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Abstract

The present study responds to the dearth of library and information science empirical
studies on the demographic of Arabs in the UK. It aims to examine the public library experience
and related behaviour of members of Arab ethnic minorities in Sheffield; it also considers their
needs in relation to inclusion and integration and the public libraries’ role in addressing those
needs. Oldenburg’s (1989) third places theory was chosen to guide this research to fill those
gaps. Namely, three of the third place's characteristics were selected: levellers, conversational
and home-away-from-home.

Using a primary survey tool within an explanatory single case study design, web surveys
were conducted with 221 members of the Arab community, and 20 library staff and volunteers to
provide the descriptive ground for designing the qualitative method (i.e. semi-structured
interviews). Following the survey stage, to answer the research questions fully, eight virtual
semi-structured interviews were conducted with the Arab community's members and leaders, and
four interviews with the library leadership team.

The empirical findings show that the Arab community had positive experiences when
describing their use of the English library collection or the library's general public services or
communicating and interacting with the library staff or volunteers. Yet, a frequent criticism was
the relevance and accessibility of the multicultural and multilingual (namely Arabic) stock and
services, and the homogeneity of library staff and volunteers in some public libraries in
Sheffield. Thus, there is much that could be done to libraries to make them into what could be
conceptualised as third places. To the Arab participants, third places are safe, convenient and
welcoming places, where everyone can enrich and celebrate their identities irrespective of their

background. Oldenburg's (1989) third places are yet to meet all those expectations.
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Although this study faced limitations due to COVID-19 and the scarcity of detailed and
accurate statistical data about the Arab community in Sheffield or studies about their access to
public libraries in the United Kingdom, this study fulfilled its aim and made various
contributions. A key contribution of this thesis is to provide a new reading of the integration and
inclusion needs and public library experience of the Arab community in the UK and to shed light
on themes and problems to be considered when studying Arabs. This study also makes a vital
theoretical contribution to Oldenburg's (1989) third places theory. It reconstructs and develops
Oldenburg's (1989) theory and adds diversity to its characteristics. As a result, it provides public
libraries with a conceptual model to define and advocate their role in fostering a coherent society
and addressing cultural divide, equality and library engagement issues.
Keywords: public libraries, Arab, Arabic-speakers, ethnic minorities, integration,

diversity, inclusion, third places
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CHAPTER 1: INTRODUCTION
1.1 Chapter overview

This chapter sets out the main concerns that drove this research study and highlights
the research problem as the literature addressed it. To set the foundation of the research
context, the chapter goes on to present a brief history of Sheffield, Arabs in Sheffield and
public libraries in Sheffield. It also declares the research aims, questions and objectives,
which is followed by an overview of the study’s theoretical framework and a personal
reflection on the research aim, objectives and questions. The chapter concludes with a
summary of the thesis structure.

1.2 Research background

1.2.1. How politics has shaped the public libraries and services for ethnic minorities in
the UK

The formal system of public libraries in the UK was “established partly as agents of
social change - to educate the deserving poor - and partly as organs of social control - to
manage the reading habits of the masses” (Muddiman et al., 2000, p. 12). In other words, one
strand of their origin was to improve the skills of working-class people and to assist them in
using their leisure time in a way that was conducive to their well-being or that of society
(McMenemy, 2009). Therefore, libraries were marketed as public service institutions,
established to serve people from disadvantaged backgrounds (Coleman, 1981). Since their
founding, UK public libraries have continued to develop different services that match the
ever-changing needs of the local communities (Vincent, 2009, 2017).

The rate of change in local communities accelerated in response to changes in the

UK’s social fabric following the Second World War, when a large number of immigrants



from Europe and colonies or former colonies arrived in the UK (Clough & Quarmby, 1978).
Their arrival led to a shift in the UK’s society, making it become multicultural and diverse.
Accordingly, Ashcroft and Bevir (2018) commented that the UK’s population has altered
from being overwhelmingly Christian and white, to a society made up of various faiths,
cultures and ethnicities. As a consequence of these changes, public library services have been
adapted to support new arrivals, and research in the field of Library and Information Science
(LIS) has increasingly focused on issues related to minority communities (see, for example,
Clough & Quarmby, 1978; Lambert, 1969; Roach & Morrison, 1998).

Despite the main focus of libraries being the needs of the local communities, the
changes in political direction have always shaped the existence and purpose of public libraries
and the quality and extent of the services provided, including those for ethnic minorities. As
Usherwood (1994) stated, “The public library service is part of a complicated local
government framework” (p.135). Therefore, his study titled Public Libraries Politics: The
Role of Elected Members demonstrated that public libraries are influenced by the party
affiliation of elected members (i.e. councillors), which, in various ways determine their
perceptions of libraries (Usherwood, 1993; see also, Casselden et al., 2015; McMenemy,
2009; Vella, 2018; Vincent, 2009, 2017).

Indeed, the influence of politics on the public library services for ethnic minorities can
be seen by examining the responses of libraries or library authorities to key political changes.
Since the Labour government centralised social inclusion in its political agenda in 1998,
social inclusion has become noticeably present in the context of public libraries. In 1999, the
Department for Digital, Culture, Media and Sport [DCMS] published a policy document titled
Libraries for All: Social Inclusion in Public Libraries, which addressed the importance of

public libraries in enabling social inclusion. The document positioned public libraries at the



front and centre of the government's bid to combat social exclusion (McMenemy, 2009).
Chris Smith, the Culture Secretary at the time, stated in the report’s foreword, “The
government wants libraries to be at the very heart of the communities they serve” (DCMS,
1999, p. 4). From that statement, it is clear that the government’s intention was to bring
libraries closer into the community. The document also identified aspects of service provision
that needed to be addressed and made various recommendations to library authorities across
the UK. Recommendations concentrated on making inclusion a priority across all library and
information services, providing services tailored specifically to the needs of minority groups
and communities, and consulting and involving socially excluded groups to ascertain their
needs and aspirations (DCMS, 1999).

A key element of the government’s social inclusion agenda was the funding of
research like Open to All? The Public Library and Social Exclusion. This was a large-scale
study, which aimed to review the methods that public libraries used to provide services and to
ensure those services were accessible to disadvantaged groups (Muddiman et al., 2000). The
researchers found that public libraries failed to achieve social inclusion, as they still upheld
the universal philosophy of service provision, where excluded people were only given the
same consideration as all other users. In other words, public libraries were not proactive in
addressing exclusion, as they were failing to provide services and programmes aimed
specifically at excluded communities (Muddiman et al., 2000). Based upon these findings,
that study highlighted the significant work needed and became a ‘touchstone’ for many years
to come (Vincent, 2017).

External funding was also used to involve public libraries in the national policy
context of social inclusion and increase developments around equality and diversity (Vincent,

2017). For example, Welcome to Your Library was a national project financed by the Paul



Hamlyn Foundation and coordinated through the London Libraries Development Agency.
The project ran as a national project between 2003 and 2007 and aimed to welcome
newcomers and to enhance access for all to public library services and the quality of those
services. It also strove to support well-being, learning, and a sense of belonging for everyone
(Welcome to your Library, n.d.). Although there are still positive developments associated
with the social inclusion policy, the national government's austerity agenda from 2010
onward has resulted in service reductions, which have had a devastating effect on public
libraries and their work towards social justice (Vincent, 2017) (see Section 1.4.2). As Vincent
(2021) argued, positive initiatives, such as the Welcome to Your Library, came to an end for
various reasons, including the lack of funding, political enthusiasm and changes in the
political agenda.

The various roles of public libraries in a diverse society have also been celebrated and
supported by national and international bodies, such as the International Federation of Library
Associations and Institutions (IFLA) and the Chartered Institute of Library and Information
Professionals (CILIP), whose work is available to inform library service development. For
example, IFLA produced the Multicultural Communities Guidelines for Library Services
document (2009) and a Multicultural Library Manifesto (2008). CILIP is also committed to
equality, diversity and inclusion through its Board and Presidential team. It considers this
responsibility to be part of fulfilling the terms of its Royal Charter, achieving its goal, and
upholding the commitments stated in its ethical framework (CILIP, 2017a; see also CILIP,
2017b, n.d.a, n.d.b).

As highlighted in the discussion above, although public libraries are independent and,
as per their ethical code, do not ally with any political parties, they are never politically

neutral, because the political priorities of the elected administrations affect the service



delivery (Casselden et al., 2015; McMenemy, 2009; Usherwood, 1993, 1994; Vella, 2018;
Vincent, 2009, 2017). This is relevant, as most UK public libraries are funded and overseen
by the local government (DCMS Committee, 2022; DCMS, 2022a). Thus, public libraries are
uniquely positioned to support the local government and partner organisations in achieving
their strategic goals, whether they are to foster community cohesion, promote health and well-
being, advance economic growth, encourage independent living or enhance life chances
(DCMS, 2016a).
1.2.2. Public library services for ethnic minority communities through the lens of LIS
literature

In 2009, Vincent wrote an article that assessed the developments of public library
services for ethnic minorities in the UK between 1969 and 2009. This paper reviewed
literature starting with Lambert's (1969) research into the library needs of Indian and
Pakistani communities. Since it is the first piece of UK LIS research on this topic, it was a
milestone in the public libraries’ recognition of the demands and needs of ethnic minorities.
Vincent (2009) also discussed key events that had taken place in the intervening 40 years
since Lambert (1969) and provided an overview of what future library provision could be
like. In his later study, Vincent (2017) traced the history of equality and diversity work in UK
public libraries. One issue for library services for ethnic minorities is how to name such
groups. Often, they are presented using the acronyms BME and BAME, which Vincent
(2009, 2017) used to refer to Black and Minority Ethnic and Black, Asian and Minority
Ethnic people. Those acronyms, or others like BAMER (Black, Asian, Minority Ethnic and
Refugee), are political and are frequently used to group all ethnic minorities together, which
flattens important differences. They categorise the UK population in relation to what they are

not (white), rather than what they are, such as British Arab, British Caribbean and so on.



Those acronyms also mask the diversity of the individuals with the groups and the unique
experiences and outcomes they face, as they present ethnic minority groups as homogenous
(Commission on Race and Ethnic Disparities, 2021).

Additionally, the criterion of colour to identify minorities raises some arguments. Al-
Jalili (2004) criticised this, stating that there are people of all skin tones within any Arab
country. Thus, such criteria are racist at their core, and neglect the fundamental heterogeneity
of the human race. Britton (1999) added that, in everyday language, the term ‘black’ carries a
negative connotation. For instance, having a black mark against one’s name, such as being the
black sheep of the family, implies possessing undesirable qualities which encourage others to
exclude and avoid the individual. In this study, the term ‘ethnic minority”’ is used to
distinguish the immigrant communities that have become part of the UK society.

Vincent (2009) claimed that since the work of Lambert (1969), there have been
immense changes in UK society generally and in the provisions made by public libraries for
minority communities. Yet, simultaneously, some of the problems that Lambert (1969)
identified, such as the lack of real communication with parts of the community, have
persisted. Vincent (2009) further argued that there had been a significant failing by public
libraries and public library agencies in terms of engaging in broader public policy. To show
how they contribute to these broader agendas and demonstrate their value to society, libraries
could have been more involved in debates about race relations, migration and diversity.

Vincent's (2009) concern mentioned above seems to persist in the LIS field. For
example, Hudson (2017) argued that the discussion of diversity in libraries by LIS researchers
remains superficial; the same goes for how public libraries implement diversity in practice. It
is rather difficult to summarise all those critiques, as they are multifaceted and espouse

different aspects of critiques of history, politics and LIS practices, as influenced by liberalism



(see Section 2.3.3). Still, Hudson (2017) neatly criticised LIS diversity for “treat[ing] racism
largely as a problem of monocultural homogeneity, identifying multicultural heterogeneity as
its vision of racial justice and inclusion as its central anti-racist framework” (p.6). As Hall
(2012) argued
If the education system has been reticent in its discussion of racism, the library and
information science field has seemingly slapped itself with a gag order. While the
discussion of diversity in libraries has proliferated over the past few decades, the
meaningful dialogue around race has been eviscerated or altogether evaded. (p. 21)
From the above statement, it could be argued that in a bid to be politically neutral, the
field of LIS has failed to lead the change or take a proactive position towards engaging in
broader public policy and debates about race relations, racism, migration and diversity.
Before discussing this study’s problem statement, a final concern to consider is the
developments in public library provision for ethnic minorities in the UK. Based on the review
of LIS literature, it seems that some ethnic groups in the UK, and Sheffield specifically, are
well-represented, such as the Polish community (Benson Marshall, 2020; Listwon & Sen,
2009), the Chinese community (Birdi et al., 2009) and the Asian community (Bradley, 1985).
However, the experiences of some other communities, such as the Arab community, have not
been the subject of LIS research.

1.3. Statement of the problem

1.3.1. Arab ethnic minorities in LIS research

The Arab community is an ethnic group that is considered part of the ethnic minority
community (Miller, 2016). The literature examining migrants to the UK also defines
members of the Arab community as those who come from Arab States and then settle in the

UK, either after marrying and having a family with a British citizen or by living many years



in the UK and thus acquiring British citizenship (Thaker & Barton, 2012). Nevertheless, no
known clear distinction across the literature is made between individuals who identify as
ethnically Arab, and Arabic-speaking individuals who may have learned the Arabic language
for some reason, including individuals who have converted to Islam from another religion.
Avrabic is learned by people from many ethnicities (e.g., by members of the Pakistani
community) to read the Quran (the Muslim holy book). However, this research focuses on
ethnic Arabs rather than Arabic-speaking individuals from non-Arab backgrounds. The
League of Arab States is used to identify those countries that are mainly comprised of Arabic
speakers (see Figure 1) (see League of Arab States, n.d.). The League of Arab States is “a
union of Arabic-speaking African and Asian countries ... formed in Cairo in 1945 to promote
the independence, sovereignty, affairs, and interests of its member countries [22 members]

and observers [5 members]” (Kenton, 2022, para.l).



Figure 1

Arabic-speaking countries

Arab League Member, 2016
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Regarding LIS research about Arab ethnic minorities, Khader (1992) completed a
study in the USA that targeted thirteen individuals working in the library and information
services field and an Arab-American librarian. The aim of the research was to develop a
practical model for public libraries to address the needs of the Arab-American community.
However, the researcher ended up developing a model based in a review of literature and
evaluated by the research participants. Thus, it did not empirically investigate the need or
library experiences of the Arab-American community from their perspectives, nor did it
include any literature with that focus. Later, Silvio (2006), Martzoukou and Burnett (2018),
and Mansour (2018) conducted research studies in Canada, Scotland and Egypt targeting

Sudanese youths or Syrian refugees. However, those studies concentrated on examining the
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information needs and information-seeking behaviours, rather than public library experiences
and provision. Indeed, Martzoukou and Burnett (2018) and Mansour (2018) focused their
studies on Arab refugees. Therefore, their findings may not always apply to other Arabs, such
as economic immigrants and students. As Caidi et al. (2010) argued refugees are different
from other immigrants, since their migration is forced. Before resettlement, they may have
undergone trauma, persecution, captivity or an extended stay in a refugee camp.
Consequently, these factors may present additional hurdles following their migration and
result in further and unique integration needs. Unlike the previous studies, Al-Qallaf and
Mika (2009) conducted a study in the United States to determine the extent to which the
Arabic-speaking community received library service. However, the study only surveyed
library directors and staff members, thus only explored the perspectives of the service
providers rather than the community members. The most recent research was carried out by
Mahlhl (2020), which addresses Muslim Arabic-speaking women international students’
perceptions of academic library experiences; the study was based on an investigation of
participants’ information-seeking behaviour. Its only limitation is that the scope, purposes,
potential users and provisions of academic libraries are quite different from public libraries.
Hence, it can be argued that although some LIS studies have focused on Arab ethnic
minorities, there is still a lot of room for further research to investigate the relationship Arab
groups have with their public library, and how the experience they enjoy in the UK compares
to their previous experience. There is also a necessity to examine Arabs' library-related
behaviour, their needs for inclusion and integration, and the public libraries' role in
addressing those needs. This study contributes to the LIS literature about the public libraries’
services for Arab ethnic minorities, bringing their experiences with public libraries in

Sheffield into the research.
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1.3.2. Sheffield public libraries services for Arab ethnic minorities, challenges and gaps
An important point to start with the debate about the public libraries’ services for
Arab communities could be the challenge of finding up-to-date, accurate and detailed local
authority-level statistical data concerning the exact number of Arabs residing in Sheffield.
According to Maghribi (2021), “since the first national census began in 1801, UK residents
have given details about how they live, love, work and self-identify, but it took 210 years for
Arabs to make a mark” (para.1l). A tick box with the category ‘Arab’ was included for the
first time in the 2011 census (The Council for Arab-British Understanding [Caabu], 2020;
Gov.UK, n.d.). Indeed, for the first time, the 2021 census will provide unprecedented data
about the Arab community that can be compared with the 2011 census results (Maghribi,
2021); however, the 2021 census results have not been yet revealed. Still, a single tick box
(i.e. Arab) does not capture the scale and diversity of the Arabic-speaking community and
falsely represents them as a homogenous group (Maghribi, 2021). This statistical issue
potentially raises many concerns regarding decisions made by the government, Sheffield City
Council and public libraries in Sheffield. For example, council-run public libraries are
amongst the public services funded by the local government (DCMS Committee, 2022;
DCMS, 2022a). Councils and governments allocate funds and services based on available
statistical data (Maghribi, 2021). Therefore, it is unclear how the public libraries or local
authority allocated funds for Arab ethnic minorities’ services when no accurate information
about the size of that population was available. Without an adequate understanding of the
total number of Arab community members, the criteria and assessment measures employed to
allocate the required resources and to assess the effectiveness and accessibility of libraries’

services for members of this community could also be called into question. Indeed, local
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authority-level statistical data is vital, as by knowing the population, governments can
administer and optimise life (Foucault, 1990).

1.4 The context of the study
1.4.1 The makeup of Sheffield’s society

Sheffield is home to minority ethnic communities, which are similar in size to other
post-industrial cities in the north of England (Runnymede, 2012). In 2011, Sheffield’s
population was 552,698, of whom 19% were of black or minority ethnic origin. Based on the
2011 census, the city saw an increase in the number of ethnic groups, namely Black African,
Chinese, Indian and those classified as ‘Other,” which includes Arab (Sheffield City Council,
n.d.a).

Historically, Sheffield has been a diverse city that appeals to migrant workers,
refugees and students alike. It is known for its previously thriving steel industry, which
attracted workers from across the country and worldwide. Following labour shortages after
World War Two, many immigrant workers arrived to meet demand. This included Yemenis,
who swelled the size of the long-established Yemeni community present in the UK prior to
World War Two. Despite the decline in Sheffield’s steel industry in the 1980s and early
1990s, some immigrants remained; they had brought their families with them and established
social networks (Runnymede, 2012; Sheffield City Council, 2017).

In addition to economic immigrants, Sheffield has historically attracted and welcomed
refugees and asylum seekers escaping wars and political instability, including Arabs from
Yemen, Somalia, Irag, Sudan and Syria (see Migration Yorkshire, n.d.; Sheffield Libraries
Archives and Information, 2020). In 2004, for example, Sheffield was the first city in the UK
to accommodate resettled refugees (Runnymede, 2012) and was named the first City of

Sanctuary in the UK in 2007 (ASSIST Sheffield, n.d.). Those who are dispersed to Sheffield
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through the asylum system, or resettled to the city through a refugee resettlement scheme, are
allocated to it on a lottery basis, meaning political decisions have made essential changes to
the demographic makeup of Sheffield. Still, Sheffield has shown hospitality to refugees by
being the first local authority to join various voluntary resettlement schemes proposed by the
UK government, such as the Gateway Protection Programme (see Local Government
Association, 2016; Refugee Council., n.d.).

The Arab community in Sheffield is not limited to migrant workers or refugees, but
also includes students and their families who came to study at either The University of
Sheffield or Sheffield Hallam University. According to the Higher Education Statistics
Agency (n.d.), 125 Arabic students enrolled in higher education in the academic year 2021/22
at Sheffield Hallam University and 655 at The University of Sheffield. From personal
experience, Arab students often bring their families with them during their study period.
Mainly they bring their spouses and children, thereby increasing the number of Arabs in the
city. These families tend to live in different parts of the city, but less likely to be in the same
areas as other newcomers, as students are more likely to search for accommodation near the
universities’ departments and services.

1.4.2 Public libraries in Sheffield: The move to community-managed libraries

Since the 1964 Public Libraries and Museums Act, UK public library services have
been funded and overseen by the local government (DCMS Committee, 2022; DCMS,
2022a). However, the central government austerity cuts from 2010 onwards, resulted in local
authorities redesigning their library services, often by introducing community-managed
libraries (Forbes et al., 2017; Vella, 2018). The idea of community-managed libraries was tied
to the need to make the most of shrinking budgets (Public Libraries News, n.d.). It was also

linked to the Big Society agenda promoted by former Prime Minister, David Cameron, which
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intended to empower communities, gave them more power over decision-making and
promoted the culture of volunteering (Casselden et al., 2015). While community-managed
libraries were not the preferred choice, in an area threatened with complete library closure,
they were seen as the only alternative (The Scottish Libraries and Information Council
[SLIC], 2015).

In Sheffield’s case, prior to the 2010 austerity measures, there was a central library
and twenty-seven branches, all funded and run by Sheffield City Council. In 2014, sixteen
Sheffield branch libraries were adopted by community groups who opposed the closure of
their local public libraries. Based on the outcome of twelve weeks of consultation, visits to
other local authorities, a survey and assessment, Sheffield City Council decided to keep
twelve of the city’s facilities open as key or hub libraries (i.e. council-run libraries). Five
branches became community-led libraries (i.e. co-delivered libraries) and 11 became
independent facilities (i.e. associate libraries) (The Community Managed Libraries National
Peer Network, 2017; DCMS, 2016b; Forbes et al., 2017; Vella, 2018).

Table 1 outlines the differences in the local authority’s support and statutory duties for
council-run libraries, co-delivered libraries and associate libraries, all of which influence how
services are designed and delivered, with some support provided from the library authority to
the community-managed libraries across the area. This unique model was pioneered in

Sheffield and has since been adopted widely across the country (DCMS, 2022b).
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Comparison between council-run libraries, co-delivered libraries, and associate libraries in
Sheffield

Local authority support

Contribution to
Sheffield City
Council’s statutory
duties and Libraries
& Museums Act 1964

Statutory duty as public
sector services

Council-run Funded by the local government and run completely by Yes
libraries Sheffield City Council’s staff
Co-delivered | A package of support that includes utility costs, essential No
libraries maintenance to comply with health and safety needs,
access to the council’s library management system, the
purchase of new books, IT equipment, access to assistance
from Sheffield libraries, assistance and guidance from a
volunteer coordinator and library and information officer
assigned to them.
Associate - Offer of a peppercorn lease and a package of support No
libraries in (grant)
Sheffield - Use of the council’s library management system

- Support from a volunteer coordinator
- The maintenance of IT equipment.

1- The Equality Act 2010
2- Best Value Duty

3- Localism Act 2011

4- The Human Rights Act
1998.

Note. Information are adopted from The Community Managed Libraries National Peer Network
(2017) and DCMS (2016b, 2016c, 2022a).

1.5 Research aims, objectives and questions

This research aims to examine the public library experience and related behaviour of

members of Arab ethnic minorities in Sheffield; it considers their needs in relation to

inclusion and integration, and public libraries’ role in addressing those needs. | have

identified the following objectives to meet this aim:
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Undertake a review of the published literature to understand and identify gaps in
the knowledge about: a) the experiences Arab ethnic minorities have of public
libraries and their needs, b) diversity, inclusion and integration, and their
implications for the LIS field and practice, and c) the role of the public library in
developing and fostering a coherent society and addressing issues of diversity,
integration and racial disparity.

Use surveys and interviews to collect data from members of the Arab community
in Sheffield and library staff and volunteers about the commitments of public
libraries in Sheffield towards the Arab ethnic minorities and their library
experiences.

Provide recommendations for improving the relationship between Arab ethnic

minorities in Sheffield and public libraries.

To meet the aim of this study, the following research questions (RQ) will be

addressed:

RQ1. How do employees occupying managerial positions within Sheffield public libraries

understand diversity, inclusion and integration and promote them within their work?

RQ2. How do the public libraries in Sheffield develop their services to meet the Arab

community’s needs?

RQ3. How do members of the Arab community in Sheffield perceive their experiences

with public libraries in Sheffield?

RQ4. How do different socio-cultural and political factors shape the perceptions of the

Arab community regarding their understanding of libraries and diversity, inclusion, and

integration in the library context?
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RQ5. What challenges, if any, do public libraries in Sheffield face when promoting
themselves as diverse and inclusive public services?
1.6. The theoretical framework of this research: Oldenburg’s (1989) third places theory
This section gives a brief overview of the selected theoretical framework for this
research; further explanation will be provided in Chapter 2. The theory of third places can be
regarded as Oldenburg’s (1989) perspective on how public spaces can help to develop and
foster a resilient and coherent society, as well as address diversity, integration, equality and
engagement issues. Based on Oldenburg's (1989) theory, third places are welcoming spaces
where there are opportunities to interact with like-minded people that everyone can use to
satisfy needs that are unfulfilled at home and in the workplace. Oldenburg (1989) suggested
there are eight characteristics indicative of successful third places: (1) they occur on neutral
ground, (2) are levellers, (3) have conversation as the main activity, (4) are accessible and
accommodating, (5) have regulars who can nurture trust with newcomers, (6) have a low and
unpretentious profile, (7) maintain a playful mood and (8) serve as a home-away-from-home.
However, he emphasised that the features of third places are not limited to those eight
characteristics and should be determined by the regular clientele of a third place. This gives
his theory flexibility, enabling it to be developed and applied in various contexts.
To guide this research, three of Oldenburg’s (1989) third place’s eight characteristics

were selected: That public libraries should 1) be levellers, 2) be conversation spaces, and 3)
feel homelike. These three characteristics were chosen on the basis that they correspond most
closely to diversity and integration, which are the focus of this study. However, this study
also considers the development of the debate surrounding equality and diversity since
Oldenburg (1989), and the possible impact the debate might have had on interpreting the

characteristics of third places (see Section 2.6). Hence, this study accepts the three selected
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characteristics of third places as interpreted by Oldenburg (1989) and in the integration and
diversity literature reviewed in Chapter Two (see Section 2.8).
1.7 Personal reflections upon the research aim and questions

This research has a personal aspect linked to my socio-cultural, political and
educational background. | was born and raised in a densely populated, diverse urban area in
the Middle East. The community in which I grew up is a collectivistic society. It has a solid
community focus embedded in the culture. Group identity is a profound source of pride for
us, and many aspects of our identity are derived from traditional culture and religious beliefs.
Therefore, attacks on those identity elements are considered potentially harmful to the person
and society.

However, our social atmosphere remained conservative and reserved, and the political
atmosphere remained dictatorial during my childhood and early youth. At the time, the
‘ulama’ (council of religious clerics) had a great deal of power and authority over domestic
affairs. Those socio-cultural and political atmospheres shaped and still influence my political
culture and values despite my home country’s massive contemporary cultural and political
shift. My mother still whispers in my ear when she criticises politics even though we are now
guaranteed a level of freedom of speech and democracy that never existed in her youth.
Unconsciously, | occasionally mirror her behaviour.

Nevertheless, my socio-cultural and political background has been challenged since
2014. Since then, | have been moving between English and European countries to pursue my
postgraduate LIS education. I experienced living in the heart of diverse and democratic cities
and studied in their educational system. | had opportunities to be part of challenging socio-
cultural, political, racial and historical debates. | learned that public libraries are potentially a

democratic equaliser and “a haven where we can rediscover the ability to immerse
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[integrate]” (Lauersen, 2021). I also learned that public libraries were established for the
community’s benefit and always survive by the community’s support. The community has the
right to challenge libraries’ approaches to service provision. Still, I encountered public
libraries that are entirely distinct from the enthusiastic image of public libraries that are
proposed in the literature or at library school. I encountered heavily homogenous libraries in
my home country, the UK and the USA,; those libraries look nothing like the diversity of the
wider community they serve.

Due to growing up in a collectivist society and interacting with democratic politics
since moving abroad in 2014, my reaction to library approaches to services provision that
ignores group identity and its influence on the individuals and broader community changed.
Instead of only conversing with like-minded LIS professionals about those issues, | started to
reflect on how the following questions could be transformed into something productive.
These questions are:

e How have the public libraries that | have experienced drifted away from their
purposes?
e \What caused the gap between documents and practice in some of them?
e How can my background be effectively used to enrich the existing LIS debate
surrounding diversity?
From there, this research began to take form. The questions drove my desire to search the
literature on how public libraries services are shaped when it comes to servicing the Arab
ethnic minorities, which shaped my research aims, objectives and questions.
1.8 Structure of the thesis
The following literature review addresses and critically analyses LIS and cross-

disciplinary diversity and integration literature. It also follows threads in the literature
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addressing the role of the public library in a diverse society, library provision for ethnic
minorities, obstacles to library provision for ethnic minorities, ethnic minorities’ library
experiences and related behaviour, and barriers to library usage and information seeking
amongst ethnic minorities. Chapter Two also discusses and critiques Oldenburg's (1989) third
places theory as the theoretical framework guiding this thesis. Chapter Three explains the
methodology used in the study, including an account of the philosophical assumptions
underpinning the study, research approach, methods and implementation, data analysis and
ethical considerations. Following that, the study findings are presented and discussed in
accordance with the main themes that emerged from the data analysis. The findings and
discussion are organised in chapters four and five. Chapter Four presents and discusses the
empirical findings in light of Oldenburg’s (1989) third places theory, and Chapter Five does
so in light of critical diversity literature. Section 5.4 presents an emerging conceptual model
of the developed perspective of Oldenburg’s (1989) third places. Chapter Six concludes the
thesis by summarising the research findings, discussing its contributions, implications and

limitations and offering practical recommendations and ideas for future studies.
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CHAPTER 2: LITERATURE REVIEW
2.1. Introduction

In Chapter One, the public library concept has been addressed from its political
dimension and its impact on shaping the libraries' practices and the manner in which public
libraries handle their duties. However, since this study involves complicated concepts (e.g.
integration) related to the sociocultural and political environment in the broader society, there
is a need to review LIS and cross-disciplinary literature and political documents to understand
the complications that influence the role of public libraries. This is consistent with Hudson
(2017), who commented that the structure of racial domination within the LIS field could not
be effectively challenged until (a) race-related problems within the LIS field are considered as
an extension of, rather than independent of, the system of racial domination that characterises
broader society; (b) LIS academic debate becomes a part of the broader conversations and
movements that address structures of racial domination in other contexts.

In light of the above, this narrative literature review drew on multiple disciplinary
strands to cover three main areas that were structured around the research questions in
Section 1.5:

e How public libraries deal with the conflict of interests between their political position
and their position as public services institutions

e How the concepts of integration and diversity are presented and then practised fulfilling
the core priorities of public libraries in serving minorities, namely Arabs

e How ethnic minorities, specifically Arabs, experience and interact with public

libraries and what struggles they may face in the process.
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To find publications to include in this narrative literature review, keyword or
categorical search terms included “ethnic minorities”, “diversity”, “integration” and “third
places”. Each keyword was searched on its own or in conjunction with "public library or
libraries' and 'Arab,’ such as "integration” + "public library.” To capture a wide range of
articles across different databases, | first searched these keywords using The University of
Sheffield's StarPlus, which allows users to search the university library's digital and print
collections. The following databases cover the subject ‘information studies’, which was the
target of the research: Library & Information Science Abstracts, Library Literature &
Information Science Full Text (H.W. Wilson), Scopus and Web of Science. White Rose
Research Online was also used to search for related theses. Additionally, Google Scholar and
ResearchGate were used to explore the literature.

To identify additional articles, | manually searched the reference lists of the studies
identified during the research process explained above and used the "cited by" feature in Google
Scholar and ResearchGate. ‘Connectedpapers.com’ was also used for the same purpose. Also,
| activated a feature in Mendeley, the reference management software | use, which sent me
personalised suggestions for articles based on my Mendeley library. The inclusion criteria for
publications were:

e Published in English,
e Having a sample that included ethnic minorities for LIS empirical studies, and
e The setting is a public library for LIS empirical studies.

However, in few circumstances, the second and third criteria were not followed. For
example, where the publication focuses on the Arab community, such as Mahlhl's (2020)
dissertation about the academic library experiences of Muslim Arabic-speaking women

international students, it was included because there is a lack of similar studies in the public
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libraries context. Another example is the included studies that explain the use of Oldenburg's
(1989) third places theory in libraries; no known LIS studies that adopted Oldenburg's (1989)
third places theory have ethnic minorities as a sample population. Therefore, there were
instances where | made a decision to include or exclude literature based on what a given
publication can contribute to the focus of this literature review. This narrative literature
review ended up covering peer-reviewed articles, master's and PhD theses, books,
government publications, grey literature, conferences proceedings and policy documents.
This chapter will be organised and structured following three main focuses of the
narrative literature review described earlier in paragraph two. Furthermore, although Chapter
One briefly introduced Oldenburg's (1989) third place as a theoretical framework and a lens
to understand the findings of this research, thorough justifications and explanations about the
framework’s structure and philosophy will be provided. That will lead to the conclusion that
pulls together the main issues identified in the reviewed literature and provides a cohesive

summary of the contribution that this study makes to previous research and the gaps it fills.
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2.2. The dilemma of public libraries’ public position and their provision for minority
ethnic communities

In his book concerning the ethical practice of public libraries, McMenemy (2009)
suggested that one of the most significant challenges to library management is adopting
change. However, the argument mainly seemed to concern changes in the library services. It
was suggested that public libraries should offer minority communities pathways into Britain’s
social life and culture, and provide access to works in their mother tongue or related to their
culture or religion (McMenemy, 2009)

In reflection of McMenemy (2009), Syed (2014) promoted a more direct message
about the adoption of changes in the environment of libraries, stating "As society has slowly
become more diverse, public libraries have adapted to respond to this" (p. 52). From Syed's
statement, there are two issues of concern. Firstly, how public libraries that depend on public
funding (especially council-run libraries) manage to ensure equal access to resources.
Secondly, if public libraries continually adapt to changes in the surrounding society, which is
becoming increasingly diverse, how this adoption may influence their service.

Regarding the first concern, McMenemy et al. (2007) stated that equity of access to
knowledge and information has been an ongoing major concern for the library profession.
This is because the core ethical concern for libraries is to give all users access to information
and resources. The definition of equality of access provided by Gorman (2000) is as follows:

Equity of access ... means that everyone deserves and should be given the recorded

knowledge and information she wants, no matter who she is and no matter in what

format that knowledge and information is contained. It means that one should be able

to have access (either to a library building or from a remote location), that library
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services should assist in the optimal use of library resources, and that those resources

should be relevant and worthwhile. (p. 133)

In relation to the above quote, Usherwood (2007) emphasised that increasing access to public
libraries is a worthy objective, and no library professional worthy of the title would wish to
exclude any group from using public libraries. However, sometimes public librarians’
genuine concern about democracy, inclusion and access equates with a failure on the part of
professionals to meet professional requirements for excellence and quality in the library
service. Therefore, Usherwood (2007) asserted that "Serious attempts to reflect cultural
diversity and promote social inclusion do not have to lead to the ‘Macdonaldization’ of the
service" (p. 122). Instead, LIS professionals should be committed to their core principles or
values of ensuring both equity and excellence. They should also build public library

services on a belief in excellence, social justice and the common good.

Regarding the second concern raised earlier about the influence of the change in the
UK social fabric on library services, from the 1980s onwards, libraries' provision for ethnic
minorities and equality of access to them became a key focus (Coleman, 1981) (see also
Section 1.2.1). Vincent (2009, 2017) offered a historical overview of public libraries and
equality and diversity in the UK, which established that even before this new role, public
libraries have always shaped their role around socio-political changes and changing demands
(see, for example, Lambert, 1969).

From the above argument, it seems that libraries have taken their ever-changing roles
forward and extended their services to cover various formats, supporting the use of
technology and responding to the communities' diverse and changing demands (see Vincent
& Clark, 2020; Vincent, 2009, 2017). Meanwhile, Scott (2011) argued that while providing

access to information remains an essential function of public libraries, over the past twenty
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years, there has been a shift back to libraries as community builders. Scott’s statement raises
the guestion of what was the purpose of the libraries if they were not functioning as a
community’s builders? In respond to this, Coleman (1981) stated that “librarians are confused
about the basic purpose of public libraries ... librarians need to answer the question — who
should libraries be serving and why?” (p.59). By asking those questions, Coleman
emphasised that libraries were not always the community builders that Scott hoped they
would be.

Linley and Usherwood (1998) suggested that a social process audit could be another
way to evaluate public libraries’ social impact qualitatively. Their findings suggested that
over the years, public libraries had performed a series of significant functions that were still
recognised as essential functions of public libraries. These established functions of the library
included education, literacy, information, leisure and culture. The findings of Linley and
Usherwood (1998) also suggest that over the years, the role of public libraries have stretched
from being sources of information to providing care. Summers and Buchanan (2018)
discussed the library’s caring and socio-cultural roles as follows:

Public libraries, by providing a vibrant, inclusive, and trusted community hub for people

from all walks of life to come together to access, share, create, appropriate, and

appreciate cultural resources and materials, can alleviate inequality by enabling wider

cultural consumption, participation, and engagement. (p. 298)

However, public libraries' social and caring roles can be very challenging to deliver
because no community has ever been genuinely homogeneous. Even in the same community,
individuals can differ in their languages spoken, cultural and religious practices and lifestyles.
Yet, cultural differences and the benefits and challenges associated with them have always

been part of the discussion around the fabric of societies (Fish, 1992). As Somerville (1995,
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as cited in Scott, 2011, p. 201) argued, “a gulf of cultural differences can divide communities
in the same way that oceans have traditionally separated continents.” The statement made by
Somerville raises a concern about the deep division that the differences between cultures can
cause in any society. Scott (2011) regarded the consequences of societal division that
manifests as isolation, a lack of well-being and the inability to engage to be one of today’s
social ills that libraries can help to ameliorate.

A country like the UK, which is comprised of 17 ethnic groups (Office for National
Statistics, 2011a), encounters challenges due to the deep division that cultural differences can
cause in any society. LIS practitioners and academics recognise those societal issues. For
instance, Summers and Buchanan (2018) demonstrate the cultural divide in the United
Kingdom and public libraries' role in tackling that. Public libraries were also marketed as
cultural hubs to help develop and foster cultural competencies and connections (Birdi et al.
2012; Robinson, 2020; Summers & Buchanan, 2018). With immigration issues continuing to
grow, a tremendous amount of LIS literature at the national and international levels lends
itself to studying mechanisms that promote a healthy and integrated society (e.g. Johnston,
2016, 2018, 2019; Johnston & Audunson, 2019; Paola Picco, 2008; Varheim, 2011, 2014)
(see Sections 2.3.1 to 2.3.4 for more about this).

From the argument in this section, it seems that public libraries have continually
attempted to provide supportive and relevant services by embracing their ever-changing role.
Yet, their role is fluid. In some cases, they need to provide training. In other cases, they seek
to connect people with resources, each other or information (Scott, 2011). Still, regardless of
their role, the concern with equity underpins public libraries’ objectives, whether in terms of
equity of access (equality of opportunity) or equity between groups and communities

(equality of condition and outcome) (see McMenemy et al., 2007; Linley & Usherwood,
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1998). However, the argument in this section questions whether LIS professional bodies
practice their role independently, and whether documents celebrating the inclusivity of public
libraries have drawn upon critical race and anti-colonial awareness and narratives or built to
serve the political purposes of their funders.
2.3. Definitions of integration and diversity

In Chapter 1, it was argued that as a public service, public libraries have been always
shaped by the political environment in which the library is operating and instituted.
According to Ahmed (2012), the concept of diversity and its related work is institutional
work, meaning it is shaped by the institution’s political prospection. Hence, for the public
library that observes its own ethical standards and promises to serve the public regardless of
the political agenda beyond the institution (McMenemy et al., 2007), the librarians are
responsible for developing their own understanding of diversity and integration. Addressing
the context of dilemmas experienced by the public libraries’ services, McMenemy (2009)
stated “The role of a librarian [in] supporting ethnic minorities is challenging” (p. 55). This
reflects the diversity of the cultural and language needs of minority communities and the
complexity of the political position of the public library. With that in mind, it seems fair to
state that the attempt in this section to make sense of diversity and integration in the context
of public libraries services is shaped by the academic and professional debate of the literature,
rather than the political forces that drive the public libraries services. However, although
some strands can be identified in the literature that to help define and understand diversity
and integration, that does not imply a consensus on defining them. Hence, librarians may face
a dilemma while making sense of the concepts of diversity and integration during practice.
This argument is supported by Phillimore's (2012) and Pszczotkowska' (2021) assertion that

terms like ‘integration’ have been widely used in policy and political and academic debates.
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Still, the meaning of integration differs for different actors based on their viewpoints,
interests, assumptions and values. In this research, the main assumption behind making sense
of the concepts of integration and diversity was made upon the duties of the libraries to give
equal access to information and resources, and the role of the librarians to fulfil the needs of
minority communities by creating a partnership with them (McMenemy, 2009). However,
libraries, like any other institution, are the products of their political environment.

2.3.1. Different lenses of integration

From the political lens, integration has been one of the mainstream policy concepts
that has become almost pervasive across Europe in progressive thinking about immigration
(Phillimore, 2012; Pszczotkowska, 2021). Integration seeks to overcome some of the
problematic connotations of assimilation, but it is often criticised for, in effect, reproducing
assimilationist logic (Favell, 2019; Pszczotkowska, 2021).

For example, in the UK, the initial approaches to integration were integrative ones
that followed a “multicultural route to migrant settlement, accepting, even encouraging,
minority ethnic groups to retain their own culture, identity and language” (Phillimore, 2012,
p.4). Reflecting upon the statement, the term “integration” seemed to be the result of the
raised awareness of the need to include new culturally diverse groups into the social fabric
that was seen as a purely white British society. However, since 2006, integration became
more critical as the backlash against multicultural groups grew; the Home Office took more
of an assimilationist approach to integration, which focused on countering Islamic extremism
and a general policy focus on Muslim communities as being problematic and insufficiently
integrated (Lewis & Craig, 2014; Phillimore, 2012). This discussion shows that integration as
a concept has been impacted by the backlash against multiculturalism in the UK. Those

changes in integration politics play a role in creating the discourse that has not only shaped
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the practices of the libraries, but also the awareness and knowledge of librarians who adopted
the concept and applied it in their daily practices. This claim is supported by the statement of
Freeman (2004), who claimed that “immigrants are mostly managed via institutions created
for other purposes” (p. 948). Furthermore, public libraries have always been a vehicle to
deliver the social-political agenda of the UK government (see Vincent, 2009, 2017).

In 2018, the Conservative government published the Integrated Communities Strategy
Green Paper. The Green Paper acted as the government’s integrated community’s strategy,
which “set out ambitious goals to tackle the root causes of a lack of integration” amongst
diverse community groups, but it also contributed to the clarity of the concept (Ministry of
Housing, Communities & Local Government, 2019, p.7). The Green Paper initiated a shift
back towards integration as a two-way-process and multiculturalism, reverting the UK to the
political view of integration that dominated before 2006. It defined integrated communities as
follows:

Communities where people, whatever their background [from the original community

or arrivals], live, work, learn and socialise together, based on shared rights,

responsibilities and opportunities. Integration is a two-way street. Everyone has a part
to play in upholding these values. This includes not just the people who are already

here, but those who want to make it their home. (p. 10)

From the above definition, communities are meant to exist together; there is always a
way for them to benefit from their differences via sharing, which apparently enriches
communities and makes them grow. The vision of the Green Paper was that integration is not
assimilation. Therefore, according to the policy agenda and related literature, integration was
seen as giving everyone the space to "to feel confident and proud of their identity and heritage

... [and] take advantage of the opportunities that Britain offers ... while recognising and
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valuing their relationship with, and responsibility to ... other groups and ... wider society"
(Ministry of Housing, Communities & Local Government, 2019, p.10).

However, the Green Paper fails to provide an explicit explanation of the role of the
host society in processing integration. Throughout the document, the host society's role is
concentrated on welcoming newcomers and supporting their integration by providing services
and social opportunities. In other words, the host society was not seen as needing to adapt and
integrate. Hence, a question to be asked is who is charged with the task of integrating and
who is not, and why are they not responsible? In fact, before the Green Paper, Phillimore
(2012) warned that "If we cease support for refugees and fail to address the role of hosts in
integration, we increase the likelihood of separatism or marginalisation” (p. 19). This
indicates the gap between political rhetoric and academic debate. An additional problem with
the Green Paper is the absence of the impact of the UK's colonising history on public
institutions, the discourse of racial equality and the attitude of host societies from non-
immigrant backgrounds towards immigrant communities (see Section 1.2.1). For example,
Clough and Quarmby (1978) and Papadogiannis and Collinson (2020) argued that the host
natives did not always welcome immigrants from colonised lands, which impacts integration.
From the discussion in this section, it seems that although academics (e.g. Phillimore, 2012)
were able to understand the integration challenges deeply, advanced political rhetoric
documents (e.g. the Green Paper) failed to acknowledge the roots of the problem, which are
still valid matters. This is apparent through the lack of clarity about the concept and lack of
agreement on the definition of integration or the host society's role in the process.

Through an academic lens, which seemed more advanced compared to political
understandings of the concept of integration as explained earlier, Berry (1994, 1997, as cited

in Phillimore, 2012) perceived integration as a process, and argued that over time both
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migrant groups and host communities change as new values and identities are formed. For
Berry (1994, 1997, as cited in Phillimore, 2012), an individual’s integration is determined by
their interest in both maintaining their original culture and participating in daily interactions
with other groups. Alternatively, they could elect to assimilate, separate or become
marginalised. Klarenbeek (2021) agreed with Beery and insisted the host society has a role in
activating the process. She described an integrated community as “a society in which there
are no social boundaries between ‘legitimate members’, or insiders, and ‘non-legitimate
members’, or outsiders” (p. 903). The problem with Klarenbeek’s understanding is it implies
discrimination between the first group and the second, which could be very tricky for toxic
public institution shaped by racism. This brings to the argument what Ahmed (2012) called
‘performance culture’, so libraries would be looking at the groups that enabled their
performance. Such communities will be preferential to the librarians, because they consume
the libraries services; in other words, they keep the library alive and present. This could mean
that those groups that for any reason have negative perspectives about public libraries, and do
not respond to the libraries’ attempts to integrate, are not the users preferred by the libraries,
so the services available to them would not be the same as the services could be for other
groups.

Beyond this, Klarenbeek (2021) elaborated on the role of what she refers to as
‘insiders’ by arguing that integration is not primarily the outsiders’ responsibility to make it
work. Klarenbeek (2021) mapped the different understandings of two-way integration into
three categories: “(1) Insiders are affected by the integration of outsiders; (2) insiders can
influence the integration of outsiders; and (3) insiders and outsiders integrate with each other”
(p.903). She also argued that only the latter could facilitate a shift away from one-way

integration discourses. The infeasibility of the one-way integration process was amongst the
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justifications she mapped. To her, boundary changes involve changing how people categorise
each other, how people behave towards each other and a change in self-conceptualisation.
Thus, boundary change is logically impossible without modification of the insiders.
Klarenbeek’s (2021) argument echoes earlier work by Mclntosh and Khan (2018) and
Phillimore (2012), which stressed that the responsibility for a cohesive society rests on new
arrivals, established minority communities, the host society, and its institutions. Phillimore
(2012), for example, investigated how integration policy had been implemented in the UK.
She emphasised the role of the host society by stating:
When funds are scarce ... it may be more effective to focus activity on hosts rather than
migrants. With the extent of negative attitudes against refugees and other migrants
(Lewis, 2005), and refugees being willing to adapt and build connections if they feel
secure, activities educating local people about the refugee experience may have a
significant impact on community relations at the neighbourhood level. (p. 17)
Although Klarenbeek (2021), MciIntosh and Khan (2018) and Phillimore (2012) made
a leap in addressing problems in the political discourse of integration, there remain some gaps
that were not addressed clearly in their discussion of integration. For instance, it is unclear
whether outsiders are the weak element in the integration cycle and whether they need to give
up some part of their identity to achieve full integration. In relation to these concerns,
Jonsson-Lanevska (2005) warned against assimilation. Instead, he called for personal
enrichment, where two cultures and two languages exist side-by-side instead of one culture
and language. Elbeshausen and Skov (2004) also confirmed that "public libraries will serve
integration purposes more efficiently if they cease to be bound to integration concepts where
the culture of countries of origin and that of an over socialised actor are centrally placed.” (p.

131)
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Elbeshausen and Skov (2004) and Jénsson-Lanevska (2005) emphasised that to
achieve integration, there needs to be a balance between immigrants’ adaptation to the new
culture, learning a new language and the preservation of their heritage languages and native
cultures. In that sense, promoting and supporting integration in public libraries requires a
clear and deep understanding of the issues related to cultural differences and knowledge of
the actions that libraries can take to become places for those who are looking for mutually
safe spaces. Indeed, putting the weight of integration on the shoulders of ethnic minority
communities' members would not seem fair, considering the vulnerability of their position
compared to the libraries' position. This argument is supported by Coleman (1981), who
declared that "The failure of Public Libraries to provide an adequate service to the
disadvantaged sections of society [minorities], is the result of problems within libraries and
librarians rather than within the people who are described as disadvantaged™ (p. 70).
Coleman'’s statement indicates that the problem of not reaching out to achieve integration
results from library problems rather than those of minority groups. Nevertheless, this opinion
may only be partially adequate since communities are responsible for approaching the
libraries to seek the help they require to better the quality of their own lives. Taking on that
responsibility promotes the minority community's chances of enjoying a richer integration
process, which will be explained more in the upcoming sections.

From reviewing the literature, it emerges that the UK political approach to integration
mostly takes an assimilative stance and operates as if integration is a one-way process
(Papadogiannis & Collinson, 2020; Phillimore, 2012). As Papadogiannis and Collinson
(2020) further explained, British state institutions have approached integration in a patchy
manner. Nevertheless, academic efforts to understand integration have yielded advanced

analyses of a hard-to-define concept. In contrast to the UK political approach to integration,
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academic understanding of integration has stressed its complexity and two-way adaptation
(Phillimore, 2012). However, the lack of clarity of integration as a concept, and consensus on
its definition in the LIS field, raises many concerns about the public libraries' daily practices
and activities, and how libraries and LIS practitioners can develop services and resources to

support integration.

2.3.2 New arrivals and the public library’s role in integration

Before critically analysing the library programme designed to engage public libraries
in integrating the new arrivals and immigrants during the settlement possess, it is worth
addressing the stages that new arrivals go through during the settlement process and the needs
associated with each stage. Shepherd et al. (2018) commented that new arrivals to the country
experience similar informational, psychological and social needs, especially during their
initial transition period. Still, immigrants’ information or integration needs are both diverse
and dynamic, and they can overlap or intertwine (Suh & Hsieh, 2019; Wang et al., 2020).
Those statements bring into the light a different understanding of integration needs, which are
the diversity of needs at the level of the individual (Atiso et al., 2018), the cultural value and
knowledge of the host country (Suh & Hsieh, 2019), the stage of the settlement process
(Caidi et al., 2008; Sirikul & Dorner, 2016), and the individuals’ plans for emigration, future
plans and length of settlement (Atlestam et al., 2011). Thus, the logical approach for
integration is to study needs and demands based on inherent settlement requirements in
various phases of the integration and adaptation procedure (Martzoukou & Burnett, 2018;
Shepherd et al., 2018). As recommended by IFLA (1998)

The level of social integration within a society will also be important in determining the

level of service to ethnic, linguistic or cultural minorities...These factors should be

considered in deciding what is a fair and equitable provision of library services. (p. 6)
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From the above statement, it seemed that the IFLA was aware of the ground that libraries
need to create to understand the complications of their political contexts and the challenge
users face in articulating their needs when it comes to integration. Hence, studying user’s
needs following integration or settlement process has gained some interest in LIS literature.
For instance, Sirikul and Dorner (2016) investigated how Thai immigrants who relocated to
Auckland, New Zealand, obtained information they required during their settlement process.
Sirikul and Dorner (2016) elected to use Mwarigha’s (2002) framework due to its flexibility
and dynamic nature. The framework includes three stages of settlement: immediate,
intermediate and long-term (Mwarigha, 2002); it has established its applicability for
understanding and addressing the various activities, problems and needs related to each stage
of integration. That is one example of research (see also Benson Marshall, 2018; Shepherd et
al., 2018), but it was noticeable from analysing LIS literature that there is no one way of
defining the settlement stages. As a result, the integration needs will vary depending upon the
settlement stage and the way in which the individual arrived in the country. For example,
Mwarigha’s (2002) framework seems to be more suitable for assessing the needs of
newcomers who did not follow the restatement programme pathway, or those who came
though illegal channels, which alter their resettlement stages and information needs.

Beyond the above argument, understanding that there is a wide spectrum of
informational needs is key (Benson Marshall, 2018). However, according to Kennan et al.
(2011), there are two main categories of informational needs, especially when the individual
first arrives: compliance and access to everyday information. Compliance information is
rules-based and it is mostly set by authorities such as the government. On the other hand,
everyday information is based on everyday needs such as employment, health, education,

contacting family and friends (Kennan et al., 2011). Common types of information needs
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during the settlement process are jobs, transportation, socialisation, banking, education, law,
health, housing, and language (Suh & Hsieh, 2019). It also includes information designed to
assist immigrants in maintaining an awareness of the situation in the country of their origin

(Mansour, 2018), dealing with racism or understanding the politics of the receiving country
(Silvio, 2006).

As the complexities of ethnic minorities’ needs are addressed, it is worth critically
analysing the mechanism proposed by public libraries to support the integration process. In
analysing the settlement programmes offered by public libraries to serve the purposes of
integration, literature provides different libraries’ programmes and mechanisms. A common
theme across all of them is tackling the integration gaps, especially the lack of proficiency in
the host society’s main language and meaningful social mixing (Ministry of Housing,
Communities & Local Government, 2019). For instance, using the IFLA Multicultural
Communities Guidelines for Library Services (1998) as a reference point, Paola Picco (2008)
investigated the contribution of public libraries in facilitating the integration of newcomers in
Montreal, Canada. The author identified various library services and classified them as
integration services. These services included:

1. Collections of literature for the newcomers: Newcomers can find practical information
about how things work in their host society through these collections

2. Language courses and computer lab

3. Workshops on French literature: These enable newcomers to improve their French
language and to learn more about Quebecois culture

4. Documentation service: This provides newcomers with information about the
neighbourhood's services

5. Reference services
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6. Resources and workshops for job seekers

The above-listed integration initiatives are designed to tackle the various hindrances to
integration, such as the lack of information about how things work in the host society and the
inability to speak the primary language of the host society. VVarheim (2011) argued the multi-
benefits of those services. To that end, in the early study in 2011, Varheim conducted
unstructured interviews with library directors in the United States of America to explore
public library programmes, including English as a second language, computing and civics,
which were directed towards immigrant communities as potential methods for generating
social capital. His follow-up study in 2014 had the same focus, but it sought the perspectives
of participants (newcomers) in these programmes. Both studies’ findings suggest that library
services that are carefully designed for immigrant populations can facilitate and speed up
trust-building processes, thereby making integration less traumatic for immigrants.

Conversation programmes have also received much interest from public libraries to
support the newcomers’ integration needs (see Johnston, 2016, 2018, 2019; Johnston &
Audunson, 2019). Golten (2019) commented that

The change in the Norwegian Library Act has underlined the necessity of the physical

place and space of the public library, in the sense of a meeting place as in Sennett’s

concept of The Public realm and/or that of Oldenburg’s Third Place. (p. 5)
With Golten's (2019) above comment in mind, libraries are presented as public gathering
places and arenas for discussion and debate between diverse community groups who are
willing to integrate. In Audunson’s (2005) argument, as a society becomes increasingly
diverse, meeting places that allow people to become visible to one another across ethnic,
generational, social and value-based boundaries become increasingly important, and the

public library is probably the best institution that can fulfil such a purpose. Audunson (2005)
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further warned that the absence of public meeting arenas will probably make it difficult to
reach decisions based on democratic deliberation or establish the degree of cross-cultural
tolerance that democracy requires. Golten’s (2019) and Audunson’s (2005) assertions make a
strong contribution to the ongoing debate regarding public libraries’ reshaping their identities.
This debate will be explored further in this research when the theoretical framework is
discussed (see Section 2.6).

The literature reviewed until this point focuses on public libraries' role in offering
minority communities pathways into Britain's social life and culture (i.e. integration)
(McMenemy, 2009). It demonstrates the practical and academic attempts that LIS has made
to understand the complications of integration and the diverse needs of the newcomers for
integration purposes. However, public libraries face another critical challenge in their
institutions when it comes to their other role of offering minority communities access to
works in their mother tongue or related to their culture or religion (i.e. diversity)
(McMenemy, 2009). In the following section, debate is developed to explain the conflicts
surrounding diversity, both as a concept and practice.

2.3.3 Diversity: between political policy and academic research

Reviewing the literature reveals that terms such as diversity and integration have often
been approached in a contradictory manner, especially in political documents (see
Papadogiannis & Collinson, 2020). However, academic discourse provides a way for these
contradictory terms to be reconciled (see Section 2.3.1). For example, Johnston (2016, 2018,
2019) and Johnston and Audunson (2019) identified diversity as one of the many
characteristics of successful integration programmes offered by public libraries. Such a

relationship between the concepts of diversity and integration could also be seen in the origin



40

of diversity as "[it] was originally ... created to justify more inclusion of people who had
traditionally been left out" (Herring & Henderson, 2012, p. 632).

Ahmed (2012) argued that diversity is often the only available concept for addressing
differences within a given institutional environment. But institutions are products of their
social environment. Hence, what is applied in integration can be also applied to diversity,
taking the same sense of interpretation and reasoning each institution offer or accept.
However, for Ahmed (2012), diversity could be the treatment, or as she called it a repair, for
the damage that racism causes to public institution. Still, Ahmed (2012) demonstrated the
lack of consensus on diversity as a definition. She stated

I find that people say, ‘well what do you mean by diversity?’ and so you have people

who are talking about valuing diversity and people who are talking about counting

people who look different... Maybe because it’s still not a tied-down concept. (p. 79)
From Ahmed’s above statement, it appears that diversity can be defined in a variety of ways
if there is no agreed-upon meaning for it. Accordingly, Ahmed (2012) invites public
institutions, including libraries, to shape their meanings of diversity as it suits them since
there is no obligation to adopt a specific meaning. This argument allows public institutions to
use diversity to achieve various purposes and tackle various issues, from diversifying the
institutions’ resources and services to renovating the institutional values. However, at the
same time, the fluid of diversity as a term may result in various assumptions, such as if
diversity becomes an institutional goal, the impact of the history of conflict, racism and
colonialism on a given institution will be undone immediately (Ahmed, 2012). For that, LIS
needs to look “to be the cause of obstruction. ... to get in the way if we are to get anywhere”

(Ahmed, 2012, p. 187).
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Herring and Henderson (2012, 2013) offered a different perspective, stating that only
celebrating and embracing cultural diversity without considering parity, equity and inequality
issues is problematic. They identified three types of diversity: colourblind diversity,
segregated diversity and critical diversity, and argued for the latter. To them, a colourblind
diversity is “based on the premise that it is sufficient to embrace cultural differences amongst
various racial and ethnic groups without acknowledging disparities amongst these groups in
power, status, wealth, and access” (Herring & Henderson, 2012, p. 632). A segregated
diversity “exists when the entire entity (e.g., organisation, community, state, or nation)
becomes more diverse and differentiated within the entity but the dominant groups remain
isolated from subdominant groups” (Herring & Henderson, 2012, p. 633). Although the
segregated diversity perspective acknowledges and incorporates the importance of
proportional representation for people from diverse backgrounds, it does not require equal
representation and parity across all ranks within the organisation, thereby failing to address
inequality (Herring & Henderson, 2012). Unlike the former perspectives, critical diversity
refers to “the equal inclusion of people from varied backgrounds on a parity basis throughout
all ranks and divisions of an organization” (Herring & Henderson, 2013, p. 300). Critical
diversity offsets issues in colourblind and segregated diversity by not being limited to
celebrating and embracing cultural differences but also addressing inequality issues (Herring
& Henderson, 2012).

In the context of LIS, Hudson (2017) defined and criticised diversity and the core
tenets and logic around which diversity has tended to coalesce. He explained that the “LIS
diversity paradigm treats racism largely as a problem of monocultural homogeneity,
identifying multicultural heterogeneity as its vision of racial justice and inclusion as its

central anti-racist framework” (p. 6). Based on Hudson’s argument, LIS diversity remains
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problematic as it perceives racism as liberal, interpersonal error, or individual irrationality. It
also perceives racism as a problem bounded within the space of particular actors, disciplines
or institutions. Therefore, LIS diversity seeks to exercise antiracism from within the
institutional spaces by recruiting diverse staff and providing cultural awareness training
(Hudson, 2017). In other words, LIS diversity is problematic, as it manifests differently from
antiracism and anti-oppression work (Gibson et al., 2017). To Hudson (2017), the structure of
racial domination within the LIS field could not be effectively challenged until (2) race-
related problems within the LIS field are considered as an extension of, rather than
independent of, the system of racial domination that characterises broader society; (b) LIS
academic debate becomes a part of the broader conversations and movements that address
structures of racial domination in other contexts.

While Hudson (2017) did not deny the sincerity and effectiveness of LIS’s current
diversity practice; rather, he argued that effective diversity work is more than just attaining
racial heterogeneity. It is also about the meaningful inclusion and active attention to the
conditions and value within the space and the political, economic and cultural interests
eventually served by its existence, emphasising that being included in a space does not
necessitate having agency within it (Hudson, 2017). On that, Ahmed (2012) commented that
“Diversity [sometimes] becomes about changing the perception of whiteness rather than
changing the whiteness of organisations” (p.34), leading to the argument that whiteness is not
about skin colour, but rather about enforcing accent, cultural capital, attire and a whole
repertoire of behaviours that anyone can adopt to fit in better to whiteness. However, that
does not imply ignoring that under-representation is racism and that systemic or institutional

racism is always at least part of the under-representation problem (Naicker, 2021).
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The above-mentioned argument should be also linked back to the libraries core
principles such as equality of accessing the library services and resources (see Section 2.2)
and neutrality. Regarding equality of access, McMenemy et al. (2007) argued that

It would be churlish to ignore the fact that a belief in the equity of access does not

necessarily equate to equal access for all. As a mission for librarians to achieve it should

remain but, even in the developed world complete equity of access is a myth. (p. 87)
As in McMenemy et al. (2007), Usherwood (2007) argues that no public library can appeal to
everyone at all times, and it is unrealistic to expect any service to provide everything. Due to
this, LIS professionals will have to determine what services they will offer and what they will
not offer. The result will be that some types of services, and certain interests, will be better
addressed than others.

With the above statements and Hudson’s (2017) earlier arguments in mind, neutrality,
as another LIS core principle, can be in a critical spot or as Macdonald & Birdi (2020) stated,
"Neutrality is a much-debated value in library and information science (LIS)" (p. 333).
Indeed, although professional bodies such as the CILIP and IFLA provide some direction for
libraries through their codes of ethics, which insist that “Librarians and other information
workers are strictly committed to neutrality” (IFLA, 2012), the challenge as declared by
Macdonald and Birdi (2020) is there was a failure "To appreciate the variety of contexts in
which it [neutrality] may either help or hinder professional practice, whereas understanding
these ranging conceptions is a vital first step in evaluating neutrality’s worth" (p. 347). In
most cases, literature argues either for or against neutrality instead of appreciating the
nuances in which neutrality may be advantageous or harmful (Macdonald & Birdi, 2020).

Gibson et al. (2017, 2020) criticised LIS neutrality and did not consider it an

acceptable practice for public libraries, arguing that there is no neutral ground when
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discussing racial justice issues. Therefore, they framed neutrality “as a practice in structural
oppression of marginalised groups, as it is characterised by disengagement from (as opposed
to active engagement with) crises within communities of color” (Gibson et al., 2017, p. 754).
In that sense, by framing disengagement as neutrality, libraries absolve themselves of
responsibilities to engage with social movements, such as Black Lives Matter. It follows that
the choice of disengagement (or neutrality) in a time of conflict represents the determination
to maintain the status quo at the expense of one segment of society (Gibson et al., 2017).

Muddiman et al. (2000) also argued against what they conceptualised as a universal
philosophy, which seems to correspond to LIS neutrality. As Muddiman et al. (2000) define
it, the universal philosophy is “broadly based on concepts of equality of opportunity and
access, as opposed to redistribution of resources, targeting and equalities of outcome™ (pp.
40-41). In their argument, by being ‘open-to-all’ and ‘serving everybody’, public libraries fail
to fulfil their role in providing services to ‘disadvantaged’ communities (Muddiman et al.,
2000). Hence, although LIS -in practice- tends to adhere to a colourblind philosophy of social
and political neutrality and upholds ‘open-to-all’ and ‘serving everybody’ as provisions
model, neutrality as a concept - for academics - is problematic since it is not used consistently
in LIS literature, especially when it comes to understanding critical diversity (Scott &
Saunders, 2021).

From another LIS academic perspective, McMenemy (2021) viewed LIS neutrality
“as part of a wider liberal ethic related to individualism and autonomy” (p. 213). His
statement builds upon his earlier claim that “liberal values... have defined librarianship since
its inception” (McMenemy et al., 2007, p. 129). Libraries should, however, prioritise
community rights and needs rather than political rhetoric or philosophy. This opinion is

supported by McMenemy’s (2021) argument that in a bid to protect individual rights and
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freedoms, liberalism, as a political agenda, fails to support the common good; in addition to
failing to take into account communities and their needs, liberalism also fails to consider the
importance of “notions of community, culture, group identity, and religion™ to people’s
identities (p.212). Therefore, McMenemy proposed communitarian ethics as a replacement
for liberal ethics. As he explained, an increasingly polarised world requires ethical
approaches that can both respect aspects of group identity and bring communities together
around a common good. This argument about liberalising public libraries from the political
liberal agenda could be a core argument for public libraries, especially considering the UK’s
increasing concerns about racism and racial disparities (see Commission on Race and Ethnic
Disparities, 2021; Sheffield City Council, 2022). As Usherwood (2007) urged, LIS
professionals should “move on from the position of addressing agendas that have been
suggested by others, to one where it argues what is necessary and valuable” (p. 120). In order
to achieve this aspiration, public library officials will have to articulate the values they seek to
encourage and align their practices, policies and services with those values, even if they do
not coincide with short-term political and/or public priorities (Usherwood, 2007). However,
this topic is very complicated. Thus, it could be a subject for future studies that focus on the
potential for public libraries to be liberated from the political agenda to become more
community-driven institutions (see Chapter Six).

In closing, the findings from the analysed literature and LIS studies suggest that
diversity does not have a specific definition to which public libraries can refer when inclusion
programmes are developed. Indeed, with the institutional and political challenges and changes
of the public libraries environment, libraries core principles seemed to be at risk of
misconception and misconduct. There is still significant scope for improvement in regards to

the meanings of diversity when it comes to library services for ethnic minorities, especially
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newcomers. They are one of the most vulnerable and disadvantaged groups in society,
especially when it comes to understanding and meeting their information and resources needs
as well as providing them with a library space that is neutral. The following section provides
few examples and considers how public libraries managed -in the past- to introduce inclusion

programmes to ethnic minorities.

2.3.4 The public libraries’ inclusion programme

The literature reveals that public libraries have achieved inclusion through various
methods. It also shows that the literature and the debate surrounding diversity and inclusion
are changeable and new perspectives emerge. This section offers a few examples of inclusion
programmes; it also highlights the main criticism of libraries’ inclusion practices.

The LIS literature has approached the topic of inclusion from various angles,
including a) developing library collections, which depict the history, culture and geography of
the home countries of minority ethnic communities. The aim is to promote acceptance and
awareness, and to challenge prejudice, b) tackle prejudice in choice of materials included or
excluded, and c) provide adequate special materials for ethnic minorities according to an
assessment of their needs (Clough & Quarmby, 1978). However, the findings of this literature
review analysis suggest that 45 years since the publication of Clough and Quarmby’s (1978)
work do not seem enough for public libraries to achieve Clough and Quarmby’s (1978)
vision. This is maybe related to the argument presented in earlier sections that consider how
the practices of public libraries were influenced by the institutional understanding of diversity
and integration (See, for example, Section 2.3.3). Taking this argument further, inclusion
seems to be the manifestation of diversity demonstrated by library services (see Hudson,
2017). Hence, there was not clear definition or guideline how diversity should be tackled,

libraries found themselves in dilemma when it came to practice.
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A wealth of literature in various research contexts have investigated public libraries’
diverse approaches to including and representing ethnic minorities (see, for example, Baker,
2012; Clough & Quarmby, 1978; Cooper, 2008; Dancs, 2018; Dilevko & Dali, 2002;
Hansson, 2011; Hill, 2018; Josey & Abdullahi, 2002; Roach & Morrison, 1998, 1999;
Rodrigues, 2006; Shoham & Rabinovich, 2008; Thorpe & Galassi, 2018; Zhou et al., 2019).
An analysis of them revealed a set of problems in the current practice of inclusion in public
libraries. For example, the first problem was confirmed by Grossman et al.’s (2021) narrative
literature review of thirty-one empirical studies published in English between 2000 and 2020
about immigrants’ use of public libraries. The outcomes of Grossman et al. (2021) suggested
that the accessibility of library stock in the immigrants’ heritage language (i.e. multicultural
collections) is frequently criticised as being insufficient by immigrant library users; however,
multicultural collections are essential to achieve inclusion. Indeed, the multicultural stock
might assist individuals with overcoming social problems and integrating more smoothly into
the receiving country (Birdi et al. 2012; Dancs, 2018; Lin & Boamah, 2019; Paola Picco,
2008). Another related problem was raised by Mansoor (2006). He argued that libraries in
white areas sought to promote multicultural texts that reflected the multi-ethnic nature of
Britain in order to reinforce tolerance and cultural diversity among their users. Still, this work
tended not to be a priority, as libraries still struggle to provide ethnic minority groups with the
required services.

Like Mansoor (2006), Birdi et al. (2012) also raised concerns about the extensive
focus on providing library collections in immigrants' heritage language, rather than reflecting
a multi-ethnic Britain in libraries collection in the mainstream language. Birdi et al. (2012)
argued that there is certainly a need for material in different languages for long-established

and newly-arrived immigrant communities. It is crucial, however, that ethnic minority
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provision does not stop there. The authors explained that many individuals of today’s ethnic
minorities were born in the UK and, as a result of having been educated in the UK, many
have an excellent command of the English language. Therefore, their interests may have
evolved from linguistic to cultural, and they may be primarily interested in learning about the
culture of their mother country or reading books that describe their experiences as ethnic
minorities in the UK. Birdi et al. (2012) further argued that exposure to literature about other
ethnic cultures may benefit all community members, which is especially relevant today when
social fragmentation in some areas is extremely high. As Usherwood (2007) explained, public
libraries should provide the opportunity for everyone to become familiar with the
fundamental ideas, art and literature of their own country as well as those of the many
fascinating cultures beyond. Through the provision of such a service, people can better
understand each other and the world around them.

In addition to the above criticisms, no clear boundaries are identified in the LIS
literature between library services for inclusion or integration. In other words, the same
library programme may be perceived by different studies as being an integration or inclusion
programme depending on the perspectives or meaning of inclusion or integration adopted in
each study. For instance, in Paola Picco’s (2008) study, Multicultural libraries’ services and
social integration: The case of public libraries in Montreal, Canada, language courses were
classified as integration services. Additionally, he classified the multicultural collections,
newspapers in other languages and the cultural activities, as inclusion services that help
immigrants to remain connected to their original cultures and do not promote the integration
process of the immigrants. In contrast, Johnston (2018), in his study, the use of conversation-
based programming in public libraries to support integration in increasingly multi-ethnic

societies, argued that language learning might be considered assimilative due to the focus
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being solely on the receiving society’s language. Furthermore, library programmes could be
seen to support integration only if they uphold some characteristics, such as offering
opportunities for ethnic minorities to bring their experiences and ethnic backgrounds into the
conversation (i.e. equal status contact) (Johnston, 2018).

Until this point, there are still complicated issues to offer, including the barriers that
prevent public libraries from effectively addressing the needs of all community groups. The
argument until this point holds libraries accountable for achieving integration and inclusion
(see Section 2.3.1). However, the analysis of the LIS literature shows that number of factors
determines the extent to which public library services can contribute to the social exclusion
agenda and meet professional standards of excellence and equity. These factors include how
public libraries are managed, government policies and other factors outside the immediate
control of professional staff (Usherwood, 2007; see also, Connaway et al., 2021; Davies,
2013; Dilevko & Dali, 2002; Linley & Usherwood, 1998; Muddiman et al., 2000; Rodrigues,
2006; Syed, 2014; Van Riel et al., 2008; Vella, 2018; Vincent, 2021). There also questions
about what accountability the communities have in response to library inclusion and
integration programmes. The next section explores the extent to which communities are
described in the literature as responsive to library programmes.

2.4 Ethnic minorities’ involvement with library programmes

This section explores in greater detail some of the ideas raised in the reviewed
literature concerning the involvement of ethnic minorities with library programmes and
services. Indeed, it is helpful to highlight that the patterns of involvement with library
programmes vary between different groups of ethnic minorities or between ethnic minorities
and the host community. Moreover, ethnic minorities' perceptions and understanding of

public libraries are diverse.
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For example, Shepherd et al. (2018) distributed a survey amongst recent immigrants
and refugees to Canada, who self-identified as such and had arrived within the past decade to
examine how they used public libraries. The results were compared to the findings of an
earlier survey carried out by the library to investigate library usage amongst the general
library-user population. The findings showed that activities of the two populations were
similar in the use of the collections and computers. However, the pattern of usage of the
library facilities and services amongst new arrivals varied from that of the general library-user
population. Newcomers used libraries as a place for reading, studying and meeting with
others and were more frequent users of a broader range of library services than the general
library-user population. Additionally, newcomers visited libraries more often, stayed longer
and were heavier users of library services than the general library-user population.

The findings of Shepherd et al. (2018) echo the results of the earlier study by Berger
(2002). Berger (2002) reported on the survey carried out in 2001 titled Refuge for
Integration: A Study of how the Ethnic Minorities in Denmark Use the Libraries; it explored
how ethnic minorities in Denmark used public libraries. Berger also compared the pattern of
public library usage between the population in general and ethnic minority communities.
Although Shepherd et al. (2018) and Berger (2002) had different samples and research
contexts, they reached the same conclusions. The two studies suggested there are similarities
in the patterns of library usage amongst ethnic minorities, which is worth consideration by
service providers.

In addition to the above, the reviewed literature reveals two main patterns of library
usage amongst ethnic minorities that are worth noting. First, the internet and IT services, in
general, were reported to be services most often used by ethnic minorities; in some cases,

these facilities were the primary motivation for visiting public libraries (Atlestam et al., 2011;
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Berger, 2002; Shepherd et al., 2018). That is not unexpected, as Yoon et al. (2020) affirmed
the association between racial/ethnic minority status and access to technology, creating a
digital divide. Second, ethnic minorities rarely used the catalogue services, as they tended to
believe that what was on the shelves was all that mattered (Atlestam et al., 2011). As
Atlestam et al. (2011) clarified, even if the catalogue was in the user’s native language, they
preferred to search the shelves for themselves and rarely sought help, which might hinder the
librarians’ ability to introduce the catalogue to them. Echoing Atlestam et al. (2011), Muslim
Arabic-speaking women international students in the study undertaken by Mahlhl (2020)
expressed reluctance to ask academic library staff for help, because their cultural norms do
not encourage them to ask for help as adults (asking for help is for children). Knowledge of
such behaviours are essential for researchers studying newly arriving ethnic minorities, or for
public libraries interested in catering for or facilitating ethnic minorities’ use of libraries. For
example, knowing that library users from ethnic minorities are active users of the internet and
IT services, libraries can promote inclusion and integration by providing multicultural online
resources or multilingual keyboards.

In addition to the above discussion, ethnic minorities’ perceptions and stereotyped
expectations of public libraries influence their use of them (see Section 2.5). In this vein, Dali
(2021) argued that libraries can improve their services and programs for immigrant
communities by learning how immigrant readers see public libraries in their host countries.
That understanding can also assiss libraries to consider

e The ways that they project their image to culturally and linguistically diverse
community groups

e How they are seen through the offered services, programmes and resources
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e The effect that libraries’ physical appearance, the building and general atmosphere
have on migrants
e \What stereotypes persist in the public perceptions
e The personal qualities and professional qualifications of librarians that immigrants
expect
e How readers who are looking for deeper spiritual and cultural engagement with
libraries relate to them (Dali, 2021).
Therefore, the perceptions held by ethnic minorities about libraries either in their home
countries or receiving countries are worth considering. Dali (2021) made one of the main
contributions in tracing the changes in the library’s image, which occur alongside geographic
and socio-cultural migrations. She investigated the image held by Spanish-speaking
immigrants and migrant readers in Canada and the USA of libraries in their home and host
countries. Her study resulted in the formation of a new typology of the image of the library
that consists of four different elements: the cultural image (libraries are symbols of culture),
the functional image (libraries are like workshops and access points for diverse and free
information), the humanistic image (libraries are social and meeting places that make people
happy) and the ideological image (libraries support intellectual freedom and the foundations
of democracy). To varying degrees, each image was upheld by participants in their home
countries and North America. There was high agreement on the humanistic image of the
library and high disagreement on ideological aspects of the library image in their home
countries and North America.
However, Dali (2021) did not focus on the impact of demographic characteristics and
factors, like the length of residency, on the library's images. Several themes, nevertheless, can

be identified in earlier studies. For instance, ethnic minorities have often considered libraries
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to be a sanctuary (Berger, 2002); “as safe, socially acceptable places to relax, study or meet
other people” (Shepherd et al., 2018, p. 593). However, the image and use of public libraries
can differ according to several variables, such as age, gender, pre-immigration library
experience and length of residence. For instance, in Berger (2002), while elderly men and
youngsters viewed libraries as sanctuaries, they still upheld various precise images or
perceptions of public libraries, thereby using libraries for different purposes. For example,
older male users considered libraries to be a meeting place (like a teahouse or coffee shop)
where they could relax, meet friends or read magazines in their native language. On the other
hand, young users saw libraries as alternatives to youth centres, where they could use the
internet and other IT services (Berger, 2002).

Gender identity also seems to influence the image and usage of public libraries. For
instance, unlike male library users, due to their families' conservative culture, females in
Berger (2002) saw libraries as “a place of refuge” or “legitimate sanctuary” outside their
families (p. 83). According to Berger (2002), the participation of girls in social activities may
be limited in some conservative ethnic communities. However, public libraries were
perceived as respectable places where ethnic minority parents let their daughters stay
unsupervised. Therefore, public libraries were appreciated by females and used as a place to
chat, meet friends and use the internet without being controlled by male family members.
Similarly, women from Iran, Afghanistan and Kurdistan participating in the study conducted
by Audunson et al. (2011) argued that going to public places, such as cafes and cinemas, was
hard because of their conservative male family members. However, visiting the public library
did not create any family conflict. Therefore, public libraries remained amongst the few safe
and acceptable places where they could perform various activities or establish contact with

strangers.
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From another perspective, newly arrived individuals in their receiving countries might
see public libraries as a resource for integration into that country. In contrast, individuals who
have been in their receiving countries for many years might see libraries as cultural
institutions. In turn, new arrivals would be more likely to desire resources, such as non-fiction
books and language learning materials, while long-established members of immigrant
communities might require fiction from their home countries and cultural programmes
(Atlestam et al., 2011).

The last realisation concerning the images and perceptions of libraries and library
usage patterns is that none of them is stable. For instance, Mahlhl (2020) found most
participants first worked with libraries and librarians according to their past library
experiences. Eventually, they changed their behaviour to become more like that exhibited by
Americans. For example, some participants used not to ask library staff for help. Later, their
experiences led them to change their behaviour and thoughts as they started to seek help and
spoke with librarians if they needed assistance. Similar to Mahlhl (2020), Shoham and
Rabinovich (2008) found that immigrants from the former Soviet Union and Ethiopia used
public libraries in Israel more often than they did in their countries of origin, meaning their
interaction with libraries shifted post-immigration. Still, that is not always the case. As
Mahlhl (2020) further explained, some of the participants shaped their world based upon
imagined perceptions and stereotypes rather than as consequences of actual experiences. For
instance, one participant would not ask for help because she perceived that the library staff
would not treat her well. She created her small world within the larger American world that
challenged her; thereby, she missed out on library services that could have helped her.

To summarise, the pattern of public library use amongst ethnic minorities is distinct

from the general population. Additionally, perceptions and use of public libraries across
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ethnic minorities differ depending on an individual’s unique personal characteristics.
However, there is no assumption that ethnic minorities are either alike or are pretty different
from one another or the general user population. Still, the patterns of involvement with
libraries highlighted in this section and images of libraries are an important consideration in
addressing the gap between what libraries provide and what the community expects. The
American librarian and writer, Nancy Pearl, an interviewee in Scott (2011), argued the issue
in public libraries is not about librarians knowing what the library offers. Rather, the problem
is the disconnection between what librarians see the library offer and what the public
understands the library has to offer. To develop a broader understanding that can fill this gap,
there has to be an exploration of the information behaviour and practices of ethnic minorities
including the Arab community, and what may cause their reluctance to use public libraries.
The following section debates some of the barriers that seemed to influence on the
communities willing to engage with the public libraries’ activities and programmes.
2.5 Potential barriers to ethnic minorities using public libraries

Barriers to seeking information or the take up of library services have been defined
and classified differently across the literature. Caidi, at el. (2010), for example, divided them
into structural and social barriers. Structural barriers included language proficiency, learning
how systems work and limitations resulting from individuals’ immigration status. In contrast,
social barriers involved social isolation, differentiation in cultural values or understandings
and communication difficulties. Additionally, Wang et al. (2020) divided barriers to
information acquisition into language, culture, the digital divide, unfamiliar information
systems and psychological factors. Others, such as Savolainen (2016), divided barriers as
being either internal or external to the information seekers. Internal barriers originate from

within the individual. On the contrary, external barriers originate outside the individuals.
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They can be subdivided into spatial, temporal or socio-cultural. Savolainen (2016) focused
particularly on those socio-cultural barriers, which he subdivided into six categories. The six
categories include “barriers due to language problems, barriers related to social stigma and
cultural taboo, small-world related barriers, institutional barriers, organizational barriers, and
barriers due to the lack of social and economic capital” (p. 52). According to Savolainen
(2016), those socio-cultural barriers “are man-made constructs originating from social norms
and cultural values. They have mainly an adverse impact on information seeking by
restricting access to information sources and giving rise to negative emotions” (p. 52).
Savolainen’s (2016) classification harmonises with some of the barriers identified within the
UK-based literature, which categorised barriers to the take up of library services by new
arrivals as institutional, personal and social, perceptions and awareness and environmental
(City of Sanctuary UK, 2021; DCMS, 1999).

While all the previous classifications of barriers to the effective use of public libraries
by ethnic minorities are valued, Savolainen's (2016) method is more flexible and logical than
those proposed by others, like Caidi et al. (2010) and Wang et al. (2020). Savolainen (2016)
agreed with Dervin (1999) that “Barriers to information seeking and use be defined by actors
in situated moments and not be assumed to be of any particular kind but rather of multiple
kinds” (p. 745). Savolainen (2016) further explained that such constraints are inextricably
intertwined and multifaceted; they may be context-specific in nature and could vary
considerably. Common obstacles that emerge in the LIS literature can be classified according
to Savolainen’s (2016) internal and external categories. This section will explore these
multifaceted barriers and focus on how they are inextricably intertwined.

From the reviewed literature, it is evident that library resources, accessibility, staff and

bureaucracy are the most common barriers to ethnic minorities using and taking up library
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services. Insufficient resources being allocated to libraries were amongst the criticisms that
can affect the use of public libraries or information seeking. Insufficient resources manifest in
the unavailability of specific information resources (Sirikul & Dorner, 2016) or collections in
mother tongue languages being too small, too old or completely absent (Berger, 2002; Sirikul
& Dorner, 2016). Linley and Usherwood (1998) attributed collection-related issues to
financial restrictions, which did not only result in out-of-date materials but also inadequate
buildings and a lack of investment in appropriate IT applications. Collection-related issues
necessitate recalling the argument about racism and white privilege and the question of who
makes decisions concerning developing the collection. Indeed, it needs to be determined to
what extent this argument can be linked to the debate mentioned in Chapter 1 (see Section
1.3.2), where the correlation between funding minorities’ communities and the absence of
statistical information is highlighted.

In addition to collection-related barriers, the accessibility of libraries, which overlaps
with other widely reported external obstacles such as time and distance, were also deemed
significant impediments. Individuals attributed their reluctance to use public libraries to the
distance between the library and their place of residence (Tanackovic et al., 2012) and a lack
of time to visit the library (Sirikul & Dorner, 2016; Tanackovic et al., 2012; Yoo-Lee et al.,
2016). Whilst the lack of time might be connected to personal commitments, such as work
(Sirikul & Dorner, 2016), in Mutshewa et al. (2010), the lack of time was attributed to the
daytime opening hours of the library, which coincide with when people are most likely to be
engaged in livelihood activities. Thus, funding cuts from the UK’s government from 2010
onwards have had an impact on the number of branch libraries and their opening hours,
contributing to issues of library accessibility (see Casselden et al., 2015; Davies, 2013; Vella,

2018).
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In relation to the perceptions of library staff, participants in the reviewed studies
reported high satisfaction levels with the library service team and were only minimally
critical of staff (Berger, 2002; Sirikul & Dorner, 2016). However, immigrants frequently
criticised the demographic profile of library staff, noting that they often did not reflect those
of immigrant library users (Grossman et al., 2021). While researchers, such as Rodrigues
(2006), Van Riel et al. (2008), Syed (2014) and Zhou et al. (2019) spoke in favour of staff
training, others perceived diversity of staff as not only pragmatic but also symbolic (Berger,
2002; Velez, at el., 2022). Atlestam et al. (2011) stated a diverse staff would represent a sense
of security and a symbol of career success, as it has linguistic, psychological and symbolic
values. Furthermore, the study by Velez et al. (2022) found evidence of an association
between recruiting Hispanic staff and an increased use of libraries amongst Hispanics. That
association was affirmed by other authors studying ethnic minorities and by the ethnic
minorities themselves. For example, Hill (2018) attributed the success of the Richmond
Public Library in Canada in serving immigrants, especially the Chinese community, to
various factors, including the diversity of its staff.

Additionally, participants in the Danish (Berger, 2002), Swedish (Atlestam et al.,
2011) and New Zealand (Sirikul & Dorner, 2016) studies called for greater staff diversity for
linguistic, psychological, or symbolic reasons, which affirm the influence and importance of
staff diversity in public libraries. In the UK, the whiteness of the library workforce is gaining
significant attention as the information workforce suffers from low ethnic diversity, with
96.6% of the workforce identified as white (Hall et al., 2015). In turn, CILIP launched the
Community, Diversity and Equality Group that sought to develop a heterogeneous library and
information labour force (CILIP, n.d.a) and the BAME Network to address the “under-

representation of People of Colour within the library and information workforce” (CILIP,
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n.d.b). In addition to the above common external barriers, other minorly reported issues
related to individuals’ social conditions, such as ineligibility for a library card, seem to
influence library usage (Yoo-Lee et al., 2016).

Regarding internal obstacles, insufficient language proficiency was deemed as the
most significant obstacle (Atiso et al., 2018; Martzoukou & Burnett, 2018; Sirikul & Dorner,
2016; Yoo-Lee et al., 2016). Insufficient language proficiency is usually due to recent
migration experiences or being a housewife with few opportunities to use the receiving
country’s local language (Ganassin & Holmes, 2020). The influence of insufficient language
proficiency is profound, as it is primarily linked to addressing needs, well-being and
community engagement (Martzoukou & Burnett, 2018). It may also impact communication
with library staff and the usage of library resources and may lead to discomfort when asking
staff for help using the library’s services (Sirikul & Dorner, 2016).

Other awareness- and perception-based internal barriers could also hinder the take up
of library services. For example, members of ethnic minorities, in the reviewed studies,
attributed their low or non-existent use of the library to their unawareness of the range of
library services and resources or even of its potential existence (Atiso et al., 2018; Petr, 2004;
Sirikul & Dorner, 2016; Tanackovic et al., 2012). Awareness-related issues could be
attributed to a lack of advertising or the educational level of individuals (Petr, 2004). It also
could be connected to individuals’ perceptions and expectations of public libraries. Various
misconceptions exist in the community, which influences their relationship with libraries. As
Martzoukou and Burnett (2018) argued, sometimes difficulties relate to a lack of
understanding of the systems in place, rather than how the local community has reacted to the
needs. Linking to that, various LIS empirical studies found that past experience with public

libraries could affect individuals’ understanding of them (Audunson et al., 2011) and “new
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arrivals bring with them their past experiences with public institutions in their home
countries” (Shepherd et al., 2018, p. 586).

For instance, Audunson et al. (2011) reported on the role of public libraries in the life
of immigrant women from Iran, Afghanistan and Kurdistan. Findings suggested that their
perception of public libraries differed according to pre-immigration experience with libraries.
Indeed, many individuals may come from countries that do not have public libraries.
Therefore, they do not understand the purpose of libraries (Scott, 2011; Usherwood, 2007).
Others may have public libraries in their home countries but have negative or unfulfilling
experiences with them. For instance, some Muslim Arabic-speaking women international
student participants in Mahlhl’s (2020) study did not use American academic libraries,
because their cultural norms said libraries are only for books. In Ghana, libraries are primarily
considered resources to fulfil the educational information needs of students (Atiso et al.,
2018). Therefore, as Scott (2011) highlights, individuals who have had a negative experience
with libraries prior to immigrating are less likely to seek out libraries for help upon arriving in
their receiving countries. In addition to the above common internal barriers, another reported
issue is suspicion or mistrust of authority (e.g., the government and their public institutions),
which influences decisions to access to information or library usage (Caidi et al., 2008).

In summary, the reviewed literature reveals that there are various internal and external
obstacles that influence ethnic minorities' use of public libraries. However, those barriers can
be influenced by the individual’s demographic, socio-cultural and political background,
meaning each community group may face unique obstacles. Thus, there remains ambiguity
about the barriers to connecting effectively with public libraries faced by groups, like the
Arab community, that have not been studied in depth. Mahlhl (2020) attempted to address

those knowledge gaps by using academic libraries to investigate the barriers experienced by
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Muslim Arabic-speaking women international students. It is unclear whether Mahlhl's (2020)
findings can be extended to other Arab immigrants in a different context, such as economic
immigrants and refugees (see Section 1.3.1).

It is also unknown how Arabs' pre-immigration political or socio-cultural
environments influence their relationship with public libraries. The literature demonstrates
that some Arab countries are non-democratic (Almudarra, 2019; Ha & Shin, 2016; Josua &
Edel, 2021). Furthermore, LIS researchers, such as Keseroglu (2016), confirm that each
public library system is established and developed within the framework of the laws of its
country and it functions according to the country's political tradition. Therefore, "In...
countries where democracy... [is] not upheld, it is questionable whether "true" public libraries
can actually be said to exist, because there the criteria for democratic libraries cannot be met"
(Keseroglu, 2016, p.182) (see also Section 1.2.1). Despite a thorough search of the literature,
| failed to find any LIS empirical study that explains the role of public libraries in countries
ruled by dictators, and whether living in those countries before immigrating to more
democratic countries influences immigrants’ usage of and perceptions of public libraries as
democratic spaces within civil society.

2.6 Oldenburg’s (1989) Third Place as a theoretical framework: an overview

According to Oldenburg’s theory, a third place represents our informal public life and
should meet other needs that work and home do not satisfy. Oldenburg (1989) demonstrated
that a third place must exhibit the following eight characteristics to attract people
successfully:

1. Happen on neutral ground: places where "individuals may come and go as they please

... hone are required to play host, and ... all feel at home and comfortable™ (p.22).



62

2. Be levellers: inclusive places that are accessible to everyone. These places do not
require anyone to meet certain criteria or be of a specific social rank to gain access.
3. Have the conversation as the core activity: places that facilitate, value, and nurture
informal and sociable dialogue.
4. Are accessible and accommodating: places that are accessible in terms of time and
location. As a result, individuals are able to easily access the place after completing
their family, academic or professional commitments.
5. Have regular visitors: over time, some people become frequent visitors who give the
third place its identity and characteristics and foster trust among new users.
6. Maintain a low profile: places where the profile is unpretentious, the places are plain,
and visitors are not required to dress up fashionably or officially.
7. Keep a light and playful mood that encourages people to come back.
8. Are like a home-away-from-home: the environment of a third place is familiar and
congenial and makes visitors feel like they belong to the place (Oldenburg, 1989).
The above eight characteristics of third places revolve around “Creating opportunities
for social inclusion and interaction, including conversation as the main activity, accessibility
and accommodation, a playful mood and a sense of belonging-a home-away-from-home”
(Dalmer et al, 2020, p.24). Oldenburg (1989) emphasised that third place’s features are not
limited to those eight characteristics and are “determined most of all by its regular clientele”
(Oldenburg, 1989, p. 42), giving the theory flexibility to be further developed and applied in
various scenarios and research contexts.

It is interesting though that Oldenburg (1989) did not mention public libraries in his
book, which might be attributed to two possibilities: at that time, libraries were not regarded

as a convivial establishments, or Oldenburg's experience with them was unlike that of third
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places (Wood, n.d., 2021). Despite that, over time, society has found other third places than
those Oldenburg (1989) listed in his books, such as public libraries, which are arguably in the
perfect position to become good third places, simply because of what they are and how highly
they are used (Wood, 2021). Buschman and Leckie (2007), for example, enrich the LIS
literature with a diverse and comprehensive collection of essays on the library as a physical,
intellectual and social place. Although the essays provided do not “exhaust the application of
the theoretical ferment around space and place as it applies to libraries”, they demonstrate that
the topic (i.e. libraries as a place) has historically found its place in LIS literature (p. 22). A
theme running through these essays (Buschman and Leckie, 2007) is that libraries have a
value for their users that extends far beyond mere access to material or places in which to

read them. For example, for the African American community, the Greensboro Carnegie
Negro Library was not only a place to check out books and read them. During its existence
(from 1904 to 1964), the Greensboro Carnegie Negro Library served as a gathering,
negotiation and decision-making place for community leaders and members and as a place for
everyone to improve their lives. Thus, it was described as "the fruit and root of the
community” (p. 79).

Similarly, contemporary LIS literature argues that libraries meet the definition and
characteristics of third places by being free, accessible, welcoming, non-stigmatised and
open-to-all (e.g. Audunson, 2005; Bruxvoort, 2018; Harris, 2007; Lawson, 2004; Leckie &
Hopkins, 2002; Richter, et al., 2019; Riggs, 2020; Scott, 2011). LIS practitioners and a few
researchers, such as Leckie & Hopkins (2002), Pajouh et al. (2014), Lin et al. (2015) and
Lovell (2022), have used Oldenburg’s (1989) third place theory to emphasise the significance
of public libraries and the various roles they play in their communities. Irrespective of the

findings of those studies, all of them relied on Oldenburg’s third place theory to explain the
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shifting role of public libraries from the ‘palace of books’ model towards a ‘people’s palace,’
where people gather primarily to learn, think, explore, play, reflect and socialise. Still, those
studies varied in how they utilised Oldenburg’s (1989) third place theory, affirming Fuller-
Gregory’s (2020) argument that “there is no one path forward in reimagining libraries as third
places, rather there will be many stories that start with the common narrative of a
community” (p. 11). However, those LIS studies adopting Oldenburg's third place as a
framework can be criticised for not acknowledging that Oldenburg's third places theory was
published in 1989. Since 1989, the discourse surrounding diversity and equality has changed,
which could influence the interpretation of the eight characteristics of Oldenburg's third
places. This topic will be discussed later in this section. No known LIS study also has
considered the potential of Oldenburg’s (1989) third places theory in addressing issues of
diversity, integration, equality and library engagement amongst ethnic minorities.

Post-COVID-19, the assumptions underpinning third place gained more popularity in
the context of public libraries. For instance, in the four-year strategy for Scotland’s libraries
(between 2021 and 2025), public libraries were regarded as communal living rooms putting
them at the heart of the COVID 19 recovery (Brown, 2021; The Scottish Library and
Information Council, 2021). Also, as stressed in the 2021 report: New Model Library:
Pandemic Effects and Library Directions, the COVID-19 has reaffirmed the significance of
libraries' physical spaces, as library leaders were pressured to remain open and ease building
restrictions. Therefore, library leaders planned to redouble their efforts to make gathering
spaces more inviting and welcoming (Connaway et al., 2021). Similarly, Wood (n.d.) stressed
that the pandemic highlighted the value of third places.

The above discussion demonstrates that Oldenburg’s (1989) third places theory is a

valid view of inclusion; the suggestion Oldenburg offered could be accepted by public
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libraries interested in developing their vision of integration and inclusion. Nevertheless,
thirty-four years after the theory was published, tremendous changes have taken place in the
social-cultural and political contexts, reshaping libraries as political institutions. Those
changes can impact how Oldenburg’s (1989) third places’ characteristics are understood. To
illustrate this argument, the ‘levellers’ and ‘home-away-from-home’ characteristics of
Oldenburg’s (1989) third places will be analysed and critiqued as examples.

Example 1: Starting with “home-away-from-home,” Oldenburg (1989) considers
home-like third places to offer a congenial and familiar environment. They radically have
different settings from home. Still, they are “remarkably similar” to good homes in the
“psychological comfort and support” that they extend (Oldenburg, 1989, p. 42). Oldenburg
(1989) used David Seamon’s five criteria against which he assessed and articulated ‘home-
like’ as a criterion of third places. In Oldenburg’s (1989) interpretation, criteria of ‘at-home-
ness’ include

e Rooting people: a third place provides a physical centre around which
individuals organise their coming and going,

e Appropriation: regulars of a third place refer to it as theirs and feel like they
are part of it,

e Regeneration: third places are ideally suited for social and spiritual
regeneration,

e Freedom to be: regulars of a third place feel at ease, and that involves
expression of personality exhibited in expressive behaviour, such as joking.

e \Warmth: the warmth of third places emerges out of friendliness, support and

mutual concerns.
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Oldenburg’s (1989) above explanation of home-like third places is enthusiastic and
well within public libraries’ environment that is perceived as safe and welcoming (see Section
2.4). However, Sarup (1994) argued that “The notion of the home is not the same in every
culture, and... the meaning of a metaphor used in the 1930s is not the same as its meaning in
the 1990s” (p. 95). Given Sarup’s (1994) statement, the Arab community in Sheffield may
interpret ‘home-like third places’ differently from what Oldenburg, who was a Swedish-born
American, envisaged thirty-four years ago.

Example 2: ‘Leveller’ as a concept is political. It was first used to refer to “one of a
group of radicals arising during the English Civil War and advocating equality before the law
and religious toleration” (Merriam-Webster, n.d.). At the time, Oldenburg (1989) defined
‘leveller’ places as those accessible to the public and not requiring people to meet specific
criteria or be of a particular social rank to gain access. Linking being ‘levellers’ to Griffin’s
(2008) distinct periods of human rights can help to highlight the social-cultural and political
changes and their implication in Oldenburg’s (1989) third places theory. Griffin (2008)
identified three different periods of human rights that can help follow the main trends and
shifts in political and societal understanding of equality:

The first generation consists of the classic liberty rights of the seventeenth and

eighteenth centuries—freedom of expression, of assembly, of worship, and the like. The

second generation is made up of the welfare rights widely supposed to be of the mid-

twentieth century though actually first asserted in the late Middle Ages—positive rights

to aid, in contrast, it is thought, to the purely negative rights of the first generation. The
third generation, the rights of our time, of the last twenty-five years or so, consists of

‘solidarity’ rights, including, most prominently, group rights. (p. 256)
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The way Oldenburg (1989) defined 'leveller’ corresponds to the core principle of public
libraries as public services that have a legal duty to welcome all. It also corresponds to the
first-generation rights, which revolve around classic liberty rights. More contemporary race-
related and equality-related debate focuses on group rights. For example, LIS literature argues
the rights for ethnic groups to have access to various library resources and services related to
their cultural and linguistic heritages (see Sections 1.2.2, 2.3.3 and 2.3.4). Herring and
Henderson (2012) presented their vision of this group right or equality as “The equal
inclusion of people from varied backgrounds on a parity basis throughout all ranks and
divisions of an organization” (p. 300). Both Oldenburg (1989) and Herring and Henderson
(2012) are America-based scholars, but what separates them is the timing of their work.

In addition to the above argument, reviewing events that took place within the
timeframe of the present study, specifically between 2019 and 2021, affirms a rapid change in
the equality- and race-related debate, and how those debates thrived like never before and
centrally around group rights. For example, in the UK, there has been discussion surrounding
the unequal impact of COVID-19 on minority communities, which was attributed to several
factors, such as historical inequalities, racism and discrimination (Payne et al., 2021; Public
Health England, 2020a, 2020b). As Obasogie and Darnovsky (2018) explained “Race is not
biological category that naturally produces these health disparities because of genetic
differences. Race is a social category that has staggering biological consequences, but
because of the impact of social inequality on people’s health” (p. 414). Therefore, COVID-19
opened the wound and exposed historical inequality like never before.

The year 2020 also saw the international wide antiracism protests triggered by the
killing of George Floyd in the USA (Blackwell-Pal, 2020; Gibson et al., 2020; Hill et al.,

2020), which triggered the awareness of the UK authorities; the Commission on Race and
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Ethnic Disparities was set up to look into racial inequality in the UK (Commission on Race
and Ethnic Disparities, 2020). The same year saw the establishment of the Race Equality
Commission to deliver an independent strategic examination of the nature, extent, causes and
effects of racism and race inequality within Sheffield (Sheffield City Council, 2022). Earlier
events in the UK, such as Brexit, have also given voice to racism; Racial prejudice and race-
related hate crimes have risen since the 2016 Brexit referendum (BBC News, 2019; Booth,
2019; Kleebauer, 2016; Versi, 2016). During such times, racism continued to thrive through
evolving modes of expression. Modes that refashioned themselves in ways deemed more
palatable than the explicit racism of the past (Patel & Connelly, 2019).

Those three events, amongst others, have given rise to critical race- and equality-
related debate at societal and governmental levels and in the academic context and raised
awareness of insufficiency and failure of equality of access, interpreted in Oldenburg’s (1989)
third places as levellers. For instance, Gibson et al. (2020) used events of 2020 (COVID-19,
murders of unarmed Black people and the resulting global protests) to argue against libraries’
neutrality. Therefore, there is a need to refresh the characteristic of Oldenburg’s (1989) third
places to reflect those political and socio-cultural changes and new perspectives associated
with those changes. With the discussion in this section in mind, the following two sections
will summarise the gaps identified in the literature and thoroughly explain how Oldenburg’s
(1989) third places theory can guide this study in filling the identified gaps.

2.7 Summary of the gap in the literature and the need for this research
The analysis of LIS literature regarding the role that public libraries play in responding to

ethnic minorities’ needs for integration and inclusion demonstrate that:
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1. LIS research offers varied perspectives to illuminate how the role of public
libraries has been reshaped in attempting to serve ethnic minorities in their
struggle to integrate (see Sections 2.2 and 2.3.2). This chapter has reflected on
the complexities in the experiences for both public libraries and ethnic
minority users themselves. Still, there is a dearth of LIS studies focusing on
the role of the UK public libraries in helping members of Arab ethnic
minorities to integrate or participate in activities that promote integration. That
is an area of concern and a gap in the current LIS literature which this research
is willing to take further (see Section 1.3.1).

2. The findings from the literature review suggest that ethnic minorities
encounter different types of barriers and challenges to using libraries. Still, due
to the heterogeneity of minority groups, those barriers could be different
between different ethnic minorities (see Sections 2.4 and 2.5). Arab ethnic
minorities, for instance, could be different from other ethnic minorities in their
socio-cultural and demographic backgrounds and other pre- or post-
immigration living conditions. However, the barriers to public library usage,
and their origins, amongst Arab ethnic minorities have yet to be established,
making this research needed (see Section 2.5).

3. There is agreement that a conflict exists between the political nature of the
public libraries and their core priorities to serve for free and to be open-to-all
public (see Sections 2.2 and 2.3.3). Such conflict demonstrates how public
libraries as public service institutions could struggle to provide arenas for
socialisation and allow access to different services and resources. Moreover,

LIS researchers and practitioners could struggle to reconcile the role public
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libraries play in relation to integration and diversity and bring them together in
a theoretical framework to guide LIS researchers and practitioners due to the
conflict between the political and academic understanding of integration and
diversity (see Section 2.3). That is a gap this research aims to address.

The assumption that public libraries could be democratic spaces free of
politics is unrealistic (see Sections 1.2, 2.3.1 and 2.3.3). With this in mind, and
lacking clarity on the meanings of diversity, the inclusion agenda for Arab
ethnic minorities in public libraries in Sheffield or the UK is still under-
researched, a gap in the literature that renders this research necessary.

The outcomes of reviewing the literature suggest that public libraries face
barriers in responding to ethnic minorities’ integration needs, including those
of the Arab ethnic communities. As a result, the community members struggle
to connect with the libraries (see Section 2.5). However, the knowledge gap is
how the Arab communities’ members have been using library services and
resources to help their integration. Hence, this research is needed since there is
no evidence of how members of the Arab community in Sheffield interact with
public libraries and what barriers they have been experiencing (see Section

1.3.1).

LIS practices are still grounded in a liberal tradition, as library values, which
manifests as leaning towards neutrality and linking race-related issues, such as
racism, to individual irrationality (see Section 2.3.3). Those tendencies could
explain the state of the UK’s public libraries, until 2000, to be “inclusive

institutions in a limited sense only,” and in which services targeting excluded
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people “remain(ed) patchy, uneven and often time-limited”” (Muddiman et al.
2000, p. viii). Therefore, critical questions can be raised: will Arabs, who see
themselves as radical people (Searle & Shaif, 1991), engage with a sector still
influenced by politics that give rise to racial disparities? Moreover, will they
trust libraries as social and peaceful democratic spaces, primarily when
libraries in their home countries may have operated under a dictatorial political
system? (See Sections 2.4 and 2.5). Those are all gaps of knowledge that this

research is willing to contribute to filling.

In light of all the gaps discussed above, this research is mainly rationalised by the
dearth of studies that give a voice to the often-overlooked Arab ethnic minority (see Section
1.3.1). Across the reviewed literature, it became clear that "While newcomers often share
common needs and behaviours, it would be surprising if key differences did not exist"”
(Shepherd et al., 2018, p. 593). Shepherd et al.'s (2018) statement suggests that
oversimplifying the issue by considering all individuals from minority communities under
one umbrella risks serious deficiencies in terms of the services provided and the level of trust
and connection between members of these communities and public libraries. However, this
argument is not new, as the findings of Shoham and Rabinovich (2008), Atlestam et al.
(2011), Listwon (2007), Martzoukou and Burnett (2018), and Mansour (2018) suggested
differences between ethnic minorities in terms of their information needs and information
behaviour when it comes to the use of library services. For those reasons and the lack of
accurate and detailed national authority-level statistical data on the Arab community in
Sheffield (see Section 1.3.2), no assumptions can be made about their access to public

libraries and services in the city. Therefore, questions concerning their needs for integration
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and inclusion, public library experience, and public libraries in Sheffield's response to these

needs are aimed to be answered by this research, thereby closing the gap in the literature.

2.8 Considerations for this thesis and the adoption of Oldenburg’s (1989) third places
theory

This research stands on the ground that UK public libraries have always supported the
integration and inclusion needs of minority communities by offering them pathways into
Britain’s social life and culture and providing access to works in their mother tongue or
related to their culture or religion (McMenemy, 2009). It also argues that giving all users
equal access to information and resources is a core ethical concern of UK public libraries (see
Section 2.2). Nevertheless, as outlined in Section 2.7, the literature review has revealed
several gaps that could be addressed in this thesis. First, this review reveals a disharmony
between the definitions of diversity and integration in political agenda and academic literature
and, in turn, a disharmony between the values of libraries as political institutions, what the
LIS ethnic code of practice expects public library service to offer and what libraries are
actually offering (see Sections 2.3 to 2.3.4). Those conflicts put public libraries in a dilemma
in implementing such agendas (i.e. diversity and integration) and LIS researchers face a
dilemma in discerning connections between those perceivably conflicting political agendas.

This thesis, however, attempts to reconcile diversity and integration in the public
libraries context by adopting an academic side of the debate. In that sense, this research
perceives integration as a two-ways-process that cannot be achieved at the expense of ethnic
minorities’ cultural and linguistic identity (Klarenbeek, 2021), and diversity as “The equal
inclusion of people from varied backgrounds on a parity basis throughout all ranks and

divisions of an organization” (Herring & Henderson, 2013, p. 300). The decision to reconcile
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integration and diversity is grounded on the fact that while analysing the academic literature,
wherever integration was found, diversity was present. Such a relationship between both
concepts was also seen in the origin of diversity as “[it] was originally ... created to justify
more inclusion of people who had traditionally been left out” (Herring & Henderson, 2012, p.
632) (see Section 2.3.3). It is thus hoped that this research will go some way to marrying
integration and diversity together under a less political theoretical framework than other
theoretical frameworks, such as the integration theories. This thesis assumes that Oldenburg’s
(1989) third places theory is suitable for this purpose.

Indeed, it is accepted in this research that public libraries’ role in social inclusion,
embodied in their values, responsibilities, spaces and range of materials and services
(diversity), corresponds to Oldenburg’s ‘be levellers’. On the other hand, libraries as trusted
places for fostering community relationships and belonging (integration) correspond to
Oldenburg’s ‘home-away-from-home’ and ‘having a conversation as the main activity’. For
that, this research focuses on those characteristics. The rest of Oldenburg’s (1989) eight
characteristics of third places are excluded, as they overlap with features that are already
included or because they correspond to well-studied aspects of public libraries that are
beyond the scope of this research.

An advantage of Oldenburg’s (1989) theory is that it is flexible; as Oldenburg himself
noted, the eight characteristics of third places are not fixed or comprehensive, allowing the
theory to be applied to novel situations. Therefore, this research builds on that flexibility and
the political and societal changes since Oldenburg’s (1989) time to develop and justify its
theoretical framework (see Section 2.6). In other words, this study considers the development
of the debate surrounding equality and diversity since Oldenburg (1989), and the possible

impact this may have on interpreting third place characteristics (see Section 2.6). Hence,
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taking advantage of the flexibility of Oldenburg's (1989) third places theory, this study
accepts its characteristics as discussed in both Oldenburg (1989) and the reviewed integration
and diversity literature in Chapter Two.

This study also adopted Oldenburg’s (1989) theory to consider the more recent
political shift in the UK and the increased emphasis on involving local residents in the
democratic process and decision-making. Following Sheffield's referendum in 2021, there
was a move from a leader and cabinet model to a more modern committee system of
governance. Sheffield was England’s first core city to implement this move, and part of this
was the formation of the Local Area Committees in 2021 (Sheffield City Council, n.d.b). The
Local Area Committees aim to increase the participation of local people in the democratic
process and bring decision-making closer to their communities, revolutionising how citizens
affect decisions that are relevant to them (Sheffield City Council, n.d.c).

Those political changes that bring decision-making closer to local people can be
promoted in public libraries using Oldenburg’s (1989) third places theory. As established
earlier, Oldenburg (1989) argued that their users should shape third places’ characteristics.
Therefore, his theory can help to promote a developed perspective of public libraries, in
which they act as enablers and facilitators of community engagement; in turn, the community
acts as co-creators of library services and values. LIS authors, such as Williment (2020) and
Hapel (2020), have considered these developed roles of libraries and communities. Still, the
level of community engagement in UK public libraries needs to be well recognised and well
promoted, as the role of the community as co-creator of libraries’ services seems to be highly
tied to the community-managed libraries model (see Section 1.4.2). Finally, this study takes
into account the fact that racism and racial disparities continue to have a significant impact on

the lives of Sheffield’s residents (Sheffield City Council, 2022). Therefore, it adopts
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Oldenburg's (1989) third places to help define and advocate libraries' role in developing and
fostering a more resilient and coherent society (i.e. social and caring role of public libraries

discussed in Section 2.2).
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CHAPTER 3: METHODOLOGY
3.1 Chapter overview

This chapter presents and justifies the methodological choices undertaken to approach
the research questions and fulfil the aims and objectives set out in Section 1.5. To do that, the
chapter starts by declaring the researcher’s position. Following that, the philosophical
assumptions underpinning the study, including the epistemological, ontological and
axiological positions taken in this research, are discussed. The chapter will then address the
research approach to explain the relationship between theory and data collection and analysis
through reasoning the adoption of either deductive or inductive approaches. That is to be
followed by explaining the research design, which is described through the lens of heavily
qualitative perceptions in the context of an explanatory single case study design. This chapter
details the use of web surveys and semi-structured interviews as primary data collection
methods from the two study populations (i.e. members of the Arab community in Sheffield
and public libraries' staff and volunteers). That is followed by an outline of the use of the pilot
study. The chapter also explains procedures employed in this research to reduce ethical issues
associated with internet-mediated research, the involvement of human participants and those
imposed by the researcher’s insider position.

Creswell and Creswell’s (2018) Research Framework, which is summarised in Figure
2, was selected and modified to match the current research process (see Figure 3). According
to Tobi and Kampen (2018), a framework is useful for complicated or interdisciplinary

research to direct the research systematically.
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Creswell and Creswell’s (2018) framework for research
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Figure 2 shows that Creswell and Creswell’s (2018) framework is divided into three parts: the
research’s philosophical assumptions, design and methods. Figure 2 was modified in this
research to fit the processes used, creating the framework in Figure 3. An extra element,
positionality, was added to Creswell and Creswell’s (2018) to reflect the steps undertaken in

this study.

3.2 Positionality

In this study, the position I adopt is close to the far insider end of the continuum of
researchers' positionality (see Section 1.7). Nevertheless, it can be argued that | uphold some
elements of outsiders. Although early investigations of insider/outsider positions established
that a researcher is predominantly an insider or an outsider, more contemporary analyses have
revealed the complexity of researchers’ positionality (Merriam et al., 2001; Rowe, 2014). It
has been increasingly argued that intricacies are inherent in either position, and the
boundaries between the two statuses are not entirely clear since researchers do not stay all
their journey in one position (Merriam et al., 2001). In other words, a researcher is neither
inside nor outside, nor wholly one identity or another (Morris et al., 1999). For that, the
concept of ‘inbetweener’ is used to reflect the position of researchers who proposed a more
logical debate around positionality as multi-dimensional (Milligan, 2016).

A vital aspect of this novel thinking about insider-outsider positioning is that a
researcher takes on different positions dependent on the present situation or scenario, the
participants with whom a researcher is interacting, and familiarity with the linguistic and
socio-cultural norms of participants (Milligan, 2016). In that sense, in a single researcher,
there may be some aspects of insiderism on some dimensions and characteristics of

outsiderism on other dimensions; furthermore, a researcher’s position is not limited to how
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they see themselves but how participants see a researcher in a given scenario (Berger, 2015;
Coghlan & Brydon-Miller, 2014; Hellawell, 2006; Milligan, 2016).

With the above debate in mind, in the present research, | found myself in a similar
position to Ming-Yeh and Youngwha in Merriam et al. (2001), who interviewed people from
their own culture living abroad. Despite sharing a common bond with their participants, their
gender, age, or educational level compromised their insider status. Compared to Youngwha,
the respondents had relatively low education levels; therefore, some perceived her as an
outsider to their community. Ming-Yeh also realised that in a culture that assigns significant
value to age and gender (i.e. male), her identity as a young lady led to interesting dynamics.
She found an older interviewee saying, "Only people of my age could understand this ...
young people like you have no idea” (Merriam et al., 2001, p. 408). It could be argued that I
inhabit insider characteristics on the racial, linguistic, professional and educational level, as
my self-image is that of Arab, bilingual and a library and information specialist. Nevertheless,
others involved in this research might view me as having an outsider identity (e.g. female,
Saudi, and student). Different scenarios during the fieldwork might impact my position as an
insider or outsider to the central topic discussed. For example, although I have completed LIS
undergraduate and postgraduate education and | worked as a librarian before conducting this
research, I could be considered an outsider in relation to the library workers | interviewed.
This is because my previous work and educational experiences were in Saudi Arabia and the
United States of America, unlike the interviewed library workers. Therefore, | took the
position of an inbetweener.

By positioning myself as an inbetweener, | would argue that this perspective helped
me to use the insider/outsider situation to my advantage. As an insider, | benefited from a

more genuine and authentic understanding of the participants’ perceptions, issues and culture.



80

It also provided ease of access, greater openness amongst participants and the ability to read
nonverbal cues and ask more meaningful questions (Berger, 2015; Merriam et al., 2001;
Ochieng, 2010; Saidin & Yaacob, 2017). Inhibiting an outsider’s identity also concealed the
disadvantages of the insider perspective, as “outsider’s advantage lies in curiosity with the
unfamiliar, the ability to ask taboo questions, and being seen as non-aligned with subgroups
thus often getting more information” (Merriam et al., 2001, p. 411).

In other words, as an inbetweener, | acknowledge that “What an insider ‘sees’ and
‘understands’ will be different from, but as valid as what an outsider understands” (Merriam
et al., 2001, p. 411). Additionally, involving different participants during the research process
makes me believe that a researcher interacts with more than one world. Still, perceptions and
understanding are intertwined, shared and exchanged. Hence, in one way or another, a
researcher becomes an insider. With that in mind, using both positions is usually driven by an
aim; therefore, as a researcher, | did not need to avoid taking one position or another but to
overcome some of the disadvantages of a particular position with the help of several means of
prevention to ensure credible research (Saidin & Yaacob, 2017; Unluer, 2012). For instance,
due to my insider characteristics, | was mindful of my subjectivities, self-knowledge and
sensitivity. | needed to understand the role my identity plays in the creation of knowledge and
mindfully self-monitor the influence of my biases, beliefs and experiences. | also needed to
sustain “the balance between the personal and the universal” (Berger, 2015, p. 220) (see
Sections 3.8 and 3.9 for more about this).

3.3 Philosophical assumptions

As a researcher, as recommended by Creswell and Poth (2018), Bryman (2016) and

Denzin and Lincoln (2018), | needed to consider the philosophical assumptions and justified

them before making methodological choices. That is because there are different relationships
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between epistemology, ontology and methodology, indicating that when researchers hold a
viewpoint about what is regarded as knowledge (epistemology), then they could potentially
develop another ontological standpoint (how knowledge exists) as well as the most effective
methods to find it (Johnson & Onwuegbuzie, 2004).

As a starting point, | acknowledged that philosophical assumptions are often applied
in research through paradigms (worldviews), theories or theoretical orientations that guide the
research practice (Creswell & Poth, 2018). Furthermore, a paradigm encompasses four terms:
axiology (the value stance taken by the researcher), epistemology (how the researcher knows
reality), ontology (the researcher’s view of reality) and methodology (the best approaches to
gaining knowledge about the world) (Creswell & Poth, 2018; Denzin and Lincoln, 2018).

Amongst the various worldviews (i.e. postpositivism, constructivism, transformative
and pragmatism), the present research mainly adopted a constructive worldview (social
constructivism). Simultaneously, it acknowledged the presence of an element of
postpositivism. In recent years, substantial changes have occurred in the landscape of social
scientific inquiry. Various paradigms started to combine, meaning two theories previously
thought to be irreconcilable may now appear to be informing one another’s arguments under a
different theoretical rubric. In other words, a single study can represent the best of various
worldviews or blend aspects of one paradigm into another to satisfy the research aim, but
with caution (Lincoln et al., 2018). Before immersing in how elements of postpositivism and
constructivism are blended in this research, it is essential to clarify how this research
comprehended those worldviews.

In social constructivism, the realities are multiple and are constructed based on
people’s lived experiences and interactions with each other (ontology). Those realities are

epistemologically co-constructed between the researchers and the participants. In social
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constructivism, researchers recognise the impact of their background in shaping their
understanding and position themselves to reflect how their interpretations are shaped by

their personal, cultural and historical background (axiology). Social constructivist researchers
typically employ an inductive method of emergent ideas and gather data through methods like
interviews, observation and text analysis (methodology) (Creswell & Creswell, 2018;
Creswell & Poth, 2018; Denzin & Lincoln, 2018).

In contrast, postpositivist researchers believe that there is one reality beyond ourselves
that researchers cannot grasp or reach because there are no absolutes (ontology).
Epistemologically, to them, reality can be approximated through research and statistics, with
minimal interaction with participants. In postpositivism, researchers do not interact much
with their study participants, and peer review provides validity rather than the participants.
Postpositivist researchers control their biases and do not express them in a study (axiology).
They use scientific methods and writing; deductive methods, such as testing theories, are
central to postpositivism (methodology) (Creswell & Creswell, 2018; Creswell & Poth, 2018;
Denzin & Lincoln, 2018).

Considering the aim of this research, part of which was to give voice to an
understudied group by examining their library experiences and needs for integration and
inclusion, and libraries’ responses to their needs (see Section 1.5), this research required
philosophical positions that honour those voices (see Section 3.5). With that in mind, the
philosophical assumptions to engage participants epistemologically in the co-construction of
their multiple realities of the phenomenon of interest (library experiences) constructed
socially and through their lived experiences and interactions were deemed necessary.
Similarly, the aim of this research necessitated the adoption of a philosophical position that

allows the analysis and interpretation of collected data without losing the various meanings
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that participants attach to their experiences, nor does it silence the researcher’s voice who
shares commonality with her participants (see Sections 3.2 and 1.7).

Upon the above understanding, the response to my research inquiries could be best
approached through a constructivist ontological lens, which embraces the notion of multiple
realities constructed through individuals’ lived experiences and interactions (Bryman, 2016;
Creswell & Creswell, 2018; Creswell & Poth, 2018). Since epistemology is shaped by
ontology (Williams & May, 1996), this research mainly took an interpretive epistemological
stance that directly flows from the constructivist ontology position (Matthews & Ross, 2010).
Taking advantage of the interpretive epistemological stance, | was able to apply three levels
of interpretation: 1) reveal how members of social groups interpret the world surrounding
them, 2) provide my interpretation of participants’ interpretation and 3) interpret my
interpretation in light of the theory, concepts and literature of the discipline (Bryman, 2016).
In other words, I followed the argument of Parsons (2018), as emphasised in the below quote:

The subset of constructivists who explicitly take the interpretivist label are signalling a

particular epistemological position. They strongly argue that since all human action

passes through interpretation, and since scholars themselves are also interpreting
through their own filters, we should not ever pretend that we can access the ‘real world.’

(p. 79)

Still, I could not ignore upholding axioms of the postpositivism worldview. At the
very early stage of the investigation, the lack of studies of the public library experience of the
Arab community limited my knowledge of how participants might perceive public libraries
and libraries’ various roles in diverse communities (see Sections 1.3.1, 2.7, 2.8 and 3.5).
Questions arose in my mind, such as whether the public libraries in Sheffield serve the Arab

community and whether the Arab community use public libraries. These questions could be
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answered through research and statistics without substantial interaction between the research
participants (i.e. members of the Arab community and library staff and volunteers) and me.

In this research, leaning towards a positivist epistemological stance paved the way
towards acknowledging the statistical data as sufficient knowledge. Additionally, the
objectivist ontological stance paved the way towards accepting that the various social
phenomenon involved in this research and their meaning; for example, inequality can act on
and constrain people. Still, like most social science researchers, | opposed the philosophical
stance in natural science that purely perceives social phenomena as having an existence
completely independent of social actors, ignoring the role of social actors in constructing
social reality (Bryman, 2016). Indeed, my ontological and epistemological positions are
complex and may not appear logical until the research design is discussed and justified in
Section 3.5.

Finally, regarding axiology, as explained in Sections 1.7 and 3.2, | acknowledged my
racial, linguistic, socio-cultural, political and librarianship educational background and its
influence on the research process. As a qualitative researcher, | positioned myself clearly in
Sections 1.7 and 3.2 to report my biases and the values | bring to a study and admit the value-
laden nature of my research and information collected from the field (Creswell & Poth,
2018). 1 also supported the argument that avoiding bias in a qualitative paradigm is “illogical,
incoherent and ultimately meaningless,” because researchers’ subjectivity is “a resource for
knowledge production rather than ... a must-be-contained threat to credibility” (Braun &
Clarke, 2021a, pp. 334-335). Still, I upheld axioms of postpositivism’s axiology. That
manifested not in controlling and avoiding my biases in this study but in using multiple
measures to ensure that my subjectivity was used effectively without impacting rigour (see

Section 3.9).
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Similar to the complexity of my epistemological and ontological positions, the best
approaches to gain knowledge about the world (i.e. methodology, here, surveys and semi-
structured interviews) in this research are also complicated. The methodological choices will
be explained and justified in the upcoming sections. However, before this, deductive and
inductive reasoning is the critical point that needs clarification to make sense of the research
methodology and the relationship between theory and research and data collection and
analysis in the present study.

3.4 Research approach

A research approach is a route the researcher can follow to answer the research

questions (Creswell & Creswell, 2018). To that end, Bryman (2016) described two

approaches: deductive and inductive (see Figure 4).

Figure 4

Research approaches. Reprinted from Bryman (2016)

Deductive approach

Observations/Findings

Inductive approach

‘Observations/Findings
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In an explanation of Figure 4 above, a deductive stance is ordinarily linked to
quantitative research, and an inductive is linked to a qualitative approach (Bryman, 2016;
Maarouf, 2019). Still, literature, including the present study, argues that social scientists can
incorporate elements of both or integrate both approaches to serve the process of social
inquiry (Maarouf, 2019). Additionally, the claim of being purely inductivist or deductivist
can be rejected, as researchers either need “theoretical ideas in order to know what
information to look for, or some knowledge in order to devise theories” (Walliman, 2006, p.
5). Thus, in this study, I used theory as background to the qualitative investigation.

In light of the above argument, even though the present research leaned heavily on
qualitative methods, it considered the investigation of the phenomenon of interest in light of
Oldenburg’s (1989) third places theory (mainly three characteristics: be levellers,
conversational, home-away-from-home) and more contemporary critical integration and
diversity literature reviewed in Chapter 2 (deductive element). The conceptual framework
aimed not to test a hypothesis, as deductive strategy implies. Instead, it shed light on the
theory and its applicability in the LIS field and provided a framework to understand the social
phenomenon and interpret findings (Bryman, 2016).

Nonetheless, the in-depth semi-structured interviews, which were the primary data
collection method, were not designed to test hypotheses, collect answers to questions or
support opinions. Instead, it invited participants to reconstruct their experiences and explore
the meanings they attach to a social phenomenon (Seidman, 2006) (inductive element).
Furthermore, throughout the process of reflexive thematic analysis, which was the adopted
qualitative data analysis method, themes were derived mainly from data, developed
inductively, but were also obtained deductively from prior research and theory (theory-

driven) (Brauna & Clarke, 2019, 2021a, 2021b; Trainor & Bundon, 2021). Therefore, the
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present research integrated elements of both deductive and inductive strategies to serve the
process of social inquiry.
3.5 Research design

This study broadly followed a qualitative interpretivism approach, which is seen as
“an approach for exploring and understanding the meaning individuals or groups ascribe to a
social or human problem” (Creswell & Creswell, 2018, p. 4). It was mainly framed within the
qualitative approach’s characteristics and assumptions. That included significant features,
such as gathering up-close information in a natural setting, relying on the researcher as a vital
instrument of data collection, using multiple methods, focusing on participants’ various
perspectives and meaning, being context-dependent, being reflective and interpretive of the
researcher’s background influences, and presenting a holistic and complex picture (Creswell
& Creswell, 2018; Creswell & Poth, 2018). Still, it incorporated an element of quantitative
research, which is “an approach for testing objective theories by examining the relationship
between variables” (Creswell & Creswell, 2018, p. 4).

In the present research, on the one hand, the necessity for a quantitative approach
arose mainly from the need to clarify how the public libraries and services to the Arab
community in Sheffield existed in the participants’ minds (see Section 3.6.1). A qualitative
approach was, therefore, appropriate, given that most interview questions were purposefully
designed to fill a gap or illustrate or validate trends or patterns that emerged in the surveys
(see Sections 3.6.2 and 3.6.2.1). On the other hand, the need for a qualitative approach arose
from the scarcity of an in-depth empirical study on the library experience of the Arab
community in the UK and the limitation of the statistical measures (see Sections 1.3.1 and

1.3.2).
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As Creswell and Poth (2018) argued, researchers conduct qualitative research because
they need to explore a problem or issue. This exploration is needed, in turn, because of
various motivations, such as studying a group or population or hearing silenced voices.
Another valid reason to conduct qualitative research is the need for a complex and detailed
understanding of an issue. However, this detailed understanding can only be obtained by
speaking directly with people and allowing them to tell their stories.

In the LIS field, there has been increasing controversy about using quantitative
measures to assess library values or users’ needs and behaviour. Linley and Usherwood
(1998, 1999) established a process for assessing library value qualitatively. They developed a
social audit method to measure the social impact of libraries. They argued that measuring the
value of a public library by simply counting book issues is not adequate. Instead,
sophisticated qualitative approaches to assess the usage and value of public libraries are vital
to “put flesh on the dry bones of statistical measures” (Linley & Usherwood, 1998, p. 85).
The need for qualitative means of assessment in LIS research was once again emphasised by
McMenemy in 2007, who stated, "We need to see more methodologies like that used by
Linley and Usherwood in their social audit” (p. 274). According to McMenemy (2007),
qualitative measures are necessary for assessing library impact and understanding its true
value and benefits. Later work by Van Riel et al. (2008) and Williment (2020) added to the
criticism surrounding the use of quantitative measures of libraries. They demonstrated that
statistics are inherently limited, since they may detect trends and patterns of behaviour, but
are unable to explain the reasons behind them; nor do they explain the intricacies and
influences social conditions have on the behaviour of library users. With all that in mind, this
research also employed qualitative measures, since statistical analyses alone did not fit the

problem and do not align with the constructivist philosophy approach. As Creswell and Poth
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(2018) argued, levelling “all individuals to a statistical mean overlooks the uniqueness of
individuals” (p.112).

Finally, I followed the case study design to formulate the research steps for answering
the research questions and approaching its objectives. Although many of the characteristics of
the case study approach are not unique to it, “when brought together, they form a broad
approach to social research, with an underlying rationale for the direction and planning of an
investigation that separates it from the rationale for survey research or the rationale for
experimental research” (Denscombe, 2014, p. 52). For that, Denscombe (2014) indicated that
in qualitative research, as is the case in this research, it is recommended to use a case study
research design. The following sub-section will further reason and justify the choice of a

single explanatory case study design.

3.5.1 Qualitative research design: an explanatory single case study
In qualitative research, there are five main approaches: narrative research,

phenomenology, grounded theory, ethnography and case study (Creswell & Creswell, 2018;
Creswell & Poth, 2018). In this research, | used the case study approach, as | used various
methods to explore “a real-life, contemporary bounded system ... through detailed, in-depth
data collection” (Creswell & Poth, 2018, p.199). Rationalising the selected approach follows
Yin’s (2014) three conditions for using a case study. These include:

1. The type of research question(s), which must be how or why

2. Researchers having little to no control over events

3. The concentration on a contemporary event within a real-life context.
Also, to Creswell and Poth (2018), a case study is practical when the inquirer has identifiable
cases with boundaries and desires to understand the cases in depth. Therefore, a case study

was a correct approach for this research since it fulfilled Yin’s (2014) three conditions and
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had an identifiable case (the Arab community) bounded by a place (Sheffield) and sought to
acquire an in-depth understanding of that case.

Another reason to favour the case study was its openness to qualitative and
quantitative evidence; a strength of the case study lies in allowing the use of various research
methods depending on the circumstances and the particular needs of the study. In that sense,
case study research is not necessarily a form of qualitative research and can include, and even
be limited to, quantitative evidence. (Denscombe, 2014; Hutchinson, 2004; Mills et al., 2010;
Yin, 2014). Thus, the flexibility of the case study allowed me to use surveys and interviews
as data collection methods in qualitative research. However, the most weight was given to the
interviews, which offered the originality and richness of the present study.

“The intent of conducting the case study is also important to focus the procedures for
the particular type” (Creswell & Poth, 2018, p. 201). In that regard, Creswell and Poth (2018)
outlined three designs of case studies in terms of their intent, namely instrumental, collective
or multiple and intrinsic. Additionally, Yin (2014) discussed three types of case studies
(explanatory, exploratory and descriptive) and highlighted variations in terms of single and
multiple case studies. | chose a single case study design in this research since comparing
cases or generalising was not this study’s aim. Additionally, as Creswell and Poth (2018)
argued, “The more cases an individual studies, the less the depth in any single case can be”,
which was contrary to the depth sought in the present research (p. 209). As for the
explanatory element of the case study design, the choice was made based on the intent of the
design. An explanatory case study aims to explain phenomena and provide “an accurate
description of the facts of a case, considerations of alternative explanations, and a conclusion
based on credible explanations that are congruent with the facts”, all of which were a priority

in the present research (Mills et al., 2010, p. 3). Therefore, considering the research aim and
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questions outlined in Section 1.5, and the overall research design, an explanatory case study
was the proper choice.

3.6 Data collection methods

3.6.1 Quantitative data collection method

As established in Section 3.5, the necessity for a quantitative approach arose mainly
from the need to clarify how the public libraries and services to the Arab community in
Sheffield existed in the participants' minds. To achieve three well-established objectives, two
surveys were used with the two study populations (i.e. members of the Arab community in
Sheffield and public library staff and volunteers). First, to collect quantitative data regarding
trends, attitudes and the opinions of a population (Hutchinson, 2004; Saunders et al., 2009).
Second, to answer purely descriptive questions (Creswell & Creswell, 2018; Hutchinson,
2004). Third, to help identify potential interview participants (Bryman, 2016) (see Section
3.5.1). In this study, the data collected from the surveys were not intended to be used to make
a scientific generalisation or to answer the research questions wholly and directly. Instead, its
primary purpose was to create a sampling frame to purposively sample people from whom
qualitative data would be gathered, explore the phenomenon of interest, and build the factual
and statistical background needed for the qualitative stage.

In terms of procedure, there are two main ways of administering survey research
instruments: structured interviews and self-administered questionnaires (Bryman, 2016). The
choice between them was primarily made based on their pros and cons. For example, a
researcher's impact on participants is a problem associated with structured interviews
(Bryman, 2016). Therefore, considering the insider elements of my position already discussed
in Section 3.2, self-administered questionnaires were chosen to eliminate any impact my

presence or my insider positionality might have upon participants and their answers. Self-
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administered questionnaires were also favoured for being cheaper, quicker and more
convenient for participants (Bryman, 2016).

A web-delivered survey determined to be favourable for three reasons. Firstly, all the
questions in paper or email survey can be presented and read together, which may impact
each question’s independence and raise question order effects. Such a problem can be
mediated by conducting a web survey, in which the researcher has control over the number of
items displayed at a time. Secondly, web surveys improve the appearance of the survey
questions and allow filtering questions and automatic data processing to eliminate errors
(Bryman, 2016). Thirdly, researchers were advised to employ internet-mediated data
collection methods during the COVID-19 pandemic (see Lupton, 2021).

Issues associated with web surveys, such as low response rates, can be mitigated by
following up, attaching a covering letter explaining the reason for the research and
minimising open-ended questions (Bryman, 2016); all of these were employed in the present
research. However, unresolved issues associated with web surveys were the technological
sophistication of the potential respondents and access to internet systems (Hutchinson, 2004).
For instance, there was low involvement from participants aged 55+ years in the Arab survey,
which might be attributed to the use of the internet-mediated data collection method (see
Section 3.6.1.3).

3.6.1.1 Sampling, selection and distribution of the libraries’ survey. A web survey
was distributed to libraries accessible to the public in Sheffield except for children’s and
hospital libraries and archive services, which were beyond the scope of this research. This
means they were distributed to the 12 council-run libraries and the 16 community- or
volunteer-run libraries. All staff members or volunteers in the 28 libraries were invited to

participate. Since there was no accurate data about the libraries the Arab community use
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frequently or the residencies of the Arab community in Sheffield, which could indicate the
libraries they use, the survey was distributed to all public libraries in Sheffield (see Sections
1.3.1and 1.3.2).

Prior to conducting the survey, Sheffield libraries' management team was approached
for the demographic data of their users. However, it appeared that the demographic data
collected using the Sheffield City Council's library management system covered the public
libraries in Sheffield as a unit and could not be filtered by individual hub libraries. Also, the
ethnicity data collected by the Sheffield City Council's library management system only
included the Yemeni and Somali communities, which do not depict all Arabs in the city.
Arabs in Sheffield hail from other countries like Libya, Morocco, Egypt, Irag, Syria, Sudan,
Bahrain, Jordan, Kuwait, Lebanon, Palestinian, Oman, Qatar, Saudi Arabia and the United
Arab Emirates (see Higher Education Statistics Agency, n.d.; Sheffield Libraries Archives
and Information, 2020) (see also Section 3.6.1.2). Therefore, the available data did not
distinguish which of the 28 public libraries in Sheffield served the Arab community or which
were used most often by the Arab community. It could be argued that library staff, volunteers
or managers could have anecdotally identify libraries used by the Arab community. However,
this approach was rejected as it leaves room for assumption.

Furthermore, data from the 2011 census established that the Arab community in
Sheffield mainly lived in Burngreave, Darnall and Firth Park (Sheffield City Council, 2011).
Still, the twelve years since the 2011 Census have been long enough for this to change. For
instance, the arrival of Syrian refugees following the 2011 Arab Spring might have changed
the distribution and numbers of Arabs in South Yorkshire. In 2022, Syrians were the first
amongst the top ten nationalities of the resettled refugees in South Yorkshire over time. The

cumulative number of resettled Syrian refugees in South Yorkshire between 2014 and 2022
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was 21,130 (Migration Yorkshire, n.d). Some Syrian refugees have been placed in Sheffield
(Volunteer Centre Sheffield, n.d.). Although it was known that the number of Arabs increased
in Sheffield following the arrival of Syrian refugees, no accurate and detailed data were
available about exactly where Arabs lived in Sheffield, and whether or not they were still
mainly living mainly in Burngreave, Darnall and Firth Park. Thus, relying on the 2011 census
and only including libraries in Burngreave, Darnall and Firth Park could have risked
excluding other libraries that catered for the Arab community and might have left room for
assumptions to manifest. Therefore, the library survey was sent to all 28 public libraries in
Sheffield.

As for the exact number of participants, there was no accurate and up-to-date
sampling frame to rely on and calculate the sample size statistically. Based on data collected
in person from the management team of the public libraries in Sheffield, at the time of the
survey, there were around 70 staff in Sheffield public libraries to whom this survey was
relevant. Also, there were about 400 library volunteers around the city. Still, I could not
identify if this survey was relevant to all 400 volunteers or not. That certainly made it
complex to calculate sampling size statistically.

Regarding the sampling and distribution of the survey, in the absence of up-to-date
data, a non-probability sampling technique was used (Saunders et al., 2009). The Sheffield
public libraries” management team was approached early on, before the fieldwork (on
23/09/2019 through the researcher’s supervisor); that early communication aided the present
research when COVID-19 protocols suddenly disturbed face-to-face communication. The
method for best distribution was discussed with the head of Sheffield Libraries, Archives and
Information Services. There was an agreement to distribute the web survey via the head of

Sheffield Libraries, Archives and Information Services and VVolunteer Coordinator. That
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survey distribution method was deemed the best choice due to COVID-19 protocols limiting
face-to-face communication with the library team, and the fact that | had no access to the
communication details of all potential participants.

An email invitation was sent on 28/05/2021 to the head of Sheffield Libraries,
Archives and Information Services and Volunteer Coordinator, who circulated the email
amongst staff and volunteers (see Appendix 4). The survey was accessible until 30/07/2021.
Initially, the plan was to close the survey by 18/06/2021. However it was extended
repeatedly, and follow-up emails were sent twice to the head of Sheffield Libraries, Archives
and Information Services and VVolunteer Coordinator to help prompt and increase the
response rate. Twenty-three respondents completed the survey.

Three of the twenty-three survey responses were excluded from the analysis. As
explained in Mansoor (2006) (see Section 2.3.4), public libraries in Sheffield have a local
identity. Therefore, libraries in areas highly populated by white people tend to be less diverse
in terms of their services and provision and vice versa. Still, the possibility that this approach
to library provision may have changed since 2006. Therefore, the survey was sent to all
libraries. Analysing the surveys revealed that the findings of Mansoor (2006) still hold. Thus,
responses from libraries in white-dominated areas, or areas populated by ethnic minorities
other than Arabs were excluded because these libraries should not be judged on Arab
provisions. However, each individual response was carefully read, and the demographic
profile of the areas in which the libraries are located was examined before making any
decision. This ensured that no relevant data was lost by excluding a response (see Appendix
7). Those processes resulted in analysing four responses from community-managed libraries

and sixteen from Sheffield public libraries. Respondents were:
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A- Co-delivered libraries
- Volunteer library organiser (n = 1)
- Library volunteer (n = 1)
B- Associate libraries
- Library volunteer (n = 1)
- Chair of trustees for volunteer library (n = 1)
C- Council-run libraries (Note: 16 is the total respondent but some respondents
hold more than one position)
- Library leadership team (n = 1)
- Library middle management or development officer (n = 1)
- Library information officer (n = 5)
- Library information assistant, support team (n = 7)

- Others (n=4)

Indeed, the low response rate or the leadership team’s low engagement can be
justified. In some circumstances, like other institutions, libraries can be influenced by the
crises in the broader society. One of those crises facing public libraries was COVID-19
policies, which hindered various aspects of community functions, including libraries. Because
it was a health-related situation, it impacted library staff, services and performance
(Connaway et al., 2021). For instance, although there was variation between council-run and
community-managed libraries regarding how quickly they returned to normal post-COVID-
19, they all responded to England’s four-phase roadmap, which arose in response to the

COVID-19 lockdowns. All public libraries in Sheffield went through the phases of shutting
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their doors, shifting to online provision, to finally gradually reopening and returning to

normal (see Figure 5).

Figure 5
Public libraries in Sheffield during COVID-19

*23 March . . -
Library closure, move to online provision.
2020
12 April Libraries open their buildings with restrictions on the
2021 number of visitors at a time and priovided servises.

March to
August
2021

Restrictions on the number of visitors at a time and
provided services were eased gradually.

SCC lifted restrictions across its library services,
removing limits on the number of visitors and the
length of their stays.

Note. Information are adopted from Cabinet Office (2021) and Williams (2021)

As Figure 5 demonstrates, COVID-19 policies imposed various changes on the daily
work of public libraries, possibly impacting their ability to collaborate with researchers and
participate in non-work-related matters. For instance, during the survey and the interview

stages, | learned that some staff or volunteers did not have access to their professional email
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during the lockdown period (lockdown associated with COVID-19). Others were pressured in
terms of timing to comply with other responsibilities beyond family and online working.
However, as will be further discussed in Section 3.6.2.2, the interview stage mitigated those
limitations by recruiting the decision-makers and managerial team whose experiences and
jobs entitle them to speak of the different aspects of library service in the whole library
system and the management and service layers.

3.6.1.2 Sampling, selection and distribution of the Arab community’s survey. As
explained in Section 1.3.2, there was no accurate and detailed demographic data on the Arab
community in Sheffield; A lack of complete, accurate and up-to-date sampling frame that is
required for probability sampling in quantitative research methods (Saunders et al., 2009).
For that reason, two non-probability sampling techniques were employed: the self-selection
technique, in which I publicised the need for subjects through the media, and then collects
data from those who respond; and snowball sampling, in which | made contact with subjects
in the community, and then asked these subjects to identify other cases and so on. While such
sampling techniques raise issues of generalisation and homogeneous samples (Saunders et al.,
2009), combining the two approaches might address such issues and help reach the maximum
sampling variation. Besides the personal connections that | have within the Arab community
in Sheffield, different types of gatekeepers granted me various levels of access to the Arab
community in Sheffield during COVID-19, which was a difficult time. Thus, the survey’s
email invitation was sent to my network and decision-makers in the organisations listed
below, who then circulated the invitation in-person and through phone calls, email and social
media. Gatekeepers included:

e Inspector of Education, Languages, Training and Consultation Centre

e Mums United
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e ACT Sheffield (Aspiring Communities Together)

e Broomhall Community Centre

e Saudi Club in Sheffield

In terms of the sample size, the latest data on the demographic of the Arab community

was the 2011 Census, according to which the Arab community made up 1.5% (n= 8,432) of
Sheffield’s total population (Office for National Statistics, 2011b). While this number might
not be entirely accurate, it was used to calculate an estimated appropriate sampling size.
Several strategies for determining the sample size can be used, including the entire target
group for a small population, imitating similar studies’ sample sizes, using published tables,
or applying formulas (Israel, 2013). | used a formula to calculate the sample size for this
research, using an online calculator. Using OvationMR (n.d.), the total number of 8,432
individuals resulted in a sample size of 368, which was the target number for this study.
The survey was distributed on 01/04/2021 and closed on 06/05/2021. Initially, I intended to
close the survey in two weeks, but the duration was extended repeatedly to increase the
response rate. Different prompting strategies were employed at various stages to reach the
target response rate. For example, on 09/04/2021, | attended an online session held by the
COVID Action Group. I identified new gatekeepers from the guest speakers, such as the
Broomhall Community Centre and Maan Somali Mental Health Sheffield. | contacted them
and got consent from a decision-maker from Broomhall Community Centre to be a new
survey distribution venue. The response rate increased regularly and prompting was primarily
successful. In total, 221 complete responses were received; respondents’ demographics are

presented in Figure 6.
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Figure 6

The demographic profile of Arab survey respondents

Gender Age

R

= 1834 = 2534 =354 4554 = 55-64 & over

16 &

Place of Birth
Born abroad =179, 81%
Born in the UK = 42, 19%

Place of birth of the 179 who were born abroad

m Saudi Arabia m Libya m Yemen lorden mlrag mMorocco  mSudan m Egypt
W Kuwait m Oman W Syria W Dubai m Qatar m United State = Spain Unstated

Note: Analysis is based on Total N=221

Indeed, it was not easy to be certain whether or not the demographics of respondents
in Figure 6 represented the wider Arab community in Sheffield or not, as the available data to
compare them to was insufficient, outdated and inaccurate (Census 2011) (see Section 1.3.2).
Yet, an explanation could be made concerning the possible skewness of the data in terms of

gender, age and nationality (e.g. few Yemeni). In terms of gender, drawing from existing
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research, women take part in surveys at a higher rate than men (Smith, 2008). That seemed to
be the case in the present research. As for the nationality, the present research did not collect
data on that but instead on the place of birth. The place of birth, however, is not necessarily
the same as nationality. For example, two participants, who were born in the United States of
America and Spain, identified themselves as Arabs. In that sense, it could not be assumed that
all participants who were born in Saudi, for example, were originally from Saudi or would
identify themselves as Saudis. They could be children of any immigrants, such as Yemenis.
However, this argument is not to make a fixed conclusion but to provide some explanation or
insight into the demographic representation. In addition, internet-mediated data collection
methods can reduce the engagement of those having difficulty accessing and navigating the
internet (the British Psychological Society [BPS], 2021). Therefore, a web survey might have
contributed to data skewness and uneven representation across age groups (see Section 3.8.4).
3.6.1.3 Surveys design and analysis. This study mainly used closed questions. Open-
ended questions were kept to a minimum to improve the response rate (Bryman, 2016). The
Arab community’s survey consisted of sixteen questions (see Appendix 3). In addition to the
sampling section, the survey included three types of questions: demographic information,
library experiences and information behaviour. Respondents were asked to evaluate different
aspects of the public libraries in Sheffield and express their information needs and resources,
demands and the challenges they encounter in using the public libraries in Sheffield.
Questions varied between multiple choices, Likert scale and check box. All parts gave room
for comments that could expand upon the answers in the survey (the only form of open-ended
questions). Questions and answer choices were designed following a thorough review of the

literature and the surveys and interviews attached to empirical LIS studies. Additionally, the



102

survey was piloted pre the final distribution and revised accordingly (see Section 3.7 for more
details about the pilot stage).

The Arab community’s survey was dual lingual (Arabic and English) because,
nationally, 18% of those who speak Arabic as their primary language either could not speak
English or did not speak it very well (Sheffield City Council, 2017). Additionally, through
my observations, | was alerted to the Arab community’s multilingual communicative
practices (English and Arabic). In Arabic stores, restaurants or places of worship in Sheffield,
Arabs use Arabic or a mixture of Arabic and English (i.e. code-switching) to interact with
each other. Therefore, the decision was made to adopt Holmes et al.’s (2016) ‘researching
multilingual’ practice, where researchers account for the use of more than one language in the
research process. Accordingly, in the present research, the participants from the Arab
community in Sheffield had the opportunity to use different languages as they do in their
everyday life.

The public libraries’ survey consisted of fifteen questions (see Appendix 4). In
addition to the sampling section and background information, the questions focused on two
aspects: how public libraries in Sheffield operationalise diversity, inclusion and integration,
and the extent to which activities around diversity, inclusion and integration include the Arab
community. Similar to the Arab survey, the library survey was designed based upon the
evidence provided by the critical diversity and integration studies reviewed in Chapter 2. The
main questions were multiple choices questions, but each part gave room for comments that
could expand upon the answers in the survey (the only form of open-ended questions).
Additionally, before its final distribution, the survey was piloted and shared with the head of
Sheffield Libraries, Archives and Information Service for evaluation and revised accordingly

(see the pilot study in Section 3.7).
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Since a web survey was used (SurveyMonkey), the data were automatically processed.
SPSS (version 1.0.0.1508) was used to analyse the data. Two SPSS functions were used:
frequency count (univariate analysis) and fundamental bivariate analysis (contingency tables),
which were entirely sufficient considering the purpose of the surveys (see Section 3.6.1).
3.6.2 Qualitative data collection method

As established in Section 3.5, this study sought to collect rich and detailed qualitative
data; for this, interviews were considered applicable. Two considerations led to favouring the
interviews: group effect and COVID-19. Firstly, Mahlhl (2020) conducted a study similar to
the present one. She studied the academic library experiences of Muslim Arabic-speaking
women international student in the United States of America. She found that although there
were only two participants at a time in the focus group, it seemed that the subjects did not
want to speak up in front of each other. Similarly, Bryman (2016) explained that group
effects and possible discomfort could be caused in focus groups that bring together
participants in hierarchical relationships. Therefore, to avoid group effects and a reluctance to
express cultural views associated with methods such as focus groups (Bryman, 2016), this
study employed internet-mediated interviews.

Secondly, due to COVID-19, the move to virtual work and education put extra
pressure on people’s time, especially parents. Thus, bringing a group together at a particular
time would be hard. Thus, interviews were favoured. Concerning the form of the interviews,
as already demonstrated in Section 3.6.1, the internet-mediated data collection methods were
imposed by the COVID-19 policies. They remained preferred for a while post-COVID-19 for
health cautions. Thus, the flexibility and intimacy of web conferencing platforms (in this

study, video conferencing using Zoom) made it an alternative to the face-to-face interview.
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Finally, since this study sought to honour participants’ views and gather rich and
detailed data on specific ‘sub-subjects’, the semi-structured interview was considered most
suitable. A semi-structured interview is flexible, as it can direct the conversation without
restricting it (Bryman, 2016). Furthermore, Bryman (2016) explained that structured
interviews reflect the researcher’s concerns rather than the interviewees’ opinions, which
limits the interviewees’ opportunities to ask questions and the researcher’s opportunity to
investigate any issues that emerge during the interview. Additionally, unstructured interviews
generally enquire about a subject with no predetermined questions (Bryman, 2016). Those
issues associated with structured and unstructured interviews could be mitigated using a semi-
structured interview.

3.6.2.1 Interview design. To design the three interview protocols for the sample
groups (i.e. members of the Arab community in Sheffield and decision-makers from
Sheffield's community-managed libraries and council-run libraries), | started by analysing the
Arab and library surveys responses and identifying gaps, ambiguities and trends that needed
qualitative illustration, explanation, or investigation (see Section 3.6.1.3). For instance, as
Figure 7 shows, the library survey revealed issues in the approaches used to develop the
Arabic collection in Sheffield's council-run libraries, such as the low involvement of
community members in shaping collection development decisions (see Appendix 6). Still,
while the survey revealed a problem, it did not explain the reasons behind it. Therefore,
section 'A- Stock development policy' in the interview protocol for council-run libraries' staff
was designed to provide an accurate account of how Sheffield's council-run libraries develop

the Arabic collection and who shapes the collection development decisions (see Appendix 9).
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An example of a knowledge gap that arose during the survey upon which interview protocols were designed

1.Survey stage: Q12. Does your library/library authority implement or use
any of the following strategies to develop its collection of Arab ethnic
minority books?

2. Interview Stage

ethnic minorities based in Sheffield.

YES, ALTHOUGH THIS HAS | THERE IS 1 DO
YES §BEEN PAUSED SINCE NONEED | NOT

MARCH 2020 AS A RESULT '(r)g }:lo-f"N KNOW

OF THE COVID-19 THIS

PANDEMIC
1- Arabic publishers’ printed catalogues. 0 0 3 13
2- Arabic publishers’ websites. 0 0 3 13
3- Websites reviewing Arabic materials. 0 0 3 13
4-Arabic bookstores in the UK. 3 0 1 12
5- Arabic bookstores outside of the UK. 0 0 2 14
6- Websites of Arabic bookstores. 1 0] 2 13
7- Arabic speaking library staff. 1 0 4 11
8- Consultation with members of Arab 0 2 1 13

A- Stock development policy:
Q7: Let's talk more specifically about the
collection. To what extent does the
library service provide its communities
with collections focusing on their culture
or language? Is this provision informed
by the communities, and how are the
collections developed and maintained?
(Q7a: Focusing specifically on
Arab communities, to what extent
does the service provide the Arab
communities with collections
reflecting their culture or

language?
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The technique exemplified in Figure 7 was followed consistently to analyse all surveys
questions. After identifying gaps, ambiguities and trends from the survey stage, the interview
protocols were designed then using Castillo-Montoya’s (2016) interview protocol refinement
(IPR) framework. The IPR framework helped to develop a well-vetted and reliable interview
protocol to obtain robust, good quality and comprehensive interview data to address the research
questions (Castillo-Montoya, 2016; Yeong et al., 2018). It consisted of four phases, which were
not linear and were repeated until the supervisory team approved the final protocols:
Phase 1: Assuring that the interview questions are aligned with the research
guestions
Phase 2: Creating an inquiry-based conversation. This entailed developing interview
questions that were different from the research questions and organised following social
rules of ordinary conversation with various questions, follow-up questions and prompts
(Castillo-Montoya, 2016).
Phase 3: Getting feedback on interview protocols. | used Castillo-Montoya’s (2016)
suggested technique, including close reading of the interview protocol and a think-aloud
activity. I also used ‘practice participants’, whose characteristics were similar to potential
interviewees. They role-played, answering the survey questions as if they were the
participants then | sought their feedback. The interview protocol was also sent to
members of the supervisory team for a review of its structure, writing style, length, and
comprehension. Thus, | ended up with feedback from multiple sources to enhance the
interview protocol quality and trustworthiness (Castillo-Montoya, 2016). The feedback

helped me refine the interview protocol for its clarity and comprehensiveness and to
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ensure a smooth flow of conversation by revising the language and terminology used
(Yeong et al., 2018).

Phase 4: Piloting the interview protocol. This step was excluded, as | followed an

iterative approach, whereby interviewers conduct an interview or number of interviews,

study them, frame new questions as a result of what they have found, and then conduct
further interviews (Dawson, 2002; Seidman, 2006; Suh & Hsieh, 2019). The study of
each interview was primarily fulfilled by keeping the ‘Interview Summary Form’ for
each interviewee (see Section 3.6.2.4) and personally transcribing the interviews right
after each one was conducted and before the next interview.

During designing the interview protocols, | was alerted to awareness issues, which had
arisen during the surveys. For instance, I learned from the Arab community’s survey that out of
the 221 respondents, only 107 (48%) have visited or used any public libraries in Sheffield before
the COVID-19 pandemic. For 44 (41%) of the 107 respondents, their relationship with public
libraries in Sheffield was influenced by their perceptions and expectations, whilst 26 (24%) were
influenced by their understanding of public libraries. Thus, I decided to follow Hill’s (2018)
suggested marketing approach, which entailed informing participants about library services and
aspects they may not be aware of during the fieldwork. Hence, | designed the Arab community's
interview protocol to answer the research questions and raise their awareness of the role of
public libraries in a multicultural society (see Appendix 8).

In terms of language, interviewees are considered to be more articulate when they are
speaking in their native language (Saunders et al., 2009), and a linguistic positionality is a form

of power (Cormier, 2017; Ganassin & Holmes, 2020; Holmes et al., 2016). Therefore, since
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Arabic is my mother tongue, Arab participants were allowed to choose whether to respond in
Arabic or English, and | mitigated linguistic power imbalances by authorising participants to
specify their preferred language. As explained in Section 3.6.1.3, the present research adopted
Holmes et al.’s (2016) ‘researching multilingual’ practice, where researchers account for the use
of more than one language in the research process. Thus, I inquired about the Arab participants’
preferred language for the interview through the survey. Twenty-three Arab public library users
agreed to be interviewed. Ten of these users preferred Arabic interviews, three preferred English
interviews, and ten had no preference. Thus, | designed a dual-lingual Arab interview protocol.
Ahead of each interview, I checked the interviewee’s language preferences and re-confirmed that
they were welcome to speak their preferred language or move across both languages (i.e. code-
switching).

Each interview protocol was followed almost verbatim. Still, since this study adopted
semi-structured interviews and iterative approach, each interview became a unique form of
discourse between the interviewee and me, where | had a genuine interest in learning about the
interviewees’ experiences, views and perspectives. New questions were generated in each
interview following the direction of the conversation. Some questions or experiences became
central to the following interviews. For example, the first interviewee from the Arab community
explained that she was very comfortable expressing her concerns and need for Arabic content
during the interview, which she did not do during her visits to the public libraries in Sheffield.
She justified that by the damaged culture of politeness (see Section 5.3.7). Thus, throughout the
following interviews, | questioned if participants ever requested specific services and

communicated their needs with library staff or volunteers, and the reasons if they did not. This
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question, in particular, resulted in the sub-themes presented in Chapter 4, Section 4.4.1.4 and
Chapter 5, Section 5.3.7.

3.6.2.2 Interviews sampling and selection. Sampling in qualitative research is most
likely to be purposeful rather than random to elect information-rich and highly relevant
participants. Several techniques can be used to purposefully sample, including maximum
variation, stratified, convenience and snowball (Harris et al., 2014). However, since interviews
have taken place after the quantitative phase, generic purposive sampling in a mixed method was
mainly used. According to that technique, the quantitative data were used as a sampling frame to
purposively sample people from whom qualitative data would be gathered (Bryman, 2016).
Following the generic purposive sampling, participants (both Arabs and library staff and
volunteers) were asked if they were willing to participate in the semi-structured interviews
during the surveys. Thus, survey data was the primary sampling method for the interview stage.
Still, some potential interviewees elected not to participate, or did not participate in the survey.
Thus, they were contacted to seek their participation. For example, as Section 3.6.1.1
demonstrated, the library survey reveals the need for the view of the library leadership team.
Even though they did not participate in the survey, they were contacted and encouraged to be
interviewed.

Dual-lingual invitations were sent to the twenty-three Arab public library users who
expressed their interest in taking part in the survey through their preferred contact option (phone
or email) (see Appendix 8). Some of the Arab community did not elect to be interviewed during
the survey, yet contacted me expressing their change of interest, which | welcomed. Considering

the small number of those willing to be interviewed (n = 23), the main criterion of interviewees’
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participants was having used public libraries in Sheffield before the COVID-19 pandemic. |
interviewed all who responded to my invitation (n = 8) (see Section 4.1 for their demographic
and background information). Based on the analysis of the surveys returned by library staff, there
was low engagement from the leadership team and unawareness amongst the frontline staff or
volunteers of the strategic planning of services and underlying policies, which were the focus of
the interviews. Thus, the criterion to be an interviewee was to be a decision-maker or part of the
leadership team. In addition to that, as Section 3.6.1.1 demonstrated, the survey stage uncovered
the complexity of the library services structure in Sheffield (council-run, co-delivered and
associate libraries) and how they take a community approach towards their provision, resulting in
28 libraries with different focuses, for example, diversity (see also Section 4.2.2). Thus,
considering the time limitation of my PhD and that a single study could not do it all, it was
decided to recruit only from the Sheffield public libraries’ leadership team and interview the
volunteer coordinator. These staff are qualified in terms of their knowledge and job
responsibilities, thus able to answer questions about the strategic planning of services and
underlying policies and speak on behalf of the 28 public libraries in Sheffield. Decisions were
made through continuous discussion with the research’s supervisors and consultation with the
head of Sheffield Libraries, Archives and Information Services. In short, decisions about the
sample size was shaped by considerations, such as the research approach and questions, the
available time, funds and resources, the skills needed, and the volume and richness of each data
item (Braun & Clarke, 2021b; Harris et al., 2014). Those processes resulted in interviewing the

following:
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1. Head of Sheffield Libraries, Archives and Information Services
2. Central Library Development Officer
3. Volunteer Coordinator

4. Collection and Audience Development Officer.

The snowball sampling technique was also used with library staff to identify additional
participants. Each interviewee in the above list was asked at the end of the interview if they
could identify other staff members to whom the interview is relevant. Few suggestions were
made since the interviewees in the above list are the key decision-makers in the public libraries
in Sheffield. Suggestions included interviewing branch managers with experience of serving the
Arab community and a multicultural collection development team member with a Pakistanis
background. However, due to COVID-19 sickness, other potential participants identified through
the snowball sampling technique were unable to take part.

Relying on Braun and Clarke's (2021b) “informational or meaning sufficiency”, the
twelve interviews were rich and sufficiently detailed to answer the research questions and fulfil
the study’s aim. To Braun and Clarke (2021b), “informational or meaning sufficiency” is a
valuable criterion for “the point at which to stop data collection” in thematic analysis (p. 15). It
can only be determined by thinking about the richness of the data critically and reflexively.
Indeed, interviewees were open and generous with their time, contributing to the collected data
richness. For instance, to ensure that both the interviewee and interviewer had ample time to
express their thoughts and minimise fatigue, interviews were designed to take a maximum of one

hour (Adams, 2015). However, most interviewees were happy to continue and willingly
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extended the interview length to answer all the interview protocol questions fully. Others
followed up and contacted me to extend some of their answers.

In addition to that, the interviewees’ backgrounds added to the depth and richness of the
collected data (see Section 4.1). For example, amongst the eight Arab interviewees, three
participants were able to give an account of the broader Arab community in Sheffield. Those
three interviewees run a charity organisation or business that targets ethnic minorities, including
the Arab community. For instance, one became a volunteer teacher in 2017 and has taught in
several schools in Sheffield. He also has run a programme to teach classical Arabic text. Another
interviewee, who has been running her own consulting business, has been a trustee of one of the
charitable groups in the city and the director of another charity organisation. She has been
working very closely with the Arab community in Sheffield for over five years. Thus, their
background helped to reveal rich and holistic views.

3.6.2.3 Interviews procedures and transcription. Interviews with members of the Arab
community and library staff were primarily conducted via Zoom. They were recorded using the
built-in video recording function (Zoom Support, 2022). As Seidman (2006) advised, all
interviews were transcribed ad verbatim to reflect the interview as fully as possible. Even
nonverbal signals, such as laughs, pauses and telephone rings were recorded, noted and
transcribed (Seidman, 2006). Recording and transcribing interviews were time-consuming
processes and imposed additional costs in relation to equipment. However, they were used as
they allowed me to pay attention to the way answers were delivered and be alert to probe and

prompt where necessary rather than spend time taking notes. Recording and transcribing the
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interviews also reduced the risk of relying on notes or memory, enabling a thorough analysis and
re-analysis of the data collected (Bryman, 2016).

Voice-to-text software (i.e. software that converts speech to text) was used to facilitate
the transcription process. However, despite the usability of voice-to-text software, it can cause
problems with multiple voice conversations and multiple languages (Bryman, 2016). For
example, Trint was selected since it supports Arabic and English (Olga, n.d.). However, issues
emerged during the transcription since Trint only recognised classical Arabic and was unreliable
for translating heavily-accented English. Thus, I undertook the task of transcribing all the Arabic
data manually. Moreover, all eleven interviews that were conducted mainly in English were
transcribed first using Trint. Then, each interview was checked against the audio recording to
correct errors and manually transcribe the sections that Trint failed to recognise due to
participants' heavily-accented English. That process was time-consuming and took between eight
to sixteen hours per transcript. Still, the second step of manual transcription and error correction
was beneficial in this study, as it made me more familiar with the collected data, increasing the
identification of themes and raising my awareness of similarities and differences (Bryman,
2016).

One interview was conducted entirely in Arabic. However, three interviewees code-
switched during the interview as they knew my language positionality. My linguistic
positionality enabled me to act as a researcher-translator. Nurjannah et al. (2014) argued that
“The researcher will be better-placed than a professional translator to acknowledge and affirm
the nature of the research work, including the contextualisation of data in its transformation from

one language to another” (p.5). The translation took the following process:
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1. The interviews were conducted in the participants’ chosen language, and then the entire
transcript was transcribed ad verbatim.

2. The transcript generated from step one was translated into classic Arabic to facilitate the
process of translation from Arabic into English.

3. The transcript generated from step 2 was translated from Arabic into English.

4. To ensure the quality of translation and convey the nuances within the interviewees’
lexical choices, the transcript generated from step 3 was rechecked by me and a
professional translator.

5. The transcript generated from step 4 was rechecked by me and sent to the participant with
a simple question: Does my translation match your spoken words? The final transcript

was approved for analysis after the interviewee agreed to it.

To receive full support and feedback, | decided to translate the Arabic transcripts and
data into English before the analysis to make the data accessible to the supervisory team. | also
translated any Arabic data into English because | analysed my data using NVIVO, which does
not perform well and imposes technical difficulties with right-to-left languages, such as Arabic
(NVIVO, 2021).

3.6.2.4 Analysis of interviews. Thematic analysis is one of the most common approaches
for qualitative data analysis (Braun & Clarke, 2006, 2021a; Trainor & Bundon, 2021). It “is a
method for systematically identifying, organising and offering insight into patterns of meaning
(themes) across a data set” (Braun & Clarke, 2006, P.79). Thematic analysis procedures are

vague. However, Braun and Clarke (2006) made a leap in theorising it and outlining its six steps,
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which are not necessarily sequential. Later, Braun and Clarke (2019) decided to re-label it as
reflexive thematic analysis to emphasise the centralisation of researcher subjectivity and
reflexivity in thematic analysis and the process was revised accordingly. Thus, this study
employed Braun and Clarke’s (2021a) six reflexive thematic analysis steps to analyse the
qualitative data (see Figure 8).

Thematic analysis was favoured in this study as it gives the researchers freedom in terms
of the theory informing the usage of thematic analysis, and how exactly researchers enact
thematic analysis "(a constructionist or essentialist framing, an inductive and/or deductive
orientation, and latent and/or semantic coding)™ (Braun & Clarke, 2019, p. 592). Reflexive
thematic analysis was chosen from the three primary schools of thematic analysis (i.e. coding
reliability, codebook and reflexive). This was because the reflexive thematic analysis is the only
school that uses both qualitative data and the values and practices associated with qualitative
paradigms. Reflexive thematic analysis was also favoured as it emphasises "the inevitable
subjectivity of data coding and analysis, and the researcher’s active role in coding and theme
generation” (Braun & Clarke, 2021b, pp. 5-6). In this approach, “meaning and knowledge are
understood as situated and contextual, and researcher subjectivity is conceptualised as a resource
for knowledge production...rather than a must-be-contained threat to credibility” (Braun &
Clarke, 20214, pp. 334-335). Those characteristics of reflexive thematic analysis proposed it as
an approach that was the best to help answer my research questions and aligned with
paradigmatic underpinnings and the interview method (see Sections 3.3 and 3.6.2). For example,
in this study, drawing from a constructivist paradigm, attention was placed on the various

meanings that the Arab community attribute to their experiences with public libraries in
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Sheffield and the diverse meanings that library staff attributed to their experiences with serving

ethnic minorities. Therefore, participants' sense-making, expressed as their perceptions,

understandings, demands and perspectives, were all valued in this research and were considered

and interpreted in light of participants’ backgrounds and where they live and work. Furthermore,

in the constructivist paradigm, value was given to my subjectivity and background as a source of

knowledge.

Practically speaking, I followed Braun and Clarke’s (2021a) six steps of reflexive

thematic analysis for qualitative data, as outlined in Figure 8; these steps were not ad verbatim or

sequentially followed. Throughout the research process, | went back and forth between the steps

and developed my own way of applying some of Braun and Clarke’s (2021a) six steps.

Figure 8

Braun and Clarke (2021a) six steps of reflexive thematic analysis

1
Data
familiarisation

2
Systematic data
coding

-

J

3
Generating initial
themes from
coded and
collated data

.

4
Developing and
reviewing themes

J

5

_ | Refining, defining

and naming
themes

B
>

6
Writing the report

For the first step, | started by creating what Dawson (2002) called an 'Interview Summary

Form' for each interviewee, which worked as a case file. In the 'Interview Summary Form', |

recorded basic demographic information, each interviewee's pattern of library usage as reflected

in the participant's answer to the survey, and the broad codes | started to generate from the

interview, especially during transcribing. I also used the form to write a summary of each

interview and any reflective points right after the interview, whilst they were still fresh in my

mind (see Appendices 14 and 18). Thus, each interview could be studied to frame any new
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questions or modify the interview protocol for the following interviews (see Section 3.6.2.1).
The ‘Interview Summary Form’ also worked as checking and comparing point. For example,
during step two outlined below, the coding stripes (coloured bars that show the nodes that code
each transcript in NVIVO) were checked against the initial codes in the form to identify
differences or similarities between each coding phase and reflect on how the analysis has
developed. This step and the transcription processes worked as Braun and Clarke’s (2021a) first
step of reflexive thematic analysis (data familiarisation and writing familiarisation notes). Apart
from that, the coding process followed the rest of Braun and Clarke’s (2021a) steps of reflexive

thematic analysis, not sequentially and ad verbatim. The processes were as follows:

1. The transcripts were meticulously coded line-by-line up until the point when it was no
longer necessary to develop additional codes because the rest of the data was covered
by the existing codes.

2. The codes created in step 1 were checked and read numerous times before being used to
code the information from the subsequent interviews. This stage aimed to ensure
that codes were appropriately constructed and that they accurately and effectively
described the coded data. It also ensured that there were no duplications and that codes
did not cover the same topic although written differently. The first step was to arrange
these descriptive codes into a "parent-child” connection. The duplicates were then
removed by combining multiple codes after each code had been read. By this point, fewer

codes existed, and some codes became more inclusive.
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3. The successive transcripts required increasing analytical thought and interpretation
during the reading and coding processes. Despite most of the later interviews being
related to pre-established codes, a few new codes were developed. This was conducted at
the same time as the merging and renaming of codes. Through these processes, the codes
evolved from being descriptive codes to becoming codes that are more conceptual and
inclusive. In turn, this reduced the number of codes in the final thematic framework.

4. The themes created in stage 3 were examined and re-read multiple times. The goal of this
was to ensure that the themes accurately defined the coded data and that there were
no duplicate themes (or themes covering the same material). This step also involved
renaming some themes, further organising into a ‘parent-child’ relationship or ‘merging’
some themes or child themes.

5. All interview transcripts were printed and re-read to ensure that no relevant data were left
uncoded and that the existing themes reflect the interviewees’ experiences.

6. A report was written and shared with the supervisory team for discussion. While this was
not intentionally planned, I incorporated elements of discourse analysis during this step.
In discourse analysis, written or spoken language is studied in relation to its social
context (Linguistic Society of America, n.d.). Adopting elements of the discourse
analysis was not an early decision in the analysis process, but rather a result of the
ongoing reflexive thematic analysis and the adopted philosophical stances. This study
adopted interpretive and constructionist philosophical stances, accepting participants'
subjective and diverse interpretations of reality and my own (see Section 3.3). Thus,

interpreting others' meanings about the world was a central aim of this work. To that end,



Figure 9

Summary of my modifications of Braun & Clarke’s (2021a) reflexive thematic analysis

| employed various strategies to interpret the meanings that interviewees attached to the
investigated phenomenon, including interpreting participants’ experiences within their
cultural or socio-political background or interpreting selected descriptive words within
their meaning as established in the literature (see Sections 4.3.3, 4.4.2 and 5.3.7 for

examples). Figure 9 below summary those discussed processes to reflexive thematic

analysis.
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The reflexive thematic analysis process depicted in Figure 9 was applied to each data set

separately (Arab interviews and library staff interviews). Then, both data sets were brought into a

holistic thematic framework by re-reading, checking, merging and renaming existing themes

(Figure 9, steps two to six). | also used different strategies, including brainstorming, note-taking,

summarising findings, manually creating mind maps and open discussions with supervisors and
fellow researchers to create the holistic thematic framework and reflect on the analysis process

(see Appendix 19). Those processes resulted in the final thematic framework in Appendix 20.

Table 2 below provides a worked example of the reflexive thematic analysis and how

Oldenburg’s (1989) theory was applied to the data analysis.




Table 2

A worked example of the reflexive thematic analysis
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Oldenburg’s (1989)
themes

Examples from the data

Interpretations

Leveller: being
inclusive places,
accessible to the public
and not requiring
people to meet specific
criteria or be of a
particular social rank to
gain access.

“I see that it [a council-run library in
Sheffield] welcomes everyone as a visitor and
ensures that everyone is welcomed regardless
of their cultural background” (I1A)

Public libraries in Sheffield successfully embrace being
‘levellers’ in the way Oldenburg (1989) defined
‘levellers’. In that sense, they welcome all and do not
require anyone to meet specific criteria or be of a
particular social rank to access libraries or take up their
services, stock and space.

Conversational:
conversation is the
primary activity in third
places, meaning that
these places are
conducive to informal
and sociable
conversation, value it
and nurture it.

Me: ... Have Sheffield public libraries made
you feel more like at a second home since you
moved to Sheffield? And when | say a second
home, I mean a place in which you don’t feel
like you are a stranger.

I5A: Well, to be honest, yes, because | felt
sad when they close it [the Associate
Library/A] for lockdown. | still remember, it
came a time when 1 visit every day, probably,
especially for my kid. | take him there for
some activities. And when there’s nothing for
the children because they have some activities
but not regularly. So, the day in which they
don’t have any activities, I go for relaxation,
for having my coffee and chatting with

others, and looking for any new book.

Some Arab interviewees perceived libraries to be places
for chatting, emotional and psychological improvement,
and healing. Therefore, the level of liveliness of public
libraries matters to them. They would visit for
relaxation, having a coffee and chatting with others.
That helped them connect to the library and the wider
society, build social networks and reduce isolation and
loneliness. Their experience echoes Hapel’s (2020)
argument that libraries can offer their users "social
spaces affordances and opportunities for interaction and
exchange, ... [and] communal spaces of tranquility,
calmness, and contemplation” (p. 404).

Home-away from
home: third places are
“remarkably similar”
to good homes in “the
psychological comfort
and support” that

they extend (Oldenburg,
1989, p. 42).

In Oldenburg’s (1989)
interpretation, the
criteria of ‘at-home-
ness’ include rooting
people, appropriation,
regeneration, freedom
to be and warmth.

Example 1: I felt safe and did not feel a
stranger because she [the librarian] treated me
as she would treat any other English citizen. |
felt the sense of belonged to the place; | felt
that the place welcomed me and did not reject
me” (I1A)

Example 2: “I grew [up] with libraries. It’s
my passion.... You know, | look at the library
as a space where you... have to be in your
own space. What I’m trying to say here [is]
you need to feel [at] home... connected...
loved and respected. | will not go to places
where I don’t feel I am respected. I wouldn’t
go” (I12A)

Home is a complex notion for migrants and is not a
single space but a set of identities, practices, feelings,
relationships and locations. For instance, when the Arab
interviewees talked about their public library experience
in Sheffield, they referred to various emotions, namely
respect, welcome, belonging and safety. These feelings
are what make some Arab interviewees feel that public
libraries were home-like. To the Arab interviewees, in
the public libraries context, these psychological feelings
are contingent upon either the libraries’ openness-to-all
and the kind and fair treatment from library staff, or the
fully inclusive and representative library services,
resources and team. The latter condition is a novel view
of home-like places. It can be conceptualised under
Herring and Henderson’s (2013) definition of critical
diversity.
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Having explained the analysis process, it is vital to note that reflexive thematic analysis
was an ongoing process. In my memo, | wrote, “When | started analysing my data, | thought of it
as an ending process. Huh, analysis is my baby that | see and think of every single day and
moment.” As the previous extract indicates, the reflexive thematic analysis took place throughout
the data analysis stage and the writing up of findings and discussion chapters. Occasionally, new
codes or themes were created. While this was going on, the processes of merging and renaming
the codes and themes continued throughout the research process.

3.7 The use of a pilot study

“Pilot testing is often understood to be testing the study feasibility by collecting data
using a small sample of participants who are similar to the actual study participants” (Kallio et
al., 2016, p. 2962). In this study, pilot testing applied only to the survey, as the interview stage
followed the iterative approach (see Section 3.6.2.1). Therefore, as established in Section 3.6.1,
even though the survey stage was not intended to answer the research questions directly and
fully, but only build the background of the study, before distributing the surveys, | conducted a
pilot for both the Arab community survey and library staff survey; this was done for the
following reasons. First, the Arab community survey was a dual language (Arabic and English);
thus, it had to be guaranteed that both versions were identical, eliciting the same answers, free of
jargon and were easy to understand (Listwon, 2007). As Hutchinson (2004) cautioned,
translating items into another language will introduce measurement error into the survey if
adequate steps are not taken to ensure equivalence between the translated and the original
versions. Additionally, the pilot study helped to test the adequacy and feasibility of the research

instruments and protocol, the effectiveness of the sampling technique and recruitment
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approaches and the data analysis techniques (Hassan et al., 2006; Majid et al., 2017; Van
Teijlingen & Hundley, 2002). It also allowed me to become familiar with the elements of the
research process (Van Teijlingen & Hundley, 2002).

Since the pilot testing should closely simulate the actual fieldwork process, the pilot
study was distributed online using SurveyMonkey (Castillo-Montoya, 2016). | piloted both
surveys with people who mirrored the characteristics of the sample to be surveyed in the actual
study. Participants in the Arab survey were extracted from the same population as that which
would be targeted in the actual study, but they would not be participants in the main study (see
Table 3). The situation was different for the library survey. LIS students, professionals and
instructors represented an accessible and suitable sample for piloting the library survey, since

they were more likely to understand the research context and focus of the survey.
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Recruitment venues and background of participants in the pilot stage of the Arab survey

Distribution process of Arab Survey
Note: some of the below participants shared the survey with close friends and
family.

Respondents (analysis of

Q2)

1- Sent to a group of Arab PhD students in Sheffield and Manchester (3/Saudi,
1/Kuwaiti and 1/Omani. Contacted via WhatsApp)

2- Sent to close friends (members of long-established Arab community in Sheffield.
Live and work in Sheffield. Contacted through WhatsApp and Text message.
1/Libyan, 1/Syrian, 1/Yemeni).

3- Sent to members of the Arab community in Sheffield (recently moved to
Sheffield. Family of students of various ages and educational background. Contacted
through WhatsApp. 2/Saudi)

4- Sent to youths aged between 18 and 23 years. Contacted through WhatsApp.
(2/Saudi).

5- To test the clarity of the Arabic version and ensure that the Arabic version makes
complete sense without the English version, the survey was sent to an Arab who does
not speak English at all. Contacted through WhatsApp. 1/Saudi

6- Sent to a multilingual Arab who has studied in the USA. Contacted through
WhatsApp. 1/Saudi

Fourteen respondents
from Libya, Saudi Arabia,
Syria, Irag, Kuwait and
Egypt.

Throughout sampling for the pilot stage of the Arab survey, | followed the same

technique employed in the main study; including self-selection and snowball sampling, to reach

the maximum sampling variation (see Section 3.6.1.2). | reached out to different participants

through different media, asking for participation and sharing with others. I made an effort to

ensure that the Arab survey was piloted amongst diverse groups regarding nationalities, gender,

age and educational backgrounds. The same procedure was followed in the library survey.

However, [ was also supported by my supervisors’ network to distribute the library survey

amongst LIS students and staff at the Information School/Sheffield University. | provided all
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survey participants with clear and short guidance on what was expected and the study’s
background in the survey’s introduction and invitations (see Appendices 1 and 2).

Considering the previously explored purpose of the pilot stage, | expected a minimum of
five respondents for each survey and distributed each survey for a week. However, | was
pragmatic on that. For example, both surveys were not closed upon receiving the five complete
responses or the end of a week. | kept reading the results thoroughly to examine the depth and
quality of responses. | closed them when comments were thorough and centred around several
repeated themes, with no new comments emerging. Thus, the Arab survey was closed earlier,
and the time was repeatedly extended for the library survey.

Since the pilot questions were open-ended in both the Arab survey and library survey, |
analysed them manually and thematically. The Arab survey received fourteen responses, of
which only nine were complete, and five were partially complete. The library survey received 12
responses, of which only three were completed in full and nine were partially complete.
However, two additional thorough pieces of feedback were received through email for the library
survey. Analysing them revealed that the time it took participants to complete the surveys ranged
from 10 to 15 minutes in the library survey and from 10 to 20 minutes in the Arab survey (the
calculation was based on complete responses only). Respondents to both surveys found the
duration reasonable. Moreover, respondents to the Arab surveys perceived the survey as
straightforward and found the Arabic and English translations broadly compatible. Figure 10
gives an example of the Arab respondents' comments, along with my translation in red.

Similarly, participants in the library survey found it clear, thorough, accurate and potentially



more likely to demonstrate promising results. Figure 11 gives an example of respondents'

comments.

Figure 10

An example of participants' evaluation of the pilot version of the Arab survey
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Q18 Please feel free to include any additional comments here, either to
expand upon your answers or to comment on the questionnaire (You can
type in Arabic or English). 9 gwsill Lo] . Ln sl sl aslol w9 555 Y
ay_alsuVl gl awp=ll aslll &Y diSos 1o luuwdl e ,_gluU_gi LiLl>]

Answered: 11 Skipped: 3

Note: RED is my translation of the responses

# RESPONSES DATE

1 gl adlal) Taie Oluzwdl 13a 0eS, ol 92,0 1. | hope this will help the Arab community 3/7/2021 5:14 AM
2 galwi ¥ 2. No comment 3.Q5: The options move on their own 3/6/2021 7:34 PM
3 aradIl el Y i dasiaslog arleYl wlils Jmis 5 Jlgaw 3/6/2021 1:10 PM
4 s+l ¥ 4. No comment 3/5/2021 1:44 PM
5 English 3/5/2021 11:12 AM
6 azs:¥ 6. Nothing 3/4/2021 6:08 PM
7 ailiwl ode a oY elsl guis 26 Lall auaill JSLaall axlles laas 7. Only the technical issue  3/3/2021 1:12 PM
8 It's very clear 3/3/2021 12:39 PM
9 3/3/2021 10:10 AM
10 oo weasdiaall & o8 Jliaw aslisl Saasll e 131 gluasl sads Jgws piolss &l x> oluwdl 3/2/2021 6:12 PM

JiloM) agzse 0955 ikl ol el Ola)l uwiss sl e Lowad ol awiss waiS aslol
S5y il aie s9 LgSlay Ve (o die sz lge ol auSall (a9 lgisl b 2es ol Loy, LLSUs
11 No comment 3/2/2021 6:08 PM
10. The survey is very clear. | have a suggestion. Why do not you
add a question to ask if Arab want the library to provide religious
books for children and adults, such as the holy Quran and prophets'
stories? Indeed, some migrated long ago and did not have this kind
of material in their home.
Figure 11

An example of participants' evaluation of the pilot version of the library survey

Q15 Please feel free to include additional comments here, either to expand

on your answers provided above or to comment on the questionnaire:

Answered: 3  Skipped: 0

# RESPONSES DATE
1 | think it is accurate and will give you good results 3/14/2021 8:11 AM
2 Good job dear. | like the questions. Good luck. 3/5/2021 3:39 AM

3 Sss 3/4/2021 12:31 PM
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Still, each survey revealed different concerns and suggestions to improve the survey
quality and clarity. For instance, participants in the Arab survey identified minor issues with the
Arabic translation (mainly in Q6) and technical problems (mainly in Q12) that affected the
outcome of the pilot study. In response, professional translators rectified the translation error,
and then | sent the translations back to the participants for feedback. The feedback from
participants and the consultation with the professional translators revealed that the issue that
participants identified earlier as translation error was associated with the depth and complexity of
some of the concepts used in the survey. For example, inclusion or representation in library
resources and services is a complex argument. Moreover, as a concept, ‘inclusion” does not have
a direct synonym in Arabic (See Figure 12). Thus, | made a pragmatic decision to move any deep
questions to the interview to increase their face validity. | also reviewed the survey's design,
identified causes of technical issues, fixed them, and piloted the survey myself to ensure the
issue was resolved. Throughout this process, | ensured that the survey format rendered

appropriately on mobile devices, iPads and computers.
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Figure 12

An example of a translation issue in the pilot version of the Arab survey

* 6. Based on your recent visit/s to any of Sheffield's public libraries pre-pandemic (COVID-19), to what extent do you agree with the following statements?
T S jlanll e 61 el p e la o (19 2 48] el y o005 o Adall sliat CiliiSa e o6 o N1l ey il 5 N sl

1. Strongly 2. Dissatisfied 3. Neutral 4, Satisfied 5. Strongly 6. N/A
dissatisfied satistied

oal) e e o=l ek ¥
ady aal y gt By yal

4. 1 feel
represented at
Sheftield public

e O O O O O O
that I usually

visit

o Lgeaia il padil

iyl LS A0S

Labale 30 dall

Lei 5 psfl

Note. Some participants commented: Q6 point 4: Translation is not clear.

Additionally, minor issues were raised by respondents in the library survey, which
centred on two themes:
e Ethical concerns, such as how the participants' information would be used?

e Question-based concerns regarding used terminology, syntax and clarity

In response to the above issues, the library survey’s final version and invitation emails
linked directly to the full information sheet, consent form and my email address. The same goes

for the Arab survey (see Section 3.8.2 for more details). | also fixed issues with each question or
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section following the given comments. Figure 13 below shows an example with participants’

suggestions in red and my responses in green.

Figure 13

An example of participants' suggestions and amendments in the pilot version of the library
survey

Q5: what is the other field for? (2) Is consultants the right word? (3) Is users the right word - library users? | also wonder about how some of the
questions can be answered using the scale. For example (5) on opposing racism - is “we are aware of this but do not have the time nor money ...."
a possible answer for this? Q5:When | think of 'consultant,’ | always think of someone who is paid but on a project / casual basis. Would volunteer
be closer to the mark? You use 'consultant' in two or three questions

* 5. We operationalise diversity through our work by 4- change in all the survey

are of this, but

A there arriers to
this was paused 4. We are aware ., lementation, like time

since March 3. No, although of this but we do and money
2020 as aresult we are working not have the 5. There is no
of the COVID-19 towards time or money to need or plan to
1. Yes pandemic providing this implement it do this 6. | do not know

2. Yes, although

1- Hiring diverse library
staff (paid staff).
2. Recruiting volunteers from marginalised communities

2- Recruiting consultants (unpaid)

from marginalised
communities (unpaid).

3. Targeting a diverse range of library users
3- Targeting diverse
users.

Finally, I identified a second professional proofreader to double-check the syntax for the
final version of the Arab and library surveys. The final version of the library survey was also
shared with the head of Sheffield Libraries, Archives and Information Services and the
supervisory team for final review. Minor amendments were suggested. For example, the library
management team requested different groupings for Q3 (What is your job title?) to avoid
identifying individual respondents. Recommendations were processed before the final

distribution.
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In closing, the pilot testing was very productive and has delivered its set objectives. It
provided insight into how potential participants perceived the questions and what could be done
to refine them in order to make them more accessible and understandable. The feedback was
constructive towards refining the surveys’ questions for their clarity and user-friendliness with
various revisions to the terminology, syntax, question types and formats.

3.8 Ethical considerations

Ethical concerns in the present study arose from the involvement of human participants
(The University of Sheffield, n.d.) and the use of internet-mediated research (the British
Psychological Society [BPS], 2021). As already established in earlier sections, due to the
COVID-19 pandemic, researchers were advised to avoid in-person data collection (Lupton,
2021). Internet-mediated research is argued to be subject to the same ethical principles as any
research that involves human participants. Still, the application of these principles can vary based
on the type and purpose of the internet-mediated data collection method; Each internet-mediated
data collection method is contextually sensitive and involves varying degrees of interaction and
engagement between participants and researchers, which may have ethical implications (BPS,
2021; Gupta, 2017; Rodham & Gavin, 2006).

With the above discussion in mind, the ethical considerations in this section are discussed
in light of the relevant ethical issues related to designing, implementing or assessing an internet-
mediated study, as summarised by BPS (2021). Issues include valid consent, confidentiality,
anonymity, deception, withdrawal, levels of control and disruption of social structures. Those
areas will be considered in relation to the interview and survey as the primary internet-mediated

methods used in this research. Although this thesis is not psychological research, the guidance of
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the BPS is followed here as recommended by The University of Sheffield (n.d.) for researchers

conducting internet-mediated research.

3.8.1 Confidentiality and anonymity

The subject matter of this research is believed to be appropriate for internet-mediated
surveys and interviews. As the University of Edinburgh (2020) explained, internet-mediated
research is appropriate when the data sought are not on a sensitive traumatic or intrusive topic,
and has no negative implications on the participant’s well-being during and after the survey.
However, it should be noted that the potential harm is not necessarily caused by the methods of
the data collection or subject matter, but rather by their potential to compromise the anonymity
and confidentiality of participants. Therefore, anonymity and confidentiality were carefully
considered in this research.

According to BPS (2021), internet-mediated research poses more risks to the
confidentiality of research data than other methods during data collection, sharing and
dissemination. In spite of this, there are certain considerations that researchers should be aware
of and take steps to reduce. There are two aspects to confidentiality in the context of internet-
mediated research. The first relates to the researcher’s ethical obligation to safeguard information
that is shared online. Second, where the researcher cannot control the location from which
participants conduct interviews, for instance, the confidentiality of conversations becomes an
issue.

In light of the BPS (2021), online secure password-protected sites were used to fulfil my
ethical responsibility and guarantee the privacy of the data shared online. For example, | used

SurveyMonkey to conduct the web survey, which was password-protected. | also used Zoom to
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conduct the interviews. | set up Zoom meeting rooms that required a code or an invitation link to
join. All collected data were saved on my password-protected computer and The University of
Sheffield Drive. Data were not saved on third-party applications or software. For example,
interview recordings were deleted from the Zoom cloud to guard against any possible leak of the
recording URL. A detailed description of how the participants' data would be stored
electronically was also included in their information sheets (More about the participants'
information sheets is discussed in Section 3.8.2). Also, | used a secure internet network, rather
than freely available in public spaces during the data collection, processing and analysis.

Anonymity and confidentiality are closely related, as anonymisation of data is typically a
means of maintaining confidentiality (BPS, 2021). Therefore, in light of BSA (2021) and The
University of Sheffield (n.d.), pseudonyms were used in the stored data and the published
findings to assure privacy and confidentiality. Additionally, in the survey stage, personally
identifiable information garnered automatically through internet-mediated research (e.g. IP
address collected automatically by survey software) was deleted from the stored data sets. Other
identifying details required for follow-up and contact participants at a later stage (e.g. email,
names, phone numbers) were stored separately from the actual study responses. That included
keeping any identifiable information on a separate sheet that was carefully protected and
accessible only to the researcher (BPS, 2021). | also was alerted and opened to discussing and
addressing concerns related to privacy with participants. For instance, an Arab participant was
not comfortable with e-signature or even scanning a manually signed document. Thus, | posted
the participant a hard copy of the consent form and information sheet with a return address.

Other interviewees were given a choice to e-sign the consent form and information sheet or to
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sign a hard copy manually. Participants were also given the agency to elect the web conferencing
platform in the interview stage. Finally, I conducted the internet-mediated interviews in a private
room. However, due to the online format, | was unable to control the environment of the
participants in order to guarantee confidentiality (Chiumento et al., 2018; Topping et al., 2021).
Still, I encouraged participants to select the interview time and leave at any point and continue at
a later time if they wished so.
3.8.2 Valid consent, deception and withdrawal

In light of the BPS’s (2021) and The University of Sheffield’s (n.d.) guidance,
participants were provided with a valid consent form and an information sheet. Those forms
provide sufficient information about the study, participant obligations, and potential risks
associated with their participation. Information relating to data dissemination was provided as
part of those forms to inform participants about how data may be publicly shared (see
Appendices 11 and 12). To ensure that participants fully understand the consent form and an
information sheet, the Arab participants were given Arabic and English copies of them.

Establishing that participants engage properly with those forms in internet-mediated
research is not always easy. Still, I carefully followed BPS’s (2021) guidance to reduce those
issues. Interviewees were sent copies of the consent form and an information sheet in advance of
the interview (mainly via email) and asked to complete and email them back to me. | verbally re-
confirmed informed consent for participation at the start of the interview. The web surveys were
set up so that participation was only possible if participants actively consented to participate by
selecting an option to agree/continue by checking a check box. That question required a response

(BPS, 2021). Sufficient information was provided to survey respondents on the first page of the
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web surveys to make an informed decision to participate. Additionally, the first page of the web
surveys had direct links to the consent form and an information sheet (see Appendices 3 and 4).
Those procedures help to guard against deception, so the participants are given the appropriate
resources to be aware of the subject matter, the nature of their involvement, and their various
rights before taking part (e.g. right to withdraw and reject the data collection devices).

A key element of valid consent is making sure that participants are aware of their right to
withdraw from the study (BPS, 2021). In the consent form, participants were informed of time
limits on data withdrawal and the procedure by which they could request withdrawal of their data
(using the email provided). Additionally, partly completed surveys were not included in the
analysis. As BPS (2021) explained, survey participants may leave a survey partway through by
closing their browser or clicking the exit button. That makes it difficult to determine whether
participants wanted to withdraw their valid consent to use any stored data or not. If that has been
the case, then their data should not be used.

3.8.3 Levels of control

In internet-mediated research, "the lack of direct physical proximity may impact on levels
of control over and knowledge of participant behaviours, characteristics and research
procedures” (BPS, 2021, p.15). That, in turn, may influence a piece of research’s validity,
findings and conclusions (BPS, 2021). As far as the survey stage is concerned, BPS (2021)
argued that repeated submissions and variations in presentation formats between different
browsers could seriously compromise the validity of a study. To reduce control issues, surveys

were designed using SurveyMonkey, which detects and prevents multiple submissions by the
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same person (by checking IP addresses). SurveyMonkey also helps control presentation formats
between different browsers.

Concerning the interviews, researchers have no control over the location from which
participants conduct internet-mediated interviews, which may influence the quality of collected
data. As Chiumento et al. (2018) argued, interviewees may self-censor their responses for fear of
saying something incorrect in front of those around them, which may affect the depth of their
answers. Thus, as Chiumento et al. (2018) and Topping et al. (2021) suggested, | took notes
about the environment around the interviewees, so that | could consider the impact of the
environment on the interviewees while analysing their data. Notes were recorded in my research

diary, ‘Interview Summary Forms’ (see Section 3.6.2.4) and the interview transcripts.

3.8.4 Disruption of social structures

BPS (2021) advised researchers to consider how internet-based data collection methods
may exclude individuals who are unable to access or navigate the Internet, and how this may
contribute to the marginalisation of groups who are already underrepresented in research. As
discussed in Sections 1.3.1, 2.4, 2.7 and 2.8, the Arab community is already underrepresented in
research, and the digital divide is apparent amongst ethnic minorities. To reduce such issues,
gatekeepers were asked to lend iPads voluntarily to volunteers who could assist community
members in accessing or navigating the web survey. | also assisted some participants in
accessing SurveyMonkey and Zoom.

In summary, this section discusses the measures employed to maximise benefits and
minimise harm in internet-mediated research that involve human participants. Still, other issues

related to my insider position and background may risk the scientific integrity of this research
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(see Section 3.2). Namely, issues such as loss of objectivity and bias are associated with the
insider characteristics of researchers (Merriam et al., 2001; Mills & Stewart, 2015; Rooney,
2005; Saidin & Yaacob, 2017; Unluer, 2012). Additionally, being an insider may prevent the
researcher from seeing the bigger picture since they may assume knowledge about participants,
their views and issues. Participants may also fail to reveal some information due to believing that
the researcher already knows (Berger, 2015; Merriam et al., 2001; Unluer, 2012). Still, the
literature proposed various measures that can be taken to reduce such issues, and the next section
will elaborate on that.
3.9 Ethical considerations related to the position of the researcher

Arriving at the field as an inbetweener undoubtedly manipulates benefits and challenges
reflexivity. Thus, to maintain the necessary balance between my own experience and that of the
participants whilst ensuring credibility and rigour, | needed to:

1. Obtain data from multiple sources and collect data using multiple methods (Breen, 2007;
Linley & Usherwood, 1999).

2. Seck the help of an academic supervisor to get an outsider’s perspective (Rooney, 2005;
Unluer, 2012).

3. Check interpretations with participants (Breen, 2007). | used member/respondent
validation (Bryman, 2016), which is also known as member checking or participant
validation (Birt et al., 2016) for the interview data with members of the Arab community
and library staff. I used a technique proposed by Bryman (2016). I returned the transcripts
to the participants to check factual information and confirm, modify, and verify the

interviews’ transcripts. While some participants were happy and required no additional
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amendments, others added, deleted or changed some of their statements. Moreover,
others corrected grammar issues and polished their syntax (see Appendix 17 for
examples). Those processes did not only add validity and rigour to the research process,
but also enriched the data through the additional comments interviewees added to their
transcripts. | also checked my understanding and interpretation with the interviewees
instantly during the interview, of which Figure 14 is an example. Other strategies that
entail feeding back to participants some or all of the researchers’ analysis were avoided
since “it is unlikely that social scientific analysis will be meaningful to research

participant” (Bryman, 2016, p. 358).

Figure 14

Example of checking interpretations with interviewees during the interview

The researcher [00:55:16] You said sometimes | hesitate to ask. Can | ask you why
sometimes you hesitate to ask?

The interviewee [00:55:33] Because sometimes it's not urgent. So, it doesn't matter. Why
| would bother asking for something if | am not really keen to have it.

The researcher [00:56:11] So, | don't know if my interpretation is correct or not, but you
have this culture that | don't want to bother anybody or add work to their list. So, | will go
with whatever they provide and | will say thank you.

The interviewee [00:56:33] Yes, you made me realise that (laugh), yeah, we do,
especially when for the first time we came and we are not familiar with the place. Like I'm
here since 2018, but still, | don't feel like | am really from here. So, why | bother those
people. Something like that. So, maybe it's just a cultural thing. But it does happen.

4. Repeat the review: This involved getting back to review the same interview a couple of

weeks after the original analysis (Berger, 2015) (see Section 3.6.2.4).
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5. Address my positionality with all participants (Bourke, 2014): During the interview with
the Arab community and library staff, | started by introducing myself by expressing my
professional and ethical background (see Appendices 8, 9 and 10).

6. Keep a reflexive journal or memo throughout the research process to record reflections
and insights and to deepen the researcher's reflexivity (Braun & Clarke, 2021b; Breen,
2007). I also kept an ‘Interview Summary Form’ for each participant for the same
purpose (see Section 3.6.2.4).

7. Adopt a researching multilingual approach (RM-ly) in the Arab community study. As
DeMarrais (2004) explained, power issues are central to the researcher-participant
relationship. Moreover, “the more the participants are encouraged to be a partner in the
research process, the more intense their relationship is likely to become”, and the more
willing they are to share their experiences and insights with the researchers (DeMarrais,
2004, p.65). Thus, RM-ly was adopted as a means of alleviating power imbalances by
encouraging participants to specify their favourite language of communication (Ganassin
& Holmes, 2020; Holmes et al., 2016) (see Section 3.6.2.1).

3.10 Chapter summary
This chapter discussed the methodology of the work, beginning with the researcher’s
positionality and the research’s philosophical frameworks, which underpinned the study and
influenced its design and implementation. It also justified the adoption of an explanatory single
case study design, in which a quantitative method (exploratory web surveys) was used to provide
the basis for a qualitative study (in-depth semi-structured interviews). This chapter also

explained how the use of reflexive thematic analysis complemented the research design to
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produce a rich and comprehensive presentation of the library experience of participants. The

pilot survey and ethical issues were also addressed in this chapter.
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CHAPTER 4: INTERPRETATION OF LIBRARIES AND COMMUNITY MEMBERS IN

LIGHT OF OLDENBURG’S THIRD PLACES

4.1 Chapter overview

The present study responds to the dearth of LIS empirical studies on the demographic of
Arabs in the UK. It focuses on their public library experience and related behaviour, their needs
in relation to inclusion and integration, and public libraries’ role in addressing those needs (see
Sections 1.3.1, 1.5, 2.7, and 2.8). Three characteristics of Oldenburg’s (1989) third places theory
were selected to guide this research in filling those gaps: levellers, conversational and home-
away-from-home (see Section 2.8).

This chapter focuses on interpreting the interviewees’ understanding of or experience
with public libraries in Sheffield through the theoretical lenses of Oldenburg’s (1989) third
places theory. Furthermore, it discusses how critical diversity and integration are linked to
participants’ interpretation of the three criteria of Oldenburg’s (1989) third places. Mainly, this
chapter addresses the second objective of the present research, which is to collect new data
focusing on the commitments of public libraries in Sheffield towards the Arab ethnic minorities
and their library experiences.

Since this study leans towards the interpretive constructivist approach, the discussion in
this chapter will be supported by qualitative evidence (see Sections 3.3, 3.5, 3.6.1, and 3.6.2).

This chapter organises the findings into themes extracted from the reflexive thematic analysis of
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twelve interview transcripts. Those interviews were conducted with four members of the senior
management team and decision-makers of Sheffield public libraries and eight members of the
Arab community in Sheffield, including three community leaders (see Section 3.6.2.2). The
chapter starts with a theme discussing the perceived similarities and differences between
community-managed libraries and council-run libraries in the context of this research. This
theme mainly aims to give the discussion in the rest of the sections suitable context and provides
an up-to-date understanding of both library models, so that any reference made to them in the
rest of the discussion chapters can be understandable. It also aims to clarify and justify using the
umbrella concept of 'public libraries in Sheffield' to represent both community-managed libraries
and council-run libraries in the findings and discussion chapters (i.e. the decision not to divide
results by libraries’ models). The chapter moves to the themes below to lead the discussion and
clarify the findings that contribute to the understanding and theorising of public libraries as third
places:

e Dilemma about third places

e Participants’ perceptions of public libraries: Variation in libraries as third places
The main concepts and ideas introduced in the discussion chapters (e.g. inclusion and
integration) are related to the terminologies generated by political forces, which libraries adopted
to comply with policies (see Section 1.2.1 and Sections 2.3.1 to 2.3.4). Hence, in chapters four
and five, the word 'dilemma’ is used to refer to the conflicts that libraries experience while

implementing political concepts like inclusion. The term 'dilemma’ can also refer to the conflict

that library users face to understand how libraries should implement those concepts.
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Finally, in the discussion chapters, each interviewee is referred to by a unique code, such
as I2PL or I11A, where ‘I’ indicates an interviewee, followed by the interviewee number, and
‘PL’ which is a shortcut for public libraries or ‘A’, which is a shortcut for Arab. The
demographic and background information of interviewed Arab community members is provided
in Table 4 below, which gives the quotes in the discussion chapters suitable context. However, to
ensure their anonymity, no background information is given about interviewed library staff (see

Section 3.6.2.2).
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Arab interviewees’ background information (CML= community-managed libraries; SPL =
council-run libraries)

Label |[Age Gender | Status Length of Occupation Libraries visited

group being in the
UK (until
interview
date)

11A 35-44 Female | Arab born out of the 8 years Student. Central Library (SPL)
UK-international student Note. She has LIS educational

background.

12A 35-44 Female | Arab-British born out of | 18 years Self-employed. Burngreave Library (CML)
the UK Note. She has LIS educational Central Library (SPL)

background and has worked as a Firth Park Library (SPL)
trustee or director of a charitable

group targeting ethnic minorities in

Sheffield, including Arabs.

I13A 25-34 Male Arab born out of the 6 years Student and Self-employed. Central Library (SPL)

UK-international student Note. He has voluntarily taught in | Upperthorpe Library (CML)
several schools in Sheffield and has | Walkley Library (CML)
run a programme to teach classical
Avrabic text to Arab kids in
Sheffield.

14A 25-34 Male Arab born out of the 8 years Employee full-time Central Library (SPL)
UK-Refugees Upperthorpe Library (CML)

I5A 25-34 Female | Arab born out of the 4 years Student Upperthorpe Library (CML)
UK-international student Central Library (SPL)

Walkley Library (CML)
16A 55-64 Male Arab born out of the 5 years Employee full-time. Crystal Peaks (SPL)
UK-Refugees Note. He has worked as a trustee or | Burngreave Library (CML)
director of charitable organisations | Central Library (SPL)
targeting ethnic minorities in Darnall Library (SPL)
Sheffield, including Arabs, and Highfield Library (SPL)
volunteered in CMLs in Sheffield. | Firth Park Library (SPL)

I7A 35-44 Female | Arab-British born out of | 30 years Employee part-time. Upperthorpe Library (CML)

the UK Note. She is a teacher. Walkley Library (CML)
Central Library (SPL)

I8A 25-34 Female | Arab born out of the 4 years Unemployed Central Library (SPL)
UK-family of Broombhill Library (CML)
international student Crystal Peaks Library (SPL)

Hillsborough Library (SPL)
Upperthorpe Library (CML)
Centre Library (SPL)
Walkley Library (CML)
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4.2 Perceived similarities and differences between community-managed libraries and
council-run libraries
Evidence extracted from the interviews with the library staff and Arab community in the
present study reveals that although community-managed libraries and council-run libraries are
not identical, especially legally, they have some commonalities. The upcoming sub-themes will
thoroughly compare and contrast community-managed libraries and council-run libraries and
consider the factors that give rise to the differences and similarities between them. However,
before that, it is crucial to provide an accurate account of the relationship between community-
managed libraries and council-run libraries, starting with the below interview extracts as a guide.
Extract 1: [The head of Sheffield Libraries, Archives and Information Services has] ...
very good relationships with the 16 volunteer-run libraries. That is a unique thing. In
Sheffield, our community-managed library model is seen as one of the examples across the
country. Other places, libraries just passed on the books and the stock to volunteers and
said, you get on with it. We [the library authority in Sheffield] have maintained those
relationships, and we have worked with them, with our volunteer coordinator. (11PL)
Extract 2: We’re very close. That is quite a unique model. It is quite nationally recognised
actually as good practice. We [the library authority in Sheffield] make efforts, and the
volunteer and community-managed libraries make great efforts to try and mirror us as close
as possible. And we want to keep it that way, you know, we want to make it effectively

one service to the library uses. (12PL)
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In the above extracts, the interviewees were library staff; one led the transformation to
community-managed library in 2014 and the other was in charge of maintaining the relationship
between community-managed libraries and the library authority in Sheffield. They demonstrated
how volunteers emerged to save library services in Sheffield and took on the role of service
delivery (see Section 1.4.2). They also stressed their supportive relationship during and after the
transfer process and how the current closeness and supportive relationship between community-
managed libraries and the library authority in Sheffield were sought by both libraries and the
library authority, contributing to its perceived success. That unique relationship was not only
recognised by interviewees in the present study but also at a national level. For instance, the head
of Sheffield Libraries, Archives and Information Services was amongst the thirteen library sector
people on the 2022 New Year Honours list. He was honoured for several contributions to public
libraries, including successfully leading the shift to community-managed libraries in 2014. His
work was also recognised for maintaining a supportive relationship between the library authority
and community-managed libraries, pioneered in Sheffield and adopted by other library
authorities across the UK (DCMS, 2022D).

The volunteer coordinator’s presence illustrates how the library authority in Sheffield
was eager to maintain a supportive relationship between community-managed libraries and the
library authority, which is not always the case in other areas. As Forbes et al. (2017) explained,
the support offered to libraries during the transfer process varied across cases. In some areas, “a
community library development officer was appointed for five years as a pilot project ... to
develop volunteering capacity and establish new groups™. In other areas, “expertise and advice

were provided by a volunteer support organisation” (Forbes et al., 2017, p.4). The library
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authority in Sheffield followed the first approach outlined by Forbes et al. (2017); a volunteer
coordinator was appointed for community-managed libraries in Sheffield, and the position of
volunteer coordinator was still active at the time of conducting the fieldwork of this study. As
outlined in the following quotes, the volunteer coordinator still offers various support to
community-managed libraries.
[The volunteer coordinator] work[s] very closely with the volunteer libraries across
Sheffield... [He] really [tries] to keep them open and ... keep the volunteers trained,
motivated, supported to ensure that the council is working to support them properly and
to make sure they’re operating libraries properly as well.... So it’s kind of working with
16 separate organisations to try and get them to vaguely follow our guidelines... And...
acting as a liaison between volunteer libraries and council... . (12PL)
The above interview extract echoes the role of the volunteer coordinator as described by DCMS
(2016b). In addition to providing guidance and advice to library group management committees,
the volunteer coordinator supports and trains library volunteers on the practical aspects of
operating a library service. In addition to the volunteer coordinator, I2PL explained that the five
co-delivered libraries were initially supported by having a Library and Information Officer
assigned to them and accessing a maximum of 15 hours per week of assistance from Sheffield
libraries (see DCMS, 2016b). That was later dropped in favour of a more flexible approach and
replaced with a more open-ended idea that the community-managed libraries could all access
support from the library authority when needed and would not be turned down. That helps
maintain professional inputs or links to the public library service in community-managed

libraries. As SLIC (2015) argued, “while there are useful roles for volunteers to play within
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libraries... volunteer-run libraries without professional inputs or links to the public library service
are not the preferred option” (p. 1). Still, as examples in Section 5.3.8 will show, those limited
professional inputs could not efficiently replace all professional staff in the sixteen community-
managed libraries.

The above discussion provides an overview and examples of the supportive relationship
between community-managed libraries and the library authority in Sheffield. However, that does
not imply that passing down sixteen libraries to volunteers was an ideal decision in Sheffield. As
SLIC (2015) concluded in their report, Evidence on the use of volunteers in libraries and on
volunteer-run libraries, volunteer-run libraries were not the preferred choice. However, this was
the only option available in an area that was at risk of complete library closure (see Section
1.4.2). Having provided the background on the relationship between community-managed
libraries and the library authority in Sheffield, the upcoming sub-themes will give several
examples to clarify the differences and similarities between community-managed libraries and
Sheffield public libraries. Those, however, are just examples and do not cover all areas of library
services.

4.2.1 Using a city-wide library management system

Community-managed libraries and council-run libraries are connected to the city-wide
library management system. Therefore, as the quote below explains, the advantages to users are
consistent across different libraries.

... We’ve got community-based libraries of different sorts all across the city, and they are

all connected on the same library management system. You got one library card that’s
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not the same elsewhere _ you can go to any library and request a book, and we deliver it to
the volunteers as well as to our own. (I11PL)

I1PL in the above quote praises the users’ ability to access and request books and library
recourses from across the city with a single library card. Still, that is not the only benefit of the
city-wide system. As the Community Managed Libraries National Peer Network (2017)
explained, being on Sheffield City Council’s library management system offers community-
managed libraries and their users the following benefits:

e Accessing the Council-wide book stock

e Reserving and delivering items from any library in the city

e Using self-service machines

e Using computers and receiving computer maintenance

e Using the Internet for free

e Using the Sheffield City Council library card.
However, since the library management system is the same for community-managed libraries
and council-run libraries, there was little distinction between community-managed libraries and
council-run libraries more broadly in the perception of the interviewed Arab users (e.g. 1A, 13A,
I4A, 15A and I8A). During the interviews, 12A, I6A and 17A were the only ones who differentiated
between volunteers and staff. For instance, 12A said, “I visited a library in which people are
working as volunteers”. 12A, 16A and 17A expressed awareness of the differences between
community-managed libraries and council-run libraries, and volunteers and staff, which could be
attributed to their long establishment in the city or having library knowledge. For instance, 16A

was a library volunteer, 12A has LIS educational background, and 17A was a friend of a library
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volunteer and was brought into the UK as a child, so she was aware of the socio-political issues
in the UK, such as the 2010 austerity measures and the move to community-managed libraries.
These findings corroborate the results of Vella (2018), which focused on comparing the
different models of the library within Sheffield through the lens of library staff and volunteers
and staff of the Sheffield City Council Library Service. In Vella (2018), interviewed staff and
volunteers across different library models confirmed that people get confused about whether the
library was volunteer-run or council-run, or whether the service provider was volunteers or staff
(Vella, 2018). Therefore, although staff recognise a significant difference between their service
and that provided by volunteers, users do not always see this difference. That can manipulate the
communities’ judgement of and expectations from public libraries. For instance, | found 13A and
I5A, who showed no awareness of the difference between community-managed libraries and
council-run libraries, saying
Extract 1: The first visit was to ... [an associate library], and | was shocked by the high
number of books that talk about crimes. ... It wasn't negative to have a lot of books about
crimes, but it was something that surprised me. (13A)
Extract 2: When | went to ... [an associate library], | was expecting to see some [Arabic]
books ... Because the majority in the place [the neighbourhood where the associate library
is located] are from Arab countries, | could say, yeah, this is a necessity. There is a need to
bring some Arabic books. ... There are many people working there from Arabic culture. So,
... why there is nothing about them? .... So, why [do] I go to the library where my mom or

someone | know works, but there is nothing about my culture? (15A)
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I3A and I5A, in the above quotes based their judgment and expectations without
consideration of the legal basis of community-managed libraries and their financial and human
resources (see Sections 1.4.2 and 4.2.4). For example, comments made by both interviewees
indicated that they were unaware that the library in question is run by volunteers who are
not always LIS professionals and relies on donations and a small budget to develop the
collection, influencing their ability to develop a comprehensive, balanced and satisfactory library

collection (see Section 5.3.8).

4.2.2 Limited inclusion to the Arab community in community-managed libraries and
council-run libraries

In addition to similarities between community-managed libraries and council-run
libraries caused by using the city-wide library management system, the analysis of the eight
interviews with the Arab community and library staff reveals evidence of the low level of
inclusion of the Arab community in both community-managed libraries and council-run libraries.
Those findings are discussed thoroughly in Chapter 5, Sections 5.2 and 5.3; this section will give
a brief example using the following quote.

When it comes to the language books... | would say the volunteer libraries, and to be honest,

| would say our libraries [council-run libraries] are pretty poor at the moment. (12PL)

The extract above emphasises how community-managed libraries and council-run libraries are
identical in being challenged to provide their Arab users with an inclusive stock. The analysis of
interviews across library staff and the Arab community suggests no differences between

community-managed libraries and council-run libraries in that regard. However, findings
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indicating limited inclusion for the Arab community may not apply to all public libraries in
Sheffield, since my analysis reveals a wide variation between libraries, even between libraries of
the same model. As I2PL explained,

So each individual library again has ... different focuses... Now there’s a statement and

intention in all of them to be as diverse and inclusive as absolutely possible and to not

exclude anyone. ... But they have different focuses; some libraries will be focused on

perhaps the elderly or disabled aspects of inclusion, diversity. Others will be more on the

ethnicity side of diversity. So it does reflect differently.

The variation in operationalising diversity in the above quote directly echoes Vella’s
(2018) findings of variations across different library models, and in the same library model
applied across one regional district. In Sheffield’s case, each library is independent and has a
local identity. The circumstances of individual libraries and their users are unique, shaping how
they operate and serve the community. Library models provide the base frameworks for libraries
to build upon, with each library setting the direction of its services (Vella, 2018). All of the
interviewed library staff elaborated on how each public library in Sheffield has a community
identity. This results in variation across the different libraries in terms of their foci, priorities and
approaches to service provision (see Section 5.2). I12PL, for example, considered public libraries
in Sheffield to be a ‘mixed bag’, where each library varies from the others in its community’s
needs and focus, and its success in reflecting its community. Examples of such variation are

further discussed in Sections 5.2 and 5.3.
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4.2.3 Facing similar obstacles to diversity

Evidence from the interviews with both the Arab community and library staff suggests
that community-managed libraries and council-run libraries face similar challenges in embracing
diversity. Therefore, the barriers to diversity revealed in the present study might apply to
community-managed libraries and council-run libraries in Sheffield and public libraries more
broadly. However, some caution is needed with this postulation, since libraries differ according
to their library models, location and the political, historical and cultural elements that shape the
broader society and public organisations. For instance, the extent and impact of each problem
may vary between different library models (see Section 5.3). The statement below offers an
example:

We [council-run libraries] don’t have a large budget, but they [community-managed

libraries] don’t have really much of a budget at all to purchase books. ... So this year it’ll

be maybe two thousand pounds for the full year for books, which isn’t much at all. And
then they [community-managed libraries] can rely on donations and getting their own funds
to purchase books. (12PL)

As the above quote shows, both community-managed libraries and council-run libraries
are disempowered by the local government in circumstances of highly constrained local
government funding (see Section 5.3.6.2). However, 12PL in the above quote stresses how
community-managed libraries struggle financially more than council-run libraries, creating
differences between community-managed libraries and council-run libraries that may
significantly impact library services. Financial pressure is just an example to show how council-

run libraries and community-managed libraries face similar struggles, and Section 5.3 will
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discuss those findings more thoroughly and debate their impact on diversity or on libraries
acting as a ‘third place’ for users.
4.2.4 Variation in legal commitment and bureaucracy

In addition to the earlier discussed similarities between community-managed libraries
and council-run libraries, it is essential to elaborate on the legal basis that connects and
differentiates between community-managed libraries and council-run libraries. Pieces of
evidence drawn from the literature review and the interviews with library staff show that
community-managed libraries and council-run libraries are not identical in their legal basis as
libraries, but are similar in their statutory commitment to equality and diversity as public sectors
(see Section 1.4.2). During the interview, 12PL stressed that community-managed libraries do not
contribute to Sheffield City Council’s statutory duty or the 1964 Public Libraries and Museums
Act, thereby freeing them from any proposed agenda to improve diversity and equality.
However, the legal responsibility of community-managed libraries as a public sector tells another
story. Like council-run libraries, community-managed libraries do not fall outside of the terms of
the Equality Act 2010, Best Value Duty, Localism Act 2011 and the Human Rights Act 1998
(see Section 1.4.2). For example, under the Equality Act 2010, namely, the Public Sector
Equality Duty, both community-managed libraries and council-run libraries are required to
ensure that discrimination is eliminated, that equal opportunities are promoted, and that good
relationships are fostered between individuals who share certain protected characteristics and
those who do not (Equality Act, 2010). That brings community-managed libraries and council-

run libraries closer in terms of their legal responsibilities towards the communities they serve.
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Therefore, it justifies calling on community-managed libraries to be third places, yet there some
caveats, considering their makeup of staff and availability of resources, such as funds.

Linked to the above legal rhetoric, the four interviews with library staff reveal evidence
of how independence from Sheffield City Council’s statutory duty results in a significant
difference between community-managed libraries and council-run libraries. As 12PL elaborated,
the independence from Sheffield City Council gives community-managed libraries some
privilege, while challenging the library authority in Sheffield to equalise the skills of the council-
run libraries’ staff and the community-managed libraries’ volunteers. For instance, 12PL was
concerned that community-managed libraries could not be mandated to take the optional EDI
training if organised by council-run libraries. On the other hand, it frees community-managed
libraries from following some Sheffield City Council or council-run libraries’ bureaucracy. For
instance, in terms of collection development, I2PL explained, “We [council-run libraries] rely on
supplier selection, which can be challenging... but they [community-managed libraries] don’t
have the issue. They choose all their stock. Everything they start putting in their library, they
choose.”

All interviewed library staff expressed that community-managed libraries enjoy greater
freedom than Sheffield public libraries, due to having to deal with less Sheffield City Council
bureaucracy. Therefore, library staff felt that community-managed libraries can be more
responsive to their community’s needs. Participants in Forbes et al. (2017) stressed the same
notion. To them, the lack of council bureaucracy in volunteer-run libraries improved and speeded
up processes. For instance, the volunteer library could order library stock online for next-day

delivery, while council-run libraries are required to follow series of procedures (Forbes et al.,
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2017). On the contrary, McMenemy (2009) explained that UK public libraries operate under the
local authority’s banner and do not deliver their services in a vacuum. They support the
objectives of an umbrella organisation with a broader set of statutory duties and only financial
resources to respond to them. In that sense, unlike community-managed libraries, council-run
libraries are committed and tied to the broader strategic objectives and statutory responsibilities
of Sheffield City Council, thus they are not entirely free to set their objectives and distribute
resources.

However, the above debate does not aim to imply that due to being tied to Sheffield City
Council or library authority in Sheffield, council-run libraries lack independence and agency
over their approaches to service developments. Neither does the above argument aim to imply
that having less bureaucracy, especially over collection development, is an ideal situation in
community-managed libraries (see the discussion about supplier contracts for stock development
in Section 5.3.2 as an example). Debate surrounding the bond that libraries have to Sheffield City
Council’s bureaucracy is, however, controversial and it has an impact on diversity or on
libraries acting as a ‘third place’ for users, which is discussed more thoroughly in Section
5.3.6.2.

To sum up the discussion in Section 4.2, evidence extracted from interviews with
members of the library staff and the Arab community in Sheffield broadly suggests that
community-managed libraries and council-run libraries have a supportive relationship and have
much in common even though they are marketed in literature as contradictory library models.
Amongst those commonalities is the use of the city-wide library management system, low

inclusion of the Arab community, and the various, yet similar, obstacles to embracing diversity.
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In terms of legal responsibilities and bureaucracy, they both are committed to multiple lawful
means as public sectors (e.g. Equality Act, 2010) (see Section 1.4.2). Still, each library model
differs in its bond to Sheffield City Council, changing the level of bureaucracy in community-
managed libraries and council-run libraries.

In closing, with the discussion in this section in mind, the debate in chapters four and five
will not be divided into community-managed libraries and council-run libraries. Instead, the
phrase ‘public libraries in Sheffield’ will refer to both community-managed libraries and council-
run libraries. Still, specifications will be made and justified when nuances are found. In addition
to community-managed libraries and council-run libraries’ legal responsibilities towards their
communities, the decision is mainly based on the following reasons:

e The overall library experience of the interviewed Arab community in community-
managed libraries and council-run libraries seems similar, especially in terms of inclusion
(see Sections 4.3 and 5.2).

e Findings, such as barriers to diversity, revealed in the present study can apply to
community-managed libraries or council-run libraries and public libraries more broadly;
yet there is some caution, since data in this research was collected in a single case study.
Therefore, it provides no basis for scientific generalisation (see Section 5.3).

e No libraries are representative of their model. Instead, each library is unique (localised
variation).

e The present research is not a comparison study between community-managed libraries

and council-run libraries.
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4.3 Dilemma about third places

In Oldenburg’s (1989) reality, everyone requires three places: home, work and a third, yet
undefined location, to be emotionally healthy. In such places, individuals put aside their concerns
and enjoy each other’s company and conversation. Oldenburg (1989) set eight characteristics of
third places (see Section 2.6). Still, he emphasised that the third place’s features are “determined
most of all by its regular clientele” (Oldenburg, 1989, p. 42), giving his theory the flexibility to
be applied to different contexts and modified to reflect the social and political changes from
1989 to the present.

With the above in mind, this section interprets the library experience of the interviewed
Arab community using three of Oldenburg’s (1989) characteristics of third places: being
levellers, having the conversation as the main activity and serving as a home-away-from-home
(see Sections 2.6 and 2.8). It also highlights the variation between Oldenburg’s interpretation of
third places’ characteristics and the multiple interpretations constructed by the interviewees in
this study. This paves the way for bringing the contemporary social and political environment
into Oldenburg’s theory, therefore, introducing a developed perspective of libraries as a form of
third places.
4.3.1 Be levellers

In Oldenburg's (1989) reality, being 'levellers’ means being inclusive places, accessible to
the public and not requiring people to meet specific criteria or be of a particular social rank to
gain access. When the Arab interviewees were asked about their library experiences, they all
praised the inclusion of the public libraries in Sheffield (i.e. libraries’ openness to all and

welcoming all). To some Arab interviewees, that was an ideal definition and practice of inclusion
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and equality. Other Arab interviewees expressed different views. They challenged Oldenburg's
(1989) definition of 'leveller’, added to it and articulated their understanding of the concept. This
is not surprising because although this study accepted that Oldenburg's (1989) ‘'levellers'
corresponds to public libraries' role in social inclusion or diversity, it argues that since 1989, the
discourse surrounding diversity and inclusion has developed and changed in various ways. This,
in turn, could influence the interpretation of Oldenburg's (1989) 'leveller' (see Sections 2.6 and
2.8). Variations in the understanding of Oldenburg's (1989) 'leveller' or inclusion in the library
context were revealed during the interviews, paving the way to provide a developed perspective
of Oldenburg's (1989) 'levellers'. The following sub-sub-themes elaborate on those findings in
depth.

4.3.1.1 Oldenburg’s (1989) levellers. All Arab interviewees expressed that the public
libraries in Sheffield manage to give them the right to access. They use the library and its
services, stock and space without any influence or prejudice from others, who may wish to deny
them access to libraries. They also stressed receiving equal treatment from library staff and no
explicit prejudice against their race, religion or any other personal status. Thus, all are equal
when they are in the library, suggesting that public libraries in Sheffield are levellers. The
following extracts give exciting examples of that.

Extract 1: | see that it [a council-run library in Sheffield] welcomes everyone as a visitor

and ensures that everyone is welcomed regardless of their cultural background. (11A)

Extract 2: When | came to this country, | need[ed] someone to lead me. The library was

good still very good. Not only for beginning still now ... I believe they try to treat all

equally. (14A)
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Extract 3: Before COVID-19, | took my youngest child to a weekly story time... | was the
only Arab there, but they [library staff] never treated me differently. Even my kids, she
doesn’t feel like she’s the only Arabic-speaking kid there. She just melts in their culture;
she melts while the librarian was reading stories. She was just fully focused there. (18A)
The above extracts came from a hijabi mother with a child, a middle-aged single hijabi
lady and a middle-aged male refugee. While their explicit characteristics vary, equality of access
and eliminating discrimination are the overarching themes that facilitate their positive library
experiences. Indeed, none of the Arab interviewees challenged the conclusions reached by 11A,
I4A and I8A in the above quotes. That is not surprising since equality and eliminating
discrimination in UK public sectors, including public libraries, are statutory rights. For instance,
under the 2010 Equality Act, the Public Sector Equality Duty requires service providers
“concerned with the provision of a service to the public or a section of the public (for payment or
not)... not [to] discriminate against a person requiring the service ...” (Equality Act, 2010,
Section 29). That includes various forms of discrimination, such as not providing the person with
the service or terminating the provision of the service (Equality Act, 2010). From the perspective
of librarianship in the UK, McMenemy (2009) stressed that equity of access is a fundamental
mission for public libraries and is one of the main reasons they were established in the first place.
In short, based on the analysis of the eight interviews with the Arab community, public
libraries in Sheffield successfully embraces being ‘levellers’ in the way Oldenburg (1989)
defined ‘leveller’. In that sense, they welcome all and do not require anyone to meet specific
criteria or be of a particular social rank to access libraries or take up their services, stock and

space, contributing to the positive library experience of some Arab interviewees (e.g. 11A, 14A,
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I5A, I7A and I8A). To some Arab interviewees (e.g. 14A), that is an ideal approach towards
equality, but that is not always the case. The following sub-sub-themes spotlight that in depth.
4.3.1.2 The developed interpretation of Oldenburg's (1989) levellers. During the
interviews with the Arab community, | introduced participants to what | hypothesised was a
developed interpretation of Oldenburg's (1989) 'levellers'. First, | introduced participants to
inclusion in public libraries based on Herring and Henderson's (2013) definition of critical
diversity as "Equal inclusion of people from varied backgrounds on a parity basis throughout all
ranks and divisions of an organisation™ (p. 300) (see Section 4 of the Arab interview in Appendix
8). Then, I asked the Arab interviewees about their opinions about what was introduced. Most of
the Arab interviewees (e.g. 11A, 13A, I5A, 16A and I18A) supported that narrative, adopted it as
their own and elaborated on its range of benefits, which is discussed in Section 4.3.4. In relation
to factors such as language and culture, some Arab interviewees did not perceive public libraries
in Sheffield to be true levellers, as they did not offer equal access to the same range of texts and
services that were provided to English speakers (see Section 5.2). Some Arab interviewees went
beyond that, and argued that physical inclusion is not enough for libraries to be levellers and that
true inclusion is a moral value and balance; I12A elaborated on the concept in the extract below.
Inclusion means understanding, means respect. [It] is to appreciate that your values are not
better than my values, that your culture is not better than my culture, your language is not
better than my language... You know go to the library and look around you. Nothing is
related to Arabs. You cannot see even one picture on the wall appreciates the Arab history

or appreciates the Arab scholars. (12A)
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To 12A in the above extract, libraries should understand, respect and appreciate others’
differences as they understand, respect and appreciate theirs to include a community effectively.
Those are moral and psychological values rather than physical ones. This particular
interpretation of inclusion echoes Klarenbeek’s (2021) discourse of integration as a two-way
process. Integration, as a two-way process, does not expect newcomers to discard their old
cultural values and absorb the mainstream culture and lifestyle. Instead, newcomers and the host
society integrate with each other. Part of that integration is for everyone to renegotiate their
identities and self-conceptualisation.

The view of Bradley (1985), the author of Asian women in Highfield: Their needs and
ways that the libraries can meet them, is a good example to help to understand the impact of
values and the physical level of inclusion. Bradley (1985) argued that the extent of the services
offered to any ethnic minorities and the ultimate aim of library services depends on the attitude
of management towards the various integration models. For instance, it depends on whether
ethnic groups are expected to integrate into British white culture at the expense of their original
cultural and linguistic heritages or be allowed to remain separate while retaining full rights as
British citizens (Bradley, 1985). In that sense, including a community in public libraries is not
purely about the heterogeneity of staff, stock and knowledge and having agency within the
library. Instead, as Hudson (2017) argued, it is also about the values and interests served by the
existence of that space. A form of those values is acknowledging the right of everyone to be
respected and recognised as human beings, whose knowledge should be accessible to them and
others. To McMenemy (2009), this should be the ethical dimension to equality that drives all

public libraries.
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Inclusion, as discussed in this sub-sub-theme, is challenging for public libraries,
especially those located in a diverse city like Sheffield. Sheffield is an ethnically diverse city,
with around 19% of its population being from black or minority ethnic groups. Apart from
overseas students coming to the city and the number of economic migrants from European Union
ascension states, Sheffield has prominent Pakistani, Caribbean, Indian, Bangladeshi, Somali,
Yemeni and Chinese communities (Sheffield City Council, n.d.a). It also has a long history of
refugee settlement (see Section 1.4.1). Despite this challenge, public libraries are expected to
sustain their moral and ethical values and commitment to the equal inclusion of their
communities (see Section 2.2). The surveys and interviews with members of the Arab
community and library staff reveal pieces of evidence that some public libraries in Sheffield have
attempted to embrace the developed perspective of ‘levellers’ as described in this section. This
will be discussed in more detail in Section 5.2, where the Arab community library experiences

are interpreted through the lens of critical diversity literature.

4.3.2. Be conversational

In Oldenburg’s (1989) reality, conversation is the primary activity in third places,
meaning that these places are conducive to informal and sociable conversation, value it and
nurture it. With that in mind, evidence mainly drawn from the interviews with members of the
Arab community and library staff suggests that a conversation occasionally occurs in some
public libraries in Sheffield through conversation-based programming. Otherwise, silence is still
a valued virtue. While McMenemy (2009) considered the culture of silence in public libraries an
unreal and a hard-to-shift image problem, 11A, 12A, 14A and 16A experienced that as a reality.

They explained that they did not experience socialising and conversing with others in the public
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and other visitors or between them and library staff or volunteers. However, that does not always

seem to be the case. For instance, a case extracted from the interviews with the Arab community

(I13A, I5A and I7A) reveals a contradictory experience, emphasising the value of the conversation

in public libraries through the lens of community members. However, how the interviewed Arab

community reacts to the conversational aspects of public libraries in Sheffield is a dilemma.

On the one hand, some Arab interviewees (e.g. 1A, 12A and 16A) wished to have time in

libraries for speaking or interacting; they perceived libraries to be places for chatting, emotional

and psychological improvement, and healing. Therefore, the level of the liveliness of public

libraries matters to them. The transcript extracts below provide examples.

Extract 1: You know what, the public library has a culture, and it’s a culture of silence....
Sheffield public libraries are very quiet places.... | like to talk to people. | am a sociable
person.... But when you go to the library, you look at people’s faces like they are not happy.
Even the librarian is not happy to communicate.... They look at you in a way that you are
not supposed to communicate. (12A)

Extract 2: Me: ... Have Sheffield public libraries made you feel more like at a second home
since you moved to Sheffield? And when | say a second home, | mean a place in which
you don’t feel like you are a stranger.

I5A: Well, to be honest, yes, because | felt sad when they close it [the Associate Library/A]
for lockdown. 1 still remember, it came a time when | visit every day, probably, especially
for my kid. I take him there for some activities. And when there’s nothing for the children

because they have some activities but not regularly. So, the day in which they don’t have
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any activities, 1 go for relaxation, for having my coffee and chatting with others, and

looking for any new book.

In extract one above, 12A perceives the public libraries in Sheffield that she interacts with
as silent spaces where visitors and staff do not seem happy to converse. That is a negative
experience for her because she is a social person and perceives public libraries as lively spaces.
During the interview, she related her enthusiastic view of public libraries to her LIS educational
background and passion for reading about the historical context of ancient and bright Arab
libraries. Therefore, the libraries she interacted with in the past do not meet the ethos of
Oldenburg’ (1989) third places or fulfil her need for social interaction. As Oldenburg (1989)
argued, “Nothing more clearly indicates a third place than that the talk there is good; that is
lively, scintillating, colorful, and engaging” (p. 26).

Unlike I12A, I5A in the second extract has a different experience with Associate Library/A.
This library benefits from being part of a multi-use leisure/community centre with a gym, library,
coffee, and community gathering spaces (see Section 5.2 for more about the Associate
Library/A). As 15A explained, her experience with the Associate Library/A she regularly visits is
appreciated for several reasons, including the interactive aspect and opening up the space for the
community to interconnect and relax. She would visit for relaxation, have a coffee and chat with
others. As she elaborated during the interview, that helped her connect to the library and the
wider society. She expressed how that experience facilitated building her social network and
reduced her sense of isolation and loneliness, as she had recently moved to Sheffield. Her

experience echoes Hapel’s (2020) argument that libraries can offer their users "social spaces
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providing affordances and opportunities for interaction and exchange, ... [and] communal spaces
of tranquility, calmness, and contemplation™ (p. 404).

On the other hand, as the below extracts show, the experience of the Arab interviewees of
libraries is not always of chatting and emotional and psychological improvement and healing.
Therefore, the silence of public libraries appeals to some, and may even improve their library
experience. That seems the case even amongst those who praise the liveliness of public libraries.

Extract 1: It’s good. They [library volunteers] are friendly. And it’s [the Associate

Library/A] an up-to-date library where you can go eat, drink, socialise without being

penalised for talking out loud. So, it’s a nice experience. (I7A)

Extract 2: The library is there for you to borrow books and be used as a service. It’s not

for you to go and sit down and have a coffee and chocolate or have a cake. This is different.

(1I7A)

Extract 3: | only have two [sic] connections: if | need to use the printing service, if | need

to use the gym, or if | need to meet with somebody. (17A)

The three extracts above show that /74 ’s experience with the Associate Library/A is
appreciated for several reasons, including being able to socialise without being penalised for
talking out loud. During the interview, she explained that she values the liveliness of the
Associate Library/A, because it allows her to conduct work meetings and talk without being
penalised. Still, she did not see public libraries as places for chatting and emotional and
psychological improvement and healing. Like 17A, 14A expressed having a special purpose for

doing particular things when visiting, such as using IT equipment. He (14A) even explained that
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although he lives close to the Associate Library/A, he regularly visits another quieter library
because the library silence appeals to him.

Evidence from the survey stage supports those qualitative findings extracted from the
interviews. For example, the four interviewed library staff recalled a range of adults’ occasional
conversation-based-programmes and activities organised over the years for everyone in the
community, such as “empathy days”, “coffee mornings” and “author events”. However,
triangulating that with the survey data shows low engagement with libraries’ conversational
aspects amongst the Arab community. Amongst the 107 surveyed Arabs who identified
themselves as library users, only 21% (n = 23) declared visiting public libraries to relax in a safe
and friendly space, 9% (n = 10) to attend community events and 6% (n = 6) to attend adult
library programmes.

Three factors can explain the low engagement with those conversation-based-
programmes. First, as Oldenburg (1989) argued, the kind of association offered in third place
may not appeal to everyone, suggesting that not everybody wants the library to be a third place.
Second, as will be discussed further in Sections 4.4.1 and 5.3.7, some Arab interviewees have
perceptions and understandings of public libraries that do not always correspond to the
conversational feature of Oldenburg's (1989) third places. Finally, conversation-based-
programmes may not be carefully designed to attract diverse communities. Linking to the later
cause, I2A commented,

In that matter of integration, library... is... attempting to bring young people, especially

children, into the library through... the activities they are doing for mums.... But that thing

is very white again.
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She further illustrated with a story,

When my [son] was six months old... my friend told me that there’s a very interesting

event [in the library].... They [library] brought a painter, and she was teaching children how

to draw. All she was drawing was pigs and telling very British stories... about bacon in the

English breakfast in the morning and drawing all this stuff making the day very English....

| was looking around and seeing the mothers trying to cope with the drawing. Well,

especially Muslim ladies.... Lots of mums weren’t following her. That image is still in my
mind.... The painter was a very talented person. That talent was really damaged by not
being culturally educated (12A)

From the above quotes, 12A communicates that various conditions should be met to
successfully connect ethnically diverse library users to the different library programmes. One
condition she expresses is the cultural sensitivity of the staff or volunteers delivering the
programmes that can influence the visible diversity of the programmes and services they provide.
Although I2A, in the above quote, described the painter as “a very talented person”, she (12A)
still believed that some of the mothers who attended the activity were not fully engaged, because
they could not relate to the overwhelmingly white and English cultural elements and stories
included. This could speak to the argument of Johnston (2018, 2019) that the success of
conversation-based programmes is contingent upon the ability of ethnic minorities to bring their
ethnic backgrounds into the conversation by, for example, expressing their perspectives and
experiences (i.e. equal status). While Johnston (2018, 2019) notes equal status as a key to the
success of conversation-based programmes in facilitating integration, 12A sees that as a criterion

that enables or inhibits engagement with libraries’ programmes in the first place. Thus, unless the



167

cultural background of individuals is deemed relevant and is reflected in the design and content
of the library programmes, the benefit of library programmes cannot be ensured, nor individuals’
engagement with them.

In closing, in Oldenburg’s (1989) third places, conversation and spending time are
essential elements in the healing experience and emotional well-being. Evidence extracted from
the surveys and interviews with the Arab community and library staff indicates that even though
silence is still a valued virtue in some public libraries in Sheffield, this is not always the case. For
example, in public libraries in Sheffield, a conversation occasionally occurs through
conversation-based-programmes. Moreover, some libraries, like the Associate Library/A, set a
new understanding of the library atmosphere, which used to be the culture of silence. This library
opens the space inside the library for a different type of interaction. Still, it gives a specific
private space for those looking for a quiet area for reading or studying. However, for various
reasons, not all Arab interviewees acknowledge the potential of public libraries as places of
conversation and interconnectedness or take advantage of them on that basis.

4.3.3 Be a home-away-from-home

In Oldenburg’s (1989) reality, home-like third places offer a congenial and familiar
environment. Third places have radically different settings from home. Still, they are
“remarkably similar” to good homes in “the psychological comfort and support” that they extend
(p. 42). Oldenburg (1989) used David Seamon’s five criteria, against which he assessed and
articulated ‘home-like’ as a criterion of third places. In Oldenburg’s (1989) interpretation,

criteria of ‘at-home-ness’ includes
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e Rooting people. A third place provides a physical centre around which individuals
organise their coming and going.

e Appropriation. Regulars of a third place refer to it as theirs and feel like they are
part of it.

e Regeneration. Third places are ideally suited for social and spiritual regeneration.

e Freedom to be. Regulars of a third place feel at ease, and that involves expression
of personality exhibited in expressive behaviour, such as joking.

e Warmth. The warmth of third places emerges out of friendliness, support and
mutual concerns.

When the Arab interviewees talked about their feelings towards public libraries in
Sheffield, they referred to emotions that were linked to their psychological comfort, namely
respect, welcome, belonging and safety. Those psychological feelings echo Oldenburg’s (1989)
description of the home, especially its appropriation and warmth. However, the Arab
interviewees’ interpretations of the roots or causes of those feelings vary. Their interpretations
cut across identities, practices and relationships. To discuss those findings in detail, the below
dialogue and two transcript extracts provide a guide. Those extracts clearly show how the Arab
interviewees articulated the psychological comfort and emotions associated with feeling like at a
second home in public libraries differently.

Extract 1: | felt safe and did not feel a stranger because she [the librarian] treated me as

she would treat any other English citizen. I felt the sense of belonged to the place; | felt

that the place welcomed me and did not reject me. (11A)
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Extract 2: Me: How would you feel if you go to Sheffield public libraries and see Arabic

books or maybe a librarian who looks Arab?

I8A: Oh, that’s really wonderful. You know, I will feel more welcome. Even though I

feel welcome now, but when I see someone like that, | just feel like this is home, you

know?

Extract 3: I grew [up] with libraries. It’s my passion.... You know, I look at the library as

a space where you... have to be in your own space. What I’m trying to say here [is] you

need to feel [at] home... connected... loved and respected. | will not go to places where |

don’t feel I am respected. I wouldn’t go. (12A)

In extract one, 11A feels that she is welcome, safe and belonged in the library she visits
because the librarian treats her equally. That closely echoes Oldenburg’ (1989) narration of the
warmth of third places that emerges out of friendliness, support and mutual concerns. Like 11A,
to other Arab interviewees (14A and I5A) the equality of access, as discussed in Section 4.3.1.1,
and the friendly and pleasant treatment from library staff or volunteers are enough to drive those
psychological feelings (namely respect, welcoming, belonging and safety). Still, to others like
I8A, the visible inclusion, such as the availability of Arab staff, would level up the status of
public libraries from being welcoming spaces to being home-like.

On the contrary, in the last extract, 12A connects home to feeling connected, respected
and loved. As she (I2A) explained during the interview, for her to feel so, the only way is to be
included in a way that her values and cultural and linguistic identity become no less valuable
than others’ culture, language or values (see Section 4.3.1.2). Like I2A, to other Arab

interviewees (e.g. I3A and I6A), psychological feelings, such as feeling respected, welcome,
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belonging and safe, are contingent upon seeing their cultural and linguistic identity reflected in
library services, resources and staff. Oldenburg (1989) stressed that in home-like third places, a
person enjoys active expression of personality they can exhibit in expressive behaviour.
However, Oldenburg's (1989) theory did not consider the fair representation of identity and its
impact on feeling home-like, as described by the Arab interviewees in this study. Unlike
Oldenburg (1989), Sarup (1994), in Travellers’ Tales: Narratives of Home and Displacement,
made a leap in connecting the notion of home with identity. He wrote

Of course, | realise that the notion of the home is not the same in every culture, and | know

that the meaning of a metaphor used in the 1930s is not the same as its meaning in the

1990s. Nevertheless, | want to suggest that the concept of home seems to be tied in some
way with the notion of identity _the story we tell of ourselves and which is also the story
others tell of us. But identities are not free-floating, they are limited by borders and

boundaries. (p. 95)

To summarise the above, home is a complex notion for migrants and is not a single space
but a set of identities, practices, feelings, relationships and locations. For instance, when the
Arab interviewees talked about their public library experience in Sheffield, they referred to
various emotions, namely respect, welcome, belonging and safety. These feelings are what make
some Arab interviewees feel that public libraries were home-like. To the Arab interviewees, in
the public libraries context, these psychological feelings are contingent upon either the libraries'
openness-to-all and the kind and fair treatment from library staff, or the fully inclusive and
representative library services, resources and team. The latter condition is a novel view of home-

like places. It can be conceptualised under Herring and Henderson's (2013) definition of critical
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diversity discussed in Section 4.3.1.2, which paves the way to propose diversity as an essential
criterion to Oldenburg' (1989) third places.

Finally, when Oldenburg (1989) introduced third places, he articulated their personal and
collective benefits. However, diversity was not amongst his established criteria of third places.
Therefore, the benefits of diversity need to be defined. The following sub-theme elaborates on
the benefit of diversity as a novel characteristic of third places, and connects those benefits with

Oldenburg (1989) and reviewed literature in Chapter 2.

4.3.4 The personal and collective benefits of diversity

Interviewees from the Arab community and library staff elaborated on a range of
personal and collective benefits of diversity in libraries, which feed into Oldenburg’s (1989)
third places ethos and purpose. Those benefits range from positive identity to tackling social ills
but are not necessarily limited to that. First, some Arab interviewees elaborated on the personal
benefit of diversity in a given organisation. They believed that happiness and community
engagement are conditioned by an individual’s ability to preserve their identities or see
themselves reflected and included in, for example, library resources, services or staff. 16A
commented,“I think when people feel that they are capable of securing their identity, it will make
them feel they will be happier and they will be more engaged in the community.” Taking 164 ’s
assertion further, Dancs (2018) argued “positive and healthy identity has roots in culture, or, in
other words, it has roots in the circumstances in which individuals are brought up” (p.13).
Therefore, without sufficient quality information about culture, people may identify themselves
solely emotionally and believe that they are not only different from others but also superior to

others.
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In another scenario, people, who feel incapable of securing their identity, may choose to
live in isolation from the wider community to prevent their cultural and language identity from
fading into the background. Such disengagement may also happen due to perceptions of
inequality or racial supremacy in public institutions. As Phillimore (2012) explained,
acculturation strategies (e.g. assimilation, separation and marginalisation) might not always be
imposed on immigrants, but chosen by them. Almudarra (2019), who, similar to the present
study, focused on Arabs, argued that some people may show indirect resistance when they
cannot directly resist a specific power. They develop such resistance to create a special space for
themselves and restore the missed level of freedom. As an Arab myself, | also understand how
Arabs may develop indirect resistance to anything that may threaten their identity or influence it
in an undesired way. 12A refers to such issue in the below extract,

Arabs are very sensitive to their cultural values and their religious values. So they may not

talk about it to you, but they will make a judgement. They will exclude you immediately if

you sensitively touch their cultural values without a clear direction for you to go. (12A)

Unlike Almudarra (2019) or me, I12A, in the above extract, does not base her judgement
only on being an Arab. Her understanding stems from working in the heart of the Arab
community in Sheffield for over five years and running or contributing to several volunteer
organisations. Therefore, the earlier interpretations suggest that the sociological and emotional
well-being and community’s coherent and interconnectedness sought in Oldenburg’s (1989) third
places may be unfulfillable if individuals do not see themselves for who they are or feel like their

identities are under threat. Although Hudson (2017) and Ahmed’s (2012) critique of diversity
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implies that it is not enough to have visible diversity if the organisation’s values are normatively
white, visible diversity still seem very important to the Arab interviewees.

In addition to the personal benefit of diversity in making individuals happier and more
willing to engage with the broader community, I11A, I15A, I6A, I7A, 11PL and I2PL elaborated on
the influence of inclusion and how it could foster or hinder the engagement with third places
(e.g. libraries). This is exemplified in the dialogue below.

Me: How would you feel if you go to a public library and find it inclusive, find Arab

librarians, Arabic books, events for your children that represents your culture and

language? How it makes you feel?

I7A: Well, I’d be happy, I’d be very happy. I think I’d want to visit that place even more

because | do ask for books. I do sometimes ask for friends to get me books from abroad or

| do borrow books from friends. So, to see the section within the library, | think it would
make me want to visit the library often and maybe borrow books from that place, too.

The above dialogue suggests that the inclusive library stock and services and diverse staff
or volunteers could encourage individuals from ethnic minorities to visit the library more and use
its resources. Those findings affirm the assertions of earlier literature, such as Lin and Boamah
(2019). They claimed that multicultural services offered by libraries to immigrants are one of the
reasons why some immigrants frequent libraries (Lin & Boamah, 2019). Although the use of
public libraries by ethnic minorities is directly connected to personal advantages and fulfilments,
using them can also lead to positive social effects. In Oldenburg’s (1989) argument, “what the
third place contributes to the whole person may be counted to all” (p. 43). To that, 12PL

commented
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So the physical spaces of the libraries is hugely important for bringing people together.

And I think there’s something important about people using and people being seen to use

a space. You know, there’s something really important about that, not only for that

community itself or that group of people, but for others. People from other groups to see

these people using a space that they use and to be using it healthily and happily and to be

a nice and good thing. Something really important about that.

I2PL, in the above quote, acknowledges that when ethnic minorities use public libraries,
that benefits them personally and sends various positive messages to the broader society. For
instance, Richter et al. (2019) argued that when a group uses the library's public space, they
become visible and become active members of society. As a result, they gain public acceptance.
Otherwise, they may remain invisible in society or may not be counted as legitimate members of
the community (Richter et al., 2019). Beyond that, when ethnic minorities use libraries, the
socialisation and interaction between them and library staff or volunteers might normalise
socialisation with out-group individuals, such as amongst friends of library volunteers or staff or
library patrons. In doing so, the links between different community groups may strengthen,
helping to diminish prejudice and altering attitudes towards others’ differences (Johnston, 2018,
2019). As Oldenburg (1989) put it, “mental health depends upon the degree of harmony between
the organism and its environment and, for most of us, this translates into harmonious relation
with others” (p. 48). That was the collective benefit of diversity most discussed by interviewees
in the present study.

Finally, several interviewees from the Arab community and library staff elaborated on the

collective benefit of diversity in tackling social ills, namely diminishing prejudice, stereotypes
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and racism. Although Ahmed’s (2012) critique of diversity somehow goes against the assertion
that visible diversity can tackle issues like racism, the interviewees in the present study do not
seem to agree. In the words of 11PL,

We are not going to change attitudes or negative attitudes, which still exist within certain

communities, until you can see people as people from a different culture rather than others.

This is the big thing that causes racism. It’s them or others; they always get the pick of the

housing.... And people put labels.... And we [public libraries] need to increase that

awareness of each other in every aspect. So I think we’ve got a great role to play.

I1PL, in the above quote, believes that the lack of sufficient information and knowledge
about each other leads to stereotypes, which can give rise to racism and negative attitudes
towards some community groups. 11PL argues that libraries have an essential role, in tackling
that. As Linley and Usherwood (1998), Dancs (2018), Johnston (2019) and Lin and Boamah
(2019) stressed, libraries have the potential to build a multicultural bridge between multiple
cultures or community groups, as well as challenge prejudices and stereotypes. Therefore,
libraries as diverse third places can potentially build societies that are more tolerant.

4.4 Participants' perceptions of public libraries: Variation in libraries as third places

Reading the interview findings through the lens of Oldenburg’s (1989) third places
reveals a gap between what the library knows they offer, what the community knows the library
offers, and what the literature proposes might be possible. Such variation is not problematic
since, the characteristic of third place is “determined most of all by its regular clientele”
(Oldenburg, 1989, p. 42). Additionally, Oldenburg (1989) did not specifically mention libraries

in his book (Wood, n.d., 2021). Despite that, over time, society has found third places other than
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those Oldenburg (1989) listed in his books, such as public libraries, which are arguably in the
perfect position to become good third places, simply because of what they are and how highly
they are used (Wood, 2021). Contemporary LIS literature argued that “There is no one path
forward in reimagining libraries as third places, rather there will be many stories that start with
the common narrative of a community” (Fuller-Gregory, 2020, p. 11). However, to promote
public libraries as ‘third places’ and assist the community in taking advantage of them, the gap
between the views possessed by library authority, library staff or volunteers, community
members, and literature about libraries’ roles need to be bridged. The sub-themes in the section
below will elaborate on those findings and draw connections to the reviewed literature.
4.4.1 The varied and changing perceptions of public libraries amongst Arab ethnic
minorities

Perception of the public library is a theme that emerged early on in the survey stage, as
both surveyed Arab library users and non-users referred to their perceptions and expectations of
public libraries (total 221, n = 99, 45%), and their understanding of public libraries (24%, n = 54)
as factors challenging their library experiences. During the interviews, | sought out illustrations
of those perceptions to help understand them and understand how Oldenburg's (1989) third
places may or may not relate to those perceptions. Analysis of the eight interviews with the Arab
community reveals three main perceptions of libraries: book repositories, open-to-all institutions
and a public sphere arena or gateway to culture and knowledge. However, Arab interviewees
have claimed that their perceptions of public libraries have changed over time due to various

factors. Factors include the interaction with public libraries in the UK, the conceptualisation of a
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library described in the current study, and the traditional and romantic concept of a library in
literature and culture. The following sub-sub themes elaborate on each perception in detail.
4.4.1.1 Libraries as book repositories. As the extracts below illustrate, the first group of
Arab interviewees (11A, 13A, 14A, I5A and I8A) considered public libraries exclusively as places
to borrow and read books, especially during pre-immigration and before interacting with UK
public libraries.
Extract 1: So, when anyone says the word ‘library’, the first thing that comes to my
mind is books ... Probably because I still have that old idea that the library is for books.
(15A)
Extract 2: I’'m not saying every library in ... [my home country] is just about books. I'm
sure there are more, but I’m talking about the library that I used to go to. (13A)
Extract 3: In ... [my home country] we have only a central library. The central library is
only for books, for reading. ... In my country, because our lives are very busy, only students
or those doing some research need a library. But public one, I didn’t see anyone going to
our library for reading. (14A)
Extract 4: I don’t think we have a lot of public libraries there [in her home country]. | went
to the one..., and I try to borrow a book, and they said, ‘no, it’s not allowed’... So, after
that, I stopped going to public libraries. I go to some of the university libraries... They
allow borrowing books. So, I go there. And we go a lot to bookstores to buy books there
[in her home country] more than here [in the UK]. (I8A)
In the above extracts, like most Arab interviewees, 13A, 14A and 15A described public

libraries in their home countries as book repositories. That was not unexpected amongst the Arab
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community. Mahlhl (2020), for example, studied the experiences of Muslim Arabic-speaking
women international students with American academic libraries. Some of Mahlhl’s (2020)
participants did not use American libraries because their cultural norms said libraries are only for
books. However, in this study, the Arab interviewees mainly attributed that perception to their
early experiences with libraries in their home countries. As extract three illustrates, in most
cases, there is no local library in each neighbourhood in their home countries. Instead, there is
only a central library, which is only for books and does not offer other services, such as kids’
space or IT facilities. Therefore, public libraries do not attract the public, but instead, are only
used by students and researchers. Others rely on bookstores to satisfy their passion for reading
(see extract four above). Although for 12A, who had visited an ancient public library in
Damascus, this was a positive experience, for most, these initial experiences shaped the
perception of a library as merely book repositories.

A wealth of literature emphasised the impact of pre-immigration library experiences on
post-immigration experiences. As Shepherd et al. (2018), Audunson et al. (2011) and others
argued, individuals bring all pre-immigration experiences to the receiving countries, influencing
their understanding and behaviour. However, the factors behind the pre-immigration perception
of public libraries as book repositories are still superficial and vague in literature. Although
Mahlhl (2020) attributed the perception that libraries are only for books to cultural norms, the
present study uncovers more comprehensive factors, such as the political environment.
Understanding the pre-immigration library experience through the political environment can

provide libraries with a straightforward approach to understanding their community. This point
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will be discussed further after showcasing the whole picture of the interviewed Arab
community’s perception of public libraries (see Section 4.4.1.4).

4.4.1.2 Libraries as open-to-all institutions. Section 4.4.1.1 explained how some Arab
interviewees see public libraries as book repositories. However, in many cases, that view can be
challenged by several factors, including the interaction with public libraries in the UK, the
conceptualisation of a library described in the current study, and the traditional and romantic
concept of a library in literature and culture. When any of those factors challenge those
perceiving libraries as book repositories, some develop new perceptions of libraries. For
instance, 11A clarified, “My concept of public libraries has changed from the idea that ...
libraries [in my home country] formed, which concentrated on the idea that libraries are a place
for borrowing and reading books. In Sheffield, my habits have changed.”

Like 11A, realising what public libraries are in the UK challenged I3A, 14A, I15A and I8A
to move beyond conceptualising public libraries as book repositories. To most, public libraries
became open-to-all institutions that offer IT facilities and other services. They started to connect
with various aspects of public libraries that they were not accustomed to pre-immigration. For
instance, 11A started to use the public libraries in Sheffield as studying space, whilst 14A started
to use the IT facilities to search for a job and connect with his friends and family back in his
home country. That behaviour change is not surprising. For instance, Shoham and Rabinovich
(2008) and Mahlhl (2020) affirmed that post-immigration, individuals first worked with libraries
and librarians according to their past library experiences. Eventually, with time, they changed

their conduct and library usage.
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4.4.1.3 Libraries as a public sphere arena and a gateway to culture and knowledge. The
conceptualisation of a library described in the current study or the traditional and romantic
concept of a library in literature and culture influence the Arab interviewees’ perceptions of
libraries. For example, some of them explained that their perceptions were influenced by reading
about ancient libraries. As I2A stated, “... | read a lot; | read about beautiful libraries before. |
read about ... Bayt Al-Hikmah. | was inspired by Bayt Al-Hikmah because that was, to me, a
public library.” Bayt Al-Hikmah (the House of Wisdom) is an exemplary ancient Arabic and
Islamic library, where knowledge and language were respected. People from overseas would
visit and sleep in to learn and exchange knowledge (see Algeriani & Mohadi, 2017). Those
factors moved some Arab interviews beyond seeing public libraries as open-to-all institutions
and closer to Oldenburg’s (1989) third places. Due to those factors, some Arab interviewees
(I1A, 12A, 13A, I15A, 16A and I18A) started to see public libraries as a public sphere arena and a
gateway to culture and knowledge. For instance, 11A said “To me, it [public library] is like a
door that I can open and from which | take all that | need spiritually, religiously, psychologically,
and culturally in promoting my culture, strengthening my identity and developing my
awareness.” According to the previous quote, it is clear that the participant is looking for a space
that is more than a library. She is looking for a space where she is free and safe to express and
satisfy her complex needs that support the psychological enrichment of her identity. In libraries,
she wanted to access various types of knowledge, connect with and promote her culture,
strengthen her identity and expand her horizons. 12A added to the enthusiastic view of 11A by

concentrating on public libraries’ democratic and conversational aspects. She stated that
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It [public library] is like Hyde Park. You know when you go to Hyde Park and stand in the
middle of this space, and you say your opinion, and no one will interrupt you. It could be
argued that public libraries were not created for that, which is not true. The public library
has been introduced not to include books and materials but to include the knowledge of
human beings. (12A)

The above extracts show how some Arab interviewees perceive public libraries as safe
arenas for discussion and debate in which one should raise public issues. No one should interrupt
or penalise them for doing so. This last perception of public libraries being public sphere arenas
or gateways to culture and knowledge is particularly relevant to this study. It shows a library as a
diverse, open and safe arena for self-fulfilment, social mixing and critical conversation and
debate that can potentially remedy social ills and fulfil Oldenburg’s (1989) third places ethos. As
discussed in Sections 2.2, 2.3.2, 2.3.4 and 2.6, libraries are well established to accommodate that
as spaces and resources. Since their inception, UK public libraries have offered minority
communities and immigrants pathways into Britain’s social life and culture, and access to works
in their mother tongue or related to their religion or culture to know that society values their
culture (McMenemy, 2009). Moreover, a growing wealth of literature, such as Summers and
Buchanan (2018), Johnston (2018, 2019), Johnston and Audunson (2019) and Hapel (2020),
added to McMenemy’s (2009) argument by elaborating on the socio-cultural role of public
libraries as spaces. For instance, to Hapel (2020), libraries can offer their community “social
spaces providing affordances and opportunities for interaction and exchange”; Spaces where
everyone sees the otherness of others and understands that there are more qualities that unite

people than divide them (p. 404).
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The Arab interviewees’ various perceptions of public libraries support Fuller-Gregory’s
(2020) argument that “there is no one path forward in reimagining libraries as third places”
(p.11). Still, public libraries should be aware of the various paths constructed by their potential
users (here Arabs), since perceptions of public libraries can cloud how communities perceive and
take advantage of what can be conceptualised as ‘third places’ if provided (see Sections 4.4.1
and 5.3.7). Therefore, it is essential to provide public libraries with insight into understanding
those perceptions held about public libraries. As Dali (2021) argued, by gaining a deeper
understanding of how immigrants view public libraries in their host countries, libraries can
improve their services and programmes to meet their needs. One of those approaches is the
political environment, which will be discussed in the following sub-sub-theme.

4.4.1.4 Perceptions of libraries as rooted in the political environment. As a
constructivist, I understand meaning and knowledge to be situated and contextual, and |
conceptualise my subjectivity as a resource for knowledge creation (see Section 3.3). Therefore,
considering my philosophical stance and being Arab, I built on evidence from the interviews
with members of the Arab community and the reviewed literature to hypothesise the connection
between the various perceptions of public libraries and the political environment. Additionally, |
took the perception of libraries as book repositories as an example to debate this hypothesis (see
Section 4.4.1.1).

In this section, | argue that dictatorships in some Arab countries may have led to
purposefully designing public libraries to be at the opposite end of Oldenburg’s (1989) third
places concept, and limit their purposes to only stock and information provision. That, in turn,

has an influence on people’s behaviour and perceptions of public libraries. In Oldenburg’s
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(1989) argument, sometimes developers intentionally build communities without local gathering
spaces to inhibit the political processes of society. That is a possibility since, in the UK context,
it is acknowledged that public libraries are never politically neutral, and the political
environment in which they operate influences their existence and purpose (Casselden et al.,
2015; McMenemy, 2009; Usherwood, 1993, 1994; Vella, 2018; Vincent, 2009, 2017) (see
Section 1.2.1). Leaning on that acknowledgement, it could be claimed that the case is the same in
some Arab countries, where public libraries are funded and overseen by the national authorities
(see Soliman & Wei, 2016). Interviewees 12A and I6A from the Arab community supported my
argument. As the extracts below show, they problematise the dictatorships in some Arab
countries and the influence those dictatorships have on people’s behaviour, understanding and
relationship with public sectors, including public libraries.

Extract 1: The first public library | came to when | was very young. It [the library] is ...

rigid. [My home country] is a dictatorship, and the political and social conflicts influence

people, images, and understanding. (12A)

Extract 2: People come here [to the UK] with different perceptions about different things

like politics....They get that perception from whatever country they come from. It varies

between Arab countries....But, in general, there are things in common, and the first thing

is not getting involved in local politics because, in many cases, there is no such thing as

local politics in their countries. (16A)

As the above extracts reveal, conversing, debating and being involved in local politics are
prohibited in dictatorship politics. The Arab Spring uprising that occurred in the Middle East and

North Africa is a recent example of the effects of dictatorships. While some see the Arab Spring
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as a result of economic insecurity, others describe the Arab uprisings as a fight against
dictatorships and repression. However, that fight did not always resolve the issue of
dictatorships; in many cases, it resulted in a higher level of repression and a massive immigration
movement (Josua & Edel, 2021; Ha & Shin, 2016). The aftermath of the Arab Spring shows that
dictatorial governments resent democracy and local gathering spaces that facilitate political
challenges to form. Although places of resistance are very different from the depoliticised spaces
of diversity and integration (e.g. libraries), some Arabs may find it hard to understand that, in
third places, such as public libraries, people can contribute to society and democracy by
gathering and conversing.

The two Arab participants quoted above (12A and 16A) were concerned that even though
Arabs have immigrated to more democratic nations like the UK, they may continue to possess
their pre-immigration socio-cultural and political background, which influences their
understanding and behaviour. The pre-immigration political environment may influence how
Arab communities understand public libraries, power relations and the rights of the community
to claim resources and services, which influences their library experiences; this topic will be
discussed further in Section 5.3.7. Therefore, the take up of Oldenburg’s (1989) third places
concept necessitates assimilating Arabs into this way of understanding such spaces.

Finally, there is an apparent contradiction between the political environment of
dictatorships and the critical opinions expressed by the Arab interviewees throughout this thesis,
which can be explained by the interviewees’ personal history. In this research, | interviewed
Arab community members (e.g. I12A and 16A) who were educated and have lived in democratic

countries for a while. Therefore, their backgrounds and interest in politics were reflected in their
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interviews. Additionally, although this thesis represents Arab nations under one terminology (i.e.
Arabs), it does not deny the heterogeneity within this group. It acknowledges that some Arabs
are more radical than others, which influences their understanding and perceptions of politics
and, in turn, their relationship with public sectors, including libraries.
4.4.2 The variation in library staff’s perceptions of their role

The four library staff interviewees expressed a range of professional and political
perspectives to conceptualise their role in helping to create libraries as third places. No single
path was identified to reimagine libraries as third places; instead, they articulated several views
that start with the common narrative of community building. That is not unexpected, especially
in a workforce comprised of academically well-qualified staff; 61% of the UK’s information
workforce has postgraduate qualifications and 51% hold postgraduate LARKIM qualifications
(Hall et al., 2015). As Nancy Pearl, an interviewee in Scott (2011), argued, the issue in public
libraries is not about librarians knowing what the library has to offer. Instead, the problem is the
disconnection between what librarians see the library has to offer and what the public
understands the library has to offer. Two extracts will be used as a guide to discuss those
findings and highlight the limitations of Oldenburg’s (1989) third places. For example, 11PL
believed that although the multiculturalism policy agenda is no longer in effect in the UK, it still
influences his thoughts and values while practising his role in public libraries. Hence, he
articulated his role in that context as follows:

| come from ... an age where we talked about multicultural. That was the terminology that

was used. ... So I feel that my role is one of ensuring that people have free and access to

material which both educates and informs both for their future, but also that helps them see
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themselves reflected in the city. And that is done in a way which is a pride that we support

that diversity and don’t require homogeneity. We don’t require people to be all the same

and speak the same language.... | feel that part of my role is to join with others in the council
and the communities to actually support and encourage communities to share their unique

heritage, dance, food, whatever it might be, and make the library that’s near them a

welcoming space that they can come into and talk about their culture in a way that invites

acceptance and understanding from other cultures. (11PL)

I1PL does not only conceptualise his role as ensuring that people are conversing in public
libraries, but also that people enjoy equal status in libraries, facilitated through the free and equal
access to material and space. Furthermore, he sees his role as working with community members
towards a common goal of making libraries welcoming spaces that invite acceptance and
understanding. It is also evident that the interviewee considers cooperating with ethnic minorities
in creating such space and conversational-based programming and having the authority's
sanction to enjoy the curation of library space to be part of his role. Many champions of libraries’
conversation-based programmes, such as Johnston (2016, 2018, 2019) and Johnston and
Audunson (2019), studied its rules. They conditioned the success of such conversation by
meeting Allport’s (1954) Contact Theory and its four conditions (equal status, common goals,
intergroup cooperation, and authority’s sanction), all of which are the dimensions that I1PL sets
as parts of his role.

Unlike 11PL, I3PL believed that twenty years ago, multiculturalism was the favourite
mindset. He believed that is no longer the case, and integration is the mindset, which is the

policy agenda. He articulated his role in the following extract through the lens of integration:
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I would consider a healthy society to be like a team playing for each other. You know, if
you think of a football team, if eight of the players are playing by a certain set of rules and
the other two [sic] are playing rugby, well, you’re not going to win. You need everyone to
be playing the same game. And that means kind of having that shared understanding of the
game or of the direction.... It’s about shared experiences and shared values, and I suppose
shared language. But it works both ways. It’s not like pulling people from a minority group
into the UK mindset completely and demanding that they become part of this homogenous
blob. It’s through celebrating diversity and by bringing people together we all ... become

a richer society. (I13PL)

Even though I13PL and I1PL seem like they are at the opposite ends of the political
spectrum, they are not. They both picked two distinct political terminologies (multiculturalism
and integration), yet defined them similarly. As Ahmed (2012) argued, “a politics of recognition
is also about a definition” (p. 45). Therefore, if I3PL recognises integration as standing side-by-
side with diversity, he also offers a definition of that which he recognises. The lens through
which I3PL articulates integration seems similar to Klarenbeek (2021). To Klarenbeek (2021),
integration is a two-way process that requests that newcomers and hosts to integrate with each
other by renegotiating their identities, the way they categorise each other and behave towards
each other, and self-conceptualisation. Indeed, that supports multiculturalism rather than
contradicts it.

Additionally, the choices of words and phrases used by I1PL and I3PL, such as
“welcoming space”, “share”, “talk”, “invites acceptance and understanding”, “bringing people

together” and “richer society”, emphasise the characteristics and ethos of Oldenburg’s (1989)
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third places. Yet, I1PL and I3PL see their role as beyond Oldenburg’s (1989) view of third
places, which offers a conversational arena for all. In their view, libraries should be inclusive and
representative of their communities in their staff, resources, services and environment, which in
turn, facilitate or inhibit conversation and interconnectedness between community members. For
instance, 13PL conceptualises part of his role as supporting people to learn a common language;
learning a common language stimulates conversation and having a common goal and experience.

In summary, similar to the Arab interviewees, interviewees from library staff do not
identify one path forward in conceptualising libraries’ role in a diverse community; instead, they
articulate several views that start with the common narrative of community building. Based on
the analysis of the four interviews with the library staff, public libraries’ role as third places can
revolve around four of Scott’s (2011) overarching areas, in which libraries build thriving
communities: Accessing information and learning, encouraging “social inclusion and equity”,
fostering “civic engagement”, and creating “a bridge to resources and community involvement”
(p.197). Although Oldenburg (1989) did not include public libraries in his book, the various
libraries’ roles discussed in this section map onto the aspects of the third spaces Oldenburg came
up with. The main goal of Oldenburg's (1989) third places is to help their users meet any needs
that home or work spaces do not satisfy. In the context of public libraries, those unfulfilled needs
can be anything from interconnectedness to civic engagement or information and learning and so
on.

The final reflection in this section is how those perceptions are not always effectively
brought into existence, which Sections 5.2 and 5.3 will explore further. Possibly, that is because

it was found from the empirical findings that public libraries in Sheffield do not have an
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institutional policy for diversity (see Section 5.3.1.2). Thus, their perceptions of diversity,
inclusion and integration can be regarded as part of their experience and personal values. To
Ahmed (2012), institutionalising something requires putting it into the organisational flow of
things and becoming “part of how the institution feels and thinks” (p.113). More critically,
becoming part of an institution requires more than inhabiting its building; it also requires
employees to follow its systems and values (Ahmed, 2012). Therefore, even though the
interviewed library staff perceive their role as helping to create third places, they are bound by
their organisational understanding, which may fade such enthusiastic views into the background.
Oldenburg’s (1989) third places did not consider such conflict between institutional values and
the values of its employees, which might inhibit the creation of such spaces. That might be
because public libraries were not considered a third place in Oldenburg’s (1989) book.
Analysing the findings of the interviews in Section 4.4 through the theoretical lens of
Oldenburg’s (1989) third places, reveals a disharmony between what the librarians know they
offer, what the community knows the library provides, and what the literature proposes might be
possible. On the one hand, due to many factors that libraries might be unaware of, not all Arab
interviewees comprehend the various potentials of public libraries or what can be conceptualised
as third places. For example, some Arab interviewees conceptualise public libraries as book
repositories, limiting the potential of public libraries as third places in relation to those
individuals. On the other hand, the interviewed library staff brought a range of professional and
political perspectives to what could be conceptualised as ‘third places’. They articulate several
views that start with the common narrative of community building. Variation of perceptions is

not problematic since, to Oldenburg (1989), the characteristic of third place is “determined most
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of all by its regular clientele” (p. 42). However, establishing public libraries as third places and
assisting the community in taking advantage of them necessitate bridging the gap between the
complicated perceptions of public libraries possessed by library authority, library staff or
volunteers, community members, and literature.

4.5 Summary of findings

To summarise the empirical findings discussed in this chapter, the focus will be on the
central issues concerning Oldenburg’s (1989) third places as the theoretical principles guiding
the interpretation. In this chapter, the analysis of the interviews with the Arab community and
library staff suggested that there was no single path to reimagining libraries as a third place.
Instead, there were multiple paths. On the part of the community, those paths seem deeply
connected to their previous experiences and expectations from libraries. On the part of the library
staff, their roles were constructed through multiple political terminologies, such as integration
and multiculturalism. Variations are not an issue, but the gap between how libraries understand
their role, how communities understand libraries and how literature theorises libraries are
problems of which libraries need to be aware.

Additionally, an analysis of the interviews with the Arab community using three of
Oldenburg’s (1989) characteristics of third places (home-like, levellers and conversational)
reveals that the political and social changes during the 34 years since when Oldenburg’s (1989)
theory was published are echoed in participants’ interpretations. Indeed, Oldenburg’s (1989)
reality of third places still matches some Arab interviewees’ expectations and understanding.
However, in some cases, Oldenburg’s ( 1989) reality of third places differs from the realities

expressed by the Arab participants, paving the way for developing Oldenburg’s (1989) theory.
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Mainly, the equal and fair representation of the cultural and linguistic identity of libraries users
throughout all ranks and divisions of public libraries emerged as a strong theme when the Arab
community talked about the causes of psychological comfort sought in third places and the
equality and inclusivity required in such places (i.e. interpretation of home-like and levellers
third places). Therefore, diversity was identified as an essential and novel criterion in
reimagining libraries as what could be conceptualised as ‘third places’. The following chapter
will focus on diversity as a novel characteristic of Oldenburg’s (1989) third places by

interpreting results through the lens of critical diversity literature.
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CHAPTER 5: INTERPRETATION OF LIBRARIES AND COMMUNITY MEMBERS
THROUGH THE LENS OF CRITICAL DIVERSITY LITERATURE
5.1 Chapter overview
This chapter is the ongoing conversation about how the services in public libraries in
Sheffield were designed to serve the Arab community. However, in this chapter, the question
that can be raised about diversity is how it can be provided as a service without having a clear
library-based definition of the concept (see Sections 2.3.3 and 4. 4.2). Indeed, that might raise
another question on how those libraries can embrace and serve diversity without a clear library-
based practical guideline. In Chapter 4, | relied on evidence from Arab interviewees and the
reviewed literature to argue that the Arab community has their own politics, which, to some
extent, influences their interpretation of the library and shapes their relationship with its services
(see Section 4.4.1.4). Therefore, the Arab community might keep their distance from libraries
due to factors of which libraries might be unaware. However, Chapter 2 explained that
integrating with libraries is the responsibility of both the library and the community. Therefore,
from the library side, as reviewed in Chapter 2, the library is expected to be the third place after
home and work. A place that Oldenburg (1989) argued should successfully attract the
community and help to remedy social ills if it succeeds in upholding several characteristics,
amongst which are being levellers, having the conversation as the main activity and serving as a

home-away-from-home.
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In Chapter 4, an analysis of the interviews with the Arab community suggested that
Oldenburg’s (1989) reality of third places improves the library experience of some Arab
interviewees. Still, in some cases, Oldenburg’s (1989) reality of third places differs from the
realities expressed by the Arab participants. Their realities seem deeply connected to their
previous experiences and expectations from libraries. One of those realities was third places are
safe, convenient and welcoming places where everyone can enrich and celebrate their identities
irrespective of their background. Thus, diversity emerged as a novel criterion when defining
Oldenburg’s (1989) characteristics of third places (especially levellers and home-like) through
the lens of the Arab community. Therefore, this chapter is dedicated to elaborating on diversity
as a novel criterion of Oldenburg’s (1989) third places by analysing findings through the lens of
the critical diversity literature reviewed in Chapter 2. With diversity at the heart of the
discussion, this chapter responds to the following objective of the present research: To provide
recommendations for improving the relationship between Arab ethnic minorities in Sheffield and
public libraries.

Similar to the analysing and organising principles in Chapter Four, this chapter arranges
the findings into themes extracted from the reflexive thematic analysis of twelve interview
transcripts. Those interviews were conducted with four members of the senior management team
and decision-makers of Sheffield Public Libraries and eight members of the Arab community in
Sheffield, including three community leaders (see Sections 3.6.2.2 and 4.1 for more about
interviewees’ demographic and background information). The themes guiding this chapter are

the dilemma of diversity (5.2), challenges and barriers to diversity (5.3) and the developed
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perspective of Oldenburg's (1989) third places (5.4). The discussion of each theme is guided by
quotations extracted from the interviews to clarify and support the findings.

5.2 The dilemma of diversity

In Chapter 2, where the concept of diversity was introduced, it appeared that the political
understanding of diversity introduced by the government influences or at least shapes its public
agencies, such as libraries. In that sense, diversity as a concept is critical, because in library
practice, it is shaped by the power of politics that is rooted in whiteness. Evidence extracted from
the interviews with library staff and the Arab community supported the idea that some public
libraries in Sheffield open their doors for all in theory; yet, in reality, the services provided echo
the needs and interests of the mainstream. Consequently, the privilege of some and the exclusion
of others were maintained. That can be conceptualised in a one-size-fits-all approach or universal
philosophy and colourblind diversity, which were deliberate questioning philosophies of public
libraries’ claimed diversity and openness-to-all (in other words, neutrality. See Section 2.3.3).
Hence, rectifying exclusion necessitates starting from the institution’s values of fairness and
equality. As Ahmed (2012) argued, diversity should be flexible to accommodate other significant
concepts in public services, such as equality, which is the heart of library values.

However, the case in public libraries in Sheffield is complex. As argued in Section 4.2.2,
one size does not fit all public libraries in Sheffield; each library varies with its community’s
needs and success in reflecting its community. For example, the surveys and interviews with
members of the Arab community and library staff showed that some public libraries in Sheffield
have attempted to break out of the mainstream universalism culture. They have tried to represent

their communities and overcome the challenges of being inclusive to their communities.
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Therefore, in this chapter, any argument must be carefully considered for that reason and due to

the fact that the present study focuses only on the library experiences of the Arab community.

Thus, it provided no basis for scientific generalisation. The below extracts provide a guide to

discuss those findings further:

Extract 1: So, I’m not represented as an Arab within the library. I am presented or
represented as an individual that lives in the UK. And it provides a variety of books that
I’m interested in and a variety of services that | do use. But specifically, represent as an
Arab? No. (I7A)

Extract 2: At the societal level, there’s strength in diversity. So recognising that,
celebrating that, and keeping the doors open in theory to everyone is kind of what we
[public libraries in Sheffield] are about now. Achieving that [diversity] is something else.
Producing a service that is truly inclusive is obviously the real challenge. (13PL)

Extract 3: Yeah, the ... [Associate Library/A] in particular. They try their best. They’ve
had Eid parties [a Muslim festival]. They’ve had International Women’s Day. They have
tried to be inclusive by celebrating different festivals within the year to try and welcome
the community more into the building and services they provide. (17A)

Extract 4: Me: ...So how do you consider the library service’s performance in
responding to the needs of the Arab communities living in Sheffield?

I1PL: Not very good....I think it’s not non-existent, but I don’t think we cater specifically

for that group....So I think I would give us four out of 10.
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A common view among all of the interviewed Arab community members and library
staff, which is highlighted in Extract 1, is that some public libraries in Sheffield base their
provision on the principle of equality of access, rather than considering the needs of a particular
community group. The second extract above reveals a similar viewpoint that most interviewees
expressed. As I3PL illustrates in Extract 2, public libraries in Sheffield embrace diversity by
welcoming people from all walks of life to use their facilities. Some libraries, however, do not
provide resources or services that reflect the diversity of their community. Therefore, similar to
I7A in Extract 1, most of the Arab interviewees expressed having positive experiences of using
the English library collection or the library’s general public services or communicating and
interacting with library staff or volunteers. However, a frequent criticism was the relevance and
accessibility of the multicultural and multilingual (namely Arabic) stock and services and the
homogeneity of library staff and volunteers in some public libraries in Sheffield (see Sections
4.3.1.1,4.3.1.2 and 4.3.3). Those findings corroborated the conclusion of the narrative literature
review of thirty-one articles conducted by Grossman et al. (2021). In Grossman et al. (2021),
library users from immigrant communities often expressed satisfaction with library provision in
the host country’s language. Yet, they frequently criticised the relevance and accessibility of
stock in their heritage language and the library staff demographics.

The two library experiences discussed above can be conceptualised using Herring and
Henderson’s (2012, 2013) colourblind diversity and Muddiman et al.’s (2000) universal
philosophy. Those two approaches are commonly used as deliberate questioning philosophies of
public libraries’ model of provisions, such as neutrality and universality. On the one hand, the

universal philosophy is “broadly based on concepts of equality of opportunity and access, as
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opposed to redistribution of resources, targeting and equalities of outcome” (Muddiman et al.,
2000, pp. 40-41). The universal philosophy manifests in different ways, including if good
services are available to everyone, then it is acceptable to exclude some community groups
(Muddiman et al., 2000). That reflects inclusion on the surface but suppresses it in practice. On
the other hand, colourblind diversity “is based on the premise that it is sufficient to embrace
cultural differences amongst various racial and ethnic groups without acknowledging disparities
amongst these groups in power, status, wealth, and access” (Herring & Henderson, 2012, p. 632).
It reflects pro-diversity intentions on the surface, but suppresses diversity and elevates sameness
in practice.

Analysing the works of Herring and Henderson (2012, 2013) and Muddiman et al. (2000)
reveals that both approaches usually differ in how they are defined and practised yet are similar
in their results. Both approaches elevate sameness, and support including everybody without
differentiating between community groups who are traditionally excluded and those who usually
have privilege. Therefore, neither method serves the interests of those historically excluded.
Instead, they lead to reinforcing the advantages of the privileged by providing universal access to
a library service that essentially reflect mainstream interests, which in the present research are
the English and white people (see Section 5.3.7).

In the report titled Open to All?, Muddiman et al. (2000) criticised UK public libraries’
approach of universal philosophy (see Section 1.2.1). However, the third and fourth quotes above
indicate that in the intervening 23 years since Muddiman’s (2000) work, some public libraries in
Sheffield have adapted and enhanced their approach. In the words of 17A, who was brought to

Sheffield as a child and grew up in the city:
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I think before and maybe when | was a child, the libraries were not as inclusive as they are

now. | think the culture within the libraries and within society has shifted to be more

inclusive. The library system has tried to be inclusive in terms of providing Chinese books

to Chinese readers, Arabic magazines for Arab speakers.... So, they are trying to be

inclusive now, but I don’t think they were in the past. So, there has been progress. (17A)

In the above extract, 17A emphasises that some public libraries in Sheffield have been
attempting to respond to the societal change and their changing needs by being inclusive to their
community, which was not the case when she was a child. Similar to 17A (see Extract 3), I3A and
I5A appreciated the Associate Library/A for attempting to reflect the Arab community in the
services they provide and the diversity of volunteers. Even though those interviewees criticised
the Arabic collection for being small, they deemed the level of inclusivity they experience as a
factor in improving their library experience. Indeed, the inclusivity of the Associate Library/A is
not unexpected considering three factors. First, the library is located in a diverse area, which is
home to a large number of Yemeni and Somalian people; Arabic is the primary language spoken
in the area. Second, volunteers at the Associate Library/A are from various backgrounds, and
80% of them are from the local area. Third, the Associate Library/A is managed by a community
development trust known for promoting regeneration and social inclusion (DCMS, 2016c).
Building on Ahmed’s (2012) critical diversity debate, the Associate Library/A led the change
towards substantial diversity work. It went beyond the visible diversity of staff and users and
made diversity a quality that shaped the values of the institution. Otherwise, the visible diversity
in the Associate Library/A could have been hindered, even if the library volunteers were from

diverse backgrounds (see Section 4.4.2). As Ahmed (2012) put it metaphorically, diversity work
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without the will of the institution would be like coming up against a brick wall - something solid
and tangible that does not move.

Therefore, as I1PL in the fourth extract emphasises, the inclusion of the Arab community
in public libraries in Sheffield is not non-existent, and the case of the Associate Library/A is just
an example. Still, there is enormous room for improvement, which the present study attempts to
bring to the awareness of the library authority in Sheffield. However, before moving forward and
elaborating on the practical obstacles to diversity in public libraries in Sheffield, the possible
factors that lead to a universal philosophy are explained in the sub-theme below.

5.2.1 Possible drivers of a universal philosophy

Indeed, the problem with public libraries is not only adopting the universal philosophy or
colourblind diversity; approaches, like the universal philosophy, are tied to the concept of
neutrality, which has shaped librarianship since its inception and is central to its practice and
ethical frameworks (Macdonald & Birdi, 2020; McMenemy et al., 2007). Therefore, attempts to
challenge the universal philosophy or colourblind diversity in public libraries challenges
historically adopted practices, not new trends. This claim is backed by the findings in Section 5.2
and earlier UK-based studies, such as Muddiman et al. (2000). Muddiman et al. (2000)
concluded that UK public libraries historically uphold the universal philosophy and attempt to
appeal to everyone while their actual provision leans towards the needs and interests of the
majority groups, which in this study, are white and English communities. Findings in Section 5.2
show that Muddiman et al.’s (2000) critique persists in some public libraries in Sheffield.
Therefore, irrespective of neutrality as the ethical value in librarianship, there is a need to

understand how the universal philosophy or whiteness remains an organisation's habit and how it
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gets reproduced in a given institution. The present research hasn't used any methods that allow

me to access people's hidden motives. Still, possible drivers of universal philosophy or racial

supremacy in public institutions are relatively well established in the literature, and some

interviewees from library staff elaborated on them. The following quotes provide a guide to

discuss this further,

Extract 1: And | think our problem is that if we [public libraries in Sheffield] do it
[inclusion] for Arabic speaking, do we do [it for] Urdu speaking, do we do it for other
languages?.... So, it’s an interesting debate that gets parked because of our resourcing and
whether that’s an excuse or real is difficult. (I1PL)

Extract 2: So looking back at people’s experiences and promotional activities, it became
evident that the bias within the organisation [public libraries in Sheffield] was against
people of non-white colour. And that was quite shocking to hear because I think a lot of
us... would call ourselves liberal and would consider that the council, as an organisation,
has for many years promoted inclusion. But actually, under the surface, there are many
cases of long, long and existing discrimination, if not overt racism within the organisation
and its processes, not necessarily just the people, it’s actually the recruitment process....
And you need to be aware of your biases because we all have them. (I11PL)

As the above quotes suggest, two issues can lead to a universal philosophy or exclusion.

First is the value of fairness. As the first extract shows, some may perceive the distribution of

resources and targeting specific community groups as violating the ideology of justice and

equality for other community groups. Therefore, the universal philosophy represents an ideal of

fairness, which is not in reality. The second issue is unconscious bias. In extract two, 11PL
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explains how individuals’ unconscious beliefs, values or preferences can lead to acting
unfavourably towards others. That could manifest in various scenarios, such as bias or
unrepresentative library collection or services. Both arguments are supported by others, such as
Herring and Henderson (2012).

To Herring and Henderson (2012), some of the problems with diversity are intentional
and caused by cynical individuals who oppose equality of opportunity. Worse still, some
individuals believe that invoking colourblind diversity or neutrality is acceptable and fair.
Another theory is that when people are accustomed to having access to privilege, they feel
persecuted when they lose it. When such individuals believe that their privilege is being taken
away, they experience comparable physiological and psychological signs of stress and anxiety as
others who encounter discrimination. Hence, the privileged negatively experience the loss of
privilege, and thus may make an effort to prevent it in future (Herring & Henderson, 2012). In
that sense, in the context of public libraries, for those privileged to maintain their entitlement,
they may lean towards universal philosophy or colourblind diversity. That might not always be
intentional but rather a psychological defence mechanism against losing privilege. In other
situations, they may sincerely feel that they are being fair and doing what is right due to their
value of fairness.

Therefore, the central point of the above argument is that attention should be first paid to
the ethical and moral values in a given institution (here, public libraries) to rectify effectively
practical obstacles to diversity, as will be discussed in Section 5.3. That can include values of
fairness and equality, unconscious bias, historical privileges and the level of willingness to let go

of such privilege (see Section 4.3.1.2). In Ahmed’s (2012) argument, easy and visible diversity
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strategies are insufficient, primarily when visible diversity is used to claim that an organisation is
diverse and inclusive, without there being actual action to change the institution and its values
fundamentally.

To summarise Section 5.2, drawing from the evidence obtained from the interviews with
library staff and the Arab community and reviewed literature, diversity may always be a
dilemma when the library does not adhere to its ethical values. As argued in Section 4.3.1.2, the
ethical dimension of equality that should be the driver for all public libraries is the belief that all
human beings have the right to access the knowledge of their peers (McMenemy, 2009).
Therefore, it is understood that no one service can fit all. Yet, through the lens of the interviewed
Arab community, the library is expected to be colourful, which means every community member
should be somehow reflected in the library services or communication. Leaning towards a one-
size-fits-all approach, universal philosophy, or colourblind diversity does not serve the interests
of those historically excluded. Conversely, it reinforces the benefits conferred to the privileged
by providing universal access to a library service that primarily reflects the mainstream white
and English interests.

Thus, to address exclusion, libraries must first reconsider their institutional ethical values
and their notions of equality, especially when their notion of equality emphasises equality of
access at the expense of giving excluded community groups specific consideration (i.e. equality
of outcome). As a result, libraries will be able to diversify their services, collections and staff.
Section 5.3 will elaborate more on those findings by explaining the systemic and practical

obstacles to diversity originating within and outside the library walls.
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5.3 Challenges and barriers to diversity

Reading the interviews with the Arab community and library staff through the lens of the
diversity literature (e.g. Ahmed, 2012; Herring & Henderson, 2012; Hudson, 2017) reveals that
the perceived exclusion of the Arab community in some public libraries in Sheffield is due to a
continuous series of actions that shape public libraries that gets reproduced over time to become
the norm. Moreover, it demonstrates that exclusion in public libraries is an extension of, rather
than being independent of, the system of racial dominance and the race-related problems that
characterise society as a whole.

To elaborate, evidence from the interviews with the Arab community and library staff
shows that internal obstacles hinder diversity in some public libraries in Sheffield. Such barriers
are institutional and linked to library services' internal procedures, cultures and traditions. Those
internal institutional issues reside in the management or service layers. Problems in the
management layer can be related to established management strategies, strategic service
planning, or policy and regulations. In the service layer, libraries may have issues with the
outreach and marketing approaches, level of community curation, the makeup of service teams,
and analyses of the community’s and users needs. External barriers are also found to hinder
diversity in some public libraries in Sheffield. They include perceptions and awareness and
government relationships. The sub-themes below will thoroughly examine each barrier.
However, before moving forward, it is essential to emphasise three points.

First, as discussed in Section 4.2.3, barriers to diversity in this section can apply to both
community-managed libraries and council-run libraries, and public libraries more broadly, but

not necessarily with the same level of intensity. Libraries differ in their context, available



204

resources and adopted practices. Therefore, those findings must be carefully considered. Second,
findings in this section need retesting as the four interviewed library staff expressed awareness of
most internal barriers as the library authority was going through the process of designing and
implementing a service redesign at the time of the interviews. As I1PL explained, lately, three
factors, in particular, have triggered their awareness and challenged public libraries in Sheffield
to do things better. The first factor is the new Chief Executive, Kate Josephs, who focuses on
diversity and is proactive about ensuring that discrimination and racism and everything that goes
alongside to denigrate people from different backgrounds and cultures must be actively tackled.
Other factors include George Floyd’s murder in America, Black Lives Matter and the COVID-19
pandemic, which strengthened the public and academic debate around equality and diversity (see
Gibson et al., 2017, 2020 and Section 2.6).

Finally, the organisational principle for the possible barriers to diversity in this section is
based on my adopted philosophical constructivism. As explained in Section 3.3, constructivists
credit the particular settings where individuals live and work to understand the participants’
historical and cultural contexts (Creswell & Creswell, 2018; Creswell & Poth, 2018). In that
sense, highlighting the root of an issue is as necessary as presenting and negotiating the problem
itself. Therefore, obstacles are organised gradually from the internal to the external and from the
managerial to service layers. Yet, the order of barriers does not imply any obstacle’s importance
or superiority over another. Each hindrance presented in this section has an impact on diversity.
5.3.1 Internal barriers to diversity in the management layer: centralising diversity

Analysis of the four interviews with library staff reveals flaws in the current structure of

public libraries in Sheffield. For example, a common concern held by the four interviewed
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library staff is that diversity is not central in their existing structure. For instance, under the
present structure, diversity is no one’s job, and neither is it supported effectively by the
institutional policy documents. Building on the work of Ahmed (2012), centralising something is
about institutionalising it, which requires putting it into the organisational flow of things and
becoming “part of how the institution feels and thinks” (p.113). That is not limited to policy
documents or diversity officers, which are just examples. It can include everything from policy
documents, staff responsibilities and job titles, the strategic planning of services, the actual daily
practice, to library stock and services. This argument is discussed further in the following two
sub-sub-themes as examples.

5.3.1.1 Diversity officer. A common concern held by the four interviewed library staff is
that diversity is not central in their existing structure. The first example they elaborated on is that
diversity is in no one’s job description or title. Instead, they tended to perceive it as everyone’s
job, which translates in reality into no one’s job. The below extracts can provide a guide to
discuss this issue further:

Extract 1: It’s a structure that we currently have, and the roles and responsibilities attach

to those different jobs. Our structure doesn’t place diversity at the core of our mission...

Obviously, diversity is at the core of what we do, but it’s not explicitly stated that. It’s not

built into the service planning. (13PL)

Extract 2: We don’t have any designated roles around diversity and inclusion.... We tended

to say it’s everybody’s responsibility to make sure that we support those communities.

(11PL)
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As the above extracts exemplify, the lack of skilled personnel to address diversity and
support inclusion (i.e. a diversity officer) is a profound challenge to diversity, with all
interviewed participants from library staff commenting on it. That consists of a lack of people
trained to overlook the library resources and ensure they facilitate diversity or analyse their
catchment community to guarantee that their services represent local needs. The below extract
helps to understand further how problematic such an approach is:

When it’s [diversity] the work of everyone, suddenly [it] becomes the work of no one....

When nobody’s watching, people tend to become complacent. And I think there’s always

a danger with that, particularly with equality and diversity because, let’s face it, most of

the time, really we think it’s all OK, it’s fine. You know, everything’s going just lovely.

And actually, that’s... when you really need to be looking... . (I2PL)

Concerning the above quote, 12PL believes that not having a diversity officer may have
two consequences. On the one hand, it may give some the satisfaction feeling that everything is
going well while it is not. On the other hand, it may offer some the excuse to treat diversity as
not their job. In a related context, Ahmed (2012) called the first issue ‘a marshmallow feeling’: A
sense that the institution has done enough, so there is nothing left to do. Ahmed (2012) also
supported the second concern raised by 12PL. In her argument, everyone translates quickly into
no one, and diversity tends to fall off the agenda unless someone forces it into the agenda. The
empirical findings of this study strongly support the latter hypothesis. A common view amongst
the four interviewed library staff is that they are neither blind to nor satisfied with the shortage of
diversity in some public libraries in Sheffield. However, when an employee gets various

responsibilities to enact, diversity is one of those things that can slip through the cracks.
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5.3.1.2 Unified policy document supporting diversity. When the interviewed library staff
discussed their existing structure, they all raised concerns about their existing policy documents.
For example, they all agreed that their current policy documents are generic in supporting
diversity. The below extracts provide a guide to discussing this issue further:

Extract 1: Over the last two to five years, we were really not being good at putting things

down on paper. It’s a service fault that we’re currently trying to rectify. (14PL)

Extract 2: Me: ... Are services for ethnic minorities and immigrant communities

incorporated or included in Sheffield public libraries’ policy and planning documents

until now?

I1PL: No, I don’t think it is. I couldn’t point to it. I think we just say: we include all, you
know, we provide services to everyone. It’s an overarching term... It’s actually more
generic. Just says actually we celebrate diversity in all its forms.

Linking to extract one, all interviewed library staff expressed concerns about the lack of
uniform and detailed policies that support diversity. A shared view is that one would struggle to
find something written down in terms of a policy encouraging and addressing diversity and
inclusion in public libraries in Sheffield. As per 71PL’s explanation in the second extract,
document policies of some public libraries in Sheffield just say that libraries include all and
provide services to everyone; I1PL believed this is an ‘overarching’ term and ‘very generic’. It is
just saying that public libraries in Sheffield celebrate diversity in all its forms with nothing that
stresses any specific aspect of diversity. The lack of policy documents explicitly supporting

various dimensions of diversity may block actions, which seems to be the case in some public
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libraries in Sheffield. As Ahmed (2012) put it, “documents are not simply objects; they are
means of doing or not doing something” (p. 85).

Beyond blocking action, interviews with library staff show that the lack of such policy
documents result in an ungrounded approach towards diversity, and what 12PL described as a
‘mixed bag’. In that regard, 12PL explained, each library in Sheffield has a different focus. For
instance, while some libraries focus on the elderly or disabled aspects of diversity, others focus
on the ethnic side of diversity; some libraries are great in reflecting their community, while
others not. These choices are not always justified by existing policy or data; rather they are left to
the library managers to decide, based on their tacit understanding of their community (see
Section 4.2.2 and Section 5.3.3). In Ahmed’s (2012) argument, that is problematic because
documents are a supporting device that practitioners can rely on to support their claim for or
against specific action. They are a starting point, a sign of commitment and a reference point that
grounds and justifies actions within an institution. However, this problem does not seem new to
public libraries. For instance, Van Riel et al. (2008) argued that libraries have the habit of doing
too much of their work unconsciously; it is simply custom and practice. Much of their work is
driven more by process than policy.

Therefore, public libraries in Sheffield need policy documents to mainstream and
centralise diversity, and a strategy to convert policy into action. That is vital since strategic
thinking is conscious; it is about knowing what you are doing and why you are doing it (Van Riel
et al., 2008). Therefore, a clear strategy would help libraries make decisions, explain them to
staff, users and other stakeholders, and discuss success and failure (Van Riel et al., 2008). In

short, the findings of the interviews with library staff support the assertion made by Ahmed
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(2012) that “doing diversity work ... mean[s] passing ‘‘diversity’’ around, both as a word and in
documents” (p.30). It also reinforces Herring and Henderson’s (2012) assertion that policies that
promote increased efforts to include some racial, ethnic, religious and sexual minorities are
necessary because some groups are more likely to be excluded than others.

To sum up Section 5.3.1, evidence from the interviews with library staff shows that
diversity is still not central (institutionalised) in some public libraries in Sheffield, which may
block actions and base current diversity work on assumptions. For instance, the lack of a
diversity officer or detailed policy document supporting diversity may cause diversity to recede.
Twenty-four years ago, the report Libraries for All: Social Inclusion in Public Libraries (DCMS,
1999) stressed the same notion. The report recommended putting the principle of social inclusion
at the heart of developing policies or services. It also advocates making social inclusion a policy
priority for all library and information services. However, twenty-four years seems insufficient
for some public libraries in Sheffield to enact that recommendation. Yet, such an issue does not
stand alone, but rather overlaps with other topics discussed later in this chapter, such as financial
pressure and political apathy. Also, this may not be the case in all public libraries in Sheffield.
Each community-managed library, for example, is run by a different organisation and
management team, and they have their own policy documents and priorities. The Associate
Library/A, for instance, is managed by a community development trust known for promoting
regeneration and social inclusion (DCMS, 2016c). The evidence discussed in Section 5.2 shows
how the priority of the ‘development trust' that manages Associate Library/A influences the
library's diversity practice. Some interviewees from the Arab community (e.g. 13A, I5A and I7A)

perceive the Associate Library/A as being inclusive to them as Arabs.
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5.3.2 Internal barriers to diversity in the service layer: the makeup of the workforce

Evidence from the interviews with library staff and the Arab community members
demonstrates the whiteness of staff and volunteers as an issue that hinders diversity in some
public libraries in Sheffield. They perceived the whiteness of some public libraries’ workforce as
impacting the physical and intellectual space and provided services. For example, 13PL describes
the workforce of public libraries in Sheffield as overwhelmingly white, as shown in the
following quote: “Also, our workforce isn’t at all representative of the wider Sheffield
community. It is overwhelmingly white, female, 50 plus probably, straight, English speaking, I
mean, overwhelmingly” (I13PL). All interviewed library staff and seven Arab interviewees
confirmed /3PL’s description of the libraries' workforce. However, that was not surprising since
the library and information profession in the United Kingdom is still suffering low ethnic
diversity, with 96.6% of the workforce identifying as white (Hall et al., 2015). That issue was
recognised by CILIP as they launched the BAME Network to address “the under-representation
of people of colour within the library and information workforce” (CILIP, n.d.b). The following
extracts can help to highlight the influence of the makeup of the library’s workforce on the
diversity and quality of its services and resources:

Extract 1: ... There is no one from [my home country]... working there [in the library she

visits]. So, no one could understand my culture and understand a bit about how we should

present our identities. So, how can | expect people [i.e. library staff or volunteers] to

understand me if they didn't interact with my culture or my identity? (I15A)

Extract 2: Suppliers are the correct things because, again, we do not reflect the community.

So, we have very few foreign-language speakers in the service, and we have very few
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people from diverse communities to help with that. So we are relying on suppliers to keep

it in the right direction. (13PL)

The above two extracts reveal that the representation of the target community and a better
understanding of the community members are conditioned by staff diversity. The second quote
also stresses how diverse staff or volunteers could better understand the foreign stock and
contribute to their selection and vice versa. As I3PL explains in Extract 2 above, Sheffield's
council-run libraries rely on supplier contracts to develop their collection. The supplier selection
model allow libraries to draw up the specifications for the supply contract and control the overall
policy decision, as the case was before the supplier selection model was implemented. Thus,
each library can still provide a varied stock that is relevant to their community needs (Van Riel et
al., 2008). However, the problem revealed by all interviewed library staff is that, in some public
libraries in Sheffield, even though the supplier selection model still allows them to draw up the
specification for the supplier contract, the stock development team’s linguistic and cultural
background and experience do not always facilitate that. Therefore, it was not unanticipated for
I2PL to describe their stock selection as ‘very generic’ and the multicultural stock as “pretty
poor’. In other words, the whiteness of the workforce may unconsciously inhibit diversity
because the overwhelmingly white workforce may lack the cultural and language diversity and
skills to support diverse communities. That argument is supported by the majority of
interviewees from both library staff (e.g. I11PL, 12PL, IPL3 and 14PL) and the Arab community
(e.g. 11A, 12A, 13A, I5A, 16A, I7A and I8A).

As has been argued already, staff diversity is necessary if public libraries are to embrace

diversity; this is not a novel idea. A wealth of literature, such as Berger (2002), Atlestam et al.
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(2011), and Hill (2018) spoke in favour of diversifying the workforce, since diverse a staff has
linguistic, pragmatic, psychological and symbolic values. For example, Hill (2018) attributed the
success of Richmond Public Library in Canada in serving immigrants, especially the Chinese
community, to various factors, including the diversity of its staff. Beyond those benefits, paying
attention to the workforce’s makeup is essential. As literature, such as Williment (2020)
emphasised, when library staff are predominantly representative of a particular group, such as
the middle class, their values and worldviews inadvertently or deliberately become integrated
into the planning and delivery of library services.

To sum up Section 5.3.2, staff and volunteers’ whiteness in some public libraries in
Sheffield is regarded by interviewees from the Arab community and library staff as an issue
hindering diversity. For instance, the homogeneity of the workforce results in a lack of linguistic
and cultural understanding and skills needed to understand the diverse community and represent
them. Therefore, other aspects of library services, such as stock, became homogeneous and
unrepresentative to some potential library users. However, my empirical findings do not suggest
that a diverse workforce is an ideal solution on its own. As Herring and Henderson (2012)
argued, it is common for institutions to hire staff from diverse groups, but still require that their
diverse staff adhere to the values and principles that the organisation uphold and honour.
Consequently, organisations may claim to have diversity when they do not actually embrace the
diversity of ideas (i.e. ideational diversity). Therefore, libraries should challenge the physical
whiteness of their workforces by recruiting diverse staff and volunteers. They should also
challenge the culture and mindset of whiteness by providing diversity training and, as

institutions, pay attention to the values they adopt. Having discussed issues about the whiteness
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of some public libraries’ workforce in Sheffield and its impact on diversity, the following sub-
sub-theme will discuss the whiteness of some public libraries’ workforce in Sheffield as systemic
issues rooted in Sheffield City Council’s recruitment process and set differences between
community-managed libraries and council-run libraries.

5.3.2.1 The root of the workforce’s whiteness in community-managed libraries and
council-run libraries. Interviewees from both the Arab community and library staff emphasised
that the overwhelmingly whiteness of some public libraries’ workforce in Sheffield is an issue in
both community-managed libraries and council-run libraries. However, evidence from those
interviews shows that the issue is greater in council-run libraries than in community-managed
libraries, and it is related to Sheffield City Council’s recruitment process. The following quotes
illustrate the problem:

Extract 1: There are some Arabic communities in the area, and they seem less engaged in

volunteering. They have done, and we’ve had some brilliant examples of volunteers there,

but, actually, encourage them to use the library, and volunteer in the library is a bit more

challenging and more difficult for each community for whatever reason. It’s hard to say

why. (12PL)

Extract 2: We will be and we’ve done some recruitment for temporary library assistance,

but we’ve used the council’s traditional way of recruiting. We put a job description on our

website, and that is not where the community looks, and we know this. (11PL)

In extract 1, I2PL explains that the problem with the workforce’s whiteness in some
community-managed libraries is not systemic. Community-managed libraries do not stick to

Sheffield City Council’s website to attract volunteers. They use various strategies to publicise the
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need for volunteers, such as talking to users and through the libraries’ websites (see, for example,
Greenhill Community Library, n.d.). Hence, diversifying community-managed libraries’
workforce depends on the makeup of volunteers coming forward and willing to volunteer.
However, some communities are engaged in volunteering while others are not. According to
I2PL in the first extract, differences across communities in their willingness to volunteer are hard
to justify. From their study on the transfer of the UK public library services to volunteer delivery
between 2014 and 2016, the work by Forbes et al. (2017) could help to draw possible
explanations. The study concluded that “Most of the volunteers were characterised by high
stocks of human capital (a pool of relevant skills), a sense of efficacy, and a strong sense of
community and identification with the library facility” (Forbes et al., 2017, p.1). The discussion
in Section 4.4.1 and Section 5.3.7 suggests that the Arab community in Sheffield, for example,
does not always possess such criteria. Some do not have a strong connection with libraries or
even consider making contributions to them. Therefore, they may not be encouraged to volunteer
in libraries.

On the contrary, in quote two, similar to 14PL, 11PL explains how the issue in council-
run libraries is more systemic and results from the adopted recruitment process, reproducing
white supremacy in staff. Council-run libraries use the council’s traditional recruiting method,
where a job description is put on the council website. To 11PL, in particular, that approach may
fail to attract a diverse workforce. Other strategies, like job fairs may be more beneficial and
effective in diversifying the workforce. Therefore, it could be argued that the cycle of workforce
whiteness will go on and on until the current recruitment process is challenged, especially in

council-run libraries. As Ahmed (2012) argued, the hiring process can be a technology for either
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reproducing whiteness or renewing and restoring the institution. In the lens of Herring and
Henderson (2012), that cycle could be broken if diversity is reconnected to affirmative action
and compensatory justice.

The above discussion, however, is not to suggest that the workforce’s whiteness is non-
existent in community-managed libraries. My empirical findings indicate that it has improved
more in community-managed libraries than in council-run libraries. For example, in the
Associate Library/A, I3A, 15A and I7A praised the diversity of volunteers, which they anecdotally
believe reflects the community it serves. To 15A, in particular, the presence of Arab volunteers is
the key to the inclusive services for the Arab community that she experiences in the Associate

Library/A (see Section 5.2).

5.3.3 Internal barriers to diversity in the service layer: understanding of the community

Evidence from the four interviews with library staff show that some public libraries in
Sheffield do not hold accurate and detailed qualitative or quantitative data about their local
community; yet, these data are necessary to understand the community's needs and demands.
Furthermore, conducting community analysis and needs assessment is not in anyone's job
description or duties in some public libraries in Sheffield. Therefore, decision-makers mainly
rely on unofficial feedback from branch managers and library staff who understand needs and
demands primarily by chatting with library users. Due to these problems, library services and
collections are not always inclusive to the Arab community in Sheffield. The following extracts
provide a guide to illustrate such issues:

Extract 1: We [public libraries in Sheffield] have a library management system.... And

when people sign up for that, they can elect to disclose their ethnicity. Obviously, it’s
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optional.... So we do collect that. We don’t actively work on reports to identify different
cultural groups, which we might serve. It’s really there for if somebody comes to the
organisation and say how diverse is the people who use your libraries? (11PL)
Extract 2: We [decision makers] would be relying on the informal feedback from library
assistants and branch managers.... But in terms of a formal yearly piece of work [analysis
of community and their needs] that everybody does across the system? No. We would be
relying on informal feedback from the people talking to librarians in the community. (14PL)
The above extracts show two primary resources for data about the local community used
by some public libraries in Sheffield, namely the library management system and talking to
library users. Quote one highlights issues with the statistical data collected through the library
management system. The issue with the data collected through the library management system is
it is not always used effectively, is purely statistical and applies to library users only. As 11PL
and 14PL explained, demographic information collected through the library management system
has not been used to produce reports or identify different cultural or ethnical groups. Instead, it is
a reference point for those having inquiries about the demographic of the library users. However,
and as per the concern of 14PL, even if it has been appropriately used, the nature of statistical
data is limited. As Van Riel et al. (2008) warned, statistics are limited by their nature, which may
reveal trends in patterns of users’ behaviour, but do not explain the reasons behind those
patterns. In addition, statistics do not offer library staff reliable and valid information regarding
the needs of socially excluded communities. It is true that these statistics provide a rudimentary

understanding of the social conditions in which people live, but they do not offer a detailed
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understanding of the complexities and influences that social conditions have on the use of
libraries (Williment, 2020).

As Extract 2 exemplifies, staff and volunteers in public libraries in Sheffield effectively
talk to their users to establish needs and demands. The library staff and branch managers then
feed their realisations to decision-makers unofficially, so that decision-makers can meet the
users’ needs. This is a genuine and productive approach elaborated upon by all four of the library
staff interviewees. However, relying only on informal feedback from library managers and staff
who talk to users is open to erroneous assumptions to manifest. Van Riel et al. (2008) warned
against basing decisions on perceptions instead of evidence. In Van Riel et al.’s (2008)
argument, if not careful, such an approach can lead to complacency, where a library continues to
supply existing users and assume everything is satisfactory. In addition, and similar to the data
collected through the library management system, this informal feedback does not bring the
perspective of non-users. In the words of 14PL,

We [decision makers] do chat with staff before we do that sort of thing [collection

development]. But obviously, again, frontline staff talk with borrowers and people who are

already in the library. So, you might be missing the opinions of people who wouldn’t go to
the library because maybe we don’t have the right sort of stuff as well.

The above quote illustrates that basing library services or stock on informal feedback
from library managers and staff, or statistical data collected through the library management
system, may not serve the interests of those historically excluded or disengaged from the library
service. In other words, this may maintain the inclusion of those already included and are using

library services and the exclusion of those already excluded or, for whatever reason, disengaged
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from public libraries. The cycle may keep going until it is systematically challenged. As
Williment (2020) argued, traditional assessment tools, such as libraries’ usage statistics and
comment cards, are ineffective because they do not assess the needs of those who do not use the
library, such as socially excluded people.

Therefore, libraries are well suited to meet many of the unmet needs of communities.
Nevertheless, to do so, library staff must listen to the needs and concerns of their users, to each
other, and, significantly, to those who do not use libraries (Scott, 2011). Public libraries in
Sheffield are aware of that need. As all the library staff interviewees emphasised, public libraries
in Sheffield need more proper conversations about needs and demands with their communities
outside the library. Yet, they express being restricted due to low staff capacity and financial
resources (see Section 5.3.6.2). For example, 11PL recalled an in-depth analysis of community
needs that the library authority in Sheffield had conducted in the past. A separate organisation,
paid for with government money, was brought in to teach library staff how to conduct
interviews with community members. This was followed by intense interviews and research
carried out by the library staff over six months. As I1PL explained, this was quite illuminating to
the library services, as they were better able to identify what services they needed to provide and
for whom. However, that work was deterred by the financial pressure facing public libraries in
Sheffield.

The final realisation in this section is that issues discussed in this sub-theme do not
necessarily apply to all public libraries in Sheffield, especially community-managed libraries.
For instance, according to 12PL, each community-managed library is run by a different

management team and under a different organisation. Therefore, each has its policies and
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practicalities, such as need assessment approaches. Also, in community-managed libraries,
volunteers are from the community. Consequently, they may be well-placed to understand their
community demographics and needs. As I1PL put it, “The volunteer libraries that we have really
do reflect their communities more because [0f] their volunteer base.... So volunteers do come
from those communities. So they bring that local information, they bring that celebration of
culture”.

In the previous quote, I1PL believes in the need to establish a focus group from the
community that can help libraries develop their understanding of the community’s needs and
demands. However, he thinks that focus groups are already established in community-managed
libraries due to the makeup of their workforce, eliminating issues connected to the lack of need
assessments and demographical data in some public libraries in Sheffield. That thought is
supported by 12PL and 14PL, and evidence from the interviews with the Arab community (13A,
I5A and 18A). For instance, for I3A, I5A and I8A, the cultural and linguistic background of the
Arab volunteers in the Associate Library/A allow volunteers to understand and comply with the
needs they have as Arabs, and reflect them in the range of services they provide (see Section
5.2). However, that is not to say volunteers are always representative of their community and the
needs assessment and community analysis are not essential in community-managed libraries.
I2PL stated, “Even if the volunteers are of the community, they’re not always fully
representative.” Therfore, analysing the local community and assessing their needs is still
essential in community-managed libraries and council-run libraries, irrespective of workforce

diversity. Otherwise, provision could be influenced by staff or volunteers’ assumptions or the
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demand of current users, possibly hindering diversity and maintaining the exclusion of those

already excluded for whatever reason.

5.3.4 Internal barriers to diversity in the service layer: community curation and the
capacity of volunteers

Community curation refers to involving community members as co-designers or co-
developers of libraries' events, services and collections and as co-decision-makers. Evidence
from the interviews with the library staff and Arab community members reveals that community
curation is not sufficient in some public libraries in Sheffield. Therefore, it might be challenging
for some public libraries in Sheffield to develop stock and services that appeal to the target
communities. The following quotes provide a guide to discuss those findings further:

Extract 1: ...Community curation and ownership... it’s something that we don’t really do

much of. There are bits of it. And I try to think of some examples. But there are few....

We mostly do libraries to people rather than do libraries with people... .(I3PL)

Extract 2: And we [Sheffield public libraries] do events, but we don’t offer it [library

space] up to the community to come in and put on their events. (11PL)

Extract 3: ...They [public libraries in Sheffield] should try one simple thing. That is why

not engage the volunteers in the library and why not have Arabic-speaking people on ...

board...?... So, you can find lots of educated people in the town who came here and can

contribute to that. Once they are there, people will start talking about resources and

events, activities, and how people can socialise. (16A)

The point connecting all the above quotes is the role of libraries as providers and the

community as consumers. To some interviewees from the library staff (e.g. 11PL, 12PL and
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I3PL) and the Arab community (e.g. 11A, 12A, I13A and I16A), those established roles of society
and libraries should be challenged to increase community curation and, therefore, the inclusivity
of the library services and stock. As the first and second extracts stress, some public libraries in
Sheffield lean towards creating libraries for people rather than with people. In that sense, the
community is not always involved as a co-designer of the library services. Therefore, community
members may miss a significant chance to develop appealing and inclusive services. Libraries
may also miss an opportunity to maximise benefits while reducing expenses. As Scott (2011)
emphasised, partnerships of all sorts allow public libraries to do more with less. According to
Hapel (2020), when serving “as a frame for activities supported by partners”, libraries with
limited finances can offer their users “a richer and more diverse program” and “more
opportunities to discover, experience, and learn in the library” (p. 403). Therefore, as extract
three emphasises, working with the community as volunteers can be a straightforward approach
to helping libraries improve different aspects of libraries services, such as events and stock.

The present study is not the first, and is unlikely to be the last, piece of research to
highlight the importance of community curation, primarily when financial pressure arises. At the
local level, the work of Bradley (1985) has demonstrated the need for expanding community
curation in the form of volunteers, especially in the light of financial pressure. Later works by
Williment (2020) and Hapel (2020) successfully introduced tested models on how to increase the
capacity of volunteers by promoting the role of libraries as enablers, and communities as co-
producers, to improve services for excluded communities. Both works encourage a novel
approach that promotes collaboration between library personnel and locals to pinpoint and

address community needs. In this way, every stage of the process—from needs assessment and
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identification to service planning and delivery to evaluation—involves community members who
are socially marginalised. Interestingly, those researchers (i.e., Hapel, 2020; Williment, 2020)
have found that communities should also play a critical role in developing new ideas, such as
establishing new values that should be instilled in the library and giving the building a name and
visual identity. Both models have been proven to be successful in catering for the needs of
underserved communities as they improve inclusiveness and the quality of library services.

In summary, the findings of the interviews held with library employees and the Arab
community support Williment’s (2020) belief that expanding beyond traditional service planning
models and including socially marginalised community members during each stage of the
process is critical in ensuring that each individual’s voice is heard, regardless of whether they are
located outside of the library’s typical customer base. In turn, this ensures that their needs are
met. However, the argument in this section is to bring the issue into the awareness of library
authority rather than assuming that community curation is non-existent in public libraries in
Sheffield. For example, 11PL, 12A and I5A recalled instances of community curation in some
public libraries in Sheffield. In their narrations, some public libraries in Sheffield open their
spaces for their partners and community members to design and deliver content. However, as
I3PL in the first extract emphasises, there is still scope for improvement and increasing
community curation.

5.3.5 Internal barriers to diversity in the service layer: marketing and outreach

Evidence from the interviews with the Arab community and library staff reveals a gap

between how some public libraries in Sheffield market their services to the Arab community and

how interviewed members of the Arab community believe libraries should reach out to them.
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resources due to a lack of awareness or the perception that public libraries have nothing to offer

them. Consequently, libraries may unconsciously breed exclusion by continuing to provide for

existing users and disregarding the excluded due to the lack of demand on the part of some

communities. The following extracts guide the discussion of this issue further:

Extract 1:...We have our social media presence... We have a printed events guides, which

are distributed around the city, cafes and community centres and things like that...That is

white noise stuff, where everything is just thrown out there. This is everything. This is a

service. We do try and do targeted stuff... To give you an example from the reading ahead...

| will probably...be emailing hundreds of community groups, ESOL groups... and that sort

of thing telling them that the reading head challenges is kicking off... .(I3PL)

Extract 2: They [public libraries in Sheffield] have to connect the leader because when the

leaders encourage people to go there, they will follow usually. But when they connect some

individuals, they may say, oh no, we do not want...But when the leaders do that, they

[community members] will do. Basically, the leaders will lead, and the followers will

follow. (16A)

Extract 3: ... We [public libraries in Sheffield] are not celebrating. We’re not going

outside. We’ve got a new collection or...the latest in that language. And we’re not putting

that in the spaces and places where people for whom that language is their first would see.

So we’re not very targeted in our marketing of that material. It just sort of sits in the library,

and we expect people to know about it. So it could sit there if nobody knows about it, then

nobody is going to use it. So we don’t buy as much. (I1PL)
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In the first quote above, I3PL mentions three marketing approaches employed by the
public libraries in Sheffield: printed event guides, social media and talking to current library
users. Those three approaches are genuine and productive. The problem, however, is most Arab
interviewees (e.g. 12A, 13A, I5A, I6A, I7A and 18A) have different thoughts about the ideal
outreach and marketing approaches. As exemplified in the second extract above, I6A stresses the
power of approaching the community through their leaders. In using the word ‘leaders’, several
Arab interviewees (e.g. 12A, 14A and 16A) were referring to the head of Arabic charity
organisations, the Arabic supplementary school and Imams (Islamic leadership position). Indeed,
as an Arab myself, I understand that community leaders possess power in Arab society, and that
the leader-followers hierarchy is a norm nurtured by non-democratic politics in some Arab
countries (see Section 4.4.1.4). Also, through the fieldwork, I learned the power of community
leaders in the lives of the Arab community in Sheffield. Community leaders guaranteed me the
trust and access to the community that | was denied before networking with the head of several
Arabic charity organisations (see Section 3.6.1.2).

Prior to my research, few empirical studies affirmed the power of community leaders as a
marketing approach. For example, the results of the study by Velez et al., (2022) suggested
potential marketing and outreach tactics with the Hispanic population in the United States, which
included developing solid partnerships with leaders in the community. Therefore, this discussion
highlights that if libraries seek to connect communities to library resources and services, there
needs to be a balance between how the community thinks they should be reached and the
marketing approaches adopted by libraries. In that sense, public libraries in Sheffield need a

more targeted approach to market resources and services. One of those targeted marketing
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approaches can be to establish connections with the leaders of the Arab community, which the
present research successfully mapped in Sections 3.6.1.2 and 6.7. As McMenemy (2009) argued,
public libraries are open-to-all. However, providing services to all and marketing to all is not a
realistic notion.

Library collections can be an excellent case to explain the connection between marketing
issues and diversity. As extract three conveys, some public libraries in Sheffield provide services
according to demands. Linking to that, I1PL and I3PL justified the decision not to increase the
size of the Arabic collection with the perceived lack of demand as an inhibiting factor. Basing
library provision on perceived demand is a well-recognised approach in the literature, as
indicated by Dilevko and Dali (2002). However, as Dilevko and Dali (2002) argued, the lack of
demand can be due to ungrounded perceptions held by communities or libraries, rather than
reality. For instance, according to I1PL in the third quote above, the community may not know
about the existence of Arabic resources due to inefficient marketing outside the library and not
highlighting and signposting the existing Arabic stock properly. Therefore, the Arab community
may not use the Arabic stock, and the library may stop increasing its size due to its low usage or
demand. In a worse scenario, lack of demand may be a function of previous inadequate service
and the perception, on the part of some communities, that public libraries have nothing to offer
them (Dilevko & Dali, 2002). In both scenarios, insufficient marketing reproduces exclusion, but
here it is in the form of the lack of demand. In that regard, Hill (2018) affirmed that marketing is
critical to the success of multilingual collections, since they cannot be useful if no one is aware

of their existence.
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However, the discussion in this sub-theme does not suggest that this is the case in all
public libraries in Sheffield, or that library staff are not aware of marketing problems. As extract
three above exemplifies, the four interviewees from the library staff understand the power of
targeted marketing and outreaching communities outside libraries. However, they are restricted
due to staff capacity and financial pressure. As I1PL put it, “We have a very, very small
marketing budget, you know, very, very small. We use social media a lot because it’s cheap, but
it doesn’t reach everybody.”

To sum up, the evidence from the interviews with the Arab community and library staff
shows a gap between how the Arab community thinks libraries should be reached out to it and
how libraries really are reaching out to it. On the one hand, some public libraries in Sheffield
rely on talking to existing users, social media and printed event guides to market services and
resources. On the other hand, the interviewed Arab community members believe that public
libraries should reach out to them through their leaders. Therefore, the Arab community might
not use public libraries or part of their services and resources due to a lack of awareness or
believing that public libraries have nothing to offer them. Consequently, libraries may
unconsciously breed exclusion, for instance, by continuing to provide for existing users and
disregarding the excluded due to the lack of demand on the part of some communities. In that
sense, libraries need to be more targeted in their marketing approaches in line with the awareness
of the behaviour and perceptions of their potential users.

5.3.6 External barriers to diversity: government relationships
Evidence from the interviews with library staff and the Arab community, supported by

reviewed literature, reveal that diversity in public libraries in Sheffield can be influenced by the
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political sphere in which they operate and the racial domination and other issues that
characterised the wider society. Therefore, political bias towards the Arab community and apathy
towards public libraries play a role in this context, and the two sub-sub-themes below elaborate
on that.

5.3.6.1 Overall political bias against the Arab community. Through the lens of the
interviewed Arab community members (11A, 12A and 16A), the perceived low level of inclusion
in some public libraries in Sheffield can be an extension of, rather than separate from, the
perceived marginalisation and under-representation of the Arab community in the broader
society or political agenda. The following two quotes highlight the issue:

Extract 1: They [public libraries in Sheffield] can’t be inclusive because the politics of

the country [UK] is not inclusive. (I12A)

Extract 2: “Not specifically in Sheffield, but there is something in general. And I would

say kind of bias in Europe all over not only here. There is some kind of bias towards the

long history of the Arab countries and the Arab civilisation. (16A)

In the above quotes, 12A and 16A connect the perceived low level of inclusion of the Arab
community in some public libraries in Sheffield to the perceived exclusive politics or bias
towards the long history of the Arab countries and the Arab civilisation in the broader society.
Therefore, the perceived low level of inclusion of the Arab community in some public libraries
in Sheffield is seen as part of the broader social and political context in the UK.

To illustrate, the national census provides a good case study. The census was picked as an
example because it is a form of biopower. Biopower is regulatory power that revolves around

populations rather than individuals. It works primarily through the state and aims to administer,
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optimise and multiply life by making populations knowable (Foucault, 1990). The Office for
National Statistics decides which ethnic groups to include in the census in consultation with
users of census data (e.g. National Health Service), respondents to the census, interest groups
that represent communities and the organisations responsible for running the Northern Ireland
and Scotland censuses. Therefore, every new census updates the ethnicity question (Gov.UK,
n.d.). However, a tick box with the category ‘Arab’ was, included for the first time in the 2011
census (Caabu, 2020). For the first time, the 2021 census will provide unprecedented data on
changes in the Arab population of the UK to compare with the 2011 census results (Maghribi,
2021). As Maghribi (2021) put it, “Since the first national census began in 1801, UK residents
have given details about how they live, love, work and self-identify, but it took 210 years for
Arabs to make a mark™ (para. 1). Although there is no substantial evidence that Arabs were not
included as an ethnic category until the 2011 census due to racial discrimination, there is still
evidence that this government decision complicated Arabs’ representation in the broader society
and public institutions and facilitated racial disparities.

Al-Jalili (2004), Caabu (2020), and Maghribi (2021) recognised the under-representation
of the Arab community in the national census until 2011, and elaborated on how this may have
influenced their visibility and recognition in public institutions and broader society. Indeed,
inclusion in the census is essential because councils and governments may plan targeted services
for their communities on the basis of available demographic data (Maghribi, 2021). Therefore,
Al-Jalili (2004), Caabu (2020) and Maghribi (2021) argued that accurate data about Arabs could
widen representation and allocation of resources, and increase awareness of Arabs, thus reduce

marginalisation. Otherwise, services to the Arab community would remain haphazard, and this
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large group of British residents would never feel that they are fully recognised within Britain
(Al-Jalili, 2004). In addition to this argument, there is concern among experts that a single check
box (i.e. Arabs) does not capture the scale and diversity of the Arabic-speaking community,
some of whom do not consider themselves Arabs on an ethnic basis. Therefore, without proper
knowledge of the nuances of culture and terminology, it is possible to miss opportunities to
ensure that the Arab community does not suffer from marginalisation (Maghribi, 2021).

Indeed, public libraries in Sheffield are affected by this. As discussed in Section 5.3.3,
libraries are expected to conduct qualitative and quantitative analyses to develop a strong sense
of their communities and those communities’ needs and demands. Still, Sheffield City Council
and public libraries in Sheffield need data from the national census to direct services and
distribute financial resources. As Maghribi (2021) stressed, the census is a vital tool in providing
population information to help local governments plan services. Thus, especially until the 2011
census, it was not clear how Sheffield City Council was expected to allocate proper funds to
increase the public libraries’ services for ethnic minorities when the national census did not
depict some communities, like Arabs, as being a well-established group in the city. The same
goes for the library authority in Sheffield.

In summary, some Arab interviewees perceive the low level of inclusion of the Arab
community in some public libraries in Sheffield to be an extension of the exclusion and bias in
politics and broader society; the census data is just an example of that. Hence, as Hudson (2017)
argued, if they are to be effectively rectified, equality and diversity issues should be treated as
systemic, rather than residing within the walls of libraries. In that sense, the LIS researchers and

practitioners should be involved in the larger conversation to address the system of racial
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supremacy in other contexts (Hudson, 2017). For instance, until inequality issues in public
libraries are treated as an extension of the system of political bias and racial domination that
characterises society more broadly, rather than separate from it, issues like the whiteness of the
libraries' workforce cannot be rectified effectively. However, when discussing and attempting to
address diversity issues, public libraries in Sheffield should not be expected to solve it all on
their own. They need political attention and support.

5.3.6.2 Political apathy towards public libraries. Evidence from the interviews with
library staff (e.g. I1PL and I3PL) and the reviewed literature (e.g. Usherwood, 1993) shows that
the libraries’ work, purposes and existence are influenced by the priorities of elected council
members and their views of public libraries. For instance, public libraries and their agendas will
be supported politically and financially if elected councillors acknowledge their potential and
perceive them as contributors to their aims and objectives (within a highly constrained funding
context) (McMenemy, 2009; Usherwood, 1993, 1994). Some of the interviewed library staff
believed that public libraries in Sheffield suffer political apathy, which hinders diversity. In the
words of I3PL:

In Sheffield, we have politicians that seemingly care very little about the library service.

They did not understand the library service. And the level of engagement within the library

services is very low from the politicians. Often feels like libraries are an inconvenience,

rather than an asset, which gets in the way of the Council delivering, rather than being

viewed as a tool to help the Council actually deliver some really important outcomes.

As the above quote indicates, the interviewed library staff thought that politicians in the

local government underestimate the value of public libraries and do not see them as partners in
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fulfilling the council's objectives. They explained the financial pressure as a form of political
apathy towards public libraries. A common view amongst all interviewed library staff is that
public libraries in Sheffield are not financially empowered, meaning when financial pressure
faces the council, public library funding is the first to be cut (see Section 1.4.2). Therefore,
public libraries end up under financial pressure, underpinning other barriers to diversity
explained in this chapter. In the words of 11PL.:

We [public libraries in Sheffield] have not had great investment and all having to deal with

a lot of financial pressures...So we have the same financial envelope, but within that,

salaries go up, rates for buildings go up, electricity goes up, so they call [it financial]

pressure. So we have to do more with the same amount, and we have...a real drive to ensure
that people have access to library services.

As the above quote shows, financial pressure in some public libraries in Sheffield was not
limited to the 2014 budget cut (see Section 1.4.2), but is an ongoing problem. McMenemy
(2009) emphasised, advocacy within public libraries and the wider LIS profession is vital,
primarily because public libraries compete for the financial and political attention of the council
with equally deserving public services. Advocacy is crucial as elected councillors govern the
local authority and make budgeting decisions. Their perceptions of public libraries and views
about how libraries should be financed and organised are influenced in many ways by their party
affiliation and might not always be aligned with those of professional librarians (Usherwood,
1993).

In summary, evidence drawn from the interviews with library staff shows that the

sustainability and diversity of some public libraries in Sheffield is threatened by political apathy,
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which primarily manifests as financial pressure. The budget stress is the basis of other issues,
such as low staffing, meaning it is always central to the discussion surrounding inclusion in
public libraries. However, it is false and dangerous to assume that all will be fine if public
libraries receive more funds. As Muddiman et al. (2000) argued, numerous myths about the
public library underpin such barriers; Section 5.3 presents various examples of them. It is
highlighted that the argument in this section may not apply to community-managed libraries, as
they are not tied to Sheffield City Council to the same degree as council-run libraries (see

Sections 1.4.2 and 4.2.4).

5.3.7 External barriers to diversity: perceptions and awareness
As discussed in Section 4.4.1.4, evidence from the interviews with the Arab community
demonstrate that the Arab community in Sheffield has its own politics and perceptions of public
libraries. Such perceptions not only restrict their usage of public libraries, but they also
manipulate the community’s behaviour, contributing to the perceived exclusive library services.
Namely, some Arab interviewees explained that they do not communicate their demands to
librarians in public libraries in Sheffield for various reasons. Others did not use public libraries
due to the belief that public libraries in Sheffield are for English and white people. Both
scenarios lead to ongoing exclusion due to the perceived lack of demand from the part of the
Arab community. The following quotes provide a guide to discuss those findings further:
Extract 1: In those countries [some Arab countries], nobody goes to the government and
says we need more resources in libraries.... This is their background and perception that
government will come to them. And probably this is one of the things that people find

difficult to understand.... People in the council will do things that you ask for. They are not
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fortune tellers.... If you don’t say you want to see... resources... services, they wouldn’t

know. (16A)

Extract 2: 1 live in England. | should respect this country, their culture, their mentality,

their education, their rules, everything. Their system as well. I can’t tell them [public

libraries in Sheffield] why you don’t have an Arabic book? I can’t. (14A)

As the first quote conveys, the Arab political environment does not always align with the
right to claim resources and shape public services guaranteed to them in the UK by, for instance,
the 2011 Localism Act (see Section 4.4.1.4). In the second quote, 14A gives a living example of
that. 14A was born and raised in an Arab country and moved to the UK years ago as an asylum
seeker. He said, “I can’t tell them why you don’t have an Arabic book? I can’t”. His word
choices (i.e. “can’t”) suggest that demanding Arabic resources from public libraries is a
prohibited act. Therefore, he does not communicate his needs and demands to public libraries in
Sheffield. That view was typical amongst half of the Arab interviewees (e.g. I1A, 14A, I5A and
I8A), even though they attributed it to other factors, such as level of integration, culture, or
damaged sense of politeness.

However, evidence from the interviews with the Arab community also suggests that
damaged perceptions of public libraries do not only exist amongst recent immigrants like 14A in
the second extract. Even long-established and UK-born Arabs have perception and awareness
issues. That can be due to the universal philosophy historically adopted in some UK public
libraries (see Section 5.2). The following quote discusses this point further: “So, their [Arab in
Sheffield] engagement with libraries is like saying these libraries are for English speaking

people, nothing in Arabic. And that is one reason that keeps them away” (I6A).
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Linking to the previous quote, Section 5.2 discussed that leaning towards the universal
philosophy in some public libraries in Sheffield resulted in access to services that reflect the need
of the mainstream. In the words of Arab interviewees (e.g. 11A, I12A, I3A, I5A, I6A, I17A and 18A),
the mainstream is the white and English people. While that does not discourage some Arab
interviewees from using public libraries in Sheffield, others, like 12A, see it as a closing door.
Therefore, she stopped visiting public libraries in Sheffield because she perceives them as white
and English institutions that have nothing for her. The case of I12A does not seem like an isolated
case. In the previous quote, I6A was not talking about his personal view. He is currently a head
of an Arabic charity organisation, and he has worked as volunteers in several public libraries in
Sheffield. Thus, his view is based on observing the behaviour of the Arab community in
Sheffield whether they are long-established or recent immigrants. The points he (I16A) made are
supported by other interviewees from the Arab community, such as 12A; those points are also
well established in literature. As Ahmed (2012) argued, whiteness is not just an institutional
issue but also a problem for those who are not included in it. The implication is that an institution
does not reach some communities because they perceive it as excluding them. That perception
may stop communities from reaching the overwhelmingly white institutions.

Irrespective of the cause of the damaged perceptions of public libraries and the behaviour
associated with them, the results can be detrimental to diversity. As discussed in Section 5.3.3,
some public libraries in Sheffield provide services according to demand, and when demand
drops, the services drop accordingly. Therefore, as long as the Arab community does not engage
effectively with public libraries, or demand specific resources and services, and communicate

their needs successfully with public libraries in Sheffield, those public libraries are likely to be
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unaware of their needs. Considering the behaviour illustrated in this section and the outreach and
marketing issues explained in Section 5.3.5, the perceived low level of inclusion of the Arab
community in some public libraries in Sheffield may be sustained until both issues are tackled
effectively. Thus, libraries have a significant role to play in tackling both issues. As McMenemy
(2009) argued, positive marketing and campaigning can help improve negative perceptions of
library services. In that sense, starting with effective and targeted marketing and outreach can
change the damaged perceptions of public libraries held by the members of the Arab community
in Sheffield and the behaviour associated with them. Until then, the issue of exclusion based on
the lack of demand may always exist.

To sum up Section 5.3.7, evidence from the surveys and interviews with the Arab
community demonstrate that the Arab community in Sheffield have their politics and perceptions
of public libraries, of which public libraries in Sheffield may not be always aware. Those
perceptions not only restrict their usage of public libraries but also manipulate their behaviour. In
some scenarios, members of the Arab community tend to believe that public libraries are for
white and English people and nothing is there for them. Some may even think that they cannot
demand resources and services from public libraries in Sheffield. Instead, they expect the library
authority to propose services and resources. That can be influenced by the political environment,
as discussed in Section 4.4.1.4. Both scenarios can lead to ongoing under-representation of the
Arab community in some public libraries in Sheffield; some libraries do not increase or even
develop services and stock for this community when there is no or little demand.

Indeed, perceptions about public libraries are well examined in old and contemporary

literature (see Section 2.5). However, it is essential to bring into the awareness of public libraries
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that those perceptions vary across community groups and may be rooted in deeper issues than
those covered in previous literature. For example, for the first time, the present study reveals a
connection between the issue of low demand and the political environment of some Arab
communities that expect the public institutions to propose services rather than effectively claim
their right over resources (see Section 4.4.1.4).
5.3.8 Issues distinctive to community-managed libraries
Some obstacles to equality or diversity in some public libraries in Sheffield were not
examined above because they applied only to some community-managed libraries. Therefore,
they will be discussed here. Analysis of the interview with 12PL reveals issues related to
volunteers’ capacity, skills and enthusiasm. Such issues can impact the diversity and the capacity
of volunteers to deliver adequate and representative library service to their community. The
below extract provide a guide to discuss those issues further:
Extract 1: Libraries being closed for a long period of time. A lot of people have stepped
away from volunteering...And then the other two, one is volunteer committee skill. So
there’s a skill set behind running a volunteer library...So that is something that can hold the
group back, if they don’t have that.... And the last one is the enthusiasm of the volunteers
to do that [diversity]. You know, there are some communities that perhaps aren’t as
enthusiastic...They don’t necessarily see the importance in working towards inclusion,
diversity. It is behind the kind of things they do, but at the same time is not on the top of
their agenda. (12PL)
The above quote highlights three obstacles to diversity in some community-managed

libraries in Sheffield. First, volunteers’ capacity and availability seem like an issue facing some
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community-managed libraries in Sheffield that not only hinders diversity, but also the delivery of
any work. Taking the post-COVID-19 period as an example, the above extract shows that post-
pandemic some volunteers withdrew from volunteering for several issues, including health
concerns. Therefore, the ability of community-managed libraries to deliver any services is
hindered in some community-managed libraries in Sheffield. That challenges the library as a
whole, not only the diversity work. Indeed, concern about the sustainability of community-
managed libraries in relation to the turnover of individuals willing to volunteer is not a novelty.
It was raised in earlier work by SLIC (2015), Evidence on the use of volunteers in libraries and
on volunteer-run libraries, and the present research empirical findings support it.

Second, the above quote also raises concerns about volunteers’ LIS skills and knowledge.
As explained in Section 4.2, in Sheffield, a volunteer coordinator was appointed for community-
managed libraries. In addition to providing guidance and advice to library group management
committees, the volunteer coordinator supports and trains library volunteers on the practical
aspects of operating a library service (DCMS, 2016b). That practice helps to improve volunteers’
skills and institutionalise standard practices across community-managed libraries. However, one
of the main counterarguments to volunteers running libraries is that LIS is a professional field,
and short-term training is not the same as professional education. As I12PL illustrated, volunteers
may not always have the skills and knowledge to do professional tasks like collection
development. In his words,

They [community-managed libraries] can rely on donations and getting their own funds to

purchase books.... They’re not experts in that kind of stock development. So it can be a bit
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hit and miss with what they purchase. And donations are, by their nature, very hit and miss.

(12PL)

As the above quote conveys, even if volunteers are lingually and culturally skilled in
understanding multilingual collections, have the financial resources and are enthusiastic about
representing their community, their skills and expertise may be inadequate. There is a possibility
that volunteers may lack the knowledge, skills, and understanding needed to run a library
service. Indeed, that issue is not only associated with volunteers in Sheffield; a wealth of
literature raised the same concern. For example, some of the respondents in Casselden et al.'s
(2015) study expressed concern about the ability of community members to provide quality
library services, particularly when libraries are operated solely by volunteers without
professional input. That is not always the case, however, and volunteers are not always unskilled
(Vella, 2018). Still, the sustainability of skilled volunteers can be a challenge for some
community-managed libraries. As I12PL put it,

We make efforts to try and equalise that skill and knowledge, but [it] is difficult because

there is a natural turn in volunteers, which means you might have a particularly skilled or

knowledgeable group of volunteers in one library one month and then the next month
they’ll leave and go somewhere else. And so you’re back to square one again. (I12PL)

The final issue is related to the enthusiasm of volunteers. As per the concerns of I12PL in
extract one, volunteers’ enthusiasm and opinion concerning diversity can influence the services
they develop. For instance, a community that is quite homogenous may not necessarily see the
importance of working towards diversity. It might be behind the kind of things they do, but at the

same time is not on the top of their agenda. The argument of 12PL is backed by McMenemy et



239

al. (2007). McMenemy et al. (2007) explained that personal ethical beliefs can potentially impact
ethical decisions made by LIS professionals and their subsequent ability to provide a service to
the customer. In that sense, personal values can impact how individuals think, feel and act in the
workplace. Therefore, diversity in community-managed libraries might be influenced by
volunteers’ and management teams’ enthusiasm and values.

In summary, building on evidence drawn from the interview with 12PL and supported by
the reviewed literature, the availability of volunteers, their skills and enthusiasm can present a
challenge to diversity in some community-managed libraries in Sheffield. For instance, post-
COVID-19, volunteers’ withdrawal resulted in a shortage of volunteers, which in some cases
stands in the way of community-managed libraries delivering any service at all, not alone
fulfilling diversity objectives. Additionally, volunteers’ LIS skills and knowledge and their
enthusiasm about and view of diversity can influence the effective inclusion of some
communities.

In closing, the various barriers to diversity are discussed in Section 5.3. In Section 4.3, |
built on evidence obtained from the Arab interviews to argue that diversity must be recognised as
one of the main characteristics of public libraries to succeed as what could be conceptualise as
third places. However, the discussion in Section 5.2 shows that some public libraries in Sheffield
still struggle to include the Arab community effectively. The empirical findings discussed in
Section 5.3 reveal that the perceived low level of inclusion of the Arab community in some
public libraries in Sheffield is not a choice made intentionally by the library authorities or their
staff and volunteers. Instead, it results from a continuous series of actions that shape public

libraries that gets reproduced over time to become the norm. It is also an extension of, rather than
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being independent of, the system of racial dominance and the race-related problems that

characterise society as a whole. As Figure 15 below visualises, obstacles to diversity in some

public libraries in Sheffield reside in and outside the library walls, and they overlap and

intertwine.

Figure 15
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The conceptual model in the above figure is built on evidence drawn mainly from the

interviews with the Arab community and library staff, which is supported by the reviewed

literature, as discussed thoroughly in Section 5.3. The right-hand side of the conceptual model

consists of the internal barriers linked to library services’ internal procedures, cultures and
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traditions. Those internal institutional barriers consist of issues in the management and service
layers. The management layer concentrates on the established library structure, strategic service
planning, policy and regulations that should always centralise and support diversity. The
centralisation of the diversity in the management layer is essential since the development of the
service layer is closely related to library management. Therefore, issues in the management layer
may influence the service layer. The service layer consists of outreach and marketing,
community analysis and need assessment, level of community curation and service teams, all of
which help create diverse library services and stock. Components of the service layer are
interconnected and mutually influential, meaning issues like having a homogenous staff can
negatively influence the diversity of services and stock and so on.

The left-hand side of the conceptual model conveys that external barriers also influence
the management and service layers. Such barriers do not fall under the immediate control of the
library but still hinder diversity. They include perceptions and awareness and government
relationships. Perceptions and understanding stem from ungrounded thoughts in individual and
community terms that influence their relationship with public libraries. Government relationships
refer to the political support of public libraries and their objectives and the political bias against
some community groups. Both types of external barriers emphasise that public libraries could not
embrace diversity independently. For example, they need political backing in the form of
financial resources. The above conceptual model can provide public libraries with a guide for
reviewing and evaluating their diversity work, and identify issues both within and outside the
library walls. However, some caution is required since data in this research was collected in a

single case study; thus, it provides no basis for scientific generalisation.
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5.4 Developed perspective of Oldenburg’s (1989) third places

The present study responds to the dearth of LIS empirical studies on the demographic of
Arabs in the UK, their public library experience and related behaviour, their needs in relation to
inclusion and integration, and public libraries’ role in addressing those needs (see Sections 1.3.1,
1.5, 2.7 and 2.8). Therefore, three characteristics of Oldenburg’s (1989) third places theory were
chosen to guide this research to fill those gaps. The three characteristics are leveller,
conversational, and home-like. In this study, Oldenburg’s (1989) three characteristics of third
places were not only perceived through the lens of Oldenburg (1989), but also through the lens
of more contemporary critical integration and diversity literature reviewed in Chapter Two (see
Sections 2.3 to 2.3.4). Oldenburg’s (1989) notion of third places was chosen for various reasons,
as discussed in Section 2.8, but mainly to help define and advocate the role of libraries in
developing and fostering a more resilient and coherent society and address issues of diversity,
integration, equality and library engagement. The theoretical lens of Oldenburg’s (1989) third
places was also adopted to help define and advocate libraries’ role as enablers and facilitators
and community as co-creator of libraries’ services and values. However, this study’s empirical

findings revealed a developed perspective of Oldenburg’s (1989) third places, or developed a
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perspective of public libraries as places that can be conceptualised as third places. The below

conceptual model visualises that, which is followed by a thorough explanation of the model.

Figure 16

Developed perspective of Oldenburg’ (1989) third places
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Components of the above conceptual model stem from the discussions of the empirical
findings in chapters four and five and the literature supporting them. The model uses the human
body to symbolise the public libraries as institutions. As Ahmed (2012) explained, viewing an
institution metaphorically as an organic body reveals an entity made of parts; the communication
between the parts is crucial to overall performance. Here, these parts are the mind and body of
the library as an institution. To complete that, diverse people appear in the body’s background
(i.e. library) to represent how libraries, since their inception, have continuously aspired to reflect
their served community, which is a central notion in this research (see Sections 1.2.1 and 2.2).

In connection to the mind, in Section 4.3.1.2 and Section 5.2.1, | built on the evidence
collected from the interviews with the Arab community and library staff and the reviewed
literature to argue for the impact that institutional values and ethos have on diversity. For
example, it was argued that for libraries to embrace diversity, they should start with their values
of fairness and equality then approach towards integration, whilst being aware of their
unconscious biases. Also, in Sections 4.3 and 4.4, | built on the evidence from the interviews
with the Arab community and library staff and the reviewed literature to argue that “there is no
one path forward in reimagining libraries as third place” (Fuller-Gregory, 2020, p.11), and that
the characteristics of third place are “determined most of all by its regular clientele” (Oldenburg,
1989, p. 42). In that sense, and as argued in Section 5.3.4, libraries are advised to reconstruct
their role as facilitators or enablers and the community as co-creator of third places. All those
arguments create the component of the ‘Level 1: Input’ in the conceptual model in Figure 16.

In ‘Level 2: Initial Outputs’ of Figure 16, I built mainly on the analysis of the eight

interviews with the Arab community through the theoretical lens of Oldenburg’s (1989) third
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places in Section 4.3 to add diversity to the characteristics of public libraries as third places. As
discussed in Sections 4.3.1.2 and 4.3.3, through the lens of the Arab interviewees, diversity
emerged as a novel criterion when defining Oldenburg’s (1989) characteristics of third places
(i.e. levellers and home-like).

In ‘Level 3: Final Output’ of Figure 16, I built mainly on Section 4.3.4, where diversity in
public libraries was perceived by interviewees from the Arab community and library staff as
potentially driving personal and collective benefits. Benefits range from sociological and
emotional well-being, to the community’s coherence and interconnectedness. All of those have
been theorised in wealth of literature, such as Johnston (2018, 2019), under the umbrella of
integration.

In closing, the present study examines the library experience of the Arab community with
public libraries in Sheffield through the theoretical lens of Oldenburg’s (1989) third places. It
successfully fulfilled its aim and produced a developed perspective of public libraries as what
could be conceptualised as third places, as visualised in Figure 16. In that developed perspective,
successful third places (e.g. libraries) adopt equality and two-way integration as moral values,
and they perceive the community as the co-creators of their provision and values. Then, as a
result of this institutional mindset, the body of the institution can embrace Oldenburg’s (1989)
characteristic of third places and any others constructed by the community. One of them is
diversity, a novel feature that emerges in this research. By embracing those mindsets and
practices, public libraries can potentially foster the creation of an integrated and healthy society.
However, it is essential to note that the conceptual model in Figure 16 was mainly developed

based on analysing data collected in a single case study. Therefore, it provides no basis for
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scientific generalisation. Any conceptual model in this study (e.g. Figure 15) applies to the case
study only; I am not aiming to generalise it to a broader population. Nevertheless, future studies
can achieve generalisability by statistically testing the conceptual model.

5.5 Summary of findings

To summarise the empirical findings discussed in chapters four and five, the focus will be
on the central issues concerning Oldenburg's (1989) third places as the theoretical principles
guiding the interpretation and diversity as a novel characteristic of Oldenburg's (1989) third
places. The analysis of the interviews with the Arab community suggests that Oldenburg’s
(1989) reality of third places improves the library experience of some Arab interviewees. Still, in
some cases, Oldenburg’s (1989) reality of third places differs from the realities expressed by the
Arab participants. Their realities seem deeply connected to their previous experiences and
expectations from libraries. One of those realities is third places are safe, convenient and
welcoming places, where everyone can enrich and celebrate their identities irrespective of their
background. Thus, through the lens of the interviewed Arab community members, diversity
emerged as a novel criterion when defining Oldenburg’s (1989) characteristics of third places
(i.e. levellers and home-like).

Linking to diversity, the empirical findings in chapters four and five revealed that the
interviewed Arab library users have positive experiences with the English library collection or
the library’s general public services and when communicating and interacting with the library
staff or volunteers. However, a frequent criticism is the relevance and accessibility of the
multicultural and Arabic stock and services, and the homogeneity of library staff and volunteers.

With that in mind, public libraries have room for development to take libraries to the next stage,
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where their potential users can see them as third places. Still, public libraries are limited by
various internal and external obstacles. Therefore, collective effort from the libraries, their staff
and volunteers, local and national governments, and the community is required to rectify issues
connected to diversity or other aspects of libraries.

As the above summary shows, the present study successfully fulfilled its aim by
providing an extensive and critical account of the library experience of the Arab community
using Oldenburg’s (1989) third places as the theoretical principles guiding the interpretation.
This research also contributed to Oldenburg’s (1989) third place. It added diversity to its
characteristics and re-constructed it to provide public libraries with a conceptual model to define
and advocate libraries’ role in fostering a coherent society and addressing issues of the diversity,
integration, equality and library engagement.

Still, limitations were encountered during this study and restricted its choices, especially
the methodological ones. Notably, due to COVID-19 and its related social distancing rules at the
time of the fieldwork, the surveys were distributed online and interviews were conducted
virtually, raising issues related to the digital divide. Additionally, the present study faced
obstacles due to the scarcity of detailed and accurate data about the Arab community in Sheffield
and their library usage. The following chapter will elaborate on those limitations, discuss its
contributions, and make recommendations for public libraries in Sheffield, Sheffield City

Council and future researchers.
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CHAPTER 6 CONCLUSION AND FURTHER RESEARCH

6.1 Chapter overview

As set out in Chapter One, the aim of this thesis was to collect empirical evidence by
canvassing the opinions of members of the library staff and Arabs library users about the public
library experience of members of the Arab ethnic minorities in Sheffield. The empirical evidence
seeks to bring into light new knowledge about Sheffield's Arab ethnic minorities' library-related
behaviour, their needs in relation to inclusion and integration, and the public libraries' role in
addressing those needs. This chapter starts by addressing the research questions raised in Chapter
One using key themes and arguments from the findings and discussion chapters. After explaining
how the research questions were approached, the theoretical and methodological contributions
and implications of this research will be highlighted. Following this, the limitations of this
research are highlighted, followed by practical recommendations to demonstrate how the
research findings may influence policy and practice in the future. Finally, this chapter draws

guidelines, through the recommendations, for further research studies.

6.2 Findings: approaching the research questions (RQs)

In Chapter One, five different research questions were formulated. The empirical evidence
collected, analysed and discussed in Chapter Four and Chapter Five provides the following

answers to them:
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6.2.1 RQ1: How do employees occupying managerial positions within Sheffield public
libraries understand diversity, inclusion and integration and promote them within their
work?

As discussed in Sections 2.3, 2.3.1 and 2.3.3, there is no single definition of integration
and diversity in the literature. That also was the case in the empirical findings of this study.
Interviewed stakeholders (i.e. libraries” managerial staff and decision-makers) hold professional
perceptions that seem to be influenced by politics. Participants suggested that library politics
cannot be seen beyond the diversity of the cultures and communities (i.e. multiculturalism),
which appears to be influencing certain managers' thoughts and values while practising their role
in public libraries. But, this is only sometimes the case; some participants thought
multiculturalism was the most common mindset twenty years ago, but now it is more about
integration, which is the policy agenda. Hence, the terms ‘diversity’, ‘inclusion’ and ‘integration’
were used to represent various views which were influenced by the political context of the
library that emphasise one term and pay less attention to others. Regardless of which terms were
highlighted, the concerns of the interviewed library staff start with the common narrative of a
community building (see discussion of Scott (2011) in Section 4.4.2).

The interviewed library staff expressed their understanding of diversity, inclusion and
integration, and their various roles in those contexts, but the concepts are not always reflected
effectively in their actual practices. This is illustrated further in the following research question.
Possibly, that is because the empirical findings revealed that public libraries in Sheffield do not
have an institutional policy for diversity (see Section 5.3.1.2). Thus, the interviewed library

staff’s perceptions of diversity, inclusion and integration can be regarded as part of their
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experience and personal values. According to Ahmed (2012), institutionalising something
requires putting it into the organisational flow of things and becoming “part of how the
institution feels and thinks” (p.113). More critically, becoming part of an institution requires
more than inhabiting its building; it requires employees to adopt the ethos and systems of the
institution. In that sense, even though the interviewed library staff have a keen understanding of
their role in relation to diversity, inclusion and integration, they are bound by their organisational
understanding, which in some circumstances, pushes enthusiastic views into the background (see

Section 4.4.2 for more about RQ1).

6.2.2 RQ 2: How do public libraries in Sheffield develop their services to meet the Arab
community’s needs?

A common perception amongst the interviewed Arab community members and library
staff is that some public libraries in Sheffield embrace diversity in theory only. This refers to
either a) what Muddiman et al. (2000) referred to as universal philosophy, in which libraries’
provision is based broadly on the equality of opportunity and access, rather than on the
redistribution of resources, targeting and equality of the outcome; or b) Herring and Henderson’s
(2012) colourblind diversity, which embraces cultural differences amongst various ethnic groups
without acknowledging the disparities of access between these groups. Both approaches reflect
pro-diversity intentions on the surface, but suppress diversity and elevate sameness in practice
(see Sections 5.2).

However, the above results do not reflect all public libraries in Sheffield. As argued in
Sections 4.2.2 and 5.2, and echoing Vella’s (2018) results, this study’s empirical findings reveal

that one size does not fit all in public libraries in Sheffield, meaning each library is independent
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and has a local identity. Each library has unique circumstances and users, which inform how it
operates and serves its community. Therefore, even though the library service provides a
framework for individual libraries to start from, each library shapes its own direction. In turn,
this creates variation across public libraries in Sheffield in terms of library priorities, the
diversity and inclusivity of their services and resources, and their approaches to providing
service. Twenty-three years after the work of Muddiman et al. (2000) criticised UK public
libraries for leaning towards the universal philosophy (see Sections 2.3.3 and 2.7), the findings of
this study indicate that this has been sufficient time for some public libraries in Sheffield to
change their approach to service provision. For instance, interviewees explained that some public
libraries in Sheffield have attempted to respond to societal changes and their changing needs by
being more inclusive to their local community, which was not the case decades ago (see Section
5.2 for more about RQ2).

6.2.3 RQ3: How do members of the Arab community in Sheffield perceive their experiences
with public libraries in Sheffield?

This research has considered the public library experience of the Arab community in
Sheffield through the lens of three of Oldenburg’s (1989) characteristics of third places (see
Section 2.6). The data revealed that some Arab library users reported positive experiences of
using the English library collection or the library’s general public services or communicating and
interacting with the library staff or volunteers. Yet, a frequent criticism is the relevance and
accessibility of the multicultural and multilingual (namely Arabic) stock and services and the
homogeneity of library staff and volunteers in some public libraries in Sheffield (see Section

5.2). These findings reflect those of a narrative literature review of thirty-one articles conducted
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by Grossman et al. (2021), in which library users from immigrant communities often expressed
satisfaction with library provision in the host country’s language. Yet, they frequently criticised
the relevance and accessibility of stock in their heritage language and the demographic
characteristics of the library staff.

Despite the above-mentioned perceived shortcomings, some Arab participants
appreciated that a community-managed library had attempted to reflect the Arab community in
their services and the diversity of its volunteers. Even though those interviewees criticised the
Arabic collection for being small, they deemed the level of inclusivity they experienced at that
library to be a factor that improved their library experience. Still, there is significant room for
improvement; the present study attempts to bring awareness of this to the library authority in
Sheffield (see Section 5.2 for more about this discussion). The following sub-sections will
illustrate the library experience of the Arab community in Sheffield more thoroughly.

Being levellers. In Oldenburg’s (1989) reality, being levellers meant being inclusive
places, accessible to the public, and not requiring people to meet specific criteria or be of a
particular social rank to gain access. When the Arab interviewees were asked about their library
experiences, they all praised the equality in public libraries in Sheffield. The equality as
Oldenburg (1989) conceptualised and defined under the term ‘leveller’. All Arab interviewees
acknowledged that public libraries in Sheffield managed to give them the right to access and
used the library and its services, stock, and space without any influence or prejudice from others,
who may wish to deny them access to libraries. They also stressed receiving equal treatment

from library staff and no explicit prejudice against their race, religion, or other personal status.
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To some Arab interviewees, that was an ideal definition and practice of equality or inclusion.
Therefore, they found their library experience positive and fulfilling.

On the contrary, other Arab interviewees have contradictive views. Their library
experiences were unfulfilling because they had their own understanding of equality or inclusion,
which public libraries in Sheffield did not always achieve. The interviewed Arab community
members were introduced to a developed perspective of ‘levellers’ using Herring and
Henderson’s definition of critical diversity: “Equal inclusion of people from varied backgrounds
on a parity basis throughout all ranks and divisions of an organization” (p. 300). Their opinions
about diversity as introduced were sought. Most Arab interviewees supported that narrative,
adopted it as their own and elaborated on its range of benefits as discussed in Section 4.3.4.
Some interviewees, however, challenged even Herring and Henderson’s (2013) definition and
added to it. To them, inclusion is also a moral value, meaning libraries should understand,
respect and appreciate others’ differences as they understand, respect and appreciate theirs to
include a community effectively. Those are moral and psychological values rather than physical
ones.

The variation between Oldenburg’s (1989) reality of ‘leveller’ and the various realities of
it as the interviewed Arab community members proposed is not surprising. As argued in Sections
2.6 and 4.3.1.2, although this study accepted that Oldenburg’s (1989) ‘levellers’ corresponds to
public libraries’ role in social inclusion or diversity, it argues that since 1989, the discourse
surrounding diversity and inclusion has developed and changed in various ways. This, in turn,
could influence the interpretation of the features of Oldenburg’s (1989) third places, including

‘levellers’ (see Section 4.3.1 for more about this part of RQ3).
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Having conversations as the main activity. In Oldenburg’s (1989) reality, conversation
is the primary activity in third places, meaning that these places are conducive to informal and
sociable conversation, value it and nurture it. A common view amongst the interviewed Arab
community members is that conversation occasionally occurs in some public libraries in
Sheffield through conversation-based programming. Otherwise, silence is still a valued virtue.
Therefore, some Arab interviewees did not experience a general flow of socialisation in public
libraries. Very little interaction occurred between them and other visitors, or between them and
library staff or volunteers.

However, how the interviewed Arab community reacts to the conversational aspects of
public libraries in Sheffield is a dilemma. On the one hand, some Arab interviewees perceived
themselves as social people and public libraries as lively spaces for chatting, emotional and
psychological development, and healing. Therefore, they wished to have time in libraries to
speak or interact with others. They also criticised the public libraries in Sheffield that they
interact with for being silent spaces where visitors and staff do not seem happy to converse,
which they perceived as a negative experience. However, that does not always seem to be the
case. For instance, a case in a community-managed library reveals a contradictory experience,
which helps to articulate the value of the conversation in public libraries through the lens of
community members. Some Arab interviewees appreciated their library experience in that
community-managed library for several reasons, including the interactive aspect and opening up
the space for the community to interconnect and relax. That helped them to connect to the library

and the wider society and reduced the sense of isolation and loneliness for new arrivals to the

city.
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On the other hand, the interviews with the Arab community revealed that the kind of
association offered in third place does not appeal to everyone, which Oldenburg (1989)
acknowledged in his book. Also, some Arab interviewees have perceptions and understandings
of public libraries that do not always align with Oldenburg’s (1989) lively third places (will be
further discussed in the last research question). Therefore, the experience of the Arab
interviewees in libraries is not always of chatting and emotional and psychological improvement
and healing. Some expressed having a special purpose for doing particular things when visiting,
such as using IT equipment. They even preferred the silence in some public libraries as it
appealed to them. Therefore, the silence of some public libraries rather enhanced their library
experience (see Section 4.3.2 for more about this part of RQ3).

Serving as a home-away-from-home. In Oldenburg’s (1989) reality, home-like third
places offer a congenial and familiar environment. Third places have radically different settings
from home. Still, they are “remarkably similar” to good homes in “the psychological comfort and
support” that they extend (p.42). In Oldenburg’s (1989) interpretation, the criteria of ‘at-home-
ness’ include rooting people, appropriation, regeneration, freedom to be and warmth (see Section
2.6).

When the Arab interviewees talked about their feelings towards the public libraries with
which they interacted in the past, they referred to emotions linked to their psychological comfort,
namely respect, welcome, belonging and safety. Those psychological feelings echo Oldenburg’s
(1989) description of the home-like, especially its appropriation (regulars of a third place refer to
it as theirs, and they feel like they are part of it) and warmth (the warmth of third places emerges

out of friendliness, support and mutual concerns). However, the Arab interviewees’
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interpretations of the roots or causes of those feelings vary. To some Arab interviewees, the
equality of access and the friendly and pleasant treatment from library staff or volunteers are
enough to drive those psychological feelings. To other Arab interviewees, psychological
feelings, such as feeling respected, welcome, belonging and safe, are contingent upon seeing
their cultural and linguistic identity reflected in library services, resources and staff. That is what
they rarely experience in public libraries in Sheffield (see Sections 4.3.3 and 5.2). Oldenburg
(1989) stressed that in home-like third places, a person enjoys active expression of personality
they can exhibit in expressive behaviour. However, Oldenburg's (1989) theory did not consider
the fair representation of identity and its impact on feeling home-like, as described by the Arab
interviewees in this study. Unlike Oldenburg (1989), Sarup (1994) made a leap in connecting the
notion of home with identity, stating that “the concept of home seems to be tied in some way
with the notion of identity -the story we tell of ourselves and which is also the story others tell of
us” (p. 95) (see Section 4.3.3).

The above-discussed library experience of the Arab community helped to fill the time
gap of Oldenburg’s (1989) theory. As argued in Section 2.6, various political and societal
changes have happened since Oldenburg’s (1989) time, during which concepts like inclusion and
equality have been reshaped. Thus, this section, in particular, builds the ground to develop
Oldenburg’s (1989) third places theory. It mainly paves the way for adding diversity to

Oldenburg’s (1989) eight characteristics.
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6.2.4 RQ4: How do different socio-cultural and political factors shape the perceptions of
the Arab community regarding their understanding of libraries and diversity, inclusion,
and integration in the library context?

The interviewed Arab community members seem to have their own perceptions of public
libraries and their role in a diverse community. Perceptions of libraries include libraries as book
repositories, open-to-all institutions, a public sphere arena and a gateway to culture and
knowledge. By understanding those various perceptions, factors influencing the Arab
community’s understanding of the library’s role in the context of diversity, inclusion and
integration and the meanings they attach to those concepts (already discussed in the previous
RQ3) become apparent.

Similar to the Arab participants in Mahlhl (2020), some Arab interviewees saw public
libraries as merely a place to borrow and read books. In this study, the Arab interviewees mainly
attributed that perception to their experiences with libraries in their home countries. They
explained that in their home countries, not every neighbourhood has a local library. Instead, there
is only a central library, which is only for books and does not offer other services, such as a kids’
space or IT facilities. Therefore, in their home countries, public libraries do not attract the public,
but only students and researchers (see Section 4.4.1.1).

With the above discussion in mind, it could be argued that an individual’s political
environment also shapes his or her perception of public libraries, such as seeing them as book
repositories. Previous literature confirmed that, in the UK and other research contexts, public
libraries are never politically neutral, as the political environment in which they operate

influences their existence and purpose (Casselden et al., 2015; Keseroglu, 2016; McMenemy,
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2009; Usherwood, 1993, 1994; Vella, 2018; Vincent, 2009, 2017). It could be claimed that the
case is the same in some Arab countries, where public libraries are funded and overseen by the
national authorities (see, for example, Soliman & Wei, 2016). It is not a great leap from there,
then, to argue that the dictatorship in some Arab countries may have led to purposefully
designing public libraries to be on the opposite end of Oldenburg’s (1989) third places and
limiting their purposes to stock and information provision. That, in turn, has an influence on
people’s behaviour and perceptions of public libraries. In Oldenburg’s (1989) argument,
sometimes developers intentionally build communities without local gathering spaces to inhibit
the political processes of society. With this in mind, some Arab interviewees problematised the
dictatorship in some Arab countries. They explained that conversing, debating and involving in
local politics are prohibited in dictatorships, thereby influencing people’s behaviour and
understanding of and relationship with, public sectors, including public libraries (see Section
4.4.1.4).

Some Arab interviewees also raised the concern that although Arabs immigrate to a more
democratic nation, they might continue to draw upon their pre-immigration socio-cultural and
political background. Therefore, post-immigration, some Arabs may find it hard to understand
that, in third places, such as public libraries, people can contribute to society and democracy by
gathering and conversing. More critically, they may not understand that the community possess
power and has the right to claim services and resources from public sectors, such as public
libraries (see Section 5.3.7). Previous literature confirmed the influence of politics on shaping
public libraries (e.g. Casselden et al., 2015; Keseroglu, 2016; McMenemy, 2009; Usherwood,

1993, 1994; Vella, 2018; Vincent, 2009, 2017) and the impact of pre-immigration library
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experiences on post-immigration experiences (e.g. Audunson et al., 2011; Shepherd et al., 2018;
Mahlhl, 2020). A new dimension that emerged as a result of this research is the impact that
dictatorships in immigrants’ home countries has upon public library services and their influence
upon the behaviour of immigrants. Still, further research is required to examine how
dictatorships can influence or shape community members’ perceptions of public libraries, the
ability to connect with public libraries and the ability to express their needs and experiences.

Two other factors also seem to influence the Arab interviewees’ perceptions and
understanding of libraries and their roles. These were the interaction with public libraries in the
UK and the traditional and romantic concept of a library in literature and culture. Realising what
public libraries are in the UK challenged some Arab interviewees to move beyond
conceptualising public libraries as book repositories. To most, public libraries became open-to-
all institutions that offer IT facilities and other services. They started to connect with various
aspects of public libraries that they were not accustomed to pre-immigration, such as being a
studying space and the availability of IT facilities to search for a job, and connect with friends
and family back in their home countries. That behaviour change is not surprising. For instance,
Shoham and Rabinovich (2008) and Mahlhl (2020) affirmed that post-immigration, individuals
first worked with libraries and librarians according to their past library experiences. Eventually,
with time, they changed their conduct and library usage (see Sections 2.3.3 and 4.4.1.2).

Some Arab interviewees also explained how the traditional and romantic concept of a
library in literature and culture influenced and challenged their perceptions of libraries. For
instance, some of them explained the influence of reading about ancient libraries, such as Bayt

Al-Hikmah (the House of Wisdom). Bayt Al-Hikmabh is an exemplary ancient Arabic and Islamic
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library, where diverse knowledge and languages were respected. People from overseas would
visit and sleep in to learn and exchange knowledge (see Algeriani & Mohadi, 2017). Arab
interviewees, who were influenced by this factor, expressed that they were looking for a space
that is more than a library, where they are free and safe to express and satisfy their complex
needs and support the psychological enrichment of their identity. Others demanded public
libraries to be safe arenas for discussion and debate where one could raise public issues, without
being interrupted or being penalised for doing so (see Section 4.4.1.3). Irrespective of the factors,
the various understandings of libraries discussed above shape the Arab community’s perceptions
of and expectations from public libraries, including how they understand diversity, inclusion and

integration, and their perceptions of the role of libraries in that context (see RQ3).

6.2.5 RQ5: What challenges, if any, do public libraries in Sheffield face when promoting
themselves as diverse and inclusive public services?

As established in Section 5.3, public libraries in Sheffield face various barriers in
promoting the concept of libraries, as what could be conceptualised as third places, and those
barriers are mainly linked to diversity. In Section 4.3, | built on evidence from the Arab
interviewees to argue that diversity must be recognised as one of the main characteristics of
public libraries as third places. However, the discussion in Section 5.2 emphasised that some
public libraries in Sheffield still struggle to include the Arab community effectively. Reading the
empirical findings through the lens of the critical diversity literature (e.g. Ahmed, 2012; Herring
& Henderson, 2012; Hudson, 2017) revealed that the perceived low level of inclusion of the
Arab community in some public libraries in Sheffield is not a choice made intentionally by the

library authorities or their staff and volunteers. Instead, it is due to a continuous series of actions
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that shape public libraries that gets reproduced over time to become the norm. It is also an
extension of, rather than being independent of, the system of racial dominance and the race-
related problems that characterise society as a whole. Obstacles to diversity in some public
libraries in Sheffield can be internal or external, and they overlap and intertwine.

As discussed thoroughly in Section 5.3, the internal barriers to diversity relate to library
services’ internal procedures, cultures and traditions. Those internal institutional barriers consist
of issues in the management and service layers. The management layer concentrates on the
established library structure, strategic service planning, policy and regulations, which do not
always centralise and support diversity. Building on the work of Ahmed (2012), centralising
something is about institutionalising it. That requires putting it into the organisational flow of
things and becoming “part of how the institution feels and thinks” (p.113) (see Section 5.3.1).
The centralisation of the diversity in the management layer is essential, since the development of
the service layer is closely related to library management. Therefore, issues in the management
layer may influence the service layer.

The service layer includes issues related to outreach and marketing, community analysis
and assessment of needs, level of community curation and the makeup of service teams. All of
these were emphasised by Atlestam et al. (2011), Berger (2002), Hapel (2020), Hill (2018), Scott
(2011), Van Riel et al. (2008) and Williment (2020) amongst others; they have been proven to
impact the development of appealing and diverse library stock and services. Components of the
service layer are interconnected and mutually influential, meaning issues like a homogenous staff
can negatively influence the diversity of services, stock and so on (see Sections 5.3.2, 5.3.3, 5.3.4

and 5.3.5).
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External barriers to diversity also influence the management and service layers. Such
barriers do not fall under the immediate control of the library, but they still hinder diversity.
They include issues related to the perceptions and understanding stemming from ungrounded
thought in individual and community terms. Like immigrants in previous studies (e.g. Atiso et
al., 2018; Audunson et al., 2011; Mahlhl, 2020), the Arab interviewees have their perceptions of
public libraries, such as public libraries are for white and English people (see Section 5.3.7).
External barriers also include government relationships, such as the perceived overall political
bias against the Arab community and the political apathy towards public libraries. These external
barriers indicate that public libraries cannot embrace diversity independently. For example, at the
local level, the financial resources allocated for public libraries are influenced by the councillors
and their view and perception of public libraries (McMenemy, 2009). Therefore, libraries always
need political backing (see Sections 5.3.6.1 and 5.3.6.2).

In addition to the above barriers that can apply to both community-managed libraries and
council-run libraries in Sheffield, other obstacles appear only to impact community-managed
libraries. These include the capacity, skills and enthusiasm of the volunteers operating the
library. For instance, the withdrawal of volunteers as a consequence of COVID-19 resulted in a
shortage of workers. In some instances, this has prevented community-managed libraries from
delivering any service at all, let alone fulfilling diversity objectives. Additionally, in Sheffield, a
volunteer coordinator was appointed for community-managed libraries. In addition to providing
guidance and advice to library group management committees, the volunteer coordinator
supports and trains library volunteers on the practical aspects of operating a library service

(DCMS, 2016b). However, one of the main counterarguments to volunteers running libraries is
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that LIS is a professional field, and short-term training is not the same as professional education
(Casselden et al., 2015). Therefore, volunteers may not always have the skills and knowledge to
perform professional tasks, like collection development. Finally, volunteers’ enthusiasm and
opinion concerning diversity can influence the services they develop. For instance, homogeneity
amongst the volunteers may limit their ability to understand the importance of working towards
diversity. As McMenemy et al. (2007) explained, personal ethical beliefs could potentially
impact ethical decisions made by LIS professionals and their subsequent ability to provide a
service to the customer (see Section 5.3.8). The findings summarised in this section built the
ground to form the Challenges and Barriers to Diversity Conceptual Model in Section 5.3, which
can provide public libraries with a guide to review and evaluate their diversity work and identify
issues within and outside the library walls.
6.3 Contributions of the research

6.3.1 Contribution to the literature

A Kkey contribution of this thesis is to provide a new reading of the integration and
inclusion needs and public library experience of the Arab community in the UK and to shed light
on themes and problems to be considered when studying Arabs. The present research is one of
the very few LIS studies focusing on the Arab community, specifically in the UK. This area has
not been studied in depth, but is important for two reasons. First, as already summarised in
Section 6.2, this study has revealed a unique and complex narrative of the needs and public
library experience of the Arab community. Even though they share some characteristics with
other ethnic minority groups, their experience also differs in many ways. Second, the Arab

population of the UK has increased significantly in recent years (see Sections 1.4.1 and 3.6.1.1).
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Still, their voice remains overlooked in academic literature and national census data (Caabu,
2020) (see Sections 1.3.1 and 1.3.2).

Additionally, the present research provides a different understanding of the LIS critical
diversity literature, which is important. For instance, Hudson (2017) argued against the scarcity
and superficiality of debate about diversity in the LIS literature and in library practice. Vincent
(2009) called for better involvement, for example, in broader public policy and with a debate
around race relations, migration and diversity to show how libraries contribute to these broader
agendas and demonstrate their value to society (see Sections 1.2.2 and 2.3.3). To that end, this
work is the first study to integrate Oldenburg’s (1989) third places theory and critical diversity
and integration literature as a theoretical framework guiding the investigation and the
interpretation of findings (see Section 2.8), enriching the LIS critical diversity literature.

6.3.2 Methodological contribution

In methodological terms, Section 3.6.2.4 justified using reflexive thematic analysis in the
present research. It also clearly followed how I employed and added my techniques to Braun and
Clarke's (2021a) six steps of reflexive thematic analysis. Two strategies were integrated with the
reflexive thematic analysis for the first time: the ‘Interview Summary Form’ and elements of
discourse analysis (see Section 3.6.2.4). In Braun and Clarke’s (2021a) argument, the flexibility
of thematic analysis invites the creativity and innovation of methodological ‘mash-ups’. Still,
researchers often engage in problematic practices where they combine reflexive thematic
analysis with other often incompatible procedures without enough justification or explanation
(Braun & Clarke, 2021a), which I attempted to avoid. Byrne (2021) added that although the

usage of thematic analysis dates back to the early twentieth century, it has been poorly defined
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and understood until recently. Therefore, this study’s methodology contributes by offering a
practical example of Braun and Clarke’s contemporary reflexive thematic analysis. It provides an
example of how researchers can combine reflexive thematic analysis with other techniques to aid
the data analysis process to yield rich results.
6.3.3. Theoretical contribution

As explained thoroughly in Section 2.8, Oldenburg's (1989) third places theory is the
theoretical framework guiding the present study. Three of the third place's characteristics were
selected: levellers, conversational and home-away-from-home. Those three characteristics were
accepted as corresponding to public libraries' role in social inclusion (diversity) and integration.
Therefore, Oldenburg's (1989) three factors were not taken only as interpreted by Oldenburg
(1989), but also as debated in critical integration and diversity literature reviewed in Chapter
Two. As an outcome of employing this conceptual framework and data analysis, the present
research developed a LIS empirical-based framework (Developed Perspective of Oldenburg’
(1989) Third Places), which is the first framework to develop Oldenburg’s (1989) third places
theory by adding diversity to its characteristics. The framework is also the first LIS empirical-
based framework to address the process that public libraries can follow to ensure that the
integration and inclusion needs of minority ethnic groups, namely members of the Arab
community, are identified and addressed. It informs research directions in LIS migration studies
and the professional practice of library staff, library volunteers, and other agencies serving ethnic
minorities, namely Arabs (see section 5.4).

In addition to the above, as explained in Section 3.4, the present study incorporates

inductive and deductive elements. Therefore, it opens the possibility of developing the employed
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Oldenburg’s (1989) third places theory and forming new ones. One of the emerging hypotheses
is the impact of the individuals’ political environment on post-immigration library experiences
already discussed in Section 6.2 (see also Section 4.4.1.4). This hypothesis was supported by
empirical evidence and previous literature. Therefore, it can be proposed as a novel and
straightforward approach to studying ethnic minorities’ image and perceptions of, and
expectations from, public libraries and their behaviour and interaction with public sectors,
including public libraries.
6.4 Implications of the research

The study has implications for public library employees and volunteers in the UK, Arab
community, and the LIS field and researchers. For public library employees and volunteers in the
UK, the results of this study and the developed empirical-based framework (i.e. Developed
Perspective of Oldenburg’ (1989) Third Places) can assist in developing sympathy and
understanding of the Arab community’s library experiences within their walls. It can also serve
as a foundation to help public institutions (including libraries) understand the integration and
inclusion needs and behaviour of the Arab community better. For instance, as the findings
suggested, members of the Arab community tend not to initiate contact with public libraries to
express their needs and demands because, in their understanding, the outreach should be initiated
by the libraries, not themselves. However, for public libraries, this implies that the Arab
community does not need them or does not require any specific services (see Sections 5.3.3 and
5.3.7). If public libraries' staff and volunteers understand the Arab community's socio-cultural
and political background, the service provider will better understand this community's behaviour

inside the library. In that case, they may discover that because members of the Arab community
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do not communicate well with public libraries, it does not mean they do not need them. It instead
may mean that members of the Arab community do not always understand the rights of library
users and that they can influence the shape of public libraries' services (see Section 4.4.1.4). This
study also can help public library employees and volunteers to understand the potential gaps and
barriers in library services for Arab residents. In addition, by extending academic studies about
the Arab community, it is hoped that this study will help to widen the visibility of Arabs as
active, legitimate participants in society and assert their public acceptability.

Finally, this study is unique within the LIS community. It can become the foundation for
evaluating and understanding the public library experience of the Arab community in the UK. It
can aid researchers in understanding how the Arab community think, use public libraries,
interacts with others within library walls, and what their integration and inclusion needs are. This
study may also inspire other researchers to study and develop insights into the UK public
libraries’ experiences for other marginalised groups or the Arab community in different research
contexts (see more in Sections 6.6 and 6.7)

6.5 Limitations

This study has three limitations. First, data were collected from a single case study;
therefore, it provides no basis for scientific generalisation. Secondly, this study considered only
the experiences of those Arab community members who participated in the study. Thus, not all
the experiences of the Arab community in UK public libraries are represented. However, the
power of qualitative research is to offer conclusions potentially transferable to broader
populations. The same point applies to the selected case of public libraries in Sheffield. As

explained in Sections 4.2.2 and 5.2, each public library in Sheffield is independent and has a
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community identity. Each library has unique circumstances and users, which shape how the
library operates and serves its community. Thus, the findings in this research may not necessarily
apply to all public libraries in Sheffield.

Thirdly, the COVID-19 pandemic possibly influenced the sample size and
methodological choices. It also caused significant disruption and delays to fieldwork (see, for
example, Section 3.6.1.1). As explained in Sections 3.6.1 and 3.6.2, due to COVID-19, the data
collection methods were entirely internet-mediated. | took various measures to reduce any
possible influence of the digital divide on participants (see Section 3.8.4). Still, | could not
guarantee the outcomes. Furthermore, some potential participants withdrew from participation
due to being diagnosed with COVID-19, suffering from post-COVID-19 sickness, or had limited
time due to online work or schooling (see Section 3.6.2.2). However, the sample size was
sufficient to understand the phenomenon of interest, although applying face-to-face data
collection methods could have captured more variety of voices (see Section 3.6.2.2).

6.6 Recommendations to improve the Arab community’s experiences of public libraries:
for Sheffield City Council, Sheffield’s public libraries, the Arab community and its
organisations

Sheffield City Council has always paid attention to issues of ethnical diversity and
division in the city and is known for being a sanctuary city that welcomes new arrivals from
various walks of life (ASSIST Sheffield, n.d.) (see Section 1.4.1). The Sheffield City Council’s
aim to tackle racism and race disparities was marked by the establishment of the Race Equality
Commission to deliver an independent strategic examination of “the nature, extent, causes and

impact of race inequality” within Sheffield (Sheffield City Council, 2022, p.4). Still, as
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established in Section 5.3.6, there remains potential room for improvement. For instance, in
1999, Libraries for All: Social Inclusion in Public Libraries assigned public libraries a vital role
in the government’s bid to combat social exclusion as a significant social influence on the
community (McMenemy, 2009). Sheffield City Council needs to re-emphasise that and empower
public libraries as partners to combat racism and race disparities, and financially enable them to
enact those objectives.

Public libraries are identified in the literature as facilitators of integration and social
inclusion for ethnic minorities (see Sections 2.2, 2.3.2 and 2.3.4). However, in this study, it was
found that the Arab community used libraries less than might have been anticipated (see Section
5.3.7), suggesting that libraries should do more to engage with this group. It was also found that
public libraries are not fully aware of the needs and demands of the Arab community or their
demographic and distribution in the city (see Section 5.3.3). Thus, public libraries in Sheffield
could do more to make the Arab community aware of their services and do even more by
conducting official and regular analysis of the community and assess community needs. Having
a deeper understanding of the Arab community in the local area can benefit the library service;
research such as this one should assist in achieving this goal. Also, in circumstances of highly
constrained local government funding, public libraries in Sheffield could establish more
partnerships with the Arab institutions and community members and increase the capacity of
volunteers to deliver satisfactory services to the Arab community (see Section 5.3.4).

The Arab institutions encountered in the course of this research were highly used and
valued by the Arab community. Therefore, these organisations should make an effort to reach out

to members of the Arab community to keep them informed of the possibilities available to them
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in public libraries. They are also encouraged to reach out to public libraries to establish the
partnership and libraries’ awareness of the Arab community and their needs.

For members of the Arab community, a mutual understanding of needs and demands
between community members and libraries would benefit both sides. Therefore, Arab
communities are encouraged to reach out to public libraries and communicate their needs and
demands. Unless members of the Arab community establish themselves as active participants in
society and legitimate polity members, their needs and demands will not be known or met (see
Section 5.3.7).

6.7 Suggestions for future research

Further research is necessary to develop this topic and dive more deeply into the
experience of the Arab community with UK public libraries to understand better their integration
and inclusion needs and public library experiences. There are additional areas that could be
studied:

e A qualitative study of the Arab community in the UK to investigate their public library
experiences and their needs for inclusion and integration in other parts of the UK will
widen this group’s representation and visibility and provide comparative studies to this
research.

e A comparative study like Berger (2002) comparing the Arab community and the general
public library users’ use of public libraries in the UK to determine the differences and
similarities between the needs of these two groups and figure out a way to balance

between them.
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e Future studies could expand on this current study by applying and empirically testing the
LIS empirical-based frameworks developed in this study (particularly, the Developed
Perspective of Oldenburg’ (1989) Third Places Framework and Challenges and Barriers
to Diversity Framework) in a different research context.

e Future studies could expand on this current study by testing its emerging hypotheses,
such as the impact of the political environment on post-immigration library experiences
discussed in Section 4.4.1.4.

e More focused and narrowed studies are needed. This study was generic and focused on
Arabs with no specific reference to a particular nationality (e.g. Yemeni), which
overlooked the heterogeneity of the Arab community. It also did not investigate one
specific hub library. Those choices were made due to insufficient knowledge of the
demographic and residency of the Arab community in Sheffield and their library
experiences (see Section 3.6.1.1). Since this study contributes to filling these knowledge
gaps, future researchers can use it as a foundation to narrow the scope of the current
research by sample group or location, such as the public libraries’ experience of the long-
established Yemeni community in Burngreave. To that end, future researchers can refer
to the interactive map available here
(https://www.google.com/maps/d/edit?mid=1nkVeeo7Fv]Y XnfwB44G-
zcN_15P6wZ12&usp=sharing). The interactive map builds mainly on the present study’s
fieldwork to summarise the libraries used by the Arab community in Sheffield (including
the racial demographic of the libraries’ area), the Arab community’s area of residency in

Sheffield, and potential gatekeepers to the Arab community in Sheffield.
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e This research only focuses on the experience of Arab adults in public libraries in
Sheffield. Children’s libraries and archives were excluded as it was beyond the capacity
of this study. Therefore, the representation of the Arab community in UK archives and
UK public libraries’ services to Arab children need further investigation.

e LIS studies have always acknowledged that public libraries are political institutions (see
Sections 1.2.1, 2.2 and 2.5). More research is needed to explore the conflicts that politics
creates for public libraries, and how political agendas, in many cases, hinder public
libraries from committing to their ethical frameworks and commitments to all users. One
way is to duplicate the more recent explorations of the concept of neutrality and how it is
rooted in politics, such as Macdonald and Birdi (2019) and McMenemy (2021), in a big-
scale empirical case study.

6.8 Final words

This thesis was conducted after the UK public library service came under several
challenges, such as the enormous financial pressure from 2014 onwards and the subsequent
library closures and reductions in service (see Section 1.4.2). Therefore, questioning library
practices and usefulness may make them easier targets for authority budget cuts. For that, it is
crucial to highlight that there was an explicit understanding amongst the library staff and Arab
community members canvassed herein that the public libraries in Sheffield are in a unique
position to facilitate and support the various needs of their community. Further, libraries are
often viewed as neutral and free gathering places that can bring individuals from all walks of life
together in order to build a more cohesive and connected society. The understanding is there, but

perhaps the execution is not due to many complications.



273

With the above in mind, it is hoped that this thesis will have a positive impact on local
politicians’ perceptions of public libraries. Media coverage largely indicates that politicians lack
awareness of the potential contribution of the public library service to various aspects of society
and political agendas and the political apathy towards public libraries within a highly constrained
funding context. Still, the findings of this thesis could contribute to the understanding of
libraries’ contribution to political agendas and how local authorities and libraries can work
together towards building stronger and more resilient communities in a country characterised by

its ethnic diversity and history of ethnic disparities.
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APPENDICES

APPENDIX 1: ARAB STUDY PILOT SURVEY AND INVITATIONS LETTER

A. Invitations letter

Hello,

Good evening. | am currently in the pilot phase of my PhD questionnaire. The questionnaire
focused on the needs and experiences of Sheffield's Arab residents with Sheffield public
libraries. It does not matter whether you are a library user or not to participate in the survey. |
need 5 to 6 people to participate in order to get their opinions about the quality and clarity of the
questionnaire and its translation. You can use the link or the barcode and answer in Arabic or
English. The survey is available until 12/3/2021

Survey link

https://www.surveymonkey.co.uk/r/FELMXQF3

pSile o3

ASilise Al el

CliSa pe ) alind S Gl a5 zlisd e 3 5 Gluiu¥), ol ) siSall ala e GluinY 4 2l Al jall 3 Glls L)
0o aed) )l 3AY A Ll alad) T ) 0 zlial, gluia¥) A4S LAY o) ai€all aodiiiie oli € agn Y, 4alall 2l
e OV, (5 5l ol (o el e (S 52 oSl ) daal 11 aladin) (S den Sl 5 i) = gua 55835
VY/YIY oYY &ls

Olaiul) Loyl

https://www.surveymonkey.co.uk/r/FLMXQF3
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B. The survey

Note. Follow this link for clearer version: https://pdfhost.io/v/0nzk.fStr View Survey

arE——
Pilot stage:

This process's primary purpose is to look at the questions and let ME have any feedback on the
translation, survey's clarity and scope, if the questions are straightforward, if any questions seem
unnecessary or if you notice anything that should be added. Please also let ME know how long it took
for you to complete the questionnaire. There is a brief section at the end of the questionnaire to add
your feedback. Many thanks in advance, and | am very grateful for your help!

You will find those guestions to answer at the end of the survey

* 16. Are the English and Arabic versions of this survey identical and do they elicit the same meaning?
Please explain (You can type in Arabic or English).

* 17. Are the questions in this survey easy to understand and answer? Please comments on any
difficulties you have faced with answering the guestion (You can type in Arabic or English).

* 18. Please feel free to include any additional comments here, either to expand upon your answers or
to comment on the questionnaire (You can type in Arabic or English).

*19. Could you please state how long it took you to complete the survey? (You can type in Arabic or
English) (For example, 15 minutes).

?daspaall al el

Joz wllazMa sl e Jgsazrlls o) zlowallg aliaw¥l ot Slail g aslaxll 0in cpo wranla V1 ol
aé gowi alliawl Sl Il cuils 15] gl ¢ asmioly aliawVl cails 5] ¢ asllaig gMlaimV] z94i0g9 « aazpall
JLaSY Lgas sianl il saalls 5 L] Laal n e caislio] wam s uin sl calasV 5] gl a9 500

135> iee Lls « Lags Wajs 1350 clillaz Ve aslio) GluimV] aslgs o9 > ge pamud 359 oo lasiae
2Lisg Lusal

EMbaiu V1 dslgs oo Lgale aulaM alivwVl ois xzmia

e Topumall puatti lagle glifiUoin jlaminu V] lig) aw yullg au jalsi¥ ] lisuid] Jm-11
Ll pasio gl |
arjalziVl gl auspall axllle al=Vi

o lgagzly wlons sl ale gulaill oz Taslz Vs pgadl algaw ailiwsVl lin 9 alinw¥] Ja-1V
ar sl ¥l gl anpall aallly asle ¥l Likas: Jlgaw Sl nle aslzYl

aslo VI hiSay: iV e galmill gl L] b pavgill Lo| « L galoi sl adliol a8 2255 V-IA
asjudoi ¥ ol aynll axlily

Tl ¥Vl JlaSisV Lgis piinal nidl s2adl LS5 liSas Jn-19
a2.95 10 Jliadl Jusaw ole

Are you aware that Arabs migrated to the UK before 1948, with their number in Sheffield exceeding


https://pdfhost.io/v/0nzk.fStr_View_Survey

8,432 in 20117 However, their needs and experiences remain under-recognised both in research and
public libraries. Click here to see more interesting facts to begin with.

Therefore, | am inviting Arabs to share their experiences of using Sheffield Public Libraries.

Please take the survey ONLY if you:

1- live in Sheffield

2- are not under 18 years old

3- describe yourself as Arab in origin.

Please DO MOT hesitate to contact me (kasahharil@sheffield.ac.uk) before or after answering the
survey questions if you have any inquiries or clarification.

Aisas aBaE jglni 2011 ple oo 1948 ple Jud samiall aSlaall ] Iy o ln o pall oL alei Ja
e S5 9 L 8 ime ut ol cangll iz pgelig pgilidlaie ol V] § 1o lge 8432 alawi

Lgs lasid plaznMl o puiall giliall o 2 pall ash o Lin il aslall olufall g cogmall

bl bt coliSe go ol &S, Lisal wopnll 55220 posl ila)

Ligf Jl> p8 boias gluiwVl ple aloVl oz e

Lale 18 _nlosis oy

s s Jouol 95

i i SIV ll e oma Lislgidl (ad 33,0l pag oz sl latiiwl sl gz Sl a8
(kasahharil@sheffield.ac.uk) ol ¥l ole ale¥ sn, ,l Jab £ lgan

* 1. Do you consent to your participation in the survey?
Foluiw¥l 8 a5 Liall le 58les o

ves, | agree to participate in the survey

coluiandl 8 i Lkeall e galgl L ami

Mo, | da not agree to participate in the survey
oluiaw¥l b a5 Ll e il 3

Part A: Background Information

* 2. What is your current status?
Tl ileicy g2 Ls

Arab-British who was born in the UK
samiall aflaall .'u."_‘.- e wu:luu o ik

Arab who was born owtside the UK. Please specify where. For example, Egypt
el ayami oo Bammiall A8laall 7l spls (o uf
[ o Jliadl Josws o ale)
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* 3. Pre-pandemic (COVID-19), have you ever visited or used Sheffield Public Libraries?
Vaolell sliaids wliSa 8,5l 5 caad b (19 20855) £lig eiudi Jub
T ves
e
No
¥

* 4, Pre-pandemic (COVID-19), which library branch do you usually visit? (You can select more than one
option)

alsl e i8] lasl 2lisay Tail wle Tline cuf aufall b g6 sl (19 3095) cly ouisis Lié

Broombhill Library

drgag 4l

Burngreave Library
i gl duifln
Central Library

a8 pall aafall
Chapeltown Library
oglilliy auta
Crystal Peaks Library

SV

Darnall Library
Jligls aats

Ecclesall Library
JlaasdST asifia

Ecclesfield Library
Firth Park Library
JC [P PRV .
Frecheville Library
Gleadless Library
Greenhill Library
Jagia sz ausa
Highfield Library
sl asfa
Hillsberough Library
o plen aata

Jordanthorpe Library
wasiils sy aife

H O 0 g g g g 848 38338 83 B8



Manar Library
sile 2ufa

Mewfield Green Library
e alibgui aaifa

Park Library
ke auita

Parsan Crass Library
weig S (g pls faila

Southey Library
i daills
Stannington Library

il i
Stocksbridge Library
Eaplpiw duls
Tinsley Library

ik

Tatley Library
wlig aaita
Upperthorpe Library
gyt it

Wilkley Library
welipy dufs

‘Winadhouse Community Librany
dusaimall ._,.u,l-J” Asifa
‘Woodseats Librany

Loty Baifa

Oither (pleasa specify)

[aamill om o) 2l i

H 0 B BH B B B 08 8 8038 8 3

Part B: The experiences of Arab library users and non-users in Sheffield

(B1- Users)

Use a five-point scale (1 being strongly dissatisfied, 5 strongly satisfied, and N/A not applicable) to
answer the following question.

.JIHI ._.J.I'-i.-bm{‘,.-h!y, § B duakds a.'l',.sﬁrih-‘l._- Q.‘ll,.n_;.,.l‘-l]hl.‘l-u.uﬂ un.-l.--rl.!.i.- |lJ.1|.-.—.||
S
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* 5. Based on your recent visit's to any of Sheffield's public libraries pre-pandemic (COVID-19), how satisfied
or dissatisfied were you with the following?
oy pak Loy saa La (19 20845) elig pdans Lo dalell alogir lufa e ,;"5! e W 2L Fali L5 o] Sliienl
Toals Lae
1. Strongly 5. Stronghy
dissatisfied 2. Dissatisfied 3. Neutral 4_ Satisfied satisfiad i
By gl b ol e alma wels aade el wpabnis ¥
1. The selection of

boaks
i | ERIES |

2. The selection of ather

resources (e.g. DVDs

and audicbooks) — - - - —
{awigeanl | aasllg ' '
DV ¥ 3 lgall jLis]
weladl Jia )

3. Condition of the
equipment (e.g-
COMPUEETS)

(obar Jin) wlasall all>
ipuaSll

4. Signpasting in the
library

auifall i e liddl] gy
5. The averall
appearance of the F - e E F -
interior of the library ' ’ C

duifiall plall glaall

6. The friendliness of the

library staff E s o .

weilins g alilia : ‘
auifiall

7. The helpfulness of the
library staff

8. The apaning hours e P ’ P e
Jaall ole L ' - '

Use a five-point scale (1 being strongly dissatisfied, 5 strongly satisfied, and N/A not applicable) to
answer the following question.

Jljuljl._plﬂ-i.-bm[.,...l‘-y’.*lh-u .’.II,.-EiiL—'l._- #lyﬁl]hh—ﬂwl&lhﬁ |l.:l.1l|..'....l|
i
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* 6. Based on your recent visit's to any of Sheffield's public libraries pre-pandemic (COVID-19), to what extent
do you agree with the following statements?
o .;T.,,I.:. iz 5 s3a Lo (19 3u80%) ey uiusr Job dalell aloeis lifa ,;H.,;El n_,._u-‘sll il Fels L o 3]

Fadlll el Lall

1. | feel welcomed at the
Sheffield public
libraryfibraries that |
usually visit

faafa b can il el
il sl alapds laifia
Leilibs ol L Sale

2. | feel respected at
Sheffield public
libraryfibraries that |
usually visit

1 anifa b plar il el
il dalall aligads =lyi€a
lgi b gl L Bale

3. | feel safe &t Sheffield
public libraryfibraries
that | usually visit

1 aa b oladl el
ol dalall aligas 1= lyi€a
el gl La Sale

4. | feel represented at
Sheffield public
librarylibrarias that |
ususally visit

e Lgpassia il e
albade wlitfa {2l
podl Lo Bale Ll aslsl
lgi il

5. My needs are
understoad by the
librarians at Sheffield
public libranylibraries
that | usually visit

fauia o rliSall elial
il sl alaedi laifia
Leiloss ppl Lo Ble
8 ooilzblivl papan
wilillaia

1. Strongly 5. Stronghy
dissatisfied 2. Dizsatisfied 3. Neutral 4. Satisfied satisfiad i,
Baudiy ol ut waly ut aylna N aadey el halaie ¥
- — — — — -



* 7. Including the pre-pandemic {COWVID-19) period, what do you use Sheffield Public Libranes for? (You can
select more than one option)

wale (19 2.805) £lig aas JLub Lo a0 Luc¥l 8 23Y s

e Un‘,;ﬂ spami ey Taslel slebods woliSal oli )l elis] alilo sl

u Return or borrow library recowrses
aufall 3 0ga b laial 5l aslel

u Maat with other people
ot el alilan

[ | Study
& aall

|_:| Use reference books
daa palll il plasiel

| ] Use the computer or intemnet
cai i gl igaratll plasicl

u Use the photocopeer, scanner of printer
anyllall 3l gl ailall o] ugamill all placial

Get help from the library staff
auifall galbgn (po Batlawall de Jgeasdl

=

Relax in & safe and friendly place
ol Gl b el ¥l

[]

|_:| Attend a children's Ebrary programme
JUla¥l 35 ol gins

| ] Attend an adult library programma

u Attend & community event
b laiw] dils jgeasw

[ ] | other (please speciy)
[ VRS C P R | Y

|:| None of the above
e Las douts ¥

* B. What type of materials and services would you like Sheffield Public Libraries to provide you with that are
not already provided? (You can think of the present moment and the time when COVID-19 is over and
resfrictions are lifted. You can select more than one option).
saSaill Sy T dmally bs utei s ol silly delell sloci coliuSa 2 | i4 ol o by il colaaadly slgall pai s
aglsl e ST Jlasl liSa; guall ps 019 3ubeS sl 6,08 asd ngiis 331 cadiglly aullsl alaslll 8
|:| Arabic non-fiction (e.g. handbooks, textbaoks for educational help)

dpauleill 8t lwell G prall Caitlly colos®ll Jia cadlid ok G b wadf
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H H

Arabic fiction (leiswre reading)
dugad i 8o Lt Sl

Newspapers and magazines from your home country
ol sale sps & lall clinally Caswall

Arabic digital resources (e.g. e-books)
w0 a8 o G e duad ] jaleaall

English non-ficton (e.g. histoncal book) about your home cowntry or culture
RCYPE' PPN [ Y R e M O .« ) P PP [ | PR B B 4 |

English fiction (leiswre reading) about your home couwntry or culbure
lialas ol clikeg o6 (gl selall) g bl Jlod| Luf

English digital resources (e.g. e-books) about your home country or culture
lislas gyl 2ol Jae (auie SVl Jin) de b dand JI aLaal]

Children’s resources in Arabic
an el axlll JLkYI slas

Children's programs in Arabic
aaepull sty Jals¥l pal

Children's resources about their homa cauntries or culture in English
el asllly pgiblal ol AWl agilaly Jov JlabeMl alan

Children's programs about thesr home countries or culture i English
aupalomidl aalll pgedla ol ailea¥l agilals Jov Jlals¥l pal s
Educational resources i Arabic

dgy el | il dvaslei j3lons

Educational sessions in Arabic

dg el | anllls dvaslei vl g

English learning resources

el aalll alas salaa

English learning sessions

EREMER Y 1| P PCeH

Safe and free space to communicate with others

ootV pa Laolgall & pildiy aial avluis

Cultural programmes {e.g. Eid celebration)
sunll Jlase ¥l Jis aoilaill pal ull

Ewents that foster a connection with the wider saciety
Jodily pug] poime ga Juslgill jpas Ll las¥l

Cnline pragrams that help us to handle and understand the pandemic period (COWVID-18).

Lpagiy eligll &ih go Joladll Lol ling Lt il i yid] e al ol

Cither (pleass specify)
[rpnmill om pe) 2l i

No specific demand
samn alls awg ¥
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Part B: The experiences of Arab library users and non-users in Sheffield

(B2- Users and non-users)

* 0. Please tick up to five themes or subjects around which you would like Sheffield Public Libraries to
centralise their provision? (provision can include services, resources, programs and information, whatever is
applicable to the chosen theme).
e Sl 0% ol oSas) aslal alasis o LiSs lguds 5555 Ol s b Sligings puas SLis| sl 38 o2
Tolisall poumgall oo gubais Lo cosas wrloglaally palidly 5 leally wlassll usei ue wlegaogall ain
[ | Jobs

wifllag

=

Transpartation
il Ly
Socialisation
wsll ga Jaalgill
Banking
asiillas panall olasnll
Education

plei

Lenw

usils

Health

A

Housing
syl
Language
axl

None of the above
o Lo gauli ¥

H B0 B B B 8B B H H

Oither (pleasa specify)
(sl Loz o) s b

* 10. Rank the following information resources from the most important (1) to the least important (5), based on
the resources you rely on the most (N/A means not applicable)

A5 lgle sainr il 5 lpall ole Elis o gabais ¥ ol (5) avanl J5YI L] (1) asanl iVl o adlil] wologlaall slas i,
Lo ut e

321



Parsonal networks, such as tamily and friends
lina ¥y el Jis ] Sl

(m JYTTY

dalaiy ¥

Social media

e laiz¥l Lolgill ol Judigell
O pwin

ey ¥

The internet

wcai 4Vl

ey ¥

Media sources, such as TV and newspaper
whoally JLilill & pgrl Jia carale V] Lailugl
O rua
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Part B: The experiences of Arab library users and non-users in Sheffield
(B3: their struggles)
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*11. People may face various obstacles that may prevent or reduce their use of public libraries. The following
question will allow you to choase those obstacles that most apply to you. (Please tick those that apply to you
during andfor pre-pandemic (COVID-197)
gl A psiississ aalall liafall agelssiol s J.Lh'_.,l S a6 il eelaall e saaall ,__,nlh.:.-"hll azlgs Loy,
2485 anily b Lo sl [y sl clile gl il colusall olls sl oz 5T clale gulais il colysall sl W

Ik
[
[
L]

.

| do not face any obstackes
chae gl aslg] ¥

| do not have the time to go thera
Al o] celnill iy 5ol el

Iti= not open when | want it to be
Lgal| bl gy Lasie Lgmih o

Iti= too far away to get to easdy
Lgl| Jpamgll Bogoiea g lis Gaime
It does nat offer what | need
aplis] sl ggimall lynysis pac

| hewva access to other resources [g.9. academic Bbranes)
(PP L] S L | O O e [P T | [ PPy |

| am uneware of the range of Borary sarvices and resources |

il J_Jl_g.nj welaasy ﬂ.ll__].‘l O e |

| am unaware of the librany's existence
bl sgray ale e vl

Too confusing to use
asiflall plisiw] salel pac

Low English language proficiency

A el aall easiall Lis¥]
Ineligibility for & librany card

auafal adllar e Jpandl ala¥l aac

Ciher (please specify)
(g amill o o) s gt

Mane of the above
haawr Las gouls ¥

| mistrust the library as instibstion
v ha® aiBall b aaill pac

| mistrust the library resources
wifall 5 lpa o8 asill pas

| mistrust the library staff

auiall “.iLJ.I \...i asill L

| do not feel welcome at the Borany

wi¥all Lo illy paedall pas

| do not feel respecied at the Bbrary

wiball o pl sVl jpedill pae

| do not feel represented at the library

ol o ol pabil ¥-piliad aufall Gl ekl ¥
| do not feel safa at the library

auifall a oLl golws ¥ par

| am not imterestad in or have no need for library services
aifall claat ] dvloy cacsl ol Ligo vl

The COWVID-19 pandermic
19 2uigd Al
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* 12. The obstacles | selected in the previous guestion (():11) are caused by (You can select more than one
option)
el s (VY ) bl gl b Ly el il colysonally ol
(ke o ST lusl 2isa)
[ ] | my parceptions and expectations
weiladigia Lril ypeas
u My undarstanding of public libraries
ialall Sl agh
|:| My axperiences with public institions in my home countres
Il pibeg o aalell colaiasball pa iy
|_] Political prassurs
sl baeaal|

| ] The UK's colonial history
gamiall a8laall 5 lasiw ¥ gLl

u None of the library's staff looks like me ethnically, Engually, or culturally
Lilas ol Boal ol E5 e iges, auiSall alogs o asl ¥

u The UK's history of discrimination sgainst certam types and classas of people
el e dira coling £lel 2w a8 il 3 sasiall aSlaall L

[] | other (please specify)
[apamill o pe) Uy pute

D None of the above
o Las goss ¥

Part C:Conclusion

* 13. You have almost reached the end of the survey. | appreciate your time and participation. Before you
finish, | would like to inform you that in order to find out more about your needs and experiences with Sheffield
Public Libraries, | will be conducting interviews that may last between 30 and 60 minutes. More information
can be found in the information sheet, or you can contact me directhy if preferred. Are you willing to participate
in an interview?

adyne Jol g wl aSall Gl gl . elga¥l s . olusian¥] 8 oS Loy clispl Taz gine oluiwd ] dslg ] el 2a)
[FERPTFIIRFTIE Fiy B | SITRR PR JETTIET R AP ,;J.?Lu via Ll alaiids wolife po 2l lildlaia pf 30 pall
Tallaall oo a8 Lisall slamiwl Ll cal o .olls Linas cadd 3] 8 dilia o JLas¥l .ﬂ&q_..i ¢ eulaglaall s 5 pall



* 14. Contact information (this will only be used to arrange the interview)
wdealgill claglea

dsentdall illiall il lonaé lpalasiw! sl

Name

|

Email Address
v g i SIV s gl gl gae

| i
E
4

* 15. What language do you prefer for the interview?
Sasasnddl allaall e,z L Loliais aal sl

Arabic

Al axlll

English

as puloi¥l aalll

Both would wiork

| P~

* 16. Are the English and Arabic versions of this survey identical and do they elicit the same meaning? Please
explain (You can type in Arabic or English).

aalll als¥l LiSa, puingill oz §oninall pusi logly olisUnie ¢ luiw¥l lag) asally aalmudl o lisd] Js
gl gl aspall

* 17. Are the questions in this survey easy to understand and answer? Please comments on any dificulties
you have faced with answering the question (You can type in Arabic or English).

g sl e aledl 0 Ligrls whisno of Gle galatll oz TalrYls pgall algas s 13n o0 altuwd] Ja
g jalzu¥l gl e pndl aallly sl ¥ 2lisa,
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* 18. Please feel free to include any additional comments here, either to expand upon your answears or to
comment on the questionnaire (You can type in Arabic or English).

gl dw | aallly ale ¥l 2l tplaaw¥] e ,j._;l.g:llji bl b pangill Le| o L gulas .;T adliol s 23,0 Y
a_julu ¥l

* 18. Could you please state how long it took you to complete the survey? (You can type in Arabic or English)
(For example, 15 minutes).

Tl JlaSiw L il Ll aaall 55 i, Js

anadiy 10 Jliall Juw ol
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APPENDIX 2: LIBRARY STUDY PILOT SURVEY AND INVITATIONS LETTER

A. Invitations letter

Subject: Sheffield Public Libraries' experience with serving diverse community

| am writing to you to request your participation in a brief survey (pilot stage). | would like to get
more feedback about this SURVEY from up to five individuals who have previous experience
working in libraries whether in the UK or internationally. Your responses will help me evaluate
and improve the quality of the survey so that | can design better projects and improve Sheffield
Public Libraries' experience with diverse communities.

The survey is very brief and will only take about 10 minutes to complete, and will be open until
the end of the 9th of March 2021. Please click the link below to go to the survey Website (or
copy and paste the link into your Internet browser).

Survey link: https://www.surveymonkey.co.uk/r/5VLB28F

Here is a link to a summary of my study in callforparticipants.com
https://www.callforparticipants.com/study/get-feedback/HBPM6

Your participation in the survey is completely voluntary and all of your responses will be kept
confidential. No personally identifiable information will be associated with your responses to
any reports of these data. The University of Sheffield Information department ethics committee
has approved this survey. Should you have any comments or questions, please feel free to
contact me at kasahharil@sheffied.ac.uk

Thank you very much for your time and cooperation. Feedback from you is very important to
me.

Sincerely,

Khulud Sahhari


https://www.surveymonkey.co.uk/r/5VLB28F
https://www.callforparticipants.com/study/get-feedback/HBPM6
mailto:kasahhari1@sheffied.ac.uk

B. The survey

329

Note. Follow this link for clearer version: https://pdfhost.io/v/ekHQUG6fua View Survey

Pilot stage:

This process's primary purpose is to look at the guestions and let ME have any feedback on the
survey's clarity and scope, if the questions are straightforward, if any questions seem unnecessary or
if you notice anything that should be added. Please also let ME know how long it took for you to
complete the questionnaire. There is a brief section at the end of the questionnaire to add your
feedback. Many thanks in advance, and | am very grateful for your help!

You will find those questions to answer at the end of the survey
*15. Please feel free to include additional comments here, either to expand on your answers provided
above or to comment on the gquestionnaire:

* 16. Could you please state how long it took you to complete the survey? (e.g. 10 minutes).

Are you aware that the struggles that UK Public Libraries faced in 1969, in response to ethnic
minorities’ needs, remain ongoing? Moreover, did you know that Arabs who migrated to the UK before
1948, whose numbers in Sheffield exceeded 8,432 in 2011, continue to be under-recognised in LIS
research? Please click here for more interesting facts.

Therefore, | am inviting staff members and senior managers of Sheffield Public Libraries and
community-run libraries to share their experiences and insights into serving Arab ethnic minorities.
m!

Please take the survey OMNLY if you:

1- Work in Sheffield Central Libraries, individual branch libraries, or community-run libraries.

2- Please note that children's and hospital libraries are excluded from this study.

Please DO MOT hesitate to contact me (kasahharil@sheffield.ac.uk) before or after answering the
survey if you have any inguiry or require any clarification.

* 1. Do you consent to your participation in this survey?

Yes

Mo

Part A: Background information


https://pdfhost.io/v/ekHQU6fua_View_Survey

* 2. Please tick the names of all of the libraries that you work in.

HEHEHEEHBEHEBHBHEBE

| =]

OHOOBHBHHEHEBEHEBEEHEHEBEHHBEHBEB

Broomhill Library
Burngresawve Library
Central Library
Chapeltown Library
Crystal Peaks Library
Damall Library
Ecclesall Library
Ecclesfisld Library
Firth Park Library
Fracheville Library
Gleadless Library
Greenhill Library
Highfield Library
Hillsborough Librany
Jordanthorpe Library
Manar Library
Newfield Green Librany
Park Librany

Parson Crass Library
Southey Library
Stannington Library
Stocksbridge Library
Tinsley Library

Tatley Library
Upperthorpe Librany
Walklay Library
‘Woadhouse Community Library
Winodsests Librany

Oither (please specify)
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* 3. Who is completing this survey? (Please specify your job title/s. You can choose more than one).
D | Library manager/s

I:] Library officer/s

Please specify

* 4. What email address would you like to use to be contacted? (This information will not appear in the
dissertation).

Please use the following range of options to answer question 5 to question 14:

1- Yes

2- Yes, although this was paused since March 2020 as a result of the COVID-19 pandemic
3- No, although we are working towards providing/implementing/doing this

4- We are aware of this but we do not have the time or money to implement it

5- There is no need or plan to do this

6- | do not know

Part B: Operating (B1), (B2), and (B3) within libraries
(B1: diversity)
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* 5. We operationalise diversity through our work by

1- Hiring diverse library
staff (paid staff).

2- Recruiting consultants
from marginalised
communities (unpaid).

3- Targeting diverse
LSErs.

4- Recognising and
appraciating the diverse
characteristics that make
individuals unigue.

5- Dpposing racism,
white privilege and
ineiquity.

Other (please specify)

(B2: Inclusion)

1. Yes

2. %es, although
this was paused 4. \We are sware
since March 3. Mo, although  of this but we da
2020 as a result  we are working ot hawve the 5. There is na
of the COVID-19 towwands time or maney o need or plan to
pandemic providing this impdement it o this

6. | do not know
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* 6. We operationalise inclusion through our work by

1- Implementing
sirategies to identify
socially excluded people
and their geographical
distribution.

2- Imiplemanting
strategies to engape
socially excluded people
and establish their
neads.

3- Regularly accassing
and reviewing our
carrent practices.

4- Developing strategic
objectives and
prioritising resources.

5- Developing services
and making naw
facilities or services
available.

G- Training staff to
provide newty developed
SETVICES.

7- Publicising the
implemanted services.

B- Regularly evaluating
SUCCESS, reviewing and
improving our services.

8- Establishing an
enwironment within
which any individual or
group can feel
welcomed, respactad,
supported and valued.

Other (please specify)

(B3: Integration)

1. Yes

2. es, although
this was pausad 4. \We are sware
since March 3. Mo, although  of this but we da
2020 a5 a result  we are worling  not have the 5. There is na
of the COVID-19 towwands time or maney o need or plan to
pandemic providing this impdement it o this

6. | do not know
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* 7. We operationalise integration through our work by

1- Prioritising the neads
of and provision for
ethnic minarities in their
preferred language

2- Promating cultural
diversity and acceptance
throughout the design of
programmes,

3- Promating cultural
diversity and acceptance
throughout the collection
development.

4- Introducing people to
communities differant
from their cwmn.

5- Facilitating the
expansion of ethnic
minorities’ social
networks.

- Increasing ethnic
manorities' sacial capital
in the form of increasad
kmowladge and
information about
Britain.

Other (please specity)

1. Yes

2. Yes, although
this was paused 4_\We are sware
since March 3. No, although  of this but we do
2020 as aresult we are working  not have the 5. There is na
of the COWID-19 towards time ar maney o need or plan ©
pandemic providing this impdement it do this

6. | do not know

Part C: The extent to which activities around (C1), (C2), and (C3) include Arab ethnic minorities

(C1: Diversity)
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* 8. Does your library/library authority provide any of the following special services for Arab ethnic minorities?

1- Hiring &n Arab staff
member (paid staff).

2- Hiring & staff member
who speaks Arabic (paid
staff).

3- Recruiting consultants
from within the Arab
community (unpaid).

4- [Recruiting consuttants
who speak Arabic
{unpaid).

Other (please specify)

1. Yes

2. es, although
this was paused 3. No, although 4. We are aware

since March  we are working  of this but we do
2020 as a result towvards not have the 5. There is na
of the COVID-19  implementing  time or maney o need or plan to
pandemic this impement it o this 6. | do not know

C2: Inclusion: A- Service and collection

* 8. Does your library/library authority provide any of the following special services for Arab ethnic minorities?

1- Arabic language
books or other library

resources.

2- Books or other library
resourcas written by
authors from Arab ethnic
manority backgrounds.

3- English books or
other library resources
about Arab ethnic
manorities’ cultures or
countries,

1. Yes

2. es, although
this was pausad
since March

4. \We are sware
3. Mo, although  of this but we do

2020 a5 a result  we are working  not have the 5. There is no
of the COVID-19 towards time ar money to  need or plan to
pandemic providing this impement it o this 6. | do not know



1. Yes

4- Arabic language E-
BS0UICEs.

5- English language E-
respurces about Arab
ethnic minaorities'
cultures or countries.

§- Arabic language
infermation on
neighbourhood sarvices.

7- Arabic language fiyers
or booklists.

B- Library guidance in
Arahbic,

8- Signposting in Arabic.

10- Computer keyboards
with Arabic script letters.

11- Use character
encodings (Arabic) on
the library website.

12- Reference sandica in
Arabic.

13- Culture activities.

Other (please speciy)

e
C2: Inclusion: B- Strategies (B1. Identify Arabs and their geographical distribution).

2. Yes, although
this was paused 4. \We are aware
since March 3. Nao, although  of this but we do
2020 as a result  we are working  not hawve the 5. There is no
of the COVID-19 towards time or money to  need or plan o
pandemic providing this implement it do this

6. | do mot know
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* 10. Does your libranyflibrary authority conduct/use any of the following strategies to identify Arabs and their
gecgraphical distribution?

2. Yes, although
this was paused 3. Mo, although 4. \We are aware
since March ~ we are worlang  of this but we do

2020 as a result towards not have the 5. There is no
of the COVID-19  implementing  time or maney o need ar plan to
1. Wes pandemic this implement it o this 6. | do not know

1- Community analysis.
2- User profiles.

3- Census data.

Other (please speciy)

C2: Inclusion: B- Strategies (B2. Engage Arab and establish their needs).

*11. Does your library/library authority use or implement any of these strategies to engage Arab ethnic
minarities and establish their needs?

2. Yes, although
this was paused 4. We are aware of
since March 2020 3. No, although we  this but we do not
as a result of the are working hawe the time or 5. There is no
COVID-19 towwards maoney to neead or plan ta do
1. ‘Yes pandemac implementing this implement it this 6. 1 do not know

1- A formal
neads
BESASSMEnt

2- Users'
feedback.

3- Reaching
out to
members of
Arab ethnic
minorities
wherever

they &re.

4- Creating
webcoming
wibes (8.0,
muhilingual
banners
inchuding the
library’s
loga).



2. es, although
this was paused 4. We are aware of
since March 2020 3. Mo, althowgh we  this but we do not
as a result of the are working hawe the time or 5. There is no
COVID-19 towards maomey o need or plan to do
1. ‘Yes pandemic implementing this implement it this & | dio not know

5- Inwohing
Arab ethnic
minorities in
the creation
of relevant
programmes.

5-
Cooperation
with
members of
Arab ethnic
mincritieas.

¥- Pursuing
oppartunities
to speak with
Arab users to
astablish
their neads.

B-
Cooperation
with local
public sector
organisations
(e.g..
schaal).

Other (please specify)

|
C2: Inclusion: B- Strategies (B3. Collection Development).

*12. Does your library/library authority implement or use any of the following strategies to develop Arab ethnic
minaority books? (Here, the term Arab ethnic minority books refers to Arabic or English language fictional or
nen-fictional books about Arab ethnic minority cultures, in addition to books by Arab ethnic minority authors).
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1. Yes

1- Arabic
publishers’
printed
catalogues.

2- Arabic
publishers’
websites.

3- Websitas
that review
Arabic
materials.
4- Local
Arabic

bookstores
in the Uk

5- Arabic
bookstores
outside of
the UK.

G- Websitas
of Arabic
bookstores.

7- Arabic
speaking
library staff.
a-
Consultation
with
members of
Arab ethnic
minorities
based in
Sheffield.

Other (please specify)

2. Yes, although

this was paused 4. We are aware of

since March 2020 3. Mo, although we  this but we do not

as a result of the are working have the time or 5. There is no
COVID-19 towards money to need or plan to do
pandemic implementing this implement it this

C2: Inclusion: B- Strategies (B4.Training of library staff).

6. | do not know
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* 13. Does your library/library authority implement or use any of the following inclusion strategies in order to
prepare staff to meet the needs of Arab ethnic minorities?

2. es, although
this was pausead 4. We are aware of
since March 2020 3. No, akthough we  thés but we do not
as a result of tha are warking hawe the time or 5. There is no
CovID-18 towards. maney to neead or plan to do
1. Yes pandsemic mplemeanting this implament it this 6. | do mot kniow

1- Having a
collection of
staff
development
IBEOUFCES
focusing on
issues of
diversity and
inchusion.

2- Providing
staff with
cadtural
EWATENESS
tramming
programmes
(either
online or
faca-to-
faca).

Other (please specify)

C3: Integration

* 14. Does your library/library authority implement or use any of the following strategies in order to integrate
Arab ethnic minorities?



1- Prioritising
the needs of
and provision
for Arab
ethnic
manorities in
theeir
preferred
language.

2- Promating
e
BCCAptance
of Arab
caudture
through the
design of
programmas.

3- Promating
the
acceptance
of Arab
cudture
through
coflsction
dewelopment.

4- Providing
Arabs with &
space for
social
interaction
with
members of
the wider
soCiety.

5- Faciliating
thee
expansion of
the social
netwarks of
members of
Arab ethnic
minaoritias.

1. Yies

2. wes, although
this was pausad 4. Wa are aware of
since March 2030 3. No, althowgh we this but we do not
as a result of the are working hawe the time or 5. There is no

COVID-18 towands ey 0 nead or plan o do

pandemic implementing this implement it this 6. 1 do not know

I I
: ( {
- i '
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4. We are aware of

hawe the time or 5. There is no
maoney to nead or plan to do
implement it this

2. Yes, although
this was pausad
since March 2030 3. Mo, although we  this but we do not
a5 a result of the &re working
COVID-18 towards
1. ¥es pandemic implementing this
G- Increasing
Arab ethnic
manoritias’
social capital
in the form of
increasad
knowdedge
and
information
abaut the
LI

Other (please specify)

6. 1 do not know

Part D: Conclusion

* 15. Please feel free to include additional comments here, either to expand on your answers provided above

or to comment on the guestionnaire:

* 16. Could you please state how long it took you to complete the survey? (e.g. 10 minutes).
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APPENDIX 3: ARAB MAIN STUDY SURVEY AND INVITATIONS LETTER
A. Invitations letter

Greeting,

| hope you're well. This is khulud Sahhari. A PhD researcher at the Information School/Sheffield
university. | am researching public libraries' provision for diverse communities, with a specific
focus on Arab in Sheffield. I invite Arabs who are Sheffield resident and aged 18 years old
or over to participate in this survey. Your cooperation will hopefully help to evaluate and
improve the quality of services Sheffield Public Libraries provide for Arab communities and the
recognition of the Arab community by Sheffield Public Libraries and City Council. Please note
that you do not have to be a library user to participate; both library users and non-users can
answer this questionnaire.

Your participation in the survey is entirely voluntary, and all of your responses will be kept
confidential. Should you have any comments or questions, please feel free to contact me at
kasahharil@sheffied.ac.uk. Please refer to the participant information sheet
(https://docs.google.com/document/d/e/2PACX-

1vQfVNVIvedk201jCYllgwg4e TUKzZoOtFkel4v93EtKip6plwbPz1Ynac5ZSjrjXA/pub)
or consent form (https://docs.google.com/document/d/e/2PACX-
1vR1TCzgM1cUFe8K_VfhRzruLflAxvwogeB2iJoAfebHyM6Rp97h1dpKjrixY C-krw/pub)
for further information. They are for your information and no need to be signed and returned to
me at this stage. Your consent will be taken online during the survey.

The survey is very brief and will only take from 10 to 20 minutes to complete, and will be
open from 1 April 2021 until 31 April 2021.

Here is a link to the survey (https://www.surveymonkey.co.uk/r/K3SVDZ7) Or you can access it
through the attached RQ.

Kindly share this survey with others if possible.

| am grateful for your time and participation.

Sincerely,

Khulud Sahhari

S5 sl Aaa 5 oSole L)

Llla alis Gralay ol sleall 4408 8 o) ) 630 &aly (5 o Al Ul 5o daay <l g il ) ellias o i)
& el aaiaall e pals JSGy 58 il e clalEl) 3amie Ciladisall dalal) GliSall Sladd e Al jo 5 52
O dels g 2Uaiy) 13 A AS jLiall i) gl La'le 18 ab jlesd i cpdll g abdd A cpaaddiall qopadl go ) ol
Ayl Claainall Aalall Al UL L i) Ciladdd) 53 san GpusnT g i 8 g g oS31 T 5 oS5 Lk

0585 () 35 paally Gl o) Aaadle a2l Al g Aaled) bl i U8 (g o y2d) acinally il 3ie Y1
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Ol s e Gl readiuall je 5 AnSall ceaddinad (Say AS Ll 4l Lt

(8 2355 D AL 5l il ol @l S 13 A e o 935 asen Jias ¢ Lalad e gl o MUt 8 GBS Lk
A ) e (o2 dial 53

kasahharil@sheffied.ac.uk

A jidiall e slaa 155 ) g 521

https://docs.google.com/document/d/e/2PACX-1vSynoX2LMLcAsEoRSdyJCd0-aul0q63-
UrdZgNg2kPZHvOU _uv8qtKPdv7ap8nGag/pub

astall e 3e o peanll 488 sall #3503 )

https://docs.google.com/document/d/e/2PACX-1vS4PBTSwx3Y lvgaUJIFY4K-
UHQKCzlocsv7jErCilVWn9QXUULQ1E62tr9gh4L83w/pub

£l i Sy e @) g e Jganl) dine Als el o3 3 ) Lgidle) s Lede o sill dala Y 5 olile shaal L)

il 31 (82 2021 Sasd 1 O i g Ilasy Jaid 488320 A 10 00 (B g A 5o ga QL) oY)
2021

Olainy) Loyl Lia
https://www.surveymonkey.co.uk/r/K3SVDZ7
Gl 25K A (e gl J gum ol Sy f
UiSaa Gl S 1) 0 AY) aa £3ELY) 138 S JLia 2
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B. Thesurvey

Note. Follow this link for clearer version: https://pdfhost.io/V/4QyLwiYDx View Survey

‘Were you aware that Arabs migrated to the UK before 1948, with their number in Sheffield exceeding 8,432 in
20117 Despite this, consideration of their needs and experiences remains under-recognised in the public
library sector and related research.

| am therefore inviting Arabs to share their experiences with Sheffield Public Libraries to examine any
unmet needs or areas that require review. You do not have to currently be a library user to participate;
both library users and non-users can answer this questionnaire.

Take the survey OMLY if you:

1- live in Sheffield

2- are aged 18 years old or over and

3- describe yourself as Arab in origin.

If you are interested in taking part, please read the participants’ information sheet and consent form.

If you have any questions, please email me at kasahharil@sheffield. ac.uk.

AEPY aliuds alsas anong elmi P11 ple Loy 1AEA ple L samiall alaall L] lgpzle conll ol ale s
solall wlially wpmdl o JS 08 Ly ine b Il sl i pglig pplrlisl 1Y) § Lol
33V el 0l lgio pgilsluizl g aelall sl wlife ao agelo a5, licad o pall geal Jdad

o eV e o8 a5 jlunall aslall colaaSall pasims 9% ol 69 sadls guad ail Jlac Vi o8
:ligS Jl> o8 daib ol Gl alsVl oo

aldids o8 audi -

Lale 14 e Jay ¥ 2 pas ¥

du s Jpeol 93 -1

aidlpally camdl wloplas el o oaf Liualls Bigs wuf 13

kasahharil@sheffield ac.uk ue il e oz lusiwl Y

*1. Do you consent to participate in the survey?
Toluiw] a9 a5, Liiall e 59105

Yes
la.'l.i-

345
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346

* 2. What is your gender?
f iz on Lo

Male

Other (please specify)
(azill oz ) s ue

* 3. Which category below includes your age?
T yat Jadis olisl azs sl

18-24 45-54
PE-TA OE-L£0
25-34 55-64
YE-YO NE-O0
35-44 65+

EE-TD Ligilag 10
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* 4. What is your current status?
T driog on Lo

Arab-British, born in the UK.

Arab born outside the UK. In this case, please specify the country where you were born,
such as Egypt.

olall mami oy Bamiall aSlaall £ 15 3g)ga e

(o s Jliall Jussw ole)

* 5. Pre-pandemic (COVID-19), had you ever visited or used any Sheffield Public

Library services?
Taolall abiai Lo b L3 caad Jb (19 2955) sbg Luinis L5
Yes
Xy
Mo
y

* 6. Pre-pandemic {COVID-19), which library branch or branches did you visit? (You

may select more than one option).
GiST las ] olisSay) Saisl oole Tiline cuiS awSall (o g5 sl (19 34905) slig uisis Jud
aul=l e

L] ' Broomhill Library
Jugag s dniSa



Burngreave Library
i il difa

Central Library

35 pall auiSall
Chapeltown Library
SHEHERERS
Crystal Peaks Library
Darnall Library

JUls auss

Ecclesall Library
J a8 auiSs

[ [ Ecclesfield Library

L1

wasnnls ausa
Firth Park Library
[ PECTRVE I 9
Frecheville Library

" = " E .-ﬁ - ...5
Gleadless Library
Greenhill Library
Highfield Library
ey auiSa
Hillsborough Library
o ilid duifa
Jordanthorpe Library

wgiila 5> disa

Manor Library
Jgile 4uss
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Mewfield Green Library
oz ludgu ausa

Park Library
Al s

Parson Cross Library
WS Osal dsiSe

Southey Library
wi g asile

Stannington Library
Cigis '_'l.i.u.l - ..5

Stocksbridge Library
T35 giaw duiSia

[ [ Tinsley Library

L]

I i m

Totley Library
wrlisi ansa

Upperthorpe Library/ Zest Centre Library
i s 3l asiSaf s 9inl 4uiSa

Walkley Library
iS5y diSa

Woodhouse Community Library

dsnaiznall yugleigy aisa

Woodseats Library
ki dg g AuiSa

Other (please specify)
{aamill oz ) 2l
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Please use the five-point scale outlined, with 1 being strongly dissatisfied, 5
strongly satisfied, and N/A (not applicable) to assess the various factors included
in this question.

teede Al (gdai ¥ g o s ol 3 5 s ol ue 1) olai s e Luldie pacuwl
Wil Jlgaudl

* 7. Based on your recent visit/s to any of Sheffield's public libraries pre-pandemic
(COVID-19), how satisfied or dissatisfied were you with the following aspects:

A19 2u845) sbig uisai Jud dnlell alawis < liSa (o Y o sVl bl /2l ] Sl
Tl Las Jlo,) pas [Jlo, sis la

1. Strongly 5. Strongly
dissatisfied 2. Dissatisfied 3. Newtral 4, Satisfied satisfied N/A
badny ol pub wnly b sulma woly By el abais ¥
1. The selection
of books

2. The selection
of other
resources such
as DVDs and
audiobooks
lgall Lzl
welyil Jis 5
382 o jsall
dumanad | sl

3. The condition
of other
equipment such
as computers
Jis wlamall all>
isuaSl &gl

4. Signposting in
the library

oot LW pim g
autall

5. The overall
appearance of
the interior of
the library
pladl glaall
auSall



1. Strongly
dissatisfied

baudns ol gub

2. Dissatisfied 3. Meutral
vl jub sulas
6. The
friendliness of
the library staff
> iy alslio
7. The
helpfulness of
the library staff
wiloge Oglei 53s
aifall

8. The opening
hours

lasll cole b

351

5. Strongly
4. Satisfied satisfied MiA
wels iy el (ki ¥

Please use the five-point scale outlined, with 1 being strongly disagree, 5 being
strongly agree, and NJA (not applicable) to show your level of agreement with the

following statements.

a.rl:-y.l{Lg.an.uu_g o By Lg&'_g.uEa & iy Lg.!l_g.n_,;.!.f-'l] Ja-Ln.-u.u.n:u.n T - ,uj.:l.u.n.r|

S Jlsudl e

* B. Based on your recent visit/s to any of Sheffield's public libraries pre-pandemic

(COVID-19), to what extent do you agree that

19 34855) £lig i Jub dsladl slinis o liSa o Y 0wV bl 3,05 ] 5wl

TadWl ollal go sl wle Jlo 520 Lo

1. Strongly
disagres
sy g lgl Y

2, Disagree 3. Neutral
gl ¥ bz

1. | feel

welcomed at the

Sheffield public

library/libraries

that | usually

visit

b sz illy il

o liifla [ 445

il dalall alayi

2yl L Bale

leioless

5. Strongly
4, Agree

agree N/A
il sy g90gl ki ¥



1. Strongly
disagree 2, Disagree 3. Meutral
nﬁudﬂﬂv ,j_'i|lg|1.h| ulmn

2. | feel
respected at the
Sheffield public
libraryflibraries
that | usually
visit

b iz ¥l il
wlifs [ auss
P EPYPY | Y P
ool Ls Bale
Lgisless

3. | feel safe at
the Sheffield
public
library/libraries
that | usually
visit

o9 ooVl il
wliSs [ auss
il | o el slani
eyl Ls Bole
Lgiiless

4. Agrea
sl

5. Strongly
agree
aday g8l

MiA
Sl ¥
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1. Strongly
disagree 2. Disagree 3. Neutral
u.\.ﬁuJ_ﬂ;H' J.I|3|'.|-' sulan

4. My needs are
understood by
the librarians at
the Sheffield
public
libraryflibraries
that | usually
visit

o o lifall clial
wlifa fauSs
| IFPYEY | Y
il Lo Bole
Osagiis lgisl s
3 ilzlizl
wildlaia

4. Agree
I‘!-SI',I

5. Strongly

agree
uiay g9lgl

MfA
gakai, ¥

* 9. In the pre-pandemic (COVID-19) period, what did you use Sheffield Public

Libraries for? (Please select all that apply).

wtle (19 2185) sbg (uisds Jud Lo 6,05 laeYl (b 33V go
(elile gadass Lo JS Lis] (oo ) Sanlall sbubuis eoliSal o)l j sbil abilolasiuwl

L1 Borrowing and returning library resources
auSall 3;lge & laisl ol 83lel

[] Meeting up with other people
ol pelaal allia

L] Studying
85 aall

[ | using reference books
dsnz pall Sl pl sl

L] Using the computer or internet
cai iV 5] JigaraSll ol asiwl

353



|| ' Using the photocopier, scanner or printer
amlall gl Sguall punlall ol uguaill &l ol sl

[ |  Getting help from the library staff
wuiSall riboge o 635 busall ke Jpuanll

[ ] Relaxing in a safe and friendly place
el Ol5e i sls il

[ ] | Attending children’s library programmes

] Attending adult library programmes
Sl paly gz

[ | Attending community events
ok laizl ails jgins

[ ' other (please specify)
(il oz ) 2y jus

[ | ' None of the above
Gl Lo fouie ¥

*10. What types of materials and services would you like Sheffield Public Libraries
to provide that are not already provided, whether now or when COVID-19
restrictions are lifted. (Please select all that apply).

pis ol illy dslall alawi o laSa 2l l.nﬁ,:.;_d.,,j:._.i.t-ﬂ,:.,,dl wloazdlg slgall g9i Lo

2895 £lig 6 09 aud _ngiii 53l cdglly adlal alazlll 6 uSadl cliSa, § eall o judqs
sgail] g8 55919

elle sulai Lo JS Lis| oz )

| | Adult Arabic non-fiction (handbooks, textbooks for educational help, stories about
religious figures)
sl jaab g dsasles S Jio LS adlis jab au e i
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Adult Arabic fiction (leisure reading)
dagad i 8518 LS e Jls il

Wewspapers and magazines from your home country
p':‘“ ._*;ﬂ.g e ﬁ_;JL-nJl c.-!l.:_\.n.”_g. ey ||

Arabic digital resources (including e-books)
auig SISl Lis L awpall asai ] s laall

Adult English non-fiction focused on your home country, culture, or religion (including
historical or religious texts)
anira g aws Wl sl Jis Lol of dislas of oy oo LS adlisdl g iy ulaid] sl

Adult English fiction (leisure reading) featuring or based in your home country or
culture

lislas gl clilog 5 (asges sill slyall) JLSU 5 jadzyl Jlsdl S

English digital resources, including e-books, about your home country or culture
islis ol Il S (anig iSIV Sl Jia) daldl dsasl olaall

Children’s resources in Arabic (including religious stories)

anisadl yaaill Jia aw sl aslll Jlabo¥l slas

Children’s programmes in Arabic
asnll axlll JlaleVl pal .

Children’s resources about your home country, culture, or religion in English
aalzil aallly pgis sl agidlis sl aslo¥l agilal Js> JlaloW slas

Children’s programmes focusing on your home country or culture in English
asl¥l Al pgaslii 5 AoVl pgilal Jy> JLaloYl ol

Educational resources in Arabic
an gl arlll asaudes j3las

Educational sessions in Arabic

English learning resources

aulid] aalll alsi olaw

LI English learning sessions

aralndl aalll alei ol 93



Safe and free space to communicate with others (including places to drink coffee and
talk to friends)

slise¥| po oamill g 8ggall i) 8T 33Vl po Jeolgill & 8 lisg diel a2 Luie

Cultural programmes, including celebrations of special events such as Eid
sunlly Jlaiz V] Jis . audlaill pual

Events that foster connections with wider society

Jasisly gasl gaizne go Juolgill jini il gal sl

Online programmes to help people in your community handle and understand the
pandemic restrictions and requirements (COVID-19)

Leags (19 1:855) eligll & 155 o Jolaill e neluws il s ¥l _yus ol

Other (please specify)
(a2l Gz ) s sut

No specific requests
3ame callaia azg, Y
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*11. Please select up to five themes or subjects around which you would like
Sheffield Public Libraries to centralise their provision. This provision may include
services, resources, programmes and information as applicable.

do bl aigir o liSo Lals 5535 0l (08 i e gingn puas ,Lis| (uadl A8 o
ells 3 lgally wloasl usei put wlegiogall 0an e uS il 0sSs ol HSa)
S lsall ggiosall ol udais Lo > wologlaalls

[ ] Jobs
H I P
[ | Transportation
Jadl Llwg
| .| Socialisation
oY e Lalgill
[ ' Banking
achillfas pmall wilaasdl

[ | Education

[ Law
Ugili

[ ] | Health

]

Ll Housing
sl

[ [ Language
uj

L] other (please specify)
(222l Loz ) s ub

[ |  None of the above
bl Loa ¢pais ¥
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*12. Please select up to five information resources based on which ones you
personally rely on the most.
o e

[ ] | Personal networks, including both family and friends
;Iju‘ylj EHN J.i..u .d._n.n:'\i.lJl c.a'i._u.i.d'

| | social media
b Laiz ¥ oo lgill ol [l s Jasis gasl|

[ 1 ' The internet
wai i Y1

[ ] ' Media sources, such as TV and newspapers
cisaally jlalill Jia cawade ¥ Loflugl]

L] | Public libraries
i el o lifall

[ ] ' Place of worship, such as mosques
3z lowall Jis galanl g

L1 Workplace
Jasll Sl

[ ] | schools or Universities
elasladl gl o laall

Ll other (please specify)
(aazill oz ) s e

[ ] Mone of the above
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*13. People often face various obstacles that may prevent or reduce their use of
public libraries. Please indicate those obstacles that most apply to you, whether
during or pre-pandemic (COVID-19). (Please select all that apply).

wliSall pgalaziwl ;o J.Lﬁ;;.,l Ji a5 38 il wlasll e suaall Lol azles Las,

Al Lzl o S clde gulai il wlasdl jlazl W Jlsad] cl posew Laslal]
19 88 axily Lud Lo ol /5 slil clile Gulais i)l wlLiasll

Lelde alais Lo JS Lzl oz 0)

| .| | do not have the time to visit
aniSall | wlaill cadg s3] G

L] The library is not open when | want it to
be
Lead] lnidl 3] losis avgiia cam) auSall

Ll | The library is too far away to get to
easily

lead| Jsuesll dignacy 22 Bauns aisall

L] The library does not offer what | need
uL?I @.’:ﬂ .j_’i?l.n” l...u_.u.r Bk

[ ] I have access to similar resources
elsewhere, such as academic libraries
(eliSall Jin) s3] 3150 | Jswos 52
du_l.n..!_'blﬂl

[ ] '1do not know anything about library
services and resources
d..ug.n." _'b_;l_,.u_g. l...rl.u.':..:lf i.l_l_;.'l- ._.JJ:- wanan)

L] | 1was unaware of the library’s existence
before this survey
Jub anlell wliSall 39z e ale e 451 bl
Olasiaee ¥ L

] Using libraries is not part of my culture
or | am not used to using libraries
aslas s pud ol aiSall aslis e sguil )
aifall Ll la il

I mistrust the library as an institution
A §as daifall o8 aaill pare

I mistrust the library resources
auSall 5,lge o3 aaill pas

I mistrust the library staff
daiSall piloga o8 adill par

| do not feel welcome at the library
aiSall 8 il jgnidl pas

| do not feel respected at the library
aufall s plus¥l jemiill pac

| do not feel represented at the library
ol b il Y- siliag aufall Gl mail ¥

| do not feel safe at the library

aiSall 8 ¥l pulusYl pas

| am not interested in, or have no need,
for library services
aifall wlass L] azlay cund of Ligs o

The COVID-19 pandemic
1924855 dxilz



The library is too confusing
axi¥all .nh.:k.i.w' gal=l F RS

My English language proficiency Is too
low to use the library

plazisl o) guii Vs dasnio djulVl il
axifall

| am not eligible for a library card
aiSall aillay Lle Jguazmll ada¥l pas

Other (please specify)
(aamidl oz ) s s

| do not face any obstacles
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*14. The obstacles note above {previous question) are caused by (Please select all
that apply).

el s o lad | Jlgad] 8 Lgi jiz] (il olbazilly woliaall

Lelde ulais Lo JS izl oz )

L] My perceptions and expectations
wailadgiy oil jgai

[ ] ' My understanding of public libraries
dolel| wliSall  angd

L1 My experiences with public institutions in my home country
pm wrilog o dala)l oluwiall ga pi 2

[ | | Political pressure
st L] leniiml|

[ | ' The UK's colonial history
Basiall aSlaall 5 laniw¥] Ll

[ ] ' Mone of the library staff resembling me ethnically, lingually, or culturally
GoLas f Gyl o 5,15 Lriguins aiSall rilogo o 21 Y

L] The uK's history of discrimination against certain types and classes of people
il pps diama wolig tl,;l s ad il o9 Bamiall a¥laall ol

|| | Other (please specify)
(aamill o) 2y e

[ | Mone of the above
- Las fouin ¥
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*15. You have almost reached the end of the survey; thank you for your time and
participation. In order to find out more about your needs and your experiences
with Sheffield Public Libraries, | will be conducting interviews of between 30 and
60 minutes with some willing volunteers. Information on these interviews can be
found in the information sheet, or you can contact me directly by email
(kasahharili@sheffield.ac.uk). Please note that you do not have to be a library user
to participate.

Are you willing to participate in such an interview?

ol sel islgai¥l L . oluiaw¥ o6 b8 Liiag clisg) Taz aitas . oluiwd] aly ] clog 2il
g dalall alivds o LiSe po ()l gaimall Ol 8 3 all ddsne J2] e ail aSel]

slz )l . aduis 60 LJI 30 G Lo 3 ks 35 wMilin 5,2l lgio agilllais 5 agilzlis|
OSeas L ablaall a8 a5 ) Linall dolal] auSall o 9% Ol wallai, ¥ a...-L,L._:.-:-LII o9 3=
Jiads wai§ 13] & uilia v JlaiVl ._’Li.-.u| wlaglaall 45 5 58 wlaglaall o o 82l 8
25

(kasahharili@shefield.ac.uk).

fabliall s &5 Linall 5lasiwl ale cul Jo

Yes
,n.Li

Mo
y

*16. What language would you prefer for this interview?
falilaall sl 2] Linai as s

Arabic
awy yull aslll

English
=¥ aslll

Both would worlk
lagis L
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*17. Please provide contact information to be used to arrange the interview if
appropriate
ablaal) Cuwijill laas lgolaziwl pisw ills Juoleill wlil s2955 oz

Maime

P

Email Address

wrig SVl sl Glgas

Phone Number
(optional).
solizl/ ailgl a5,
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APPENDIX 4: LIBRARY MAIN STUDY SURVEY AND INVITATIONS LETTER

A. Invitations letter

Greeting,

| hope my email finds you well. This is khulud Sahhari. A PhD researcher at the Information
School/Sheffield University. | am researching public libraries' provision for diverse
communities, with a specific focus on Arab in Sheffield. Therefore, I invite anyone who
performs any work in Sheffield Public Library/libraries, either run by Sheffield City
Council or community groups and volunteers, to participate in this survey. Please do not
take part if you work only in children’s or hospital libraries, heritage & archives, schools
library service, as these are excluded from this study.

Your participation in the survey is entirely voluntary, and all of your responses will be kept
confidential. The survey is short and takes up to 15 minutes to complete. It will be opened from
2021 to 2021. Should you have any comments or questions, please feel free to contact me at
kasahharil@sheffied.ac.uk. Please read the participants' information sheet and consent form
before participating; your consent will be taken online during the survey.

Here is a link to the survey (https://www.surveymonkey.co.uk/r/3SBBNSWH) Or you can access
it through the attached RQ.

| am grateful for your time and participation.

Sincerely,

Khulud Sahhari



mailto:kasahhari1@sheffied.ac.uk
https://docs.google.com/document/d/e/2PACX-1vRVk5VfXGM3lB_RxOWlZkLjdctt1wQ96KzDWdj7ozQTVeJ_XDEdKjEjhE9lwNrl-g/pub
https://docs.google.com/document/d/e/2PACX-1vR1TCzgM1cUFe8K_VfhRzruLfIAxvwoqeB2iJoAfebHyM6Rp97h1dpKjrlxYC-krw/pub
https://www.surveymonkey.co.uk/r/3BBNSWH
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B. The survey

Note. Follow this link for clearer version: https://pdfhost.io/v/yilvO1PIiT View Survey

As part of my PhD research into public libraries' provision for diverse communities, with a specific focus on
Arabs in Sheffield, | would like to invite staff members and senior managers from all Sheffield Public Libraries
to share their experiences and insights from serving people from Arab communities.

Complete the survey OMNLY if you perform any work in Sheffield Public Library/libraries, either run by Sheffield
City Council or community groups and volunteers.

DO NOT complete the survey if you work only in children’s or hospital libraries, heritage & archives, schools
library service, as these are excluded from this study.

If wou are interested in taking part, please read the paricipants' information sheet and consent form. They are
for your information and no need to be signed and returmed to me at this stage.
If you have any questions, please email me at (kasahharil@sheffield. ac.uk).

*1. Do you consent to participation in this survey?

Yes

Mo

* 2. Please tick the names of all of the libraries that you work in.

] Broomhill Library

=

Burngreave Library

Central Library
Chapeltown Library
Crystal Peaks Library
Darnall Library
Ecclesall Library

Ecclesfield Library

OO oOodoQg

Firth Park Library


https://pdfhost.io/v/yilvQ1PiT_View_Survey

[1
[T
[

Frecheville Library
Gleadless Library

Greenhill Library

[ Highfield Library

[

Hillskarough Library

1 Jordanthorpe Library

L] | Manor Library

[ ] Newfield Green Library

[ | Park Library

L1

0O oogogaoggg

L1

Parson Cross Library

Southey Library

Stannington Library

Stocksbridge Library

Tinsley Library

Totley Library

Upperthorpe Library/ Zest Centre Library
Walkley Library

Woodhouse Community Library

L] woodseats Library

L1

Other {please specify)
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* 3. What is your job title. (You can tick more than one).

[ ] | Library Leadership Team

L1

I [ Iy Iy

=

Library Middle Manager or Development Officer
Library Information Officer

Library Information Assistant, Support Team
Volunteer Library organiser

Library Volunteer

Other (please specify)

* 4., The public library or libraries | work for isfare best described as:

e

Before answering the next set of guestions (5 to 14), please be aware that each question offers the following
options in terms of your answer. You need not memorise these, howewver, as they will be provided with each

Library/libraries delivered by Sheffield City Council

' Library/libraries delivered by Community or Volunteer Groups

Other (please specify)

question.

1-Yes

2-Yes, although this has been paused since March 2020 as a result of the COVID-19 pandemic

3- No, although we are working towards providing/implementing/doing this
4-'We are aware of this, but there are barriers to implementation such as time or money

5- There is no need or plan to do this
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G- | do not know

* 5. We operationalise diversity through our work by

1- Hiring a
diverse range of
library staff
members to
reflect the
socioeconomic
profile of the
local
community
{paid staff).

2- Recruiting
volunteers from
marginalised
communities

{unpaid).

3- Targeting a
diverse range of
library users.

4- Recognising
and
appreciating
the diverse
characteristics
that make
individuals
unigue.

1. ¥es

2. Yas,
although
this has
been 4. We are aware
pausead of this, but
since March there ara
2020 asa 3. Mo, although we are working  barriersto 5. There is
result of the towards implamentation no need or
COVID-19 providing/implementing/doing such as time or plan to do 6. 1do not
pandemic this moneay this
{ [
[ |
. [ B [

know
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2. Yas,
although
this has
been 4. We are aware
paused of this, but
sinca March there ara
2020 asa 3. Mo, although we are working  barrierste 5. Thereis
rasult of the towards implamentation no need or
COVID-19 providing/implementing/doing such as time or planto do 6. 1do not
1. ¥es pandemic this monay this know
5- Opposing
racism, white ; 0 e - - .
privilege, and
inequity.

Please specify any other strategies used but not listed here.

* 6. We operationalise inclusion throughout our work by

2. Yas,
although
this has 4, Wa are aware
been paused of this, but
since March there are
H20asa 3. No, although we are working barriers to 5. There is
result of the towards implementation no need or
COVID-12  providingfimplementing/doing such as time or planto do 6.1do not
1. Yes pandemic this maonay this know
1-
Implementing
strategies to
identify
socially ] = - = - -
excluded ' ' ' '
people and
their
geographical

distributions.



D
Implementing
strategies to
engage socially
excluded
people and to
establish their
needs.

3- Regularly
assessing and
reviewing our
current
practices.

4- Developing
strategic
objectives and
prioritising
resources for
socially
excluded
people

5- Developing
services and
new facilities
for socially
excluded
people.

6- Training
staff to provide
new or
improved
services for
socially
excluded
people

1. Yes

370

2. Yas,
although
this has 4. We are aware
been paused of this, but
since March there are
2020 asa 3. Mo, although we are working barriers to 5. Thera is
result of the towards implementation no need or
COVID-13  providing fimplementing/doing such as time or plan to do 6.1 do not
pandemic this maoneay this know
s 4
i - F~ -
- — — - -
- ' i 3
I ¢



7- Publicising
services for
socially
excluded
people

8- Regularly
evaluating
success to
review and
improve our
services for
socially
excluded
people.

9- Establishing
an
environment in
which all
individuals or
groups feel
welcomed,
respected,
supported, and
valued.

1. Yes

2. Yas,
although
this has
been paused
since March
2020 asa
result of the
COVID-13
pandemic

4, We are aware

of this, but
there are
3. No, although we are working barriers to 5. There is
towards implementation no need or
providing fimplementing/doing such as time or plan to do 6. | do not
this maonay this know

Please specify any other strategies used but not listed here.

* 7. We operationalise integration throughout our work by
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1- Prioritising
the provision
for ethnic
minerities in
their preferred

languages.

2- Promoting
cultural
diversity and
acceptance
throughout the
design of
programmes.

3- Promoting
cultural
diversity and
acceptance
throughout
collection
development.

4- Introducing
people to
communities
different from
their own.

5- Facilitating
the expansion
of social
networks
among those in
ethnic
minerities.

2. Yas,
although
this has 4, We are aware
been paused of this, but
since March there are
2020asa 3. Mo, although we are working barriers to 5. Therais

result of the towards implementation no need or

COVID-18  providingfimplementing/doing such as time or plantodo 6.1 do not

1. Yes pandemic this money this
¢ - ¢
- - - — —
- - r -

know
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6- Increasing
social capital
among those in
ethnic
minarities by
offering access
to increased
knowledge and
information
about Britain.

1. Yes

373

2, Yas,
although
this has 4. We are aware
been paused of this, but
since March there are
2020asa 3. Mo, although we are working  barriersto 5. There is
result of the towards implementation no need or
COVID-19  providing fimplementing/doing such as time or plantodo 6. 1do not
pandemic this monay this know

Please specify any other strategies used but not listed here.



* B. Does your libraryflibrary authority implement or use any of the following
diversity strategies to prepare staff to meet the needs of those from Arab ethnic

minorities?

1. Yes

1- Hiring Arab
staff members

(paid staff).

2- Hiring staff
members who —
speak Arabic

(paid staff).

3- Recruiting
volunteers

from within /e
the Arab

community

(unpaid).

4- Recruiting
volunteers
who speak
Arabic

(unpaid).

2. Yes,
although
this has 4, We are aware
been paused of this, but
since March there are
2020asa 3. No, although we are working barriers to 5. There is
result of the towards implementation no nead or
COVID-192 providing/implementing/doing such as time or planto do 6. |do not
pandamic this maney this know

Please specify any other strategies used but not listed here.

* 9. Does your library/library authority provide any of the following services for
those from Arab ethnic minorities?
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1- Arabic
language books
and library
resources.

2- Books or
other library
resources
written by
authors from
Arab ethnic
minority
backgrounds.

3- English
books or other
library
resources about
Arab ethnic
minorities’
cultures or
countries.

4- Arabic

language E-
resources.

5- English
language E-
resources about
Arab ethnic
minorities’
cultures or
countries.

6- Arabic
language
information
about
neighbourhood
services

1. Yes

2. Yes,
although
this has
bean 4. We are awara
pausad of this, but
since March there are
2020 asa 3. Mo, although we are working  barrierste 5 Thereis
result of the towards implamentation no need or
COVID-19 providing/implementing/doing such as time or plan to do 6.1 do not
pandemic this money this know

f f i 4
f f ( i 4
[ [ [ d
I i i i ¥
' f_ . [ a8
| | i i &
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7- Arabic
language flyers
or booklists.

8- Library
guidance in
Arabie.

9- Signposting
in Arabic.

10- Computer
keyboards with
Arabic seript
letters.

11- Character
encoding for
Arabic on the
library website.

12- Reference
services in
Arabic.

13- Relevant
cultural
activities.

Please specify any other strategies used but not listed here.

1. Yes

2. Yes,
although
this has

bean
paused

since March

2020 asa 3. No, although we are working

COVID-13  providing/implementing/doing such as time or plan to do 6. | do not

result of the towards
pandemic this
[ {
] i
" [
il f
{ [

4. Wa are aware
of this, but
there are
barriers to

5. There is

implamentation no need or

maonay

this

know
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*10. Does your library/library authority conduct/use any of the following
strategies to identify potential Arab library users and their geographical
distribution?

know

2. Yas,
although
this has 4. We are aware
been paused of this, but
since March there are
2020asa 3. Mo, although we are working  barriers to 5. There is
result of the towards implementation no need or
COVID-18  providing/implementing/doing such as time or planto do 6. | do not
1. Yes pandemic this moneay this
1- Community - r o -
analysis. ' '
2- User — — — — —
profiles. ' ' :
3- Census - - - o .
data. ‘ '

Please specify any other strategies used but not listed here.

* 11. Does your library/library authority use or implement any of these strategies
to engage with those from Arab ethnic minorities and to establish their needs?

know

2. Yes,
although
this has 4. We are aware
been paused of this, but
since March there are
2020 asa 3. No, although we are working  barriersto 5. There is
result of the towards implementation no need or
COVID-12  providing/implementing/doing such astime or plan todo 6. |do not
1. Yes pandemic this maonay this
1- Formal needs . — r ' r
assessment. : '

2- User - - - ’ .
feedback. :
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3- Reaching out
to members of
Arab ethnic
minorities in
their
community
settings.

4- Creating
welcoming
vibes such as
by using
multilingual
banners with
the library
logo.

5- Involving
Arab ethnic
minorities in
the creation of
relevant

programmes.

6- Cooperating
with key
members of
Arab ethnic
minority
communities
lecally.

7- Pursuing
opportunities
to speak with
Arab users to
establish their
needs.

2. Yes,
although

this has
been paused
since March

2020 asa 3. Mo, although we are working

result of the

4. We are aware
of this, but
there are
barriers to

implementation no need or

COVID-12  providing/implementing/doing such astime or

1. Yes pandemic

s '

-~ #

maoney

plan to do 6.1 do not
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8- Cooperating

with local

public sector
organisations

such as
schools.

1. Yes

#

2. Yes,
although
this has 4. We are aware
been paused of this, but
since March there ara
2020 asa 3. No, although we are working  barriersto 5. Therais
result of the towards implementation mo need or
COVID-19  providing/implementing/doing such as time or plan todo 6. do not
pandemic this monay this know

Please specify any other strategies used but not listed here.

*12. Does your library/library authority implement or use any of the following
strategies to develop its collection of Arab ethnic minority books? (Here, the term
Arab ethnic minority books refers to both Arabic and English language fiction and
non-fiction books focusing on Arab ethnic minority culture, as well as books by
Arab ethnic minority authors).

1- Arabic
publishers’
printed

catalogues.

2- Arabic
publishers’
websites.

1. Yes

2. Yes,
although
this has 4. We are aware
been paused of this, but
since March there are
2020asa 3. Mo, although we are working  barriers to 5. Thereis
rasult of the towards implementation no need or
COVID-19 providing/implementing/doing such as time or plantode 6.1donot
pandemic this maonay this know
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2. Yas,
although
this has

been paused
since March

2020 asa 3. Mo, although we are working

result of the towards

380

4. We are aware
of this, but
thare are
barriers to 5. Thereis
implementation no need or

COVID-19 providing/implementing/doing such as time or plantodo 6.1do not

1. Yes pandemic this

3- Websites

reviewing — = =
Arabie

materials.

4- Arabic
bookstores in i B i
the UK.

5- Arabie
bookstores
outside of the
1.8

6- Websites of
Arabic [ - [
bookstores.

7- Arabic
speaking — — —
library staff.

a-

Consultation

with members

of Arab ethnic [ o [
minorities

based in

Sheffield.

Please specify any other strategies used but not listed here.

monay this kmow
. a -
~
- f -
— — —
i~



*13. Does your library/library authorityimplement or use any of the following
inclusion strategies in order to prepare staff to meet the needs of those from Arab

ethnic minorities?

1. Yas

1- Staff
development
resources
focusing on
issues of
diversity and
inclusion.

2- Cultural
awareness
training
programmes
for staff (either
online or face-
to-face).

2. Yas,
although
this has 4, We are aware
been paused of this, but
since March there are
2020 asa 3. Mo, although we are working barriers to 5. There is
result of the towards implamentation no need or
COVID-19 providingfimplementing/doing such as time or plan tode 6. 1donot
pandemic this maney this know
- - - ¢ -

Please specify any other strategies used but not listed here

*14. Does your library/library authority implement or use any of the following
strategies in order to integrate those from Arab ethnic minorities?
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1- Prioritising
provision for
Arab ethnic
minerities in
their preferred

languages.

2- Promoting
the acceptance
of Arab culture
through the
design of
programmes.

3- Promoting
the acceptance
of Arab culture
through
collection
development.

4- Providing
Arabs with
spaces for
social
interaction
with members
of the wider

society.

5- Facilitating
the expansion
of social
networks
among
members of
Arab ethnic
minorities.

1. Yes

2. Yas,
although
this has

been paused
since March

2020 asa

rasult of the
COVID-19  providing/implementing/doing such as time or

pandemic

3. Mo, although we are working
towards

this

4, We are aware
of this, but
there are
barriers to

5. There is

implementation no need or

maonay

plan todo &.1donot
this know
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1. Yes

6- Increasing

social capital

among Arab

ethnic

minorities by —
offering access

to increased
knowledge and
information

about the UK.

2. Yas,
although
this has 4. We are aware
baen paused of this, but
since March there are
2020 asa 3. Mo, although we are working barriers to 5. There is
result of the towards implementation no need or
COVID-19 providing/implementing/doing such as time or plantodo &.|donot
pandemic this manay this know

Please specify any other strategies used but not listed here.

*15. You have almost reached the end of the survey. Thank you for your time and

participation. | will be conducting several further interviews of between 30 and 60
minutes to find out more about some library staff members’ experiences serving a

diverse community. More information about these interviews can be found in the
information sheet, or you can contact me directly by email
(kasahharil@sheffield.ac.uk) if preferred.

Are you willing to participate in such an interview?

Yes

pes

Mo
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*16. Please provide contact information to be used to arrange the interview if
appropriate.

Name

Email Address

Phone Number
(Optional)
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APPENDIX 5: SUMMARY OF THE RESULTS OF ARAB STUDY SURVEY

Out of the 221 respondents, 107 (48%) have used public libraries in Sheffield before. They visited the Central Library (N=64, 60%) and/or other branch
libraries including Upperthorpe (N=32, 30%), Burngreave (N=17, 16%), Firth Park (N=15, 14%), Broomhill (N=14,13%), Hillsborough (N=12, 11%),

ACISH Highfield (N=10, 10%) Darnall (N=7, 6%), Ecclesall (N=7, 7%), Walkley (N=4, 4%), Gleadless (N=3, 3%), Parson Cross (N=3, 3%), Woodseats (N=3,
3%), Ecclesfield (N=2, 2%), Manor (N=2, 2%), Newfield Green (N=2, 2%), Crystal Peaks (N=1, 1%), Southey (N=1, 1%), and Tinsley (N=1, 1%).
ﬁ = i]o The 107 library users’ information resources are
41} |_|.| K/ Internet Personal networks Social media School & Places of Media Workplace
University Worship
o 0 . —
oJl |1l lo ﬁ JAanan Lo 'ﬁ/j ﬁ 2]
| M ; AT ==
N=89, 83% N=63, 59% N=62, 58% N=57, 53% N=36, 34% N=25, 23% N=11, 10%

They visit the library to

Borrow and Study Use the Use the Attend Meet up with Relax in a safe Use reference Get help from Attend Attend adult Other
return library computer or  photocopier, children’s other people and friendly books the library community library
resources internet scanner or library place staff events programmes
printer programmes
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AND The majority of Arab library users are

Satisfied BUT not strongly with * 1) the selection of books (T=101, N=60, 59%);
2) the condition of other equipment such as computers (T=96, N=50, 52%);
3) signposting in the library (T=99, N=58, 59%);
4) the overall appearance of the interior of the library (T=106, N=67, 63%);
**7/\\— 5) the friendliness of the library staff (T=107, N=69, 64%);
o 6) the helpfulness of the library staff (T=102, N=72, 71%); and,
7) the opening hours (T=100, N=53, 53%)
BUT
Only 36% (T=83, N=30) were satisfied with the selection of other resources such as DVDs and audiobooks, 36% were
neutral (N=30), and 28% (T=83, N=23) were dissatisfied.
Note. Calculation here is based on total after excluding N/A (not applicable answer)

ALSO
1) over half of Arab library users agreed that they feel welcomed (T=103, N=64, 62%), respected (T=102, N=76, 75%), and safe (T=105, N=85, 81%) at the public libraries
they’ve visited in Sheffield
2) and 55 of them (T=94, 59%) agreed that the librarians understand their needs.
Note. Calculation here is based on total after excluding N/A (not applicable answer)

However, they would like public libraries in Sheffield to focus their provision on

Transportation, 11_Banking, 15
Law, 23

Housing, 29 .

Jobs, 46

Education, 75

Language, 60
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AND Provide *

Adult Arabic non-fiction
Safe and free space to communicate with others
Educational resources in Arabic
Children’s resources in Arabic
Cultural programmes, e.g. celebrations of special events such as Eid
English Children’s resources about their home country, culture, or...
Events that foster connections with wider society
Arabic digital resources
Educational sessions in Arabic
Children’s programmes in Arabic
Adult Arabic fiction
Adult English non-fiction focused on their home country, culture,...
Children’s programmes focusing on their home country or culture...
Newspapers and magazines from their home country
English learning resources
Adult English fiction featuring their home country or culture
English learning sessions
Online programmes about the COVID-19

English digital resources about their home country or culture
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Finally, public libraries in Sheffield must be aware that the 107 library users’ relationship with public libraries are challanged by *

They have access to similar resources
The library does not offer what they need
The library is too far
They do not know anything about library services and...

Using libraries is not part of their culture

Their English language proficiency is too low

They do not feel represented at the library

The library is too confusing
They do not feel welcome at the library _
They're not interested in, or have no need, for library services

They're not eligible for a library card
They mistrust the library resources
They mistrust the library as an institution
They mistrust the library staff
They do not feel respected at the library

AND *
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Their perceptions and expectations

None of the library staff resembling them ethnically, lingually,...
Their experiences with public institutions in their home... “
The UK's history of discrimination

The UK's colonial history

Political pressure

Note: ACISH=The Arab community in Sheffield. Public libraries in Sheffield= All public libraries in Sheffield including community-run libraries and Council-run libraries. * refer to areas that need more explination. T= total.
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APPENDIX 6: SUMMARY OF THE RESULTS OF LIBRARY STUDY SURVEY

A. Community-managed libraries (CML)

The CMLs identify the ACISH by*

Community analysis (N=1) & User profiles (N=1)

&

Understand their need by

Cooperating with local public sectors (N=4); User feedback (N=3); Reaching out to members of the ACISH (N=3); Creating a libraries’ welcoming vibes
(N=2); Speaking with Arab library users (N=2); Involving the ACISH in the creation of relevant programmes (N=1); and, Cooperating with key members
of the ACISH (N=1).

So, the CMLs response by

-] 1) Recruiting
Arab Volunteers (N=3) & Arabic speaking volunteers (N=3)
-*> ® & & 9 &

providing volunteers with development resources focusing on issues of diversity and

m inclusion (N=3) & Cultural awareness training (N=2)*.

Collection development
2) AND providing the ACISH with strategies*:

[
+‘\'\ : ,' ; - Avrabic books & resources (N=3); Avrabic speaking library staff
English books & resources about Arabs' cultures or countries (N=2); (N=1) &
Avrabic language information about neighbourhood services (3); Consultation with members of
m Relevant cultural activities (N=2); E-resources (N=1); Arabic Library guidance (N=1); the ACISH (N=1).
Signposting in Arabic (N=1); and, Reference services in Arabic (N=1). >

3) Facilitating the integration of the ACISH by

Providing the ACISH with spaces for social interaction with members of the wider society (N=2); Facilitating the expansion of social networks among
members of the ACISH (N=2); Increasing social capital among the ACISH by offering access to increased knowledge and information

about the UK (N=2); Prioritising provision for Arab ethnic minorities in their preferred languages (N=1); and, Promoting the acceptance of Arab culture
through the design of programmes & collection development (N=1).

Note: Total responses=4. Numbers are based on count. ACISH=the Arab community in Sheffield. CMLs=Community mannaged libraries. *=Areas need more understanding




B. Council-run libraries (SPL)
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The SPLs identify the ACISH by*

Community analysis (N=2); User profiles (N=1); and, Census data (N=1).
&

Understand their need by*

Cooperating with the local public sectors (N=7); User feedback (N=6); Reaching out to members of the ACISH in their community settings (N=2);

Creating welcoming vibes in libraries (N=2); and, Speaking with Arab library users (N=2).

So, the SPLs response by

1) Recruiting*

Arab staff ( N=2) & Arabic speaking staff ( N=2).

&

providing staff with development resources focusing on issues of diversity and inclusion
(N=10) & Cultural awareness training (N=9).

2) AND providing the ACISH with

Arabic books & resources (N=15); English books & resources about Arabs' cultures or ——————
countries (N=12)*; Relevant cultural activities (N=3); Arabic information about

neighbourhood services (N=3); Library guidance in Arabic (N=2); E-resources (N=1);

Arabic flyers or booklists (N=1); Signposting in Arabic (N=1); and Computer keyboards

with Arabic script letters (N=1).

Collection development
strategies*:

Arabic bookstores in the UK
(N=3); Consultation with
members of the ACISH
(N=2); Websites of Arabic
bookstores (N=1); and,
Avrabic speaking library staff
(N=1).

3) Facilitating the integration of the ACISH by*

Increasing social capital among the ACISH by offering access to increased knowledge and
information about the UK (N=5); Prioritising provision for the ACISH in their preferred
languages (N=4); Promoting the acceptance of Arab culture through collection
development (N=4) and the design of programmes (N=2); Providing the ACISH with
spaces for social interaction with members of the wider society (N=3); and, Facilitating the
expansion of social networks among members of the ACISH (N=1).

Note: Total responses=16. Numbers are based on count. ACISH=the Arab community in Sheffield. SPLs= Seffield Public Libraries. *=Areas need more understanding




392

APPENDIX 7: INCLUSION AND EXCLUSION CRITERIA FOR SURVEY

RESPONDENTS FROM PUBLIC LIBRARIES IN SHEFFIELD

Before starting the analysis, | conducted a further analysis of the respondents' libraries'
Ward demographic. Thus, libraries in a location with a few Arab communities or libraries rarely
visited by the Arab community (based on the Arab survey) were excluded from the analysis. But
before excluding those libraries, | study their individual responses. Some of them seem to
already provide services for the Arab community or are aware of their locality presence. Thus,
their responses were included in the analysis. Other respondents work in several libraries that
vary between those located in diverse or white areas. Their responses were included in the

analysis as well.

Population (Census
2011)

Ethnic Group (Census
2011)

Final decision

Central Library**

19,868

White 13,099

Asian 4,358

Black 995

Arab  574*
Mixed/multiple 444
Other ethnic groups 398

17,097

White 16,432

Asian 209

Black 165

Arab  35*
Mixed/multiple 221
Other ethnic groups 35

Keep P6.
He/she works in Darnall
library as well

Keep P5.
He/she works in the
Central library as well

Keep P2.
He/she works in Darnall
library as well

Hillsborough Library*

19,977

White 18,639

Asian 379

Black 331

Arab  174*
Mixed/multiple 363
Other ethnic groups 91

Darnall Library*

20,593

White 10,321

Asian 7,611

Black 1,194

Arab  677*
Mixed/multiple 569
Other ethnic groups 221
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Population (Census

Ethnic Group (Census

Final decision

2011) 2011)
21,101 White 16,233
Firth Park Libraryee Asian 1,738
Black 1,328
Arab  851*
Mixed/multiple 759
Other ethnic groups 192
21,223 White 16,510 Keep P6.
Asian 1,684 He/she works in Darnall
Black 1,458 library as well
Arab  518*
Mixed/multiple 867 Keep P2.
Other ethnic groups 186 | He/she works in Darnall
library as well
20,001 White 17,715 Keep P3.
Asian 1,359 He/she works in the
Black 266 Central library as well
Arab  88*
Mixed/multiple 487
Other ethnic groups 86
White 13,368
Highfield Library 21,816 Asian 5,745
(data based on Nether Edge and Black 1,376
Sharrow Ward)* Arab  352*
Mixed/multiple 695
Other ethnic groups 280
19,310 White 17,954 Remove N20
Asian 316 P9, the response indicates
Black 448 that the library is not
Arab  67* being visited by the Arab
Mixed/multiple 43 community
Other ethnic groups 92
19,133 Keep P12. The answer
White 16,376 indicates that they cater
Asian 788 for Arab needs and is
Black 986 aware of the presence of
Arab  212* this population
Mixed/multiple 672
Other ethnic groups 99
19,725 White 18,451 Keep P4.
Asian 303 He/she works in
Black 385 Hillsborough library as
Arab  115* well
Mixed/multiple 402
Other ethnic groups 69
19,725 White 18,451 Keep P10. The answer
Asian 303 indicate that they cater

Black 385

for Arab needs and is
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Population (Census
2011)

Ethnic Group (Census
2011)

Final decision

Arab  115*
Mixed/multiple 402
Other ethnic groups 69

aware of the presence of
this population

Mixed/multiple 433
Other ethnic groups 92

18,222 White 17,556 Remove N18
Asian 215 P7 response indicates that
Black 147 the library is not being
Arab  48* visited by the Arab
Mixed/multiple 219 community
Other ethnic groups 37
18,226 White 17,201 Remove N22
Asian 515 P11 response indicates
Black 132 that the library is not
Arab  51* being visited by the Arab
Mixed/multiple 275 community
Other ethnic groups 52
23,969 White 17,491
Upperthorpe Library/ Zest Centre Asian 3,012
Library Black 1,368
(data based on Walkley Ward)** Arab  1,005*
Mixed/multiple 774
Other ethnic groups 319
23,969 White 17,491 Keep P8. The answer
Walkley Library (data is based on Asian 3,012 indicates that they cater
Walkley Ward. This must be Black 1,368 for Arab needs and are
carefully considered because the Arab  1,005* aware of the presence of
Ward has another library that is Mixed/multiple 774 this population
highly visited by Arab)* Other ethnic groups 319
19,310 White 17,954 Keep P1.
Asian 316 He/she works in
Black 448 Highfield library as well
Arab  67*

Note:

e Red * mean library met one of my criteria (1- located in area where Arab live (e.g.Yemenis live in
Burngreave, Darnall and Firth Park) or has great number of Arab (based on Census 2011) or 2- the library
is highly used by Arab in the survey I conducted (at lease by 10 participants)).

e Red** library met both of my criteria

e Yellow mean library did not met my criteria

Thus,

Responses from red list libraries will be analysed
Responses from yellow list will be reviewed and kept only if

1- respondent also work in red list library

2- responses provide services to the Arab community which indicate either:

A- the number of Arab in the area has increased since C2011, or

B- the Arab community visiting the library was not involve in the survey
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Recourses used for this analysis:
City Population. (n.d.). UNITED KINGDOM: Yorkshire and The Humber.

https://www.citypopulation.de/en/uk/yorkshireandthehumber/wards/

Sheffield City Council. (n.d.). Ward profiles. https://www.sheffield.gov.uk/your-city-council/ward-
profiles

Sheffield City Council. (n.d.). Yemeni community research guide. https://www.sheffield.gov.uk/libraries-
archives/access-archives-local-studies-library/research-quides/yemeni-community



https://www.citypopulation.de/en/uk/yorkshireandthehumber/wards/
https://www.sheffield.gov.uk/your-city-council/ward-profiles
https://www.sheffield.gov.uk/your-city-council/ward-profiles
https://www.sheffield.gov.uk/libraries-archives/access-archives-local-studies-library/research-guides/yemeni-community
https://www.sheffield.gov.uk/libraries-archives/access-archives-local-studies-library/research-guides/yemeni-community
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APPENDIX 8: ARAB STUDY INTERVIEW PROTOCOL AND INVITATIONS LETTER
A. Invitations letter

Hello,

| hope you are doing great. This is Khulud from the survey you have answered with regard to the
Arab community and Sheffield Public Library. Thank you again for willing to take part in the
interview. | will start to conduct the interviews this month (starting from 5/7/2021). So, | will be
glad if you can let me know what time and day are suitable for you. Also, since | am not
vaccinated (covid 19) yet your safety and health are important to me. Thus, I will conduct the
interview online via Zoom. Please let me know if you prefer another application (For example,
Skype). The interview will not be very long. It may take an hour, but you can leave at any point.
It will take place whenever you like during this month (July 2021). I am looking forward to
hearing back from you.

Please feel free to reply via WhatsApp if you prefer so
(The researcher number)
Have a lovely day.

L e
1S5 Aalall Al a5 oyl acianally (3lahy Lo aie Canal (s2) Gluin¥) (e Bald) e B daay 0585 )
OsSl (Al (5/7/2021 e 1) el 138 Bl o) ya) 8 Tale ALEa) 84S Ll elalainl e 5530 5 e el

Gliadlas ()8 ¢(19 28 5S) apekaill e Janl ol ol Ly (gl @l Ganaliall 2 sl 5 < 6l) 46 peay I Conans 13) 1
e s 13 Do) o s sl e i) e AL (g oalis ¢ il s J il lage clinaa
g sl 88 bl liCay 81 el yaY) G5 yatien 8 Taa Al gl AL () 5S5 ) (S ¢l Jans o) AT,
ia 3 A8 ) allail 5] (2021 salse) el 138 JDIA oLt Ly Sasus

e )l B ym Yy
WhatsApp

Gy Juzadi i€ 13

(The researcher number)
s ol il
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B. Interview protocol

Note. Black colour is used for transaction sections, red for follow-up questions, blue for main
questions and yellow highlight for section numbers.

Section 1: Confirmation of interviewee right
Hello X, how are you today?
Before we start, thank you for signing the consent form and the information sheet. Did you
carefully go through them? Do you have any questions to ask regarding the consent form?
As we agreed before the interview, this is video, or audio recorded. The recording is for my use.
I will transcribe your answers, and the recording will be deleted later on and will not be in
public. Are you ok with that?
As explained in the consent form, you have full rights not to answer any question or withdraw at
any time. You also can contact me till 00/00/2021 if you want to withdraw, change any
statements, or add anything.
As we cannot use your real name, what would you like me to call you?

OK, X, now I would like to start by introducing myself

T H/ell> oS by

2 §Uuolaill iy i/ cwd o . Eoxdl loglas 4899 Aadlgall 73900 g3 e /0,88l O o9l s Of Jud
Sz dgaill o gaases gy s 3/s Alid (1 /e

Lonud foyaty podlus Cuo Jadd (2lusuind Jummadd] (g0 9f 92408) Ablaall odd Liowud @iiww ¢ B o Liddsl LS
i o (183155/ 33155 Jo > Y Blie 095 ()9 Y Juudll Bl iy I/ elibl] oo D938

(B9 (S @ Qa9 Jlgs (ST e 3yl pue 3 AeBI Bgimdl ekl (dadlgall z3gad @ T ge 90 LS

eh &1 A8Lo) of bl (ST s o Oladdl 25 95/5 95 /8131 2021/00/00 (2> 3 Juasdl Lol 2/ eliSa
) Sy S/ hoobY Loy ool S/ ! (3 fstized] I/ slaol plseid gudarad Y U Ly
s @ty 1ol O 351 01 ¢ X ¢ b

Section 2: Icebreaking and demographic information

Transaction: As you know from our previous conversation, my name is Khulud. | am originally
from Saudi Arabia but live temporally in Sheffield. I am here to do my PhD research in the field
of library and information science about which we will talk today.
Question 1- What about yourself?
g0 @bl 2iST9 g doyad] dSlaa] o Sl G At L] ool slioleo Lok (3o cppolaifjalad LS 430 6,4
ME>Y die Crdmiia bo g8 9 Ologleal] g laSall pole polais] § olygiSUWI dlmyo dufyd daslio ol yo b
felic 13 -
Follow up question:
e S0, you have been here for quite a while, have not you?
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e Do you like reading?
e What was the last Arabic book you have read?
e What about music and other materials, such as atlas, do you like them?
TS ! Aoglo 873 dke Lilasy (§ (rvends/ oudld o/l -
C:St;b.ﬁj\ M/LADU g_,LQ -
T/ a3 e QLS 3 g2 o -
Sl /Lo Jo § Ll bYE (5,331 Gile gudaall of (i gall oy 13 Le-

Transaction: Going back to the questionnaire, | can tell that you have some perspectives about
the public libraries, today | will be extending those perspectives in to more details. However,
before that | would like to ask you

Question 2- How do you feel about participating in the questionnaire?
Do the questions | have asked in the questionnaire made you think about the public library
differently? Why ?

podl dell LSl Jg> Hhaidl Olgg yan J/ebdd of Jodl Of abaind coluiwd J) 85920l 435 5,49
2/l O 091 3 Ud oS € Jusaidl (o Lses (85,01 048 oy Grdeiine

SOl 3 &S)lana)l Ju> 2/ ygais 9o Lo -Y

€ 13 §alisen S daladl 2aSal (3 (30,Sa3/ ,Sa5 2/eltbazr Oluiad)l § gl 31 dudl Jo

Transaction: As | stated in the survey, today's interview is not far from your answers; rather, we
will have a kind of dialogue to deeply understand your perspective of the public libraries. Is
there anything you want to ask me about before we start?
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Section 3: Perspective of Public Libraries (A: Homeland image, B: Settlement land image,
C: Ideal or wished image)

A: Homeland image

Transaction: | do not know if you have had any previous image of public libraries. However, in
the Arab’s history we have had a deep history in building public libraries. You know that the first
Arab library was founded in Damascus more than 600 years ago. And lots followed, for example,
Baytul Hikma (House of Wisdom) in Baghdad. Astonishingly, they were not just a library; the
House of Wisdom, for instance, became the home of ancient and modern wisdom during the
Islamic Golden Age, preserving important works of scholarship from across Europe and the
Middle East. So, they were like home for everyone regardless of their race, ethnicity, etc.
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Question 3- Have you heard of this history? What do you think about that? Do you think it
is far from the reality of public libraries? Why?

Question 4- From the survey you have answered, | can see that you have had experience
with public libraries. But before we dig deeper, let me ask you this: What does the concept
of public libraries mean to you?
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Follow up question:
e Asyou just told me, to your public libraries are X (repeat participant's answer to the last
question). Is that what you mean?
e Ok, why did you explain it this way? Where does this image come from?
e Tell me about public libraries in your home country? Or how the family you grew up in,
your friends, etc perceive the concept of a public library?
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B: Settlement land image
Question 5- What about Sheffield Public Libraries (SPL)? What is your perspective of
SPL?
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Follow up question:
e Where do those images come from?
e Tell me about your first visit to SPL?
Which library was it?
Can you reconstruct your experience?
How was your feeling?
How that experience and feeling impact your current relationship with SPL? (Reconstruct
not remembering (Seidman, 2006, p. 88)).
e | will go back over the individual response and identifying areas to probe more here
and in the following question (e.q., a participants left a comment: my actual
experience with SPL in Q * 14. The obstacles note above (previous guestion) are
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caused by (Please select all that apply). Thus, I will ask her can you tell me more
about this?
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C: Ideal or wished image

Transaction: We will come back to this and talk more about your precise experience with SPL
and answer to the survey in the upcoming questions. But before we move on let me ask you this
6- Apart from all public libraries you've seen in the course of your life, what is your
current ideal image of public libraries?

S Ol e felibla] g doled] ded s liSo po Sy v AST okt daidl] o) dgaive 4T 6,
.ﬂ/&Uﬂ«fga:gcJ/dx.ca (65 pirai Of U8 55T . dosld)] dlewd)
08 &dlall Aol 2/ liyguo (B Lo colall laSall Jo iyl il @ yguall auazr (8 S By -1
S ol liSad!
Follow up question:
e Where do those images come from?
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Section 4: The representation of Arab in libraries (inclusion)
Transaction: Now we will talk more in-depth about your experience with SPL and different idea
from the survey you have answered. In the following section, for example, we will talk about an
idea called inclusion. It basically means that everyone should see himself/herself, identity,
language, etc represented in libraries' staff, collection, services, atmosphere, culture, etc. And
that everyone should feel as a part of public libraries. (To raise the awareness | will show this
image_if participants question the inclusion). Have you ever heard of the term inclusion
before this interview?

Question 7- What do you think of the view of inclusion | just explained? Do you agree with
that view? If not, to you what does inclusion mean? Or how you think you can be included
in SPL?
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Follow up question:

e Inyour opinion, was SLP designed to include everyone regardless of their ethnicity?

e How do you make such opinion?

e Do you see yourself as an Arab reflected in books or publications presented or owned by
SPL? give me an example?

e What about services, staff, space, etc, and other aspect connected to the appearance of
SPL?

e Tell me a story when you were OR were not able to feel included or reflected in X in
SPL? If it did not happen to you, tell me about your friend, child, etc?

e Do you feel being included or excluded is connected to you being an Arab? And why you
have this feeling?

e Do you feel that you have had an opportunity to express an opinion about books
selection, services, etc in SPL? E.g., have you ever been asked to take a survey about
your opinion of SPL and whether it is inclusive to all users?

e | will go back over the individual response and identifying areas to probe more here and
in the following question (e.g., specific focus on representation on collection and staff as
a theme emerged from the survey)
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Section 5: A: Diversity, and B: Integration

A: Integration

Transition: You have told me about inclusion, do you want to add anything? We will now move
to another relevant idea called integration. It concentrate on the believe that everyone should
live in a community where people, whatever their background, ethnicity, language live, work,
learn and socialise together. A community where everyone feels a sense of belonging. (to raise
the awareness | will show this image_if participants question the integration). Have you ever

heard of this term before this interview?

8- What do you think of the view of integration I just explained? Do you agree with it? If
not, what does it mean to you?
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Follow up question:

Whose responsibility is it to achieve integration? Do you think you are responsible?
How? Do you think SPL is responsible too? How?

Do you know public libraries are supposed to support integration by bringing
communities together? E.g. they are expected to provide people with safe space to gather,
chat, communicate, or exchange knowledge and thought without any inequalities based
on background, ethnicity, etc. Do you think any of SPL success in providing such space?
Can you tell me a story when you felt able to practice your right of safe communication
in SPL?

Has SPL helped you to feel more at home OR a second home (belong) in Sheffield? By
second home | mean a place in which you do not feel as a stranger?

Do you see SPL as a safe social space? For example, when you are tired, do you think
going to the library should be one of your choices to relax and enjoy socialising? If so,
tell me a story? And who do you socialise with?

I will go back over the individual response and identifying areas to probe more here
and in the following guestion
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B: diversity

Transaction: After discussing inclusion and integration, let me introduce you to another relevant
idea called diversity. Diversity means that SPL must be able to provide range of services and
collection and created the atmosphere that offer a vision of the diverse society it serves. For
example, the public libraries in Burngreave or Firth Park, must be as multi-cultural and lingual
as the neighbourhood is. (to raise the awareness | will show this image if participants
guestion the diversity). Have you ever heard of the term diversity before this interview?

9- What do you think of the view of diversity | just explained? Do you agree with it? If not,
what does it mean to you?
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Follow up question:

e Do you think SPL achieved this diversity? If not what they achieved?
OR
Do you think any of SLP achieved diversity on staff, collection, services, etc?

e Tell me a story when you recognised such diversity?

e Do you think a diversity of staff is something that is important to you in the SPL or does
it make a difference or not? (Prompt: What about collection, services, etc.?)

e Tell me a story of when diversity or lack of diversity in X impacted your experience with
or opinion about SPL?

e How it made you feel? And how you feel now?

e | will go back over the individual response and identifying areas to probe more here and
in the following question
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Section 6: Transferring the current image of SPL
10- After all we've talked about, let me ask you this: If we want to change SPL to better connect
with Arab communities living in Sheffield, what those changes may look like? I want you to use
the paper and pen | asked you to bring and take a couple of minutes to draw me the practical
steps for changes and who should be involved? And | will do the same as well. (to reduce
power unbalance, | will draw one myself)
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Follow up question:
e Can you explain the drawing to me?
e What is your responsibility to promote that changes?
e What is the libraries’ responsibility?
e What may challenge implementing changes?
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Section 7: Conclusion and a reminder of interviewee right
11- We are almost at the end of the interview.
How you feel about it and why? In which part did you feel like you expressed yourself the most?
Why? and why you choose this part? And in which part you did not?
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Follow up question:

e Is there anything else you want to tell me about before you go? E.g. anything from the
survey you want to talk more about? Or maybe something you wish this interview should
have covered?

e Is there anyone you think | should talk to find out more about SPL?
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Thank you so much for your time; That was an exciting conversation. Before you go, | want to
remind you that you can contact me any time before X/X/2021 if you're going to add anything,
change any of your statements, or withdraw from the study, which I hope not.

Also, | can send you a transcript of your conversation. You can read and even edit them if you
wish so. Are you interested in that?
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APPENDIX 9: COUNCIL-RUN LIBRARIES INTERVIEW PROTOCOL AND

INVITATIONS LETTER

A. Invitations letter

Dear [X],

I hope my email finds you well. As you may already know | am a PhD researcher at the
Information School at Sheffield University, and for my PhD | am researching public libraries'
provision for diverse communities, with a specific focus on Arabs in Sheffield. | have also been
working in the Library and Information field since 2014, and | quite understand the continuous
struggle public libraries face to sustain and maintain their services

Many thanks if you completed the initial staff survey, which was the first stage of my data
collection with Sheffield Libraries staff. The next stage is the research interview with selected
key members of the leadership team, including yourself. | am planning to conduct these online
via Zoom to keep us all safe, but please let me know if you prefer another application e.g.
Google Meet or Skype. | anticipate that the interview will last around 45 minutes, and | have
listed below the four main areas it will focus on. | am also attaching the main questions I will ask
so that you have an opportunity to read them in advance:

1- Perspectives on diversity, inclusion, and integration.

2- Community engagement - reaching out and collaboration activities.

3- Stock development and service development policies.

4- Challenges and future plans, areas for improvement.

My research has received ethical approval from the University of Sheffield, and as part of this
process please also find attached the Information sheet and Consent form which | would like you
to please read, sign, and return to me at kasahharil@sheffield.ac.uk before the interview begins.
| plan to conduct the interviews in December before the Christmas holidays, so please let me
know which days or times are easiest for you between 1-17 December, and | will send you an
invitation and link to join the meeting. If you have any questions, of course, you are welcome to
email me. I am very grateful indeed for your time and contribution to my research.

Sincerely,
Khulud Sahhari


mailto:kasahhari1@sheffied.ac.uk

407

B. Interview protocol

Section 1: Confirmation of participants’ right
Before we start, thank you for signing the consent form and the information sheet. Do you have
any questions about them? As stated in the consent form, this will be recorded. The recording is
for my use. I will transcribe your answers, and the recording will be deleted later on. Are you ok
with that? As explained in the consent form as well, you have full rights not to answer any of the
questions or terminate at any time. And if you want to withdraw or change any of your answers,
that will be doable until 00/00/2021. Also, | understand that a team runs the library, so please
feel free to say I do not know if | ask about something that is not part of your job's
responsibilities. Finally, your real name will not be used unless you request that. Any Questions?
Ok, how would you like me to address you?
Q1: Can you tell me a little about your current role in Sheffield Libraries, what the job involves,
and how long you have been in the role?

Section 2: Introduction section

Before we start, | want to clarify the subject to help you to understand which communities |
would like you to base your responses on. The interest of this research is Arab as an ethnicity
rather than Arabic-speaking individuals from non-Arab backgrounds. This generally includes
people for whom Arabic is their first language, mainly from Northern Africa, Western Africa,
Eastern Africa, and Western Asia. And, in terms of their status, they vary between long-
established citizens, refugees, asylum seekers, and international students. And according to the
last Census (2011), they make up 8.432 of the total Sheffield population. And they live mainly in
Burngreave, Darnall, Upperthorpe, and Firth Park, but this may have changed since 2011. Do
you have any questions about the subject matter of this research?
Q2: What kind of data do you and your team use to map and understand the communities you
serve? Are these adequate for your needs and the communities’ needs?

Section 3: The SPL's understanding of diversity, inclusion, and integration.
Q3: How do you understand the terms diversity, inclusion and integration, and how does this
underpin the library service’s work (or this translate into the library’s work)?
Q3a: How are staff across the organisation made aware of Sheffield Libraries’ diversity,
inclusion, and integration work?
Q3Db: Do you think issues of diversity, inclusion and integration are linked to racism at
all?

Section 4: Reaching out and collaboration to understand the needs of the catchment
community and communicating that across the staff.

Q4: How important is it to you that the library service and its individual branches reflect the
local communities they serve? (Prompt: That's really interesting, tell me a bit more about that?
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Who would play a role in that? ...staff? Volunteers? How specifically are they made aware of
their catchment community and their needs?)
Q4a: Can you tell me about how the library service engages with its communities?
(Prompt: -Challenges?/-events, activities, Policy)

Section 5: A- Stock development policy and B- service development policy.
Intro Qs:
Q5: To what extent are services to library users from ethnic minority or migrant communities
included in your service policies and planning documents? (Prompt: Can you tell me more about
that policy? If not, do you know why that is at all?)
Q6: Do you think that as a service, Sheffield Libraries is effective in making libraries welcome
to everyone? (Prompt: -Challenges? -How is success measured/monitored?)
A- Stock development policy:

Q7: Let's talk more specifically about the collection. To what extent does the library service
provide its communities with collections focusing on their culture or language? Is this provision
informed by the communities, and how are the collections developed and maintained?
(Prompt: -Do you think it’s been successful? What are the measurements of success?
-What are the limitations of this approach?)

Q7a: Focusing specifically on Arab communities, to what extent does the service provide

the Arab communities with collections reflecting their culture or language?

B- service development policy

Q8: Having talked about the stock, 1 would like to ask about the other services. Can we explore
the services’ social and cultural events and programs, looking at ways in which the service uses
both virtual and physical library space as a means of bringing people together?

(Prompt: -So, in terms of criteria, what should such events include? OR What are their purposes?
-Can you tell me more about how the SPL empowers their catchment community to get involved
in designing and delivering those services?).

Section 6: The Kind of challenges Sheffield libraries staff or volunteers may face in
responding to the increasing diversity of Sheffield, especially in how they communicate
with ACISH. And room for improvements

Q9: What sorts of constraints and barriers you might face in delivering a fully inclusive service
to Arab and other minority communities? Plans to address these?

Possible Prompt:
1- How did you overcome or manage those challenges?

2- Overall, what support or training do you need to increase your ability or skills to
overcome or manage any of those challenges?
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3- Who precisely should be involved in helping to overcome or manage those
challenges?

4- Specific focus on COVID-19 and staff profile. For example, Can you tell me
more about the impact of COVID 19 on the SPLs? (Follow-up: interesting...can
you tell me more about this? how are they recovering now?) & Do you think the
staff profile (ethnic, national, linguistic) is important at all in thinking about these
issues of diversity, inclusion and integration? (-Have you done anything on this
or are you planning to?)

Section 7: Conclusion
Q10: We are reaching the last part of today's interview, but I would love to ask you one more
question before we finish. As a summary of this interview, how do you consider the library
service’s performance in responding to the needs of the Arab communities living in Sheftield?
Q10a: What would you need to improve the current level of service to these communities?
Q11: Is there any points you would like to add? Or, is there anyone you think I should talk to to
understand more about Sheffield libraries' services for ACISH?

Thank you so much for your time. That was an exciting conversation. Before you go, | want to
thank you again and remind you that you can contact me any time before X/X/2021 if you're
going to add anything, change any of your statements, or withdraw from the study, which | hope
not.
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APPENDIX 10: COMMUNITY-MANAGED LIBRARIES INTERVIEW PROTOCOL

Note. Invitations letter is the same in Appendix 10
CMLs interview protocol (6 sections and 11 questions)
Section 1: Confirmation of participants' right
Before we start, thank you for signing the consent form and the information sheet. Do you have
any questions about them? As stated in the consent form, this will be recorded. The recording is
for my use. I will transcribe your answers, and the recording will be deleted later on. Are you ok
with that? As explained in the consent form as well, you have full rights not to answer any of the
questions or terminate at any time. And if you want to withdraw or change any of your answers,
that will be doable until 00/00/2021. Also, your real name will not be used unless you request
that. Also, | understand the complexity of CMLs and your position. So, please feel free to say |
do not know if I ask about something that is not part of your job's responsibilities.
Any Questions? Ok, how would you like me to address you?
Q1: Can you tell me a little about your current role in Sheffield Libraries, what the job involves,
and how long you have been in the role?
Section 2: Introduction section
Before we start the main questions, | want to clarify the subject to help you to understand which
communities | would like you to base your responses on. The interest of this research is Arab as
an ethnicity rather than Arabic-speaking individuals from non-Arab backgrounds. This generally
includes people for whom Arabic is their first language, mainly from Northern Africa, Western
Africa, Eastern Africa, and Western Asia. And, in terms of their status, they vary between long-
established citizens, refugees, asylum seekers, and international students. And according to the
last Census (2011), they make up 8.432 of the total Sheffield population. And they live mainly in
Burngreave, Darnall, Upperthorpe, and Firth Park, but this may have changed since 2011. Do
you have any questions about the subject matter of this research?
Q2: What kind of data do community run libraries use to map and understand the communities
they serve? Are these adequate for their needs and their communities’ needs?
Section 3: the performance of the CMLs
Q3: How do CVLs understand the diversity, inclusion and integration agenda and how does that
underpin their work?
Q3a: How do you think this compares to the council-run services?

Q4: To what extent do you think that CVLs are trying to reflect the local communities they
serve?
Q4a: Can you tell me about how they engage with their communities?

Q5: To what extent are services to library users from ethnic minority or migrant communities
included in the CVLs service policies and planning documents and processes? (Prompt: Can you
tell me more about that policy? If not, do you know why that is at all?)
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Q6: Do you think CVLs are successful in in engaging with communities and making libraries
welcome to everyone? (Prompt: -Challenges? -How is success measured/monitored?)
Q6: Let's talk more specifically about the collection. To what extent does the library service
provide its communities with collections focusing on their culture or language? Is this provision
informed by the communities, and how are the collections developed and maintained? (Prompt:
-Do you think it’s been successful? What are the measurements of success? -What are the
limitations of this approach?)
Q6a: Focusing specifically on Arab communities, to what extent does the service provide
the Arab communities with collections reflecting their culture or language?

Q7: Having talked about the stock, 1 would like to ask about the other services. Can we explore
the CVLs’ social and cultural events and programs, looking at ways in which they use both
virtual and physical library space as a means of bringing people together? (Prompt: -So, in terms
of criteria, what should such events include? OR What are their purposes? -Can you tell me more
about how the CMLs empower their catchment community to get involved in designing and
delivering those services?)

Section 5: The kind of challenges volunteers may face in responding to the increasing
diversity of Sheffield. And room for improvements

Q8: Can you tell me more about what sorts of constraints and barriers CVLs face in delivering a
fully inclusive service to Arab and other minority communities? Plans to address these? And are
there differences between CVL and Council-run libraries in the challenges they face?

Possible prompt:

1. Specific focus on COVID-19 and End of support package. E.g. Can you tell me more

about the impact of COVID 19 on Associate libraries and Co-delivered? (Follow-up:

interesting...can you tell me more about this? how are they recovering now?)

How did Associate libraries and Co-delivered overcome or manage those challenges?

3. Overall, what support or training do they need to increase their ability or skills to
overcome or manage any of those challenges?

4. Who precisely should be involved in helping to overcome or manage those challenges?

N

Section 6: Conclusion

Q9: We are reaching the last part of today's interview, but | would love to ask you one more
question before we finish. As a summary of this interview, how do you consider the CVLs
performance in responding to the needs of the Arab communities living in Sheffield?

Q9a: What would you need to improve the current level of service to these communities?
Q10: Is there any points you would like to add? Or, is there anyone you think I should talk to to
understand more about CMLSs' services for the ACISH?
Thank you so much for your time. That was an exciting conversation. Before you go, | want to
thank you again and remind you that you can contact me any time before X/X/2021 if you're
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going to add anything, change any of your statements, or withdraw from the study, which | hope
not.
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APPENDIX 11: LIBRARY STUDY CONSENT FORM AND INFORMATION SHEET

A. Consent form

Please tick the appropriate boxes

Taking Part in the Project

I have read and understood the project information sheet and agreed that the project had been fully
explained to me. (If you will answer No to this question, please do not proceed with this consent form
until you are fully aware of what your participation in the project will mean.)

I have been given the opportunity to ask questions about the project.

| agree to take part in the project. | understand that taking part in the project will being interviewed AND
recorded (audio or video as agreed upon before the interview).

I understand that my taking part is voluntary and that | can withdraw from the study at any time/before the
data has been anonymised, analysed or published on 30/12/2021. 1 do not have to give any reasons for why
I no longer want to take part, and there will be no adverse consequences if | choose to withdraw.

O 0|0 o

OO 0O

How my information will be used during and after the project

I understand my personal details such as name, phone number, address and email address etc. will not be
revealed to people outside the project.

I understand and agree that my words may be quoted in publications, reports, web pages, and other
research outputs. | understand that | will not be named in these outputs unless | specifically request or
agreed on this.

I understand and agree that other authorised researchers will have access to this data only if they agree to
preserve the confidentiality of the information as requested in this form.

I understand and agree that other authorised researchers may use my data in publications, reports, web
pages, and other research outputs, only if they agree to preserve the confidentiality of the information as
requested in this form.

| give permission for the interview transcript that | provide to be deposited to Sheffield ORDA and linked
to Khulud Sahhari’s thesis so it can be used for future research and learning.

So that the information you provide can be used legally by the researchers

| agree to assign the copyright I hold in any materials generated as part of this project to The University of
Sheffield.

O (O od Og
O 10 g0 d|d

Name of participant [printed] Signature Date

Name of Researcher [Khulud A Sahhari] Signature: Date:

Project contact details for further information:
lead researcher:

Khulud Ali Sahhari

Kasahharil@sheffield.ac.uk

Supervisors:

Briony Birdi

b.birdi@sheffield.ac.uk

Lucy Mayblin

l.mayblin@sheffield.ac.uk
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B. Information sheet

The University of Sheffield Public libraries’ commitment to diversity and
Information School inclusion toward better integration of multi-
ethnic community groups: the Arab
community in Sheffield as a case study

You are being invited to take part in a research project. Before you decide whether or not to
participate, it is important for you to understand why the research is being done and what it will
involve. Please take time to read the following information carefully and discuss it with others if
you wish. Ask us if there is anything that is not clear or if you would like more information.
Take time to decide whether or not you wish to take part. Thank you for reading this.

Researchers
The lead researcher of this study is Khulud Ali Sahhari (kasahharil@sheffield.ac.uk), who is a
third-year PhD student in Libraries & Information Society Research Group, Information School,
University of Sheffield. The study is supervised by Dr. Briony Birdi (b.birdi@sheffield.ac.uk)
and Dr. Lucy Mayblin (I.mayblin@sheffield.ac.uk).
Further information about the researcher and supervisors can be found:

e Khulud Sahhari: https://www.sheffield.ac.uk/is/people/phd-researchers/khulud-ali-sahhari
e Dr. Briony Birdi: https://www.sheffield.ac.uk/is/staff/birdi
e Dr. Lucy Mayblin: https://www.sheffield.ac.uk/socstudies/staff/staff-profiles/lucy-mayblin

Purpose of the research

This research examines Sheffield public libraries' (both council-run or volunteer-run)
commitments to diversity, inclusion, and integration in responding to the needs of Arab
communities in Sheffield (ACISH).

Who will be participating?
Potential participants are
1. Library staff and senior managers from libraries delivered by Sheffield City Council.

What will you be asked to do?

If you are library staff or senior manager from Sheffield Central Library, individual branch
libraries, and community-run libraries within Sheffield interested in taking part in the study, |
would like to ask you about/talk with you about

1- how you understand and operationalise 'diversity’, 'inclusion’, and ‘integration’ within

your work.
2- the extent to which these understandings and activities include Arab communities.
3- challenges facing your organisation from responding to the identified need.
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4- the extent of satisfaction with the work carried out by your organisation till the present
moment.
5- your view and evaluation of the issues arising from the survey filled by members of your
own organisation or members of the Arab ethnic community.
6- your view of the relationship between documents and institutional law and the actual
work (reality).
Most interviews are expected to last between 45 to 60 minutes, but this is flexible. "Even as the
prevalence of the virus in the UK population reduces, we must be mindful that there are still
risks" (Sheffield University, 2021). Thus, interviews with participants will be undertaken
remotely to reduce the likelihood of transmission for both researchers and participants.
Interviews can be held on Skype, for example, or any other telecommunications application you
prefer. If remote interviewing is not suitable for you, please email me at
kasahharil@sheffield.ac.uk. In that case, further steps will be taken with my supervisors (Dr.
Briony Birdi & Dr. Lucy Mayblin) and their DRI to respond to your preference in line with
Sheffield University's Qualitative research guidance during the COVID 109.
It is up to you to decide whether or not to take part. If you do decide to take part, you will be
given this information sheet to keep and be asked to sign a consent form. You can still withdraw
at any time without giving any reason. Yet, if you wish to withdraw from the research, please
contact kasahharil@sheffield.ac.uk before 30/12/2021. These rights, however, cannot be
extended after the data has been anonymised, analysed or published.
What are the potential risks of participating?
Your participation in this study does not imply any identifiable risks or disadvantages. All your
comments will be made anonymous to protect your identity, and the confidential documents will
be stored in a secured hard drive and protected by passwords. Questions were designed not to
cause harm, anguish or discomfort. If you feel uncomfortable answering any questions, feel free
to express your concerns. You are, of course, free to decline to answer such questions. You may
withdraw from the study at any time. Moreover, you are encouraged to refrain from disclosing
any information that you may consider defamatory, incriminating, or otherwise sensitive.
What data will I collect?
I will record the interviews on a digital audio recorder, and the interviews will then be
transcribed. Once the transcripts have been anonymised (hames and identifying information
removed), the audio recordings will be deleted. The files will be held in a password protected
drive and will not be shared with anyone outside the research team.
What will I do with the data?
Following the university policies, the data (generated from interviews) and signed consent forms
and information sheet (Soft copies) will be stored in a password-protected system. They will be
stored in the researcher's University of Sheffield Google Drive account. Additional copies of
them will also be stored on an external drive and departmental laptop for backup purposes. All
will be encrypted and password-protected, and held in a secure and locked place when not in use.
The participants will be anonymised, and data will also be encrypted and accessed only by the
researcher and her supervisors. If you choose to sign hard copies of the consent form or
information sheet, they will be held in securely locked storage. As with other personal
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information, they will be confidentially destroyed after a year of being awarded the PhD for the
lead researcher.
The lead researcher will transcribe the interviews and thematically analyse the data as well.
Qualitative data analysis computer software (NVivo) will be used, and a password will protect it.
The use of paper copies will be avoided unless essential and will be kept in locked storage. The
papers will be destroyed as soon as they are no longer needed.
Due to the nature of this research, other researchers may likely find the data collected to be
useful in answering future research questions. For that reason, | would like to deposit the
anonymised transcripts of the interviews to the Sheffield ORDA and embed links to them in the
final dissertation. Thus, I will ask for your explicit consent for your data to be shared in this way.
If you agree to me sharing the information you provide with other researchers, then your
personal details will not be included unless you explicitly request this.

Will your participation be confidential?
All information given to the researcher will be carefully anonymised throughout the data
transcript, analysis, interpretation, or the written findings. Name, phone number, address, email
address, or any other details that could identify participants or other people will be manipulated.
In other words, in the write-up of findings and any publications, participants will be assigned
codes or pseudonyms. Also, names that participants have mentioned (e.g., names or titles of
universities, organisations, places, etc.) will be anonymised if the research thinks that these
details will identify participants or others. Participants' identification will remain anonymous in
any reports or publications unless they have given their explicit consent to be identified or wish
for so.

What will happen to the results of the research project?
The anonymised data will be used in the researcher's PhD thesis, which will be publicly
available, and in future research publications. It is also possible that the anonymised findings will
be presented at conferences. The PhD thesis will be published in the White Rose System
[http://etheses.whiterose.ac.uk].
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What is the legal basis for processing your personal data?
The University of Sheffield will act as the Data Controller for this study. In that sense, the
University is responsible for looking after your information and using it properly. To collect and
use your personal information as part of this research project, we must have a basis in law to do
s0. The basis that we are using is that the research is 'a task in the public interest'.

Note: Further information, including details about how and why the University processes
your personal information, how we keep your information secure, and your legal rights
(including how to complain if you feel that your personal information has not been
handled correctly), can be found in the University's Privacy Notice
https://www.sheffield.ac.uk/govern/data-protection/privacy/general.

If you have any difficulties with, or wish to voice concern about, any aspect of your
participation in this study, please contact Dr Paul Reilly, Research Ethics Coordinator,
Information School, The University of Sheffield (ischool ethics@sheffield.ac.uk).

Name of participant:
Date:

Signature:
Name of Researcher [Khulud A Sahhari]

Date:

Signature:
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APPENDIX 12: ARAB STUDY CONSENT FORM AND INFORMATION SHEET IN

ENGLISH

A. Consent form

Please tick the appropriate boxes

Taking Part in the Project

I have read and understood the project information sheet and agreed that the project had been fully
explained to me. (If you will answer No to this question, please do not proceed with this consent form
until you are fully aware of what your participation in the project will mean.)

I have been given the opportunity to ask questions about the project.

| agree to take part in the project. I understand that taking part in the project will being interviewed AND
recorded (audio or video as agreed upon before the interview).

I understand that my taking part is voluntary and that | can withdraw from the study at any time/before the
data has been anonymised, analysed or published on 30/07/2021. | do not have to give any reasons for why
I no longer want to take part, and there will be no adverse consequences if | choose to withdraw.

O 0O 0 O
O 0O|al o

How my information will be used during and after the project

I understand my personal details such as name, phone number, address and email address etc. will not be
revealed to people outside the project.

I understand and agree that my words may be quoted in publications, reports, web pages, and other
research outputs. | understand that I will not be named in these outputs unless | specifically request or
agreed on this.

I understand and agree that other authorised researchers will have access to this data only if they agree to
preserve the confidentiality of the information as requested in this form.

I understand and agree that other authorised researchers may use my data in publications, reports, web
pages, and other research outputs, only if they agree to preserve the confidentiality of the information as
requested in this form.

| give permission for the interview transcript that | provide to be deposited to Sheffield ORDA and linked
to Khulud Sahhari’s thesis so it can be used for future research and learning.

So that the information you provide can be used legally by the researchers

| agree to assign the copyright | hold in any materials generated as part of this project to The University of
Sheffield.

O O o0 00
O Oopb 0o

Name of participant [printed] Signature Date

Name of Researcher [Khulud A Sahhari] Signature: Date:
Project contact details for further information:
lead researcher:
Khulud Ali Sahhari
Kasahharil@sheffield.ac.uk
Supervisors:
Briony Birdi
b.birdi@sheffield.ac.uk
Lucy Mayblin
l.mayblin@sheffield.ac.uk
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B. Information sheet

The University of Sheffield Public libraries' commitment to diversity and
Information School inclusion toward better integration of multi-
ethnic community groups: the Arab
community in Sheffield as a case study

You are being invited to take part in a research project. Before you decide whether or not to
participate, it is important for you to understand why the research is being done and what it will
involve. Please take time to read the following information carefully and discuss it with others if
you wish. Ask us if there is anything that is not clear or if you would like more information.
Take time to decide whether or not you wish to take part. Thank you for reading this.

Researchers
The lead researcher of this study is Khulud Ali Sahhari (kasahharil@sheffield.ac.uk), who is a
second- year PhD student in Libraries & Information Society Research Group, Information
School, University of Sheffield. The study is supervised by Dr. Briony Birdi
(b.birdi@sheffield.ac.uk) and Dr. Lucy Mayblin (I.mayblin@sheffield.ac.uk).
Further information about the researcher and supervisors can be found:

e Khulud Sahhari: https://www.sheffield.ac.uk/is/people/phd-researchers/khulud-ali-sahhari
e Dr. Briony Birdi: https://www.sheffield.ac.uk/is/staff/birdi
e Dr. Lucy Mayblin: https://www.sheffield.ac.uk/socstudies/staff/staff-profiles/lucy-mayblin

Purpose of the research

This research aims to investigate Sheffield Public Libraries’ (SPL) role in a multicultural society
with a specific focus on how SPL serves the Arab community in Sheffield.

Who will be participating?
Potential participants are

2. Sheffield residents who identify themselves ethnically as Arab. Those are mainly from
Arabic countries identified by the Arab League. They included Algeria, Bahrain, Comoros,
Djibouti, Egypt, Iraq, Jordan, Kuwait, Lebanon, Libya, Mauritania, Morocco, Oman,
Palestine, Qatar, Saudi Arabia, Somalia, Sudan, Syria, Tunisia, the United Arab Emirates and
Yemen.

3. 18 years old or over (adult under the law and regulation of the UK).
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What will you be asked to do?
If you are member of Arab ethnic community interested in taking part in the study, | would like
to ask you about/talk with you about
1- experience with Sheffield Public Libraries;
2- expectations from Sheffield Public Libraries;
3- hindrances to information acquisition and connection with public libraries;
4- your needs;
5- information resources;

we expect that most interviews will last between 30 to 60 minutes, but this is flexible. Interviews
will be online via Skype, for example, whichever you prefer to protect your safety during the
COVID-19 pandemic. When the COVID-19 pandemic is over, interviews can be held in person
(held in a public space, private study room at Sheffield University or public libraries, or
interviewees' official workplace). The lead researcher, who will carry out the interviews, is based
in Sheffield and is willing to travel to interview you if wanted.
It is up to you to decide whether or not to take part. If you do decide to take part, you will be
given this information sheet to keep and be asked to sign a consent form. You can still withdraw
at any time without giving any reason. Yet, if you wish to withdraw from the research, please
contact kasahharil@sheffield.ac.uk before 30/7/2021. These rights, however, cannot be extended
after the data has been anonymised, analysed or published.
Please note that participation is entirely your choice.
What are the potential risks of participating?
Your participation in this study does not imply any identifiable risks or disadvantages. All your
comments will be made anonymous to protect your identity, and the confidential documents will
be stored in a secured hard drive and protected by passwords. Questions were designed not to
cause harm, anguish or discomfort. If you feel uncomfortable answering any questions, feel free
to express your concerns. You are, of course, free to decline to answer such questions. You may
withdraw from the study at any time. You are moreover encouraged to refrain from disclosing
any information that you may consider defamatory, incriminating or otherwise sensitive.
What data will I collect?
The data collected are:
A. Audio-visual recordings:
- Software: Audio recorders open for borrowing from the University of Sheffield & Skype or
Zoom built-in option to record a call.
- Files and Formats: MPEG-4 Media File (.mp4)
C. Interview transcripts
- Software: Trint, ATLAS & NVivo.
- Files and Formats: Microsoft Word Document (DOC) & Portable Document Format (.pdf)
What will I do with the data?
Following the university policies, the data (generated from interviews) and your completed
consent form will be stored in a password-protected system. It will be stored in the researcher's
University of Sheffield Google Drive account. Additional copies will also be stored on an
external drive and departmental laptop for backup purposes. All will be encrypted and password-
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protected and held in a secure and locked place when not in use. The lead researcher will
transcribe the interviews and thematically analyse the data as well. Qualitative data analysis
(ATLAS or NVivo) will be used. A password will protect both. The use of paper copies will be
avoided unless essential and will be kept in locked storage. The papers will be destroyed as soon
as they are no longer needed. Your completed consent form, as with other personal information,
will be confidentially destroyed after a year of being awarded the PhD for the lead researcher.
If you choose to be interviewed in Arabic, a translator may be involved to translate your answers
into English. However, the translator will have access to the anonymised version. In other words,
any personal information or identifiers will be removed or replaced before handing the Arabic
transcript to a translator unless you explicitly request keeping them.
Due to the nature of this research, other researchers may likely find the data collected to be
useful in answering future research questions. For that reason, we would like to deposit the
anonymized transcripts of the interviews to the Sheffield ORDA and embedded links to them in
the final dissertation. Thus, we will ask for your explicit consent for your data to be shared in this
way. If you agree to us sharing the information you provide with other researchers, then your
personal details will not be included unless you explicitly request this.

Will your participation be confidential?
All information given to the researcher will be carefully anonymized throughout the data
transcript, analysis, interpretation, or the written finding. Name, phone number, address, email
address, or any other details that could identify participants or other people will be manipulated.
In other words, in the write-up of findings and any publications, participants will be assigned
codes or pseudonyms. Also, names that participants have mentioned (e.g., names or titles of
universities, organizations, places, etc.) will be anonymized if the research thinks that these
details will identify participants or others. Participants' identification will remain anonymous in
any reports or publications unless they have given their explicit consent to be identified or wish
for so.

What will happen to the results of the research project?
The anonymised data will be used in the researcher’s PhD thesis, which will be publicly
available, and in future research publications. It is also possible that the anonymised findings will
be presented at conferences. The PhD thesis will be published in the White Rose System
[http://etheses.whiterose.ac.uk].
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What is the legal basis for processing your personal data?
The University of Sheffield will act as the Data Controller for this study. In that sense, the
University is responsible for looking after your information and using it properly. To collect and
use your personal information as part of this research project, we must have a basis in law to do
so. The basis that we are using is that the research is ‘a task in the public interest’.
Note: Further information, including details about how and why the University processes
your personal information, how we keep your information secure, and your legal rights
(including how to complain if you feel that your personal information has not been
handled correctly), can be found in the University’s Privacy Notice
https://www.sheffield.ac.uk/govern/data-protection/privacy/general.
If you have any difficulties with, or wish to voice concern about, any aspect of your
participation in this study, please contact Dr Paul Reilly, Research Ethics Coordinator,
Information School, The University of Sheffield (ischool_ethics@sheffield.ac.uk).

Name of participant:
Date:

Signature:

Name of Researcher [Khulud A Sahhari]

Date:

Signature:



423

APPENDIX 13: ARAB STUDY CONSENT FORM AND INFORMATION SHEET IN

ARABIC

A. Consent form

o

Apulial) AaY) S8 2

£ 9l 3 &S JLall

eaor e damd) 18 e YL ALY s ) (JelSl g g el B4y 8y g 5 el Cilaslan 48 )5 e oo DUaly 2gail
(§ s el (8 GBS e diad Loy ALIS Al o e ()65 i 4881 gall 73 a8 JlaS) p2e

,&jﬂgm&icﬁk@)ﬂ\g@ﬁ

Giie g LS g gl & en) Ll g Allia 84S liall acaians & g el 3 AS Uil Of agdl & 5 il L3S Liall e il
(ALGEA e

5 30/07/2021 8 W i sl Lelilad of Ul elia) JB <y (gl A Al jall (e sV Sy 43l 4 jlis) S jLae ol
PV Jla 8 Al il 0 g g pae ae AS Ui B e ) e B il (sl 6l 5 ylaas

£ spdal) day g £l il glaa aladin Audss

gl )l

mg;W\)sse:gJ.ui,ﬁi,ws‘\zlwtu\;)sﬂ,;.g}nQ&A}ﬁ,um}gb).utQ@wwgﬁv@&p@b,ﬂ
Ao @85l 5 aaaally elly (o) Lo cila Al

O sain st LeS il slaall Ay o e Allaally | sagas 13 ULl 038 ) Jgamn o)) 3o | 5iSaly o0 A1 i) i) G i)
Zosaill b ile

e ¢ AN Gl Gl i s Gl Cladea a5 ) ) gliall UL ahaiul (AN Cpaaieal) Gfialll s asly 8
Zasadl 13 A ageaie s LS e gheall &y e aliilaadls ) Y]

Sheffield ORDA (& 4=13Y 4ias (3l ALaall (mi 5 ALaal) iy G3Y) el
s l\géel’ﬂb “uall daladiio USA;\g;‘lLSJlA“’Lflc sl ‘XAJJLL‘LG—L‘%JJ

8 ISy Lt ) il slaall alafiad (s Gfiald] oSy S

Aliad daala g s pdall 138 (e e 3aS Lalae ) 25 3 g0 gl A LSl ) il §4ia e Jllly agail s i

el Pl & jLial) and
gl &gl G o 3gla AL/ ald) aul

sl slaall (50 3y 3al g 5 pliall gty doal 5l Jpuali

:&L.\S\

Khulud Ali Sahhari
Kasahharil@sheffield.ac.uk
20158 puall

Briony Birdi
b.birdi@sheffield.ac.uk
Lucy Mayblin
l.mayblin@sheffield.ac.uk



mailto:Kasahhari1@sheffield.ac.uk
mailto:b.birdi@sheffield.ac.uk
mailto:l.mayblin@sheffield.ac.uk

424

B. Information sheet
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APPENDIX 14: INTERVIEW SUMMARY FORMS

A. Interview summary form/Arab interviews
Interview Number:
Interview Time:
Interview Code (Participant N-Participant chosen name-Day-21):
Demographic Information:
e Name (participants will be asked to choose a hame, nickname, or any other
identifier for themselves):
e Age:

45-54
18-24
55-64
25-34
35-44
+65
Gender

o Male
o Female
o Others

® O OO0 O O O

Home of origin (Country):
Current status
Arab-British, born in the UK.
Arab-British, born outside the UK.
Arab born outside the UK (temporarily in the UK, e.g. students).

O O O e

How long have you been in the UK? (only for non-UK born)
Occupation

Employed Full-time
Employed Part-time
Self-Employed
Unemployed
Retired

Student

O O O O O O

B. Interview Summary Form/Library Interview
Interview Number:
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Interview Time:

Interview Code (Participant N-Participant chosen name-Day-21):
Focus based on survey or LR (if any):
Initial notes and analysis:
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APPENDIX 15: AN EXAMPLE OF INTERVIEW TRANSCRIPT IN ENGLISH
Note. X' or other note between brackets represents deleted or replaced text for anonymity
purposes. Dots (e.g. ...) represent a pause by the interviewee or incomplete sentences unless
other explanations are provided between parentheses.

The researcher [00:00:05] Thank you for signing the information sheet and consent form; it is
really appreciated.

THE INTERVIEWEE[00:00:09] Oh, no problem.

The researcher [00:00:11] Do you have any question about them, any concern, anything?

THE INTERVIEWEE|[00:00:51] No. It is all fine.

The researcher [00:00:51] Are you OK with me calling you [X]?

THE INTERVIEWEE[00:00:55] Of course, yes, of course. Call me whatever you like, really.
The researcher [00:00:58] OK. So [X] the thing that you didn't know about me is | work in the
field of library information science since 2014. So I'm familiar with everything in public
libraries, the issue with public library, the conflict, the budget things and all of that stuff. So if
you're concerned about representation, all of that stuff, I'm assuring you that | understand the
situation of public libraries. So, would you mind starting by telling me a little bit about the work
you are doing in Sheffield public libraries? What is your responsibility? How long you have been
doing it and all that stuff?

THE INTERVIEWEE[00:01:38] [This part was deleted for anonymity]

The researcher [00:04:37] Yeah, completely. Yeah, so before we start the main question, my
research focused on the Arab community. So | would like to introduce you to what | mean by the
term Arab community. So you know what I'm talking about. So in terms of Arab community, I'm
talking about those to whom Arabic is their first language. Those people come from northern
Africa, western Africa, eastern African, western Asia. In terms of their status, they are refugees,
asylum seeker, long-established citizen like the Yamani community. A lot of them are
international students too. They are mainly live in Burngreave, Darnall, Upperthorpe, and Firth
Park. And according to 2011 data, there 8000 in the city of Sheffield. So does this make sense?
THE INTERVIEWEE[00:05:34] Yeah.

The researcher [00:05:35] OK. So | mentioned 2011 data, but it's kind of old. As a library, what
kind of data do you use to map your community, understand them, know who they are in general
not just the Arab community?

THE INTERVIEWEE|[00:05:49] Yeah. The truth is we struggle. The Census data is out of
date. We look towards reports produced by the City Council more generally. They produce this
annual Sheffield report. But really, at the local level, it's about local library managers and staff
connecting with their communities and sort of establishing need and so on, really. I'm doing that
by having conversations with individual customers and also with partners or potential partners.
What | would say is that is not easy for various reasons, which maybe we'll come onto later.
Capacity, skill sets, and so on. But yeah, we're not great at it. We're not great at it. We do look at
council data available, we do look at Census data. But yeah, we're not great, and we don't really
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have anyone really dedicated within their job description if you like to doing this work, which is
something that it's lacking and actually could, I think, make a significant difference to how
effective we could be in those areas.

The researcher [00:07:38] Yeah, makes sense. So in terms of understanding, in your work, how
do you understand terms like diversity, inclusion and integration?

THE INTERVIEWEE[00:07:57] Diversity is, by definition, a broad term, isn't it? So | think
within libraries, we would look to celebrate diversity. It's part of the public library is to welcome
diversity. Yeah, it's kind of what we do. And | would think even though it may not be defined in
these terms, | would recognise that there is strength in diversity. At the societal level, there's
strength in diversity. So recognising that, celebrating that, and keeping the doors open in theory
to everyone is kind of what we're about now. Achieving that is something else. Producing a
service that is truly inclusive is obviously the real challenge. | mean, I think, we try and reduce
the barriers, and there is this constant push by individuals within the service to remove the
barriers, to knock those barriers down. There is different ways of doing that from joining
procedure, an 1D requirement, to sign work with partners, and active outreach, engagement
schemes, and that sort of thing. There's no single thing which can make us a truly inclusive
service. So it's about removing as many of those barriers as possible and then making specific
interventions, | suppose. | think the place societies are at the moment, I think multiculturalism is
dead. You know, 20 years ago, multiculturalism was the favourite mindset, favourite term. Now,
that's not the case. Now integration is much more the mindset and go to way of thinking. And |
think to do that or to encourage integration, which makes sense if we're going to have a cohesive
society or a big team that is moving and succeeding in the same direction, there needs to be a
shared understanding, shared values, maybe shared language, but definitely shared language, to
be honest. We also within libraries, | suppose have an important role in helping people to
integrate and learn English and to interact with their neighbours, colleagues and fellow
Sheffielders. Yeah, | suppose from a library point of view, | would say we have an important
role in helping people to integrate for their own benefit and for society's benefit. And that's not to
take anything away from the value of diversity. There is clearly value in diversity, absolutely.
But also, we need to be assisting that integration. So we do that to various ways of supporting
English classes and so on.

The researcher [00:11:55] So you brought the integration. What do you mean by integration?
You know, there's a huge debate around integration and there's tens of definition. Some say
integration is one way while others see integration is two ways. So, what kind of integration you
are talking about in Sheffield public libraries?

THE INTERVIEWEE[00:12:16] Yeah, well, I mean, I am not a sociologists and this isn't really
my area of expertise. This is a personal take on it, really, I would consider a healthy society to be
like a team playing for each other. You know, if you think of a football team, if eight of the
players are playing by a certain set of rules and the other two are playing rugby, well, you're not
going to win. You need everyone to be playing the same game. And that means kind of having
that shared understanding of the game or of the direction. I'm even confused myself now. It's
about shared and about having some kind of cohesive force that binds a group together. And so
the English language, | suppose the most common thing. How could any society be integrated if
actually you are not able to speak to each other? People can have shared experiences in libraries.
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It's one of the things in the Central Library. It is probably the only place in Sheffield where you
have people from Burngreave coming and standing shoulder to shoulder with people from Dore.
So | guess that's what | mean by integration. It's about shared experiences and shared values and
| suppose shared language. But it works both ways. It's not like pulling people from a minority
group into the UK mindset completely and demanding that they become part of this homogenous
blob. It's through celebrate diversity and by bringing people together we all, I would hope,
become richer society and becomes richer by celebrating that diversity richness within the city.
It's an evolution rather than a fixed point that we try to put people to. At least that would be my
personal take on it.

The researcher [00:14:50] Yeah, how the staff are made aware of those concepts, or the
diversity work, integration things, the responsibility of public libraries in that regard?

THE INTERVIEWEE([00:15:02] There's very little, very little. In previous years, we're going
back 15 plus years, we had diversity training. We had a dedicated team of people that focused on
specific communities. So there was gentlemen focused on the Pakistani community, gentlemen
focused on the Bangladeshi community, gentlemen focused on Caribbean community and
gentlemen focused on Chinese community. It's just those four people. And Sheffield is a much
more diverse place now and in some ways it maybe does not make sense to have just those four
people that were really focused on four languages, really. But yeah, we have this program with
diversity training and we had these guys that we're going out and really getting under the skin of
those key target communities. And we don't have that and we haven't had it for quite a long time.
And we have not have the sort of push from above to do that, which is clearly a failure.

The researcher [00:16:16] Yeah. So you said, if I understand that this training has stopped long
ago and there is no push to kind of having them again in the system?

THE INTERVIEWEE[00:16:37] We were until recently looking at a whole service restructure,
and it had been recognised that this was an area that we needed to improve on, significantly. And
so it was being looked at how diversity and inequalities... There is wider issues around equality
actually and gone beyond multilingualism or ethnic groups. Equality and diversity more
generally and how that needed to be brought into the mainstream and how it needed some kind
of strategic leadership from the highest level within libraries. And so hopefully we will see that
in any new structure and see reflected in the job descriptions and in actions and in structures. Our
service restructures is at present on hold and that's linked to the massive funding gap facing the
council. We don't know what direction things are going to go in over the next year or so. We
don't know if this restructure is going to be implemented and what it's really going to look like.
The researcher [00:17:50] Yeah. So in terms of policy and document, to what extent services
for the immigrant community and ethnic minorities are included in policy document?

THE INTERVIEWEE[00:18:05] Yeah, so you would struggle to find something written down.
I might have said that to Briony. Collections policy, if you like, is a little bit like the UK
constitution. It's about history and it's about common understanding based upon work that has
preceded. We don't have a definitive text. At least I'm not aware of one in black and white that
sets out what our collection policy is and who this is for and how we're going to do it. It doesn't
exist. If it does, that it needs to be rediscovered. Yeah, it's based on common in-store practises
really that have probably being in place for decades. It is evolving, but again we're lacking that
sort of strategic direction of travel.
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The researcher [00:19:18] Yeah, I just lost you a couple of the second, so I'm not sure what you
said in the in the last seconds.

THE INTERVIEWEE|[00:19:26] Yeah, our collection policy, | suppose, rather than being a
written document in black and white it's based on common understandings that have developed
over decades and it's evolving. But we are lacking a strategic document. And I think that sort of
the strategic direction of travel that is being driven through the service, written into the DNA of
the service.

The researcher [00:19:59] Yeah. Do you know why is that? The current document has nothing
to do or let’s say does not clearly stating any responsibility for immigrant communities or ethnic
minorities because those are part of a Sheffield society. Sheffield society is very diverse, I've
never seen a city like this before. Why is that you think?

THE INTERVIEWEE[00:20:30] I don't think it is so much that particular groups are excluded
from the document, it's just there isn't really a document. There is not a collection's policy
document to refer to. So we do have multilingual collections. We do endeavour to cater for the
needs of diverse groups and there are libraries that stock Arabic books, Urdo books, Chinese
books, transgender books, and so on. The location of those collections was decided based upon
statistical analysis and the level of understanding about the demographic makeup of those
communities. Now, the locations of those collections or | should say the number of collections
and the number of locations is less than what it was 10 years ago. So we used to have more
languages in more locations. But statistical analysis revealed that there was very little use of that,
which suggests that there's very little demand. Now, maybe we were doing something wrong,
maybe we were not promoting ourselves probably, maybe the books we were bringing in weren't
good enough. Who knows? But the decision was made a little bit back to start again, really, and
to focus on a key number of languages in a certain number of libraries and begin to build those
collections up again up to a decent level. That was just pre-pandemic. So we yet to pull out any
decent and reliable statistics. It's not fixed. We're looking to stock the Arabic language. Right
now we have a collection at Highfield, and we're probably about to put a collection into Firth
Park because I'm told by the staff there that there is a demand and that there have been people
coming in and requesting stock. And so we will probably put a new collection into Firth Park
Library. So, yeah, it's not fixed, and we will look to cater to people's needs.

The researcher [00:23:12] Yeah. Can you tell me more about the collection, how it's developed
in Sheffield public libraries? What are the strategies?

THE INTERVIEWEE[00:23:23] In the past, I mentioned those four people that really focused
on certain collection. So they bought books, placed them into certain libraries, which were within
communities where those key groups were to promote those books. And some of the collections
did OK and some didn't. Over the years, the demand for the collections has decreased. There's no
doubt about that. And I think that's probably understandable. You look at the Bangladeshi
language books and Urdo books. Thirty years ago, it would make sense that there was a demand
for books in those languages. Quite a high demand because there are quite large populations
whose first language may have been Bengali or Urdu. Now, today we're on to third fourth
generation. Integrated. People have been to school. English is the first language. They may not
even be able to read Urdo. And so we've seen that demand slide. And this is where actually we
need some proper outreach and proper consultation. So | wonder if we could be doing more to
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make our English language collections reflective of these communities. So maybe we should just
be tailoring our collections more to ensure that those communities are reflected better in the
author's chosen, the stories told and so on. Yeah, so that's kind of have been the direction of
travel. And as the demand has dropped, those collection have shrunk. Probably some years back
no, we had up to 20 different languages and we rented books from a suppliers which has since
gone bust. This service is no longer exists in the UK, but we rented books in lot of different
languages. We really tried to reflect the diversity within the city. But again very little demand for
most of those collections. So it's dropped now to just a handful. So we have books in Urdu,
Arabic, Chines, Bengali, Polish as well. So, yeah, maybe just five. We look at the stats. We'll
look at demand. We've been doing some wider consultation recently, and I'm hoping that that
will reveal some useful patterns that we can act upon. Over these last seven years, I've been in
this position, | had very little in the way of feedback or demand for community libraries or from
the managers that are, in theory, working with those communities to suggest that there is any real
demand beyond what we already have.

The researcher [00:27:17] What I understand is each branch library used to purchase books for
that particular branch, and then they moved to a supplier or something like that. I'm not sure
what is it?

THE INTERVIEWEE[00:27:30] Not quite like that. So we've always had stock teams, so it's
not been the individual libraries that have bought their own books. It's always been a collections
management team, stock team, whatever you want to call. In the past, we had individuals that
focused on specific communities. That's gone now. For a while, we relied upon a supplier called
[X]. We rented books from. But they've gone bust, so we don't use those anymore. Right now,
we use a supply called [X]. And they import books. We buy the books now. So we keep them.
And we are building collections. We rely upon the expertise of the supplier, where we're looking
for books that have a proven track record of performing well in other libraries and upon their
expertise as suppliers. More generally, we rely to a large degree upon supplier selection. So we
work with [X] for our English language Adult stock. Needs a different supply for children’s
stock. Yeah, we use supplier selection although, particularly, with non-fiction a level of
intervention from our collections management teams and talk to topping up as well. Something |
haven't mentioned and | am thinking about children is the new, pre-pandemic at least,
multilingual collection at Central Children's Library. So we work with the university on this. So
there is a collection in Central Children's Library, which contains multiple languages. A lot of
these books were donated by publishers, by authors, by community language schools within
Sheffield. And so there are lots of languages reflected in there. So you could bring your child
into the Central Library and you can read them a story. That collection is growing and
developing. It is there to reflect the diversity of the city, the cultural richness of the city. And
again, hopefully, it allows parents to bring the children in and the children see their language in
there. It celebrates that diversity and at the same time brings people shoulder to shoulder having
such experiences. And we've worked with the university on a number of events, storytelling
events in different languages within that Central Library space as well, which have been lovely
really, really lovely. I had comments like we never heard a story told in my language. I'll send
you a press release because we've actually got something going out with the university in
January, which might be interesting for you. Yeah, so we've got that as well.
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The researcher [00:31:11] Yeah, so the idea of supplier as books development strategy, I'm not
familiar with it. So does this like remove control from individual libraries to set specification of
what they need, really? Or you still have the control over your collection. What exactly you want
to be bought things like that?

THE INTERVIEWEE|[00:31:35] With supply selection?

The researcher [00:31:37] Yes.

THE INTERVIEWEE[00:31:38] Yeah. We create specification. We tell them what kind of
books we want and give them some information about the community. And the supplier then
produces a basket of books, which we would view online. We would check it, tweak it as
necessary, add to it, or remove books from it. And if we're happy, then those books are delivered
to the library invoiced and so on.

The researcher [00:32:06] You mentioned the consultation, but you didn't specifically said with
whom. The community, the staff who are familiar with the language of the community? But let
me ask you, do you consult the community or staff who speak the community language when
you develop those collection?

THE INTERVIEWEE[00:32:29] No. It's not as simple as that. There was a recent
consultation. And it was really about building community. Is about how we can help with
people's health and well-being. What can we do for your well-being, your family's well-being?
And it was about how the library can help to build community, create that sense of community
locally within your area? Now, we were unable to translate everything into the hundred and
twenty languages that spoken in Sheffield. Simply wasn't possible without a budget. So we are
relying on partners to do that for us, to some extent to ensure that groups within the different
communities are reflect. We are relying too on local library managers who have local
connections. But essentially my level and my involvement in this is about getting the message
out there, and I'm relying on the local staff and the local library managers to really work with
community partners to ensure that the message gets out there. Yeah, it's flawed. Of course it is.
But it's the best we were able to do at the moment. There's a high potential for failure. We do
have a track record of working with community groups. Every year, we work on something
called the reading ahead projects. Are you familiar with reading ahead? Used to be called six
Book Challenge.

The researcher [00:34:43] No, not really.

THE INTERVIEWEE[00:34:43] So we're launching again in January. So this is a national
scheme coordinated by the reading agency. And it's about encouraging reading for pleasure
amongst emerging readers. People that have been reluctant to re perhaps go back to school days,
or perhaps they're just learning English. In Sheffield, our focus for years now has really been
upon people learning English. So reading ahead relies on it. It is only interested in English; it
doesn't count if you read something in Urdu or Arabic. So we work with ESOL groups. We work
with community groups and so on. We bring groups of people into the library, sign them up to
the library, getting them reading books. There's a celebration event in the summer. Again, it's one
of those shared experiences, which hopefully provides a positive outcome. | know it provides a
positive outcome. It's a lovely thing to do. And the celebration events in particularly are
delightful. So, yeah, that is an example of how we would work with groups. | mean, | should say
again, we are extremely limited and capacity is an issue. Our current structure was flawed from
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the outset. The branch managers don't have the time they should have to do this kind of outreach
of any kind. I'm not just talking about with diverse communities, just generally working with
their communities, they're not able to get out in the way they really ought to be able to. The staff
never really leave the library walls, which is far from ideal. Also, our workforce isn't at all
representative of the wider Sheffield community. It is overwhelmingly white, female, 50 plus
probably, straight, English speaking, | mean, overwhelmingly. So, within Sheffield libraries, |
am in minority group being a male. And it's ridiculous. And so that is a problem because if the
community is not reflected in the people that work in the library, then clearly that is maybe not a
barrier, but it's not quite an open door either. So that's something that we really need to address,
but it's difficult to address when you're tied to City Council recruitment policies. And we haven't
been recruiting actively for quite some time. | would like to see greater community use of our
libraries, greater community ownership of those spaces. And again, our policies around the room
lettings and that sort of thing don't really do us any favours because, to my mind, if an Arabic
speaking community group or Polish language school or whatever want to come and use the
library, then, we ought to be accommodating that, promoting that, welcoming and there shouldn't
be any barriers in the way. The reality is that if a group wants to come and use the library for that
sort of thing, they're going to have to pay to do so. And there's a conflict there in my mind
between what the libraries for and what we're actually doing. Yeah, so that's an issue. I think I've
gone off track there | can't even remember what the question was.

The researcher [00:38:46] No, you mentioned a lot of good things. So | know it is important for
you, but I want to ask you because | want to hear more. How important to you that the library
services in general reflect the community in Sheffield and by the community | don't mean Arab
but any community in Sheffield?

THE INTERVIEWEE[00:39:14] It's kind of vital, really, if we're going to really progress as a
service. | think there are different ways of reflecting the community. I think our workforce, as |
mentioned, is not at all representative of the community. And that really needs sorting. We need
more ethnic diversity, we need more gender diversity, we need more diversity because the age
structure and so on. Everyone looks the same white middle aged to elderly women. And that's
not to criticise white, middle aged women. In many cases, they are doing a really good job and
care deeply about what they're doing. It's just doesn't reflect the city and we want to remove the
barriers. We want to be relevant. There are things like the collections, of course, we've spoken
about that. But again, there's the conflict because there is a cost. And to import books in
community languages is extremely expensive. And if there isn't a demand or if that demand isn't
translated into actual issues, then that it's hard to justify. So a balance needs to be struck. There
things like events. We have, as part of mainstream events programs, events which look to be
diverse and look to reflect the diversity of the city. The LGBT or ethnic minority groups or
whatever. But you know, at my level, | cannot do so much stuff. So it really is about community
libraries ensuring that their events and programs are reflecting what's going on locally. And
really, to me, a real big splash is you need the community to be involved, I think, in their own
programming. You need a level of community curation and community activation of those
spaces. And then they are actually reflecting what's going on or what the demands in those areas.
And that can be done and some libraries do that. You look at the story house in Chester and one
of the busiest central libraries in the country. So community curation is absolutely central to their
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programming of the spaces. Anyone can come in really and put an event on provided it fits with
the ethos of the service and provided they bring an audience. So they've taken those barriers
away. Whereas we still have barriers to community groups owning our spaces. In Chester,
they've remove those barriers and actively encourage the community ownership of the spaces. |
think that could make a huge difference in Sheffield. But there's also a drive to make income.
The researcher [00:42:32] So I'm not sure | understand you, but do mean if a community want
to come to the library to run an event in the library, they have to pay or rent that space?

THE INTERVIEWEE[00:42:48] In some cases. It would depend on what the event is, but not
in all thing. We would never charge ESOL group. Well, we might charge ESOL group to use a
community room. | would need to check that. I'm not sure. But it's certainly if you want to visit,
there wouldn't be a charge for that sort of thing, but for an established or an ongoing group to use
the space, then the policy would probably be to charge them. And clearly, that's a barrier. Even if
the goals of that group match our own. It makes no sense. So there are lots of ways we can
reflect the community being the stock or the staff or event programming and so on. Yeah, we
could do better.

The researcher [00:43:40] Yeah, but it's surprising that libraries rent their spaces if the
community wants to run an event even if that goes with the specification and kind of the agenda
of public libraries. I think it takes away the ownership of the community to the space

THE INTERVIEWEE[00:43:57] Absolutely. I agree.

The researcher [00:44:01] Would you mind checking that because it's very important? | cannot
reference anything without making sure that this policy saying this?

THE INTERVIEWEE[00:44:11] Yeah, I'll do that for you.

The researcher [00:44:14] Thank you so much. Because Sheffield library are not great about
publicising their policies. I have been researching policies for a while and I can't find any online.
THE INTERVIEWEE|00:44:24] No, we're not. You know, let me look online now. This one
may be online. Bear with me. Let me have a quick look. | will email this to you after we finished,
but that's four years old now, the lettings policy. It's a sliding scale depending on the group and
what was trying to be achieved. So if it's a non-profit group, then the cost will be less than that of
a profit making business. | haven't mentioned the e-library. So this is another area where we are
hoping to actually diversify the collection, I suppose, in terms of languages. Most of the content
on the e-library right now, which is really popular since the lockdown, is English, as you'd
expect. Hoping to bring in some different languages now. We will be limited to what's available
from our supplier. We use [X]. But I'd certainly like to experiment and see what happens if we
do bring in a collection of Chinese books or Arabic books or whatever, which | imagine are
available. Yeah, that's kind of on the to do list.

The researcher [00:47:26] Yeah, [X], how you engage with your community? Kind of telling
them what is available within the library?

THE INTERVIEWEE|[00:47:40] Again, locally, we're relying upon local staff, local branch
managers to really be promoting their services to community groups, and so on. More centrally,
we have the website which is poor. We have our social media presence and we will often do
targeted social media with target specific groups. We have a printed events guides which are
distributed around the city, cafes and community centres and things like that. | don't have one on
me to show you, but a printed event's guide would contain author events that sort of things but
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also the regular groups, the baby times, the reminiscence groups, the coffee mornings and that
sort of thing. That is white noise stuff where everything is just thrown out there. This is
everything, this is a service. We do try and do targeted stuff which is much more time
consuming, and it relies on local capacity. To give you an example from the reading ahead, the
projects | mentioned earlier. | will, probably not today but later this week, be emailing hundreds
of community groups, ESOL groups, or community centers and that sort of thing telling them
that the reading head challenges is kicking off in the new year and inviting them to come to their
local libraries, to meet the staff, to see the books, or asking them if they would like a member of
library staff to go out to their group and promote the challenge to. That's one way, but that is
quite time consuming. And locally, we are relying on the local library managers, although their
capacity is extremely limited.

The researcher [00:49:49] Yeah. Can you tell me a little bit about the library space, whether it's
physical, virtual and the cultural and social event that is run in the library to bring the
communities together to draw let's say integration?

THE INTERVIEWEE[00:50:09] So, there are lots of different events. Most of them are not
specifically targeted at certain groups, although naturally certain events attract certain crowds or
people who are interested in something. In the new year, with Sophie Hannah, the crime writer,
comes to the library, we're going to attract people that enjoy reading crime books. Yesterday, we
had a talk_ lecture_in Central Library on the history of Christmas. So the kind of people that are
going to come to a daytime talk is mostly going to be retired people. A story time, you're only
going to attract families with young children doing story time. It's the nature of it. We try and
produce a mixed programme that is available to people at different times. So we'll have some
events in daytime, some events in the evening, some events at the weekend. We'll have a local
history event, will have literary events, we'll have creative events, workshops and that sort of
thing. Some of those events did pull in a reasonably diverse audience, particularly the more
creative ones. Some of them less so. In the local history, it's going to be mostly white older
people. We do produce some events which are more targeted. So in February, we'll have a
handful of events which target is for LGBT History Month. We're going to get a certain type of
interest groups in that sort of. In the Central Library, | mentioned earlier, we've number of
events, which were in partnership with the university alongside the multilingual children's
collection storytelling events. And we've done those with various language schools. So we've
brought different groups together and it's been lovely. People have had that shared experience. |
should say that our story times, particularly at Central Library, are very diverse because the
Central Library draw people in from all over city. Yeah. So that's kind of events really. We try to
mix it up a bit. But again, it's relying on the local staff. Do | answer the question? I think I've
gone off track again.

The researcher [00:52:53] You got it. So who designed those? Is it every library design it's
own? Is it designed across the system? Who designed those events?

THE INTERVIEWEE[00:53:05] So lots of them I pull together, like the author events, local
history. But I'll work with colleagues. For the LGBT stuff, I work with a couple of colleagues
who are more connected with that community, and we'll put something together that appeals and
represents that community. And we have connection with different community groups. The
LGBT is probably quite a good example actually where we've really stepped up our game. And
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in the local libraries again there are some things which I will coordinate. An example would be
this coming February, we've got a series of events with an illustrator coming into four of our
libraries who can be having community walks. The whole idea will be that we bring people from
community, different ages together, cross-generational stuff. Will be creative activity linked to
that. But I'll be relying upon the local staff to promote those activities. And then beyond the stuff
that | do because there is only so much stuff I cannot do, | am really relying upon the local
managers and staff to produce their own content that | can help them promote, but also that they
will be promoting locally. So it's a mix. It's a mixed bag, really. My part is just to really try and
steer and coordinate it, bring it all together. But really, it's about local branch managers and local
staff producing content that reflects their community.

The researcher [00:54:55] Yeah. You know, | interviewed members of the community and |
was surprised how they kind of engaged with the activities running, especially in Central
Library, as they mentioned. I didn't know what was it, but | think it was a song from different
languages, things like that, and they appreciated the kind of events taking place in the library.
But when you design them, what is the criteria or why you are designing cultural and social
event? When you design them, what is your purpose?

THE INTERVIEWEE|[00:55:31] Partly to reflect Sheffield and to celebrate that diversity. And
as | mentioned earlier, we want to celebrate the diversity and the cultural richness within the city.
We want people to feel some ownership of the service and we want to bring people together for
shared cultural experiences and creative endeavour and all that sort of stuff. We want to bring
people shoulder to shoulder. These things matter. These things matter to people as individuals.
They matter to society. Quite simply, it helps people's well-being if they're engaging with these
sort of things and if they're engaging with other people, it just makes you happier. So that's the
underlying purpose of it all. It is to help people get on, to help them feel better about life, to
succeed. The events, for the most part, are really just the headline grabbers. They're about
grabbing the attention, about hooking people, getting them into the building. Once they are being
in the building, once they've engaged with the collections and people, hopefully they'll come
back and they'll continue to engage with the service and they'll borrow the books or use our
online resources and so on. To my mind, the event programming is as much marketing as it is
about creating the experiences. | know that our events are viewed. They're advertised and they
reach the eyes of thousands and thousands of people around the city, many of which will never
come into the library for that particular event. But it is important that they know that these events
are happening and that they feel like the library may have something for them, even if they can't
make that event. Hopefully, it will capture their attention, capture their imagination. They may
still come in to the library another time and engage.

The researcher [00:57:45] Yeah, | get it. And when you design those events, how you get the
community to engage in terms of participating, in terms of designing those events? | don't mean
attending those events, | mean participating in the level of a design.

THE INTERVIEWEE[00:58:07] Yeah, I understand what you mean. This comes back to my
earlier point around community curation and ownership because it's something that we don't
really do much of. There are bits of it. And | try to think of some examples. But there are few. |
mean, yeah, that's where we really could be making a big difference to how people perceive the
library and that sense of ownership around it. We mostly do libraries to people rather than do
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libraries with people, if that makes sense. The example | gave from Chester is about building
programs with people, it's about designing programs and opening the doors and building a
service, which is huge. Interesting people, some extent, | suppose. And we're not really there yet.
I'd love to see us move in that direction, it's something I've been pressing for quite a while now
and particularly within the conversations attached to the service redesign. Service redesign, the
direction it was going before it was hunted with... Well, we were looking to create capacity
within that form of engagement work; get people in branches the freedom to get out more and do
more engagement. Whether or not it was going to allow this kind of community curation in quite
the same way? I'm not sure.

The researcher [01:00:02] Can you tell me a little bit about the service redesign because [X]
talked about it and [X] as well? So can you tell me a little bit about it from your perspective?
THE INTERVIEWEE[01:00:13] The service redesign?

The researcher [01:00:14] Yeah.

THE INTERVIEWEE[01:00:16] So it's now on hold. Whether it will ever come to fruition? |
don't know. | mean [X] is better placed to comment on that. But it is about making us structurally
more able to respond to the needs of Sheffield communities. It's about the best allocation of staff,
time, effort and our resources, really. We do some things well. I don't want to be all doom and
gloom. But there are lots of things we could do a lot better. And the redesign was really about
allowing people the freedom to do that. There is going to be more of a divide, at present. A lot of
our manager's time is spent on the operational work, timetabling and building maintenance type
related stuff. And that sort of nonsense, which soaks up an awful lot of time. | mean, you can't
get out there and do development work and connect with communities to develop your
collections and so on. The service redesign, as | understood it, was hopefully going to remove
the burden of the operational work from our frontline managers. So that they had more time to
get out there and develop our services with the community. Yeah, but | don't know if it will ever
happen. There's also more of a focus on the Library Universal Offers, but it's an ongoing process.
I mean, we didn't get to an end point, at least in my mind. | don't know the details yet. On
Thursday, that's going to be a management team meeting and [X] and leadership team are going
to reveal the service plan to take us up to, | guess, the point when a redesign or whatever happens
next. I don't know what's going to be in the service plan. | haven't been involved in its creation.
It's desperately needed because we've been lacking that kind of strategic leadership for quite a
long time. What | would also say is that we have been lacking the kind of deep library
knowledge at the strategic level. [X] does not have a library background nor does the person
that's been leading the library review. And on top of that, there's been political apathy. In
Sheffield, we have politicians that seemingly care very little about the library service. They did
not understand the library service. And the level of engagement within the library services is
very low from the politicians. Often feels like libraries are an inconvenience rather than an asset,
which gets in the way of the council delivering, rather than being viewed as a tool to help the
council actually deliver some really important outcomes. So, yeah, without strategic leadership,
political clout, a service plan, and proper funding, we've been struggling.

The researcher [01:04:22] Yeah, abut that struggle. What else Sheffield public libraries are
struggling with to be inclusive to its diverse community?
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THE INTERVIEWEE|[01:04:40] The main challenges, all of which I think | mentioned really,
are capacity; It's having the people on the ground in the libraries that can spend time within the
community and forge those partnerships, make those connections. It's a structure that we
currently have and the roles and responsibilities attach to those different jobs. Our structure
doesn't place diversity at the core of our mission. Not explicitly, anyway. Obviously, diversity is
at the core of what we do, but it's not explicitly stated that. It's not built into the service planning.
We haven't had strategic service planning for a long time. We have policies which don't
encourage ownership, such as the lettings policy. That's actually a barrier. And also things like
our library joining process, you know, you still have to have an address, you still have to have
ID. Up until the pandemic, we still charged library fines. Hopefully, that's going to disappear.
They've been on hold since pandemic and hope that it's going to disappear soon. But that's a very
real barrier, especially when dealing with people that maybe don't have English as a first
language. We have a service which is not representative of the city in terms of its workforce.
And yeah, | mean, we haven't really embraced the idea of community curation, which I already
covered. So, yeah, that's where we're struggling. That's all areas we could improve upon, really.
We need to be having better conversations about actual need. You know about demand, actual
demand. And we probably need to make better use of staff where they're available. If we're
talking about collections of books, I don't think there's much value in bringing expensive
collections of books and plunking them in a library just for the sake of it. Yes, | see that it's
important to reflect the community, but at the same time, there needs to be balanced. If a
collection isn't going to be used, it probably shouldn't be there. Rather decent conversation with
the community will be much more useful in which we could find other collections which are of
relevance be that more books to help people learn English or more likely English language books
that are relevant to the community and reflect the people that live there, books by diverse authors
and so on. Yeah, it's really forming relationships with individuals with partners and so on and
having the capacity, policy and the people in place to do that.

The researcher [01:08:08] Yeah. Do you see that local area committees bring like a chance to
public libraries to connect more to the community?

THE INTERVIEWEE[01:08:19] I hope so. | mean, they're collecting data right now.
Hopefully, they'll be able to provide us with a way in. They'll have a long list of community
groups that are meeting and so on. And if they will allow access to that data and information,
then yes, it could be a really useful tool. It depends. I mean, they could also be a massive burden.
They may make demands which were unreasonable. They're not library people and they don't
necessarily understand (go to answer the door). Sorry about that.

The researcher [01:09:35] Not a problem.

THE INTERVIEWEE[01:09:37] Yes, it's an opportunity potentially. Equally because they
don't necessarily understand libraries and because they're focused on larger council objectives,
they may hold us back. They may make demands which are unreasonable or soak up time and
resource which could be better used. They may bring budget that we wouldn't otherwise have
that we can use to specific targeted work for active interventions. That would be great. We'll see.
In the past, we've had area panels and basically community assemblies, all the same thing, really.
Local area communities, it's nothing new. In the past, none of it has worked particularly well for
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libraries. It's just been a disruption. | am genuinely hopeful. | see the potential, but I don't think
we can rely upon them to sweep in and save the day. They will not.

The researcher [01:10:47] I get it. So COVID 19, how it impacted libraries, did it have like a
positive impact on libraries, on the awareness, on maybe how public libraries see themselves,
how authority see public libraries?

THE INTERVIEWEE[01:11:06] I don't know in truth. We had lots of new members come to
us during the pandemic because we have new library service, which proved hugely popular. Lots
of people come to us for that. We produced an online events programs using Zoom and had again
tens of thousands come to us to engage with that. Yeah, that had a positive impact. Our library
staff were involved in other work when they were redeployed. I don't know if that, actually, get
any credit in the bank with politicians, | doubt it. I mean, I know it's kind of in which [X] would
go on about. But | doubt it actually really helped. Yes, library staff did a good job. Lots of other
council staff did a good job. They responded to a specific need, which has now passed.
Hopefully, we'll not come back. On the downside, our libraries are open now, but we're not open
full time hours because we haven't had enough staff to do so because we lost staff during the
pandemic. Although visitor numbers are going up, it's slow. We're not back to pre-pandemic
levels yet. | don't really say the pandemic was good for us. No. | know we have reluctance
amongst library staff and some managers to restart services as they were pre-pandemic. There is
a fear and consequently hesitation to do so, which doesn't benefit our communities. So, yeah,
we're still suffering from it, and | think it will take some strong leadership to actually sort that
out. We need a vision and service plan and a real strategic direction. We needed a redesign. We
needed a fresh start. And I don't know if we're going to get that. And we need some kind of
political ownership as well. Yeah.

The researcher [01:13:41] So [X] you covered all the areas that | want to cover today. Thank
you so much. But, you know, my research focusses on the Arab community. | know they're small
community in Sheffield, but I have to ask this: How do you consider Sheffield public libraries
performance in responding to the Arab community's need in Sheffield?

THE INTERVIEWEE[01:14:08] I suppose, if I'm honest, I'm not 100 percent sure what that
need is. If it's the provision of Arabic books, then, we're not doing a great job. We have a
collection at Highfield I believe. We are probably going to put a collection at Firth Park. In the
past, there have been collections at Firth Park and other libraries and they've been lot of issues.
So, is there really a need for Arabic books? | don't know. I guess we will have another go and
we'll see. If that community is looking to improve their English, then we have schemes like
reading ahead. We have books within the service, which they can use any time and that aimed at
learners, people are learning English. The doors are open and we have activities which | hope are
inclusive enough, especially for families. Beyond that, I'm really not sure. If you have a sense of
what the Arabic speaking community want and need from Sheffield libraries, then I would love
to know. | really genuinely love to hear and get your take on it because it's not that we don't want
to improve our services. We absolutely do. So, yeah, if you've got a sense of that, then please,
please do let me know. I'm all ears, really. Could we do better? Yes, sure, we could do better by
connecting more with different community groups and so on, and inviting community groups to
come in and use the spaces as their own spaces and so on and help develop services.

The researcher [01:16:09] So is there anything you want to add before we conclude this?
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THE INTERVIEWEE[01:16:17] Will you be sharing the results and when will that be if so?
The researcher [01:16:23] You know, in my study, | have 2 studies at once. I'm doing survey
and interviews with the Arab communities, and I'm doing the same with public libraries. So with
the first stage, it's complete. It's ready and the result has been written. But you know, the
procedure of doing a PhD. You cannot go and share this result until I kind of get the approval,
triangulate the data. | have the overview and the perspective of the Arab community. But | have
to compare it with your perspective as a public library to see if it's true, if the community was not
bias. But I will be sharing a report with [X] and hopefully early next year.

THE INTERVIEWEE[01:17:09] OK, great. Well, I'm sure it will have genuine value, and
hopefully we'll be in a better position then. More able to respond to any recommendations that
are in there.

The researcher [01:17:25] Yeah, | am positive. Sheffield public libraries has been great in
supporting this research so far. I've been asking a lot about surveys, interviews and they have
been great. So yeah, I'm really thankful. You won't be surprised that the community like public
libraries very much, even though they said explicitly that Sheffield public libraries are not
inclusive enough. But they kind of appreciate the overall services that is open to all.

THE INTERVIEWEE|[01:18:02] Good, good. Well, it's lovely to meet you. Best of luck with
the research.

The researcher [01:18:11] Thanks. [X], is there anyone else you think I should talk to to know
more?

THE INTERVIEWEE|[01:18:20] Who are you speaking to? You spoke to [X]. I know you're
speaking to my colleague [X]?

The researcher [01:18:24] Yeah.

THE INTERVIEWEE|[01:18:26] Have you spoken to anyone from the children's team?

The researcher [01:18:30] No, because my research is not interested in children. | excluded
children from this research. So I'm not focussing on children.

THE INTERVIEWEE(01:18:42] OK. In that case, [X], you spoke with [X]?

The researcher [01:18:49] Yeah, I spoke to him

THE INTERVIEWEE[01:18:52] OK, there is [X]. Our Central Library manage and maybe
with overall collections manager could be worth speaking to. [X], she could certainly give you a
little background that goes away back.

The researcher [01:19:19] OK, that's good. Thank you so much [X]. I really appreciate it.
THE INTERVIEWEE[01:19:24] No no. Thank you. Lovely speaking.

The researcher [01:19:26] Yeah. It was really lovely speaking to you, and I'm really thankful
for your time. Thank you so much. | really appreciate it. And | hope you have a nice day.

THE INTERVIEWEE[01:19:37] Thank you. You too. Bye.
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APPENDIX 16: AN EXAMPLE OF INTERVIEW TRANSCRIPT IN ARABIC
Note. X' or other note between brackets represents deleted or replaced text for anonymity
purposes. Dots (e.g. ...) represent a pause by the interviewee or incomplete sentences unless

other explanations are provided between parentheses.
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APPENDIX 17: EXAMPLES OF MEMBER CHECK

A. Example one. Interviewee's comments on his interview transcript

you've mentioned, where they can speak comfortably the Arabic language. So, | would say it is Reply
something which would make a difference, | guess if we have Arab staff and they speak to the
Arab people and harket the reading or hncourage people to read, come to the library, meet O
friends,|There hue are, we are part of you, you are part of us, and so on.
DG
The researcher [00:30:09] You talk about the importance of having an Arab staff, and you explain remove
your reasons. Don't you think a Britain or English librarian can do the same?
Reply
The interviewee [00:30:25] Well, | mean, in terms of being friendly to whoever comes to the
library, yes, they wou|d|. I'm not talking about ethnicity and that Arab staff has to be there. I'm J
talking about someone speaking the language and understanding the culture. f[his is what | mean.
So, regardless of ethnicity, I'm talking about| khe understanding of the culture and the language.

J

DG
remove

The researcher [00:30:54] Yeah, so, the ethnicity of the person does not matter to you? What
matters to you is the understanding and the ability to speak the language? Reply

The interviewee [00:31:08] Exactly, exactly.

The researcher [00:31:12] There's a concept called diversity. And the difference between diversity -
and inclusion is that diversity does not mean that everyone should be represented in Sheffield It is better to see someone
public libraries but means that when | enter Sheffield public libraries, | should not see one shape ;‘::::ar:jeegfjtdjr;he Arabic
or one colour. | should not see English institutions and that is that. | should see a multicultural and N
language institution. Have you heard of the term diversity? -

eply

The interviewee [00:31:48] Yes, diversity, yes.

The researcher [00:31:51] Can you explain it from your perspective?
DG

interviewee [00:31:58] From my understanding diversity is, in the context of a community, a the

community that is consisted of different ethnicity or different religious background or different

cultures, and so on. So, Sheffield is one of the unigue societies that have more than 50 different Reply
languages. | attended the celebration in the central library where we have a day to celebrate
diversity. There was a Japanese school, | think. There were many, many nationalities | can't
remember all of them, French, Chinese, .... | mean, we have b|diversity concept in Sheffield,
especially. It's so clear because it has two universities and those universities have thousands of

'8
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B. Example two. Message from an interviewee after reading his interview transcript

Note. The interviewee’s name and nickname are blocked in the screenshot.

Hi Khulud

5:56 pm

| looked into the script of my
interview. It looks fine. After | reviewd
the details, | would like to use a

nickname instead of
Please confirm. Thanks. ——
5:59 pm
3 Aug 2021
Hello

Good to hear from you and thanks for
reading the transcript. Sure, | will
change your name into : No
worries.
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Time scale for the interview

Interview N: \\
Interview Time: _. . we o ANl & Wes

Interview Code (Participant N-Participant chosen name-Day-21): 9-, Daltl (- 4 9\

i ) , A J
Focusfromthesurveyl\}AJ-EU‘ “(K\L’ AR BTRE LRV LU L

Demographic Information: W s ohids

* Name (participants will be asked to choose a name, nickname, or any other identifier for

themselves):
Age: o4

20 =\

18-24

25-34

35-44

45-54 Lo A o) u

55-64 Z

+65

Gender

o Male m)\ N (o)

5 F 0>

& Female < WM,B

o Others

.OOOOLO .

M
¢ Home of origin (Country): s })\7‘“
¢ Current status
o Arab-British, born in the UK. e i3
o Arab-British, born outside the UK. = 4
Q  Arab born outside the UK (temporarily in the UK, e.g. students). 5 -~ | ¢ D!
W\ A LE > A W)
* How long have you been in the UK? (only for non-UK born) N
¢ Occupation

Employed Full-time
Employed Part-time
Self-Employed
Unemployed
Retired

Student
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APPENDIX 19: EXAMPLES OF MODEL CREATING, NOTE TAKING, AND
BRAINSTORMING DURING THE REFLEXIVE THEMATIC ANALYSIS

A. Note that connect the results from the survey and interviews with the Arab
community in Sheffield (ACISH) and literature review.
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B. A model to bring findings from the Arab community study and library study by
summarising the challenges to diversity in public libraries in Sheffield from both

perspectives
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C. A model in which participants were placed on a double sided scale to represent
their overall understanding of and agreement with the notion of diversity, integration
and inclusion in libraries as introduced in the interviews (i.e. libraries as third places).
The positive side represents the concepts as presented in this research and vice versa.
ACISH refers to the Arab community in Sheffield and SPL refer to Sheffield Public

Libraries.

_— e

Interviewee 4&7, ACISH Interviewee 185, ACISH Interviewee 2, 3,6,8, ACISH

Interviewee 1,2 3,4, SPL

Influential Factors: Interview’s Ideclogies



D. Note taking to summarise the results of interviewees from council-run libraries in

Sheffield, also known as Sheffield Public Libraries (SPL)
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APPENDIX 20: INTERVIEW THEMATIC FRAMEWORK

Note. CMLs refer to community-managed libraries, and SPLs refer to council-run libraries

Name

Theme 1 Perceived Similarities and Differences Between (CMLs) and (SPLs)
Facing Similar Obstacles to Diversity
Scarcity of Inclusion to the Arab Community in CMLs and SPLs
Using a City-Wide Library Management System
Variation in Legal Commitment and Bureaucracy
Lacking unity across branches
Supportive relationship
Theme 2 Dilemma about third-place
Conversational
Homelike
levellers
The personal and collective benefits of diversity
Developing the sense of engagement
Developing identity and personality

Rooting the concept of diversity, inclusion, and integration and tackling barriers to
them

Theme 3 Participants' perceptions of public libraries

The Arabs Perceptions Variation and Change of Public Libraries.
Libraries as a Public Sphere and a Getaway to Culture and Knowledge.
Libraries as Book Repositories.
Libraries as Open-To-All Institutions.

Sources of perceptions of libraries & challenging factors
Experiences with libraries in the home country
Political environment
Interview protocol
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Name

The traditional, romantic concept of a library in literature and culture
The variation of library staff's perception of their role
Theme 4 The dilemma of diversity
Theme 5 Challenges and barriers to diversity
A Internal barriers, Management layer, Centralising diversity
Diversity officer
Unified policy document supporting diversity.
B Internal barriers, Service layer
Community curation and the capacity of volunteers
Marketing and outreach
The makeup of the workforce
Understanding of the community
C External barriers
Government relationships
Overall Political Bias Against the Arab Community
Political Apathy Towards Public Libraries
Perceptions and awareness
D lIssues distinctive in CMLs
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