
community  

 Provide cost-effective library services  
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5. Strategic Aims: Patricia Bowen Library & Knowledge Service 2017-2020  

In line with Knowledge for Health Care, London Health Libraries Council and Trust strategies the main 
Strategic objectives of the Library are to: 

 
• Provide Quality information services 
• Work closely with health care staff 
• Meet the needs of customers 
• Maintain quality and improve productivity 

 
To achieve these objectives and maximise the benefits for our users, we have been undertaking the 
following: 

 
a) Provide easy and convenient access to all services  
b) Make services available as and when needed 
c) Services & information tailored to specific user needs 
d) Make services highly visible 
e) Develop closer relationships with clinical practice 
f) Support for lifelong learning and research 
g) Provide quality library service 
h) Provide health information to patients and carers 

 
 

a) Provide easy and convenient access to all services  
 

 Auto logging links created to clinical reference tools & eResources via intranet  

 Information Skills training made available to all service users  

 Working towards making services digital and mobile, we will explore options for easier remote 
access to our services  

 Will continue to provide a traditional space for learning, research & access to both physical 
and electronic resources for all users who prefer to use it.  

 Will review our information skills training programmes to ensure they are current and effective  

 Will continue to offer individually tailored training where needed, appropriate and possible.  

 Continue to update internally produced library website, explore options to redesign the website 
and its funding 

 
 
b) Make services available as and when needed 

 We will continue to provide 24 hour access to study space, eLearning space and  computer 
access  

 We will continue to provide 24 hour access to ereources, eBooks  mobile Apps to DynaMed, 
BNFand other point of care tools 

  
c) Services & Information tailored to specific user needs 

 We will ensure staff are kept up to date with relevant information in subjects related to their 
specialty. 

 Expand the Current Awareness Service (CAS) portal to include more departments and 
specialties and develop more tailor-made alerting services 

 Explore options to circulate nationally produced CAS alerts. 

 Continue to update and improve the book stock based on the Library Collection Development 
Policy, by reviewing it against recognised standards and by conducting subject based section 
reviews. 

 We will continue to provide subject guides  

 To increase or vary the journal stock to take account of the multidisciplinary nature of the 
service and any alteration in the emphasis on specialties in the Trusts.  

 To review inter library loan requests and adjust journal holdings as appropriate.  

 Review journal holdings by - monitoring usage, consultation with stakeholders and against 
recognised standards 
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 Continue to provide training on the use of the library, databases and evidence based practice 
both individually and to groups in the library/education centre or at place of work i.e. 
departments. 

 Continue to provide Information skills training programs, extend training to include specific staff 
groups e.g. junior doctors, dietitians, physiotherapist etc. 

 Support nursing and midwifery revalidation registrants  

 
d) Make Services highly visible  

 We will ensure to increase our marketing & publicity activities to ensure higher visibility of 
all our services 

 Continue to participate in Corporate Induction and the Junior Doctors induction. 

 Ensure every new user receives a short induction to the library service when they join the 
Library  

 Organize open days to raise awareness of the value of the Library service. 

 Organize other special days like Nurses‟ Day, Midwives‟ Day etc. to raise awareness to 
specific staff groups  

 Explore to organize awareness days for a specific topic and for specific groups 

 Use other events held within the Trust (like adult learners week , improving working lives 
events etc.) to promote Library services 

 Establish contacts with key people within directorates to promote the Library & Information 
Services  

e) Develop closer relationships with clinical practice 

 Carry out literature searches as response to requests and pro-actively, in a timely manner; 
produce results with a summary; evaluate accuracy and acceptability of results by survey; 
assess impact of literature searches by survey; pro-actively advertise the service and seek 
out opportunities to contribute. 

 Continue to provide a literature search service and develop online requesting service 

 Clinical and outreach librarians‟ services – We planned to do this by trageting one 
department. As per our plan we started this as a pilot at Women‟s Health & Maternity Unit. 
We are planning to review this and extend to other departments for e.g.: Paediatrics  

 We are planning to create a repository of clinical questions requested by WMUH O&G team 
so that staff  can access their question and the search results anytime.   

 

f) Support for lifelong learning and research 

 Continue to produce staff publications, display on the noticeboard, update on the library 
website and add to database 

 Continue to provide training support for evidence based searching and critical appraisal 
skills to Clinical Governance & Research & Development 

 
g) Provide quality library service 

 Continue to provide Critical appraisal training sessions, promote and increase uptake 

 Explore options to participate in journal clubs and nursing revalidation 

 Explore options to provide more synthesizing evidence reviews 

 
h) Provide health information to patients and carers through the following: 

Health Information Library 

 Continue to signpost and provide health information support to patients & carers through 
health information Library Website 

 Continue to update the Health Information Library website. Explore the options to make the 
page more dynamic 

 

Providing health information directly to patients 

 Continue to provide health information support to inpatients in the cardiology ward 

 Continue to provide health information support to Cardiology out patients 
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 Extend the service to new Cathlab and explore options to extend it to other departments for 
e.g.: COPD, Diabetes etc. 
 

To achieve the above Library objectives and maximise the services to our users it is important to: 

 Communicate well to Library users and stakeholders to promote services 

 Participate in sector-wide planning to facilitate effective use of resources 

 Evaluate the services to ensure that they meet user‟s requirements and identify and address 
gaps in the service provision 

 
To maintain quality and improve productivity we will: 

 Ensure efficient monitoring of services and maintain the resources up to date 

o Use existing and new statistics to measure key Performance Indicators to help good 
practice, continuous improvement and expansion of services. 

o Conduct an annual user satisfaction survey to ascertain overall user satisfaction and 
conduct other surveys as and when required for various and specific aspects of the 
service. 

o Monitor the smartcard entry system 
o Keep the register of users as accurate as possible 

 
 Ensure specialist skills and knowledge of library staff continuously developed 

o LKS staff will take advantage of training courses and updating sessions offered by 
regional NHS Libraries networks.  

o LKS staff will attend relevant training courses offered by the NHS or non-NHS library 
organisations when affordable and practical. 

o Evaluate the skills needed for the changing service offer and fill any identified gaps if at 
all possible or practical.  

 
Challenges and Risks identified in achieving the strategic objectives are: 

o Library Funding/budget changes  
o Dependency on external funding streams 
o Cost pressures: Resources - Inflation, Staff – Pay Increments 
o Technological changes and unreliability  
o Restrictions on access by internal & external agencies; intranet issues.  

 

The Library contributes to the knowledge management agenda in the Trust by providing practical 
approaches to managing organisational knowledge and bringing people and knowledge together. The 
library team will keep collaborating with the Imperial Health Care Library service at Chelsea site and 
explore further on how we can support each other to provide quality services to our users, partners and 
stakeholders.  

 

6. The Library Knowledge Service (LKS) Team: (Current) 

 Library Services and eLearning Manager (full-time)  

 Assistant Librarian (full-time)   

 Library Assistant (Full-time) 
 
8.  Recommendations  

 

This strategy outlines how Patricia Bowen Library and Knowledge Service will keep supporting the 
clinical and business services of Chelsea Westminster Hospital NHS Foundation Trust, West 
Middlesex Hospital site, in order to ensure that patient care is based on the best available evidence.  

 

Members of the Education strategy Board are requested to:  
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 Approve the LKS Strategy, as required by the NHS Libraries Quality Assurance Framework 
(LQAF) & by the HEE Learning & Development Agreement (LDA)  

 

 Ensure continued support & adequate funding to enable the LKS to provide its services 
efficiently, effectively and in accordance with the requirements of both the KfH Framework and 
LQAF.  
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