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IMPROVEMENT TOOLKIT FOR MUSEUMS, LIBRARIES AND ARCHIVES





GUIDELINES ON INVOLVING USERS
1. Start with a blank sheet of paper and allow users to set the agenda.  Be open and honest: acknowledge barriers to change, clarify the non-negotiable issues and stress what is up for grabs.

2. Understand your starting point and set realistic objectives and timescales for developing relationships with users.  Discuss with them the kinds of learning opportunities they want; act on what they say. 

3. Establish wide support within your organisation for consulting users about the ways in which you engage them in learning, otherwise you may be wasting their time.  Involving users effectively can increase value for money and staff morale.

4. Identify and nurture user champions early on, as they play a crucial role both in alerting you to difficulties and in motivating others to take part.  Consider establishing a user panel which is widely representative.

5. Draw up a profile of users and potential users and adopt different techniques to ensure you get a spread of views.

6. Don't rely on paper-based communication.  Poor literacy and lack of English can provide a barrier to many users and lead to their isolation and exclusion.  This may be a particular issue if you are trying to engage socially excluded users.

7.
When you develop user surveys, ask a group of users what questions they want to be asked and then pilot the survey with a larger group.

8.
Consider using open-ended interviews and discussions with users.  This can be effective in establishing users' expectations, raising new concerns and stimulating ideas for new learning opportunities.

9.
Meet users at a time and place convenient to them, respecting their desire for confidentiality and informality.  Museums, archives and libraries need to be willing to meet others on their terms and territory.

10.
Don't expect users to behave like paid staff.  Explore ways of rewarding users who spend significant time working with you.

11.
Improving learning opportunities is a continuous endeavour, not a one-off exercise.  You also need to scrutinise the systems that underpin their delivery, and set up mechanisms to collect information about the impact of your services and learning outcomes.

12.
Users have much to contribute about what they are interested in and about how learning opportunities are delivered.  Small group discussions can help with this if you provide them with information about other users' concerns and experiences.

13.
Set your priorities based on what matters most to users.  It takes time to review your approach to providing learning opportunities and creating an inspiring learning environment, so do not set too many expectations.

14.
Provide regular feedback to users about what they said to you and what changes you are introducing as a result.

Adapted from Service First’s guidelines on improving the delivery of local public services http://archive.cabinetoffice.gov.uk/servicefirst/1999/consult/index.htm
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