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Our Aim for 2002
Our aim for this period after our move was fairly conservative,
viewed from our client’s point of view.  From inside the
service, though, it involved a huge amount of work.

The overall aim was to close down the service, move it,
reopen and establish the new system with as little perceived
disruption to our clients as possible.

The individual objectives were to:

• physically pack up and move the service to the
new premises

• get everything stored in the space allocated,
keeping the libraries easily accessible

• redesign the service to work efficiently in it’s
new mail-order format

• track down and eliminate all inconsistencies in
the library and service delivery

• develop our web site, in two stages, to provide
access to our materials anywhere in the county



The Resource Service Team
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The Resource Service Team
Everyone in the team chose to work for Resources during the
devolution of Berkshire Health Promotion.  For this reason we
are all enthusiastic about the department and are prepared to
work hard to make it a success.

The team ‘gelled’ very well right from the start and this has
made a pleasant and relaxed working atmosphere which is
very good for team health and morale.

We all worked particularly hard during the move in
March/April, with everyone being prepared to tackle
whatever jobs were necessary to get the service up and
running.

Everyone except Michael Offord is part time.  We currently
have 2.7 WTE (whole time equivalent) staff.

The service has very much a ‘client centred’ approach.

We consider our clients to be part of the service and a
valuable asset due to their specialised knowledge and
experience of using resources day to day.

Feedback from clients is part of our Terms and Conditions
of use.

Resources staff

The service



About the Service
The Berkshire-wide NHS service provides free health
promotion support, to anyone in Berkshire involved in health
promotion work.

We provide access to otherwise expensive training materials
and equipment. 

We are very much a users' service and always welcome sug-
gestions and feedback.

Our warehouse and office are based at St. Mark’s Hospital,
Maidenhead, and the staff are employed by the Windsor,
Ascot and Maidenhead Primary Care Trust (PCT), but we are
jointly funded by all six Berkshire PCTs.

Centrally sourcing and purchasing materials, and making
them available for the whole of Berkshire, is a very cost
effective way to supply such services, and maintains good
quality.

• The service is entirely mail-order

• All of our items are available for search and preview on
any Internet capable PC

• Previews include video clips, photographs and PDF files

• Items are delivered and returned via the NHS Internal
Post system, anywhere in Berkshire

• Although our admin. offices are in Maidenhead, the
services to our clients are the same across the whole of
Berkshire.  There are no extra facilities at the
Maidenhead KM Centre
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Benefits

Structure



About the Service
We have come to arrangements with the network of NHS
Knowledge Management Centres (KM Centres).  They have a
selection of our leaflets, Internet PCs for our catalogue and
ordering and places to collect or drop off ordered items for
those not on the NHS Internal Post.

There are currently four regional KM Centres in Newbury,
Bracknell, Maidenhead and Slough.  Unfortunately there are
none in Reading or Wokingham at present but we have set up
collection / drop off points for non NHS staff.

The average journey to somewhere to view our resources has
reduced dramatically with the new systems.
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Contact Points for Resources Across Berkshire



6

Moving the Service
The Resource Service has always been the largest (physical)
part of health promotion.  It required four removal vans to
move everything.

Health Promotion had collected a lot of large resources
(displays, games and exhibition equipment) during its
existence.  A lot of it was old or no longer required.
Resources was the only department in a position to deal with
these.

Several months before the move we advertised surplus
equipment on our web site.  They were given free to other
NHS departments or sold to private concerns.

We cleared about 50% of the surplus items and have distrib-
uted more since the move.



Unpacking and Sorting

We were allocated four small rooms at St. Mark’s for:

• Main office

• Leaflet and library room

• Model and equipment store

• Bulk leaflet store, large graphics equipment and surplus
items

The main problems we overcame at this stage were:
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• Sheer quantities of material to unpack and
store with only 3 WTE (whole-time equivalent)
staff

• Insufficient space making rather cramped store
rooms

• Workmen scheduled to assemble library
shelves only two days before we reopened, so
we assembled them ourselves

MON  TUE  WED

THU  FRI

MON  TUE  WED

THU  FRI

Four removal vans of furniture and equipment

Three whole-time equivalent staff

Two weeks to complete before reopening
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Constructing the library shelving

The
completed
library

Too
cramped
now for
public
access

Store room after
unloading the
vans

Tightly packed
with 23 cages of
library and
leaflet stock 



Surplus Equipment
We managed to give away a lot of the surplus equipment last
year, helping several other departments.
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• Wooden reception desks
We had two of these, used at London Road.  One went to
the Maidenhead KMC (Knowledge Management Centre),
the other is reserved for either Wokingham or Reading
KMC.

• Older exhibition boards
All given away to various NHS departments and some sold
to private concerns.

• Desks and filing cabinet
Two desks, a filing cabinet and journal rack given to NHS
departments.

• Flip chart stands
Given to NHS departments.
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Inconsistencies in Library
The Resources Service had been without a direct manager for
a year or so before the move.  Michael Offord took over as
Acting Manager in March 2002.

Without management the service had run-down to a certain
degree, leaving various problems:

Kate and, particularly, Ann tackled this with lots of telephon-
ing and detective work.  A few of the items were up to 18
months overdue and people had moved jobs!

By August we had got the figure down to 6 items overdue,
only having to write-off about 25.

During the first few months, while putting together customer
orders, 1 in 5 items were missing when we came to look for
them on the shelves.

Since they were not registered as being out to anyone this
was simply a task of removing them from our database
(and web site catalogue).

Booking system showed 156 items overdue

Items missing  that the system said we should have
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Achievements
We have tackled and completed some important tasks since
the new service began:

We did a mail-shot to all 2,200 clients in our database,
explaining the changes to the service and how they can
access us.

We used to annually delete clients from our database that had
not used us for two years but, since the service had run down
for a year or so, this had not been done.  This meant that we
reached everyone that had used us in the past three years or
so.  A copy of the material sent is in the Information Folder
marked A (red).

In December we had a department leaflet and poster profes-
sionally designed and printed.  They explain about the service,
how to access it and contact information.

There are copies in the Information Folder labelled B (yellow).

In December we sent some of our leaflets and posters to every
surgery in Berkshire to raise awareness of the service.

This is an annual ‘self care’ book that is made available free to
visitors to surgeries and other organisations.

On the day it was distributed we had one very positive
response from the library in Maidenhead.

A copy of our advert is in the Information Folder marked
D (blue).

Mail-shot to all existing and past users

Mail-shot to all Berkshire surgeries

General purpose ‘Service Leaflets’ and posters
printed for raising awareness

Service advert in ‘Berkshire GP Surgeries
Healthcare Guide’



Achievements

Despite the many problems with our
supply of leaflets in 2002 (see later), we
feel we now have the biggest selection of
titles and well stocked store in probably
two years.
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Improved leaflet Stock

Day-to-day
‘working’
leaflet stock

Bulk leaflet store



Graphics Jobs Completed
Here is a sample of some of the 37 graphics jobs completed
so far this year.

This is a set of 9 A2 size posters, designed to go in flip-chart
style folders.

They are used in community groups to help explain the
important points of how to improve your health and reduce the
risk of coronary heart disease. 
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A2 Poster Sets for Slough ‘Health Activists’



Graphics Jobs Completed

An eight panel display that answers the major questions about
the condition diabetes.

Originally produced for Wokingham but now available to
borrow from the Resources service.

It has proved very popular and we have recently been asked
to look into producing versions in Punjabi, Urdu and other
minority languages.
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Diabetes Display



Graphics Jobs Completed

A 12 page A5 booklet - two colour.

This is a re-written version of our general Healthy Eating
leaflet aimed at primary school children.

It gives practical ideas of how parents can encourage  their
children to eat more healthy snacks and meals.
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Healthy Eating for Primary School Children



Web Site Development
The Resource Service web site is part of the wider ‘Health
Promotion in Berkshire’ site, which brings together news and
information of all health promotion activity across Berkshire.

The Resources pages are at:  www.bhps.org.uk/resources

Our Catalogue is at:   www.bhps.org.uk/cat

Resources Pages
Our web site is our resources catalogue.

It allows anyone to search our complete library for items of a
particular subject, type/format or audience suitability, and
is accessible by any Internet capable PC, anywhere in
Berkshire (or the World).

Our system is the one of the first (if not the first) in the country
to have video previews.
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Web Site Development
Our site first went on-line back in February 2001 and had a
simple searchable, text only, Resources catalogue.

As part of the planning for the devolvement of BHP in
April 2002 the Resource Service was to become mail-order
and had to be equally accessible to everyone in Berkshire -
regardless of location.

Developing the web site to provide enhanced access to the
library was a central part of this plan.  The first part of the
development was called Stage 1.

Stage 1 - April 2002
The aim of Stage 1 was to add previews to each item:

• Photographs of models, equipment and some teaching
packs

• Streamed video clips of the first 5 minutes of the 100
most popular videos

• PDF files of the 100 most popular leaflets

Stage 1 was completed by April 15th 2002, in time for the
opening of the new service.

Stage 1b - November 2002
This was a continuation of Stage 1 in that it was an
ongoing programme, during 2002, to get the remaining 400
videos digitised for viewing on the web.

This was completed in November 2002, but due to new
purchases there are now more to do.
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Staged Development



Web Site
Development
This is the current stage of
our site.

It has a searchable
catalogue with photos, PDF
files and video clips of most
items.

Being able to search our library is
actually better, in many ways, than
having to look along shelves of items.

We often use the web site search
ourselves to see what we have, even
though the library is in the next room.
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CLICK

CLICK

CLICK



Stage 2
Stage 2 will do everything necessary to run a resource library
and maintain a web site catalogue, all in one system.

This is the most ambitious part of the development as we are
trying to create a completely new, on-line integrated resource
library system.

It will combine all tasks necessary to run the library - library
databases, client databases, bookings, statistics, web site
catalogue, preview files, etc.

It was specially written for us by PPL, Reading.  They have
done many print jobs in the past for us and other NHS depart-
ments.  There was a lot of work involved, working with their
programmers, describing every part of the processes we
require in minute detail.

The system belongs to us so there is real potential to sell it on
to other regional health promotion departments which could
recoup much (if not all) of the development costs.
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Stage 2
With the Stage 2 system clients can not only search and
preview items, but can also check availability and book them
themselves.  This will save the Resources staff valuable time
for other tasks.

We should be swapping over to Stage 2 in February 2003.
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Search for items of interest

View results with previews

Check calendar - Is it
available?

Check your ‘Cart’ and
confirm your selections

Order completed!
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Main Problems this Year
We have had to tackle several major problems since April.

The national changes to the NHS in April ‘02 were wide
ranging.

In the past all our leaflets were always supplied by the HEA
(Health Education Authority) but this changed during
2000/01 to the new Health Promotion England organisa-
tion.

In April 2002 this changed again with national leaflet supply
now being handled by the DoH (Department of Health) with
a new printer Prolog.  This change over was rather chaotic
and caused us many problems.

We had practically no leaflets delivered April to June, then
only parts of orders and back orders fulfiled.  It was very
difficult to meet our client’s orders, with us constantly
having to reply with ‘Awaiting stock’.  We were constantly
telephoning the DoH and Prolog but often got confused or
conflicting information.

Due to the timing a lot of clients incorrectly attributed the
problems to the new Resource Service format.

The situation has improved somewhat since about October,
but supply of some titles is still restricted.

Another on-going problem with leaflet supply is that organi-
sations are increasingly starting to charge for their leaflets,
that used to be free.

Also, even those that have always charged for them, are
deciding to cease production.

This could be a good time to start printing and selling the
leaflets we have produced ourselves.

Disruption to leaflet supply

Reduced Production of Leaflets
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Internal Post - Transcare
We rely almost exclusively now on the NHS Internal Post
system (Transcare) for the delivery and return of our items.

Generally speaking the service has been very good, however
there have been problems getting items to certain sites, and
we have had some serious problems during the year.

In May and June Transcare came under new management.
Managers visited us to explain the new systems.

Basically they would only routinely take items up to the size
of a box of copier paper.  For anything larger we would
have to telephone them and arrange it as a special job,
both for its delivery and again for its return.  This posed us
a serious problem as many of our equipment and model
items are larger than this.

In theory we would have to:

• Check ahead and see what large items were to go out in
the next week

• Book their delivery with Transcare

• Make sure clients returning large items knew to book
their return

• Check what items were to come back to us via one of
the KM Centres within the next week

• Check with the borrower when they would leave it at the
centre

• Book its collection and return with Transcare

We tried to comply with this system at first but it was very
hard to get hold of anyone to take the requests.

Eventually we tried leaving some large items out for
collection without booking and they were collected and
returned anyway.  This problem seems to have resolved
itself.

Transcare say there was no agreement with them for our
service this year so we must ensure an agreement for
2003/04.

Transport of Larger Items
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