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Introduction 

Parliamentary Library and Research services provide a great array of information 
resources to members of parliament, and often the citizens of a country.   
Increasingly there is an overwhelming wealth of information available online and in 
print, a world where knowledge to assist members of parliament consider important 
issues needs to be supported by experts.  A recent IPU report notes: 

Over the past quarter-century, there has been a growing 

demand from parliamentarians for more advanced 

information services, including expert analysis and 

synthesis of information. There has also been increasing 

competition from lobbyists and organizations offering their 

own version of information assistance and briefing through 

intensive communication campaigns. Sifting through this 

“information overload” presents a major challenge for 

parliamentarians.  

In this environment parliamentary library and research services are more important 
than ever. For members of parliament, library and research services can help make 
sense of complex arguments and research, of community and expert discussion and 
international comparisons.  
 
Delivery of access to selected information resources and research publications online 
enables members of parliament to be informed for debates and discussions. 
 
Library and research services are able to provide assistance in making information 
resources and analysis available to their clients within parliament, and are also able to 
use their digital skills to assist in the development of parliamentary web sites and 
online services. 
 
This publication is based on three capacity building sessions run in conjunction with 
the International Symposium ―Fundamental to Democracy: Parliamentary library and 
research services‖ held in Canberra on 1-4 March 2011. Information about the 
symposium and presentations are available at http://symposium2011.aph.gov.au/ 
  
The events aimed to:  

 Assist in the development of parliamentary libraries and research services 

by providing an opportunity for sharing information, knowledge and 

experiences;  

http://symposium2011.aph.gov.au/


 

 

 Encourage the strengthening of parliamentary libraries and research 

services within the region and their parliaments;  

 Support the development of innovation through sharing information on 

innovative practices;  

 Build the capacity of staff through training in information technology 

and service delivery; and  

 Strengthen the cooperation between the Section and the Global Centre 

for ICT in Parliaments, Association of Secretaries General of Parliaments 

(ASGP), Commonwealth Parliamentary Association (CPA) and Inter-

Parliamentary Union (IPU).  

This publication aims to assist all parliamentary library and research centres 
communicate well with their clients to enable effective research and references 
services to support their parliament; build and enhance their online presence and that 
of their parliament and create an online library catalogue and digital resource 
management system. 
 
A copy of this publication will be provided to all those who attended the sessions.  
Additional copies will be made available to Parliamentary Library and Research 
Centres around the world. 
 
I would like to thank those who have worked tirelessly to present sessions and 
prepare papers for this publication: 

• Joanne James, Australian Parliamentary Library  

• Margaret Cazabon, Catherine Gilbert and Bobby Graham, Australian 

Parliamentary Library 

• Elesallah Matatier, Papua New Guinea Parliamentary Librarian and 

Anthony Lewis, Australian Parliamentary Library. 

 

I also thank those who have funded the publication of the manual – the Department 

of the House of Representatives. 

Roxanne Missingham 
Parliamentary Librarian 
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Communications 

Workshop 

Joanne James, Director, Client Services, Australian Parliamentary 
Library  

ibraries are by their nature focused on service, and have the common goal of 
meeting the needs of our clients. Our parliamentary clients require libraries to 
address their information and research needs. We wouldn‘t be able to survive 
without clients, and it is important to consider whether clients could survive 

without us. In today‘s digital environment, information is easily accessible at the 
desktop, so we need to ensure that the service we offer stands out as unique and 
valuable. Offering a high level of client focused service is an important component of 
meeting this goal. 

Good client service has two components – the visible and the invisible: 

 Visible: qualities with which the service is provided, i.e. Timeliness, 
accuracy, convenience, helpfulness, cheerfulness 

 Invisible:  processes, policies and procedures put in place to facilitate 
the visible service, i.e. Opening hours, collection policy, ill processes 
etc. 

 

Chapter 

1 

L 

I C O N  K E Y  

 Valuable information 

 Test your knowledge 

 Further reading 

 Workbook review 
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What is communication? 

Communication is: 

'Two-way process of reaching mutual understanding, in which participants not 
only exchange (encode-decode) information but also create and share 
meaning.' (BusinessDictionary.com:  
http://www.businessdictionary.com/definition/communication.html ) 

There are two types of communication: 

 Internal communication – making sure everyone within an organisation is on 
'the same page' with the same overriding goal and providing consistency of 
service through the invisible components of service. 

 External communication – providing information to your clients. This requires 
an awareness of your clients‘ needs, what they want, how they want it, and 
what barriers there may be in delivering the service to them. 

 

Exercise 1 

It‘s important to have a clear idea of who, what and how you want to communicate. 
The following questions will help get you started: 

1. Who are you communicating to/with? 

 

2. What do you want to communicate? 

 

3. How are you communicating? 

 

4. Is this the best way to communicate with your clients? 

 

 

(This information can form the beginning of a communication plan – see appendix 2). 

 

http://www.businessdictionary.com/definition/communication.html
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Communicating one on one 

Good service will be handled by individual staff on a one on one basis and each 
staff member should view good service as a personal responsibility. Poor 
communication skills by one staff member will reflect poorly on the overall 
service. 
 
 

Exercise 2 

Watch this video: http://www.youtube.com/watch?v=Niac-sIGd8g&feature=related    

1. Would you be happy with this service if you were this client? 
 
 

 
 

2. What were some of the communication problems in this exchange? 

 

 

 

Communication problems 

There are many possible communication problems that library staff need to be aware 
of. Some include: 

 not acknowledging the user – acknowledge their presence and restate their 
initial question 

 not listening – listen to what the client is saying, try not to plan ahead in your 
mind what you will say or what you will do with the request at this point 

 asking closed questions – these may not give much information, use instead 
open questions to try and draw more information from the client 

 interrupting the client or anticipating the end of their sentences – if you are 
doing this you aren‘t listening. Use pauses or questions so clients know when 
to speak and let them finish what they are saying 

http://www.youtube.com/watch?v=Niac-sIGd8g&feature=related
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 making inappropriate assumptions – don‘t make assumptions about why 
someone requires information, or what level of information they need by their 
appearance or their communication skills. This may lead to providing irrelevant 
or insufficient information 

 not following up, and  

 assuming the client knows what they are asking for. 

 

The Reference interview (answering a specific 

enquiry) 

What is a reference interview? The client asks a question and the library staff member 
helps them frame the question in a way that best represents their information need. 

 

1. Encouraging the patron to contact the library when there is an information 
need (outreach).  

2. Finding out what the real information need is (the reference interview).  
 

 

Step 1. Greeting client and establishing 
rapport 

 

The first 30 seconds of the communication is very important. You need to be 
physically available and willing to help. 

If someone approaches you in person you should be able to be seen, have a welcoming 
posture, look up and meet their eyes, acknowledge people when they approach and be 
friendly. People will often hesitate to ask for help, not wanting to waste your time or 
may be nervous about appearing stupid. If library staff look busy, clients will often 
assume they are too busy to be approached. 

Also, think about what you are communicating through your physical environment. 
Do clients know where to go for help when they walk in? Are there any barriers 
between you and them (eg. computer screen or high bench)? 

Steps of the 

reference 

process 
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Be aware that the first question they ask is really a way of establishing contact with you, 
and may not be their 'real' need. They may also have concerns that they are asking a 
silly question, or something that you can‘t help with. It is important to validate their 
question and assure them that they are asking the right person. 

 

Communicating nonverbally includes: 

• our bodies – our facial expression, our posture, the way we use our hands, 

• interpersonal space – leaning in or back, turning away, how close we are to 

another person, 

• the way we speak – tone in voice, the pitch, loudness, speed, length of pauses 

and how we allow others to take turns at speaking, and 

• appearance – how we look and how we are dressed. 

Each of these will send a message to the client beyond the meaning of the words 
we are speaking. Different cultures may interpret nonverbal communication in 
different ways. 

You won‘t have any visual cues when you take an enquiry by email or phone. 
Similarly, the client won‘t have any visual cues to determine your actions or 
expressions.  When taking a phone call it is important to use a pleasant and 
friendly tone and to encourage the client to speak, by acknowledging and 
confirming details through the conversation. 

 

Step 2. Acknowledging the client‟s 
request and general information 
gathering 

Acknowledging is the skill of restating the request to confirm 
that you have understood what is required, it also gives the person an opportunity 
to elaborate more on the topic. 
 
For example  'I‘d like some information on Grease?' 
 
'Are you looking for information on Greece the country?' 

This step will provide the 'big picture' of the request.   

 

Nonverbal 

communication 
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Step 3. Specific information gathering 

 

Things to be aware of: 

 

 clients will often ask for something very broad and general when they 
actually want a very specific piece of information, 

 clients will ask for an item where they think they will find the information, 
rather than ask for the actual piece of information they require, and/or 

 clients may use keywords which are ambiguous. 
 
 

Some examples of enquiries that  
            weren‟t what they seemed! 
 
'Do you have anything on housing?' 
= 'I‘m looking for the legal rights of a tenant in a rental property...' 
 
'Do you have the latest issue of the Quarterly Essay?' 
= 'I heard there was an article about Malcolm Turnbull which I think appeared in 
the Quarterly Essay' 
 
'I need some information on euthanasia for a speech...' 
='I need some information on youth programs in Asia to include in a speech' 
 
'Where is your travel section?' 
= 'I need some information on the government of Sweden for a delegation 
briefing' 
 
Think about what sort of questions you could ask to get from their original 
enquiry to their actual information need. 

http://www.youtube.com/watch?v=Pcdg6l7FcqE&feature=related – for a fun 
look at poor communication 

 

 
It is important to use the right type of question to elicit the required information 
from the client, and to listen to their response.  
 



Questions: 

open and 

closed 

http://www.youtube.com/watch?v=Pcdg6l7FcqE&feature=related
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O P EN  AN D  CL OSE D  QUE S TIO NS  

Some examples of open and closed questions: 
 
Closed questions Open questions 
Can I help you? How can I help you? 
Is there a problem? Would you please tell me about the problem you are 

experiencing? 
Does this meet your 
needs? 

How well does this meet your needs, and what other 
directions would you like to try? 

  

Be careful not to ask an open question and then answer it yourself with a closed 
question, eg. 'What type of information are you looking for? A newspaper article?' 

 

Use open questions when:  

 you want to hear details in the client‘s own words, 

 you want to encourage the client to talk, or 

 you want to avoid making assumptions about what is required. 

 

 Useful open questions 
 
 
To find out what a person wants in order to meet their information need: 

 What information are you looking for? 

 What type of material do you have in mind? 

 What requirements do you have (for the speech, project etc.)? 

 How do you plan on using this information? 
 
 
To get a description of a problem or issue: 

 What have you done so far? 

 Where did you first hear about this? 

 What did your Member of Parliament tell you about this topic? (for the 
question that is coming to you second hand) 
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To encourage the person to elaborate: 

 What aspect of X concerns you? 

 What else can you tell me about X? 
 
 
To get clarification: 

 What do you mean by X? 

 Can you give me an example of that? 

 Can you provide some further detail which will help me understand X? 
 
 
 
(adapted from Ross, Nilsen and Radford (2009), Conducting the reference interview: a 
how-to-do-it manual for librarians, p.89) 

 

Closed questions limit the client to a 'yes/no/I don‘t know' response or a 
'this/that' answer. 
 

Use closed questions when: 
 

 you want to focus the conversation back on topic, or 

 you want to verify that you understand what is required. 

 
Avoid using closed questions at the beginning of the conversation as this will 
require making assumptions about the request. 
 

 

Exercise 3 

Client: 'I have to give a speech on Saturday and I‘m looking for some books I can use. 

 

1. Write down 3 possible closed questions that you could ask the client? 
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2. Write down 3 possible open questions that you could ask the client. 

 

 

 

 

3. Decide which of your 6 questions would be most effective in helping you 
determine the information need of the client. 

 

 

 

 

(adapted from Ross, Nilsen and Radford (2004), Conducting the reference interview: a how-to-
do-it manual for librarians, p.95) 

 

Paraphrasing can help clarify what the client is requesting. These are usually 
closed questions. The following phrases can lead into clarification of the topic: 

'So, what you are looking for is....' 

'The information you need is....' 

'Do you mean.....' 

 

Most people listened at 25% efficiency – ie. Of what they heard they got 25% 
right. The problem is that while we are physically hearing the conversation, our 
mind may be wandering, perhaps planning what we will say next, so only part of a 
person‘s message will get through to the listener. 

 

Active 

listening 
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Active listening tips 

Look ...  at the client to show they have your attention 
Invite...   the client to give you details 
Summarise...  what the client is saying  
Take notes...  to help you focus on what is being said 
Encourage...   the speaker 
Neutralise...  your feelings – don‘t make assumptions or judgements 

 

 Videos on listening and  
        communication 
 

http://www.youtube.com/watch?v=2n6WSLjpWjU&feature=related  – Fun look 
at listening 

http://www.youtube.com/watch?v=0A2XiGI8OiU&feature=related  – Listening 
and HEAR 

http://www.youtube.com/watch?v=tO68uTk-T_E  – How to be a good listener 

 

 

Step 4. Closing discussion and 
feedback 

Ensure the request has been clarified and that the client and 

you have a shared understanding of what information is 

required, how much is needed,  in what format and by what deadline. The request 

form (appendix A) can provide a good checklist prior to closing the discussion. 

 

The assistance doesn‘t end at the point you provide the information to the client. 

The library staff member is responsible for ensuring the client was satisfied with 

the information provided.  Make sure the client‘s need has been met by following 

up with them after providing the information, or leaving the conversation 'open' 

so they feel they can come back if they require further help. 

 



http://www.youtube.com/watch?v=2n6WSLjpWjU&feature=related
http://www.youtube.com/watch?v=0A2XiGI8OiU&feature=related
http://www.youtube.com/watch?v=tO68uTk-T_E
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 Special considerations - Tips for  

           phone communication 
 

 Give the client your full attention when you pick up the call (don‘t carry on a 

conversation with someone else) 

 

 Identify yourself and welcome the caller when you answer the phone 

 

 Use a pleasant and friendly tone 

 

 Acknowledge and confirm the enquiry as the conversation progresses 

 

 Encourage the conversation with the client by prompting with 'uh-huh', 'right', 

'go on' etc. 

 

 Listen, and try not to interrupt 

 

 Write down the request and double check details including the finer details 

such as phone numbers, email addresses, names etc. 

 

 If you are doing some research while talking to them let them know what 

you‘re doing (ie I‘m just looking on ParlInfo....) 

 

 Try not to keep someone hanging on the phone for too long – ask if you can 

call them back and give a deadline for when you will get back to them (and stick to 

it). 
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Communicating your message to a group of 

clients 

It is useful to have a mix of communication methods to reach your clients. Look at the 
way they communicate and try to reach them using the same method – you need to go 
to them, and get into 'their space' rather than expect them to come to you. 

 

Is there information overload with your clients? If so, don‘t bombard them with 
messages – use email sparingly to communicate an important message that is 
particularly relevant to your clients. Ensure the subject line is meaningful, so that it 
catches the client‘s attention when it comes in and they can quickly decide whether it is 
relevant or not to them.  

Example of email from Parliamentary Library to clients: 

 

  Subject: Parliamentary Library Lecture TODAY - Open government - the new agenda 

Parliamentary Library lecture  Today 
Wed 17th November 12:30-1:30pm 

Open government - the new agenda 

Professor John McMillan AO  

To be held in the Library Conference Room.  

Senators, Members, their staff and others in Parliament House are welcome to 

attend - bookings not required. Filming not permitted. 

The seminar will be recorded and audio of the presentations will be made 

available online.  

Other events 
Library Orientation 

Wed 17th Nov 2:30-1:30 

Thur 18th Nov 2:30-1:30 

Meet at the entrance to Main Library 

Factiva iWorks Training 

Thur 18th Nov 10:00-11:00 

Library conference Room B 

 

 Follow us  
 FlagPost 

 Twitter 

 Contact us  
 Contact details 

 Library portal 

 

 

We welcome your feedback on this or other services provided by the Parliamentary Library. 

 

 

 

Email 

http://twitter.com/ParlLibrary
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Some considerations: 

 What is the purpose of the newsletter? Is its goal to provide a brief 

overview, with details on where to go for more information, or is to be a 

longer, more informative document? Which will suit your clients‘ needs?  

 Is it obviously owned by your area? Does it have some distinct branding 

that relates it to your area? 

  Is it obvious who to contact for further information?  

 What is the most appropriate format to reach all of your audience – 

hardcopy or digital, html or plain text etc.? 

 If it is digital, how will it be read? (i.e. on PC, Mac, hand held device, 

phone etc?) 

Example of Parliamentary Library email newsletter 

 

Newsletter  
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Some considerations: 

 Is it obvious that the publication has been produced by your area? Does it 

have branding of some kind that associates it with you?   

 Can clients determine how to contact you for more information from the 

details contained in the publication? 

 Does it meet your clients‘ needs? (i.e. written for their understanding and 

on topics they are interested in?) 

 What is the most appropriate format to reach all of your audience – 

hardcopy or digital, html or plain text etc.? 

 If it is digital, how will it be read? (i.e. on PC, Mac, hand held device, 

phone etc?) 

 

 

Some considerations: 

 Does the site of branding that associates the site with you? 

 Are your contact details obvious on your internet/intranet site? Can your 

clients easily find out how to reach you? 

 Is it organised for their use or yours?  

 Is it easy to navigate by your client group? 

  

 

 

Some considerations: 

 Are your clients likely to use social media? 

 Where will they find you? 

 Is this forum appropriate for your message?  

 

 

Publications  

Internet/ 

Intranet  

Twitter, 

Facebook, 

blogs.. 
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 Useful websites on Social media 
 

Twitter:     http://twitter.com/  
 
For help and to get started: 

Twitter basics: http://support.twitter.com/groups/31-twitter-basics 

Getting started with twitter for your organization: 
http://www.thematrixfiles.net/blog/getting-started-with-twitter/ 

 

 

Facebook:     http://www.facebook.com/ 

There are many 'how to' sites and videos online – a note of caution ... Facebook 
changes the look of their pages constantly, so if you are following directions on 
any 'how to' site, you will need to look around the Facebook page for the options 
they are discussing (and the options being discussed may have disappeared 
completely!): 

How to setup a facebook page for your business, organization or church: 
http://www.youtube.com/watch?v=_f1iZkazGs0  

The proper way for your organization to be on Facebook: 
http://www.knowledgeharbor.com/facebook-for-small-organizations-and-
associations  

The super simple guide to setting up your first company facebook page: 
http://www.searchengineguide.com/jennifer-laycock/the-super-simple-guide-to-
setting-up-you.php  

 

 

Blogging sites: 

Blogger: http://www.blogger.com  

How to create a blog with blogger: 
http://www.youtube.com/watch?v=BnploFsS_tY  

http://twitter.com/
http://support.twitter.com/groups/31-twitter-basics
http://www.thematrixfiles.net/blog/getting-started-with-twitter/
http://www.facebook.com/
http://www.youtube.com/watch?v=_f1iZkazGs0
http://www.knowledgeharbor.com/facebook-for-small-organizations-and-associations
http://www.knowledgeharbor.com/facebook-for-small-organizations-and-associations
http://www.searchengineguide.com/jennifer-laycock/the-super-simple-guide-to-setting-up-you.php
http://www.searchengineguide.com/jennifer-laycock/the-super-simple-guide-to-setting-up-you.php
http://www.blogger.com/
http://www.youtube.com/watch?v=BnploFsS_tY
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Getting started guide: 
http://www.google.com/support/blogger/bin/answer.py?hl=en&answer=11249
8   

Word Press: http://wordpress.com/  

How to start/ setup your own blog using WordPress: 
http://www.thesitewizard.com/gettingstarted/wordpress1.shtml  

New to WordPress – where to start: 
http://codex.wordpress.org/New_To_WordPress_-_Where_to_Start  
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Appendix 1: Request form 

 

Date of request: 
 

Date required: 
 

Name: 
 

Office/Dept: 

Email: Phone no: 
 

Details of request: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Taken by: 
 
Follow up: 
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Appendix 2: Communication plan 

 

[Library name] Communication plan 

Background 

[Include any relevant information when led to the formulation of the plan, e.g. 
Client surveys and their recommendations] 

Key messages 

The key messages we would like to communicate to our clients: 

[List the messages you would like to reach your clients] 

Stakeholders 

[Detail who the communication plan is targeted at, Nb. This should include your 
own staff as well as client groups] 

Planning 

[Outline the strategies included in the communication plan to deliver the key 
messages to the stakeholders. These may include improving consistency of service 
through staff development, use of traditional or emerging communication tools, 
and providing training and orientations to clients. 

Implementation 

[This section should provide details of the strategies, the activities to deliver the 
strategy, how the success of the activity could be measured, and the timeframe in 
which the activity should be completed, e.g.: 

Strategy 
Client training 

Activity 
Visits to the offices of Members of Parliament 

Performance indicator  
Feedback from MPs 
Increase in awareness of services 

Timeframe 
Ongoing, Commence Mar 2011]



D E S I G N  C U S T O M I Z A T I O N  

 

Website and intranet 

management  

Margaret Cazabon, Catherine Gilbert, Bobby Graham, 
Publications Section, Australian Parliamentary Library . 

hen managing a website, there are four main elements to consider: the 
design; the technology; the content; and the governance of your website. 

 

What is the purpose? 

A parliamentary website performs different tasks and should meet different 
requirements. It could provide information, e.g. when does parliament sit? It could 
provide documentation, e.g. the daily Hansard. It could communicate the business of 
parliament, e.g. the outcome of committee findings, to users – Senators, Members of 
Parliament, parliamentary staff and the general public. 

Parliamentary Library/Research Service websites can be: 

 intranets designed to offer members of parliament and parliamentary 
staff access to information resources such as the library catalogue, 
research publications and electronic collections including press 
clippings;  

 components of the parliament‘s website providing access to 
publications of the library or research centre and other online 
resources such as government reports. 

 

 

 

Chapter 

2 

W 
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Website design 

Website design is essentially two things:  a) user-centred design; and b) visual or graphic 
design. User-centred design is, as it sounds, website design that tries to optimize the 
information around how users want, or need to use the website. User-centred design 
guides users easily and naturally through the website. Website design should not force 
the users to change their behaviour. 

 

 Want to know more?  Listen to a 
lecture about user-centred web design 
 

The Mississippi State University Libraries Emerging Technologies Summit 
keynote speaker Aaron Schmidt presents an engaging overview of how to design 
and write a good website. 
 
http://www.youtube.com/watch?v=SBTjxUECNu4  

 

Visual or graphic design provides the elements of colour, branding, typography and 
layout of text, images and headings. The visual design should follow on from your 
initial decisions or research on what information, content and documentation your 
website will contain. Website design should not be driven by visual design alone. 

Website technology 

A website is a collection of related web pages that contain text, images and sometimes 
videos. A website has to be hosted on a web server – either by a commercial web 
hosting service or by your own Information Technology department – and it is 
accessible to the world via the internet. The technology that is used to manage the 
website is driven by the organisation‘s resources and ability. 

 

Essentially the choice is between proprietary software and open source 

software. Each has its own benefits and challenges for consideration:  How will 
the website be managed? What is the funding model? What are the resources, both 
human and financial, to manage the day to day running of the service? 

http://www.youtube.com/watch?v=SBTjxUECNu4


 

 21 

What about a content management system 

(CMS)? 

Is there a need for a web content management system (CMS)? A CMS manages the 
work flow in a collaborative environment. It enables contributors to share stored 
information. It is designed to simplify the publishing of web content to websites 
particularly if there are a large number of contributors, a large volume of content 
and/or frequent changes to content. There are open source options. These are free but 
require skills and time to configure and to manage. 

 

 Want to know more about what a 
web content management system is? 
 

Watch this short video to find out more about web content management: 
http://www.youtube.com/watch?v=7W46dxG_R1U   

 

 

Website governance 

Website governance is often an overlooked element in managing a website, but it is an 
essential component of the success of the service: it is your organisation‘s structure of 
staff, technical systems, policies and procedures that maintain and manage a website. 
Each of these requires a well-defined role, responsibility and authority. In addition to 
these, the relationships between staff should be considered, particularly when 
embarking on a new website. 

 

 Want to know more? 
 

The Australian Government Department of Finance and Deregulation is a 
resource for ‗Better Practice Checklists‘ at http://www.finance.gov.au/e-
government/better-practice-and-collaboration/better-practice-
checklists/index.html 

http://www.youtube.com/watch?v=7W46dxG_R1U
http://www.finance.gov.au/e-government/better-practice-and-collaboration/better-practice-checklists/index.html
http://www.finance.gov.au/e-government/better-practice-and-collaboration/better-practice-checklists/index.html
http://www.finance.gov.au/e-government/better-practice-and-collaboration/better-practice-checklists/index.html
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Website content 

Website content is the textual, visual or aural content that users experience on your 
website. It may include text, images, sounds, videos and animations. Each of these 
elements requires consideration, management and decisions relating to technology, 
sustainability and overall quality of the website. 

 

 Want to know more? 
 

Hint: You don‟t have to „create‟ all these content items. You could link to 
other publicly available content. 

Wikipedia is a good resource for definitions of web content. See 
http://en.wikipedia.org/wiki/Web_content 

  

 

Whether planning a new site or refreshing an existing one, it‘s important to 
Identify content that: 

 exists on the site in a way that meets the user‘s needs 

 exists on the site but needs to be changed 

 exists within the organisation, or 

 does not yet exist and needs to be created 

 

Writing for the web 

Writing for web users is a particular skill that can be mastered with a little 
understanding and practise. Essentially the trick is to write concisely, specifically and in 
plain English. A useful reference is the work done by Melbourne-based consultants 
4Syllables. See their writing tips at http://www.4syllables.com.au/resources/web-
writing-tips/. 

What is 

content? 

http://en.wikipedia.org/wiki/Web_content
http://www.4syllables.com.au/resources/web-writing-tips/
http://www.4syllables.com.au/resources/web-writing-tips/
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When considering how to structure your content, you could interrogate your own 
website with the following questions: 

 Does the structure meet users‘ goals? 

 Do users understand the labels and language? 

 Is there a place for every chunk of information? 

 Does content fit together logically? 

 Is the structure too broad – menus not specific enough? 

 Is the structure too narrow – menus too specific? 

 Do all individual pages have relevant content, or are they just menus? 

 Does the structure easily allow for growth and change? 

 

How will users find what they need? 

 Consider how users will access the information 

 Consider organisation‘s logos and branding – does the parliament have a 
style and logo? 

 Do you have a search function? 

 Do you need to archive content? 

 

When managing any service, it is important to monitor its usefulness. An efficient 
way of doing that is to review web usage. There are a few tools that can help you 
do that, e.g. Google Analytics, Urchin, Webtrends, etc. 

It is helpful to collect and use user feedback. You can do that by running short 
surveys. An effective tool is Survey Monkey, which is free software. By analysing 
the survey results you can gather information on what works and what doesn‘t 
work. You can engage your users in providing this feedback and gain their 
confidence in any future website changes. 

 

How to 

structure 

content? 

How to 

navigate 

the site? 

How useful 

is my 

website? 
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Content, or what you put on your website, is the most important part of any site. 
The principles for managing content are the same for creating a new site or for 
renewing an existing one. 

 

 

 

You could consider what services, functionality or information can be provided on 
the site to meet needs and goals. Identify the information users may be looking for 
and the tasks users may like to undertake on the site. It may be useful to determine 
the business goals or user needs that cannot be provided by the site or that may be 
addressed at a later date. 

For each of the user needs identified, consider an example of how a user may 
meet these needs on the site and what activities they may undertake on the site. 
For example, you may identify a calendar to list upcoming parliamentary events as 
a business need. 

 

 What is your focus? 
 

 Members of Parliament 

 Parliamentary sittings 

 Parliamentary Committees 

 How legislature works 

 Bills and other parliamentary business 

 Important parliamentary documents, such as Hansard 

The library or research centre 

 

How to 

manage 

website 

content? 

Services, 

functionality 

or 

information 
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Australian Parliamentary website 

 

As an example, let‘s look at the the Australian Parliamentary website. This is 
structured around the two parliamentary chambers: the House of Representatives 
and the Senate. All the information and documentation about parliament can be 
found under the main menus, which are: 

 Parliamentary business 

 Senators and members 

 News and events 

 About parliament 

 Visit parliament 

 

Within these menus, there is further information. For example, within the 
‗Parliamentary business‘ menu the drop-down list reveals information about: 

 Chamber documents 

 Hansard 

 Committees 

 Senate estimates 

 Petitions 
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By presenting the information in this way, we hope to guide our users – both the 
general public and our parliamentary colleagues – quickly and easily to the 
information they may require. Of course there are many different ways to 
categorise your information on your particular website. The above is just one 
example. 

 

 What do other parliaments do? 
 

You may find it helpful to see what other parliaments have done. There‘s a list of 
parliamentary websites at http://www.ipu.org/english/parlweb.htm 

 

http://www.ipu.org/english/parlweb.htm
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Library and Research Service websites 

For Members of Parliament, their staff and parliamentary staff providing a 
library or research centre website can help provide quick and easy access to a 
range of information resources. 

 

Your library or research centre website should meet your users‘ research 
needs. It should not model the administrative structure of your 
organization. You could organize the content from the perspective of 
your users, not your librarians. Some of the most common user tasks are 
to: 

 

 Conduct research to find journal articles, indexes and books 

 Find information about the library‘s opening hours 

 Get help in using the library 

. 

 

It would be helpful for users to be able to find the library directly from 
your website‘s home page. A short statement of purpose on the library‘s 
home page would also be helpful: what is the business of the library? 
Provide headings for content within the library website, e.g.  resources; 
journals, special collections, databases, etc.  

. 

 

Library users may not be familiar with library terms. For example, use 
‗online catalogue‘ rather than OPAC. Many users are not familiar with 
simple library terms and have difficulty differentiating between 
‗electronic journals‘ and ‗databases and indexes‘. It might be helpful to 
describe terms, e.g. ‗Electronic journals – electronic full text of journal 
articles‘ and ‗Databases and indexes – search across journal abstracts‘.  

. 

 

User-centred 

design and 

organization 

Finding the 

library 

Use plain 

language 
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What is an intranet? 

An intranet is an internal website that provides information to people within an 
organisation. It can be a valuable and effective business tool for an organisation. It can be 
a strategic asset that supports key business processes, improvements in efficiency as well 
as greater staff and customer satisfaction. 

 

 Writing for the intranet 
 

As one of the most effective ways to get authors up to speed on writing techniques 
quickly, training should include: 
 

 understanding the audience  
 

 writing for the online medium  
 

 making text easy to scan  
 

 writing in plain language  
 

 writing great headings, summaries and links  
 

 plenty of examples  
 

 practical exercises getting authors to rewrite existing content 

 

Source: http://www.steptwo.com.au/  

 

 

Intranets are not only a source of content, they are also a vital communications 
channel, a platform for collaboration (if your parliament goes down that track), and a 
place people can perform important tasks (like search for information or fill in a 
leave form) and support the parliamentary culture. 

As each organisation is different, each intranet is also different. An intranet should 
be a reflection of your organisation. 

http://www.steptwo.com.au/
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What is metadata? 

Metadata is information used to describe digital data using standards specific to a 
particular discipline. On every website and intranet the question arises as to what is an 
appropriate amount of metadata to include on web and intranet pages. 

There is no ‗one size fits all‘ answer to this. To determine what is appropriate for your 
site, look at the following points: 

 What is needed to make content findable, especially through search? 

 What is needed to increase the usefulness of content, for example, review and 
expiry dates to prevent content getting out-of-date? 

 What can be implemented without being a huge imposition on authors? 

 Can metadata be reused across the organisation? Consistency of data and possibly 
implementation of a common data dictionary will allow for reuse of metadata. 

. 

 What makes your intranet successful? 
 

• Have you got a clear purpose for the intranet? Each intranet needs a clearly 
stated purpose, for example: 
 

                         To inform users of what they need to know 
 

                         To enable staff to do their jobs better 
 

                         To support the parliamentary process, that is, to do what is  
                                needed efficiently and effectively 
 
• Are you responsive to the users of the intranet? 

• Do you have effective and documented change control procedures?   

• How can you update your site? Out of date content may annoy your users. 

• What kind of feedback mechanisms do you have? Can your users get in 
touch with you to tell you what they need? How can you find out what users want? 

• What opportunities are available to improve your users‘ experience? 
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Marketing your site 

Once your website is live, you could consider a marketing strategy to keep your clients 
returning to the site. Some things to do would be to: 

 Email a monthly newsletter to all clients and staff 

 Include a link to the website in your email signatures 

 Survey your users regularly to find out their needs 

 Standardise your branding and information across your print and online 
brochures, pamphlets, newsletters and publications. 

 Ensure all your outgoing communication has the website‘s contact details clearly 
printed 

 Use social media: blog about your services, publications and events; promote 
your publications with Facebook and Twitter; publish informational videos at 
YouTube. 

 Publish audio or video content of presentations. 

. 

Checklist for managing content 

What Responsible When Status 

What is our governance 
model? 

   

Who owns the content?    

What content do we 
have? 

   

How can we structure 
our content? 

   

Do we need to rewrite 
our content? 

   

Can we just edit our 
existing content? 

   

How will we manage 
our content in the 
future? 
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Checklist for a library intranet or website 

What Responsible When Status 

Do we need stuff in our 
intranet that we already 
have on our website? 

   

What do our users want 
or need? 

   

What exactly are our 
needs? 

   

What are our business 
requirements?  

   

What goals do we have?    

Who will manage this 
service? 

   

Who will provide the 
content? 

   

How good is our 
content? 

   

How should we 
structure the content? 

   

Do we need a content 
management system? 

   

What technology do we 
need? 

   

How will we report on 
the use? 

   

How could we promote 
ourselves? 
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Setting up a new website – grass roots (palm trees) 

level 

The Australian Parliament has a focus on the Pacific region, particularly through the 
Commonwealth Parliamentary Association (CPA). In addition to promoting bilateral 
relations, the Parliament provides a considerable amount of training and equipment to 
Pacific parliaments.  

The Parliamentary Relations Office (PRO) provides a regional secretariat to support both 
Australian and Pacific branches of the CPA. This encompasses support for a range of 
conferences, seminars and visits at both the regional and the individual branch levels and 
included in its general support is training for other parliaments. 

Between 2007 and 2009 the PRO funded the setting up of websites for the islands of 
Kiribati, Cook Islands, Tonga, Vanuatu and Nauru. 

 

This section gives an outline on how websites can be created and looks at the very 
basics needed for the implementation of a new website based on experience setting 
up websites for the Pacific nations. 
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Step 1. Identify the appropriate 
contact for the creation of the 
website 

 

The following points then need addressing: 

 

 Is there a computer network set up within the Parliament building?  

 Is there a wireless network available?  

 Decide on and apply for a domain name 

 Consider how much content is available electronically 

 Are Hansard/transcripts available?  

 Is there a committee system? 

 Is there a service provider on the Island who would be able to 

support the website? - It is better to have a local provider rather than 

one located elsewhere in the world. 

 

Most important at this stage, is communicating with all parties concerned to 
try and ascertain what really is needed and what level to pitch the site at. 

 

 
Staff of the Parliament of the Cook Islands 
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Step 2. Create a design 

 

Input from across the parliament will be required. The 

process includes: 

 

 choosing colours, obtaining images of flags, crests, photos  etc 

 approval by the Parliament would then be needed to proceed further. 

 

A website shell can then be created using a program such as Dreamweaver 
http://www.adobe.com/products/dreamweaver/whatisdreamweaver/  

 

Next steps 

 

Implementing a detailed design is a very important part of 

the exercise.  Some of the next steps include: 

 

 approach the service provider,  as the server preparation is vital to 

the site going live 

 prepare material as required – in some cases this involves a 

considerable amount of typing as material is often not available 

electronically 

 continuous discussion is needed to make sure that all parties are able 

to voice their opinions and share their knowledge 

 finally when the site is sufficiently developed the support person can 

be trained in maintaining the site 

 FileZilla http://filezilla-project.org/ can be used as a tool used for 

uploading to the server housed with the Service Provider 

 

Final steps 

 

Successfully completing the project required a high degree 

of coordination. Steps include: 

 

 Ensure site is accessible: see http://www.w3c.org/accessibility 

Accessibility plays a vital role in the success of a website as it is 







http://www.adobe.com/products/dreamweaver/whatisdreamweaver/
http://filezilla-project.org/
http://www.w3c.org/accessibility
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necessary to reach out to all citizens (making the site usable by people 

of all abilities and disabilities) 

 Ensure site is regularly backed up 

 Like websites everywhere it depends on staff available to keep up to 

date and efficient, staff change and others come in with limited skills 

but it is vital that the sites are kept up to date as they represent the 

Parliament to the outside world.  

 Simplicity is the key to a successful basic website 

 

Examples of sites developed using this 

methodology 

 

 



 

 36 
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Note: The Parliament of Tonga has now developed a new site using Joomla – a 
content management system – a great example of how a site can be further 
developed. 
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 Further information 
 

General aspects:     
 
Australia. Department of Finance. Better Practice Checklists and Guides - 
http://www.finance.gov.au/e-government/better-practice-and-collaboration/better-
practice-checklists/index.html   

Inter Parliamentary Union (IPU) Guidelines for the Content and Structure 
of Parliamentary Websites - http://www.ipu.org/cntr-e/web.pdf 

 

 

Usability:  

Boxes and Arrows: www.boxesandarrows.com 

Gerry McGovern: www.gerrymcgovern.com  

Jakob Nielson: www.useit.com   

  

 

Intranets: 

Step Two Designs: www.steptwo.com.au    

  

 

Open source content management Systems: 

Drupal – http://drupal.org   

Joomla - http://www.joomla.org/   

FileZilla - http://filezilla-project.org   

http://www.finance.gov.au/e-government/better-practice-and-collaboration/better-practice-checklists/index.html
http://www.finance.gov.au/e-government/better-practice-and-collaboration/better-practice-checklists/index.html
http://www.ipu.org/cntr-e/web.pdf
http://www.boxesandarrows.com/
http://www.gerrymcgovern.com/
http://www.useit.com/
http://www.steptwo.com.au/
http://drupal.org/
http://www.joomla.org/
http://filezilla-project.org/
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Creating a library web 

catalogue system using 

open source software 

 

Elesallah Matatier , Parliamentary Librarian, Papua New 
Guinea. 

arliamentary Libraries develop collections on print and digital resources to meet 
the needs of members of their parliaments.  Creating a library catalogue is very 
important and it enables members of parliament, their staff and staff of 
parliaments such as committee staff to locate relevant material to assist them 

with the work of parliament.  Online library catalogues enable users to find material 
held by the library easily to and, if it is digital, access it directly. 

There are a range of options in automated library systems including through 
commercial systems and free systems.  Lists of library system vendors can be found 
online.  The American Library Association web site has a very comprehensive list 
available at 
http://americanlibrariesbuyersguide.com/results.php?category=Automation&heading
name=Integrated Library Systems&heading=128&category_id=799  . 

In deciding which option is best for an 
individual library factors to be considered 
include: 

 Functionality required – such as 
acquisitions, serials, support for 
storage of online resources, 
reporting and integration with 
other systems such as national 
catalogues; 

Chapter 

3 

P 

Elesallah Matatier - Papua New Guinea Parliamentary Librarian 

http://americanlibrariesbuyersguide.com/results.php?category=Automation&headingname=Integrated%20Library%20Systems&heading=128&category_id=799
http://americanlibrariesbuyersguide.com/results.php?category=Automation&headingname=Integrated%20Library%20Systems&heading=128&category_id=799
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 Support required – options include having a website hosted by the vendor 
which reduces the need for support from within your library and parliament 
through to software that is loaded locally and may require significant, or little 
support; 

 Information needs of the library and clients – for some complex systems that 
allow bulk import of records of electronic serials is required, for others fairly 
straight forward records are entered manually; and 

 Other systems that the catalogue may need to integrate with, for example your 
library maybe using a federated search service, such as Summon, the catalogue 
records will need to be reused in. 

Increasingly libraries are using open source technology to provide a catalogue solution.  
There are a number of options which are free to purchase, all of which will require 
some costs in terms of having hardware to run off and staff who are able to install the 
software.   

This paper outlines a solution that has been implemented in the Papua new Guinea 
Parliament by Ellseallah Matatier. His presentation is inspiring as it demonstrates how 
with very limited resources a system can be implemented that provides a catalogue and 
also enables management of digital resources. I commend his work to all readers. You 
don‘t need to be an IT expert or have a lot of money to setup a library catalogue.  

For example, in Papua New Guinea the Parliamentary Librarian Elesallah Matatier has 
created an Intranet Site and Library Catalogue system using only open source software. 
Mr Matatier has chosen to use Open Source software due to financial restrictions and 
using only free/open source software has enabled him to produce an easy to use and 
maintain intranet site along with several searchable databases including a Library 
Catalogue, Library E-Documents and a Legislation Database. 

A list of the free Open Source software used and described here includes: 

 WinIsis and CDS/ISIS (Development of Databases) 

 GenisisWeb (Search Engine for in-house developed Databases). 

 Plone (Content Management Software) and Apache (Web server) 

This section concentrates on: 

1. A case study showing what Papua New Guinea library has achieved using 
open source software; 

2. Guidance on creating a small database in WinISIS; and 

3. Demonstrate the use of GENISISweb. 
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WinIsis and CDS/ISIS 

CDS/ISIS is a menu-driven generalized Information Storage and Retrieval system 
designed specifically for the computerized management of structured non-numerical 
data bases.  

One of the major advantages offered 
by the generalized design of the 
system is that CDS/ISIS is able to 
manipulate an unlimited number of 
data bases each of which may consist 
of completely different data elements.  

Although some features of CDS/ISIS 
require knowledge of and experience 
with computerized information 
systems, once an application has been 
designed the system may be used by 
persons having had little or no prior 
computer experience.  

For advanced users, CDS/ISIS offers 
a wide range of programming facility allowing the development of specialized 
applications through the use of its powerful print formats. For real computer 
programmers, an external programming library, the SIS_DLL1, provide all necessary 
tools for developing CDS/ISIS based applications 

The major features of the CDS/ISIS software are:  

 the handling of variable length records, fields and sub fields, thus saving disk 
space and making it possible to store greater amounts of information;  

 the handling of repeatable fields;  

 a data base definition component allowing the user to define the data to be 
processed for a particular application;  

 a data entry component for entering and modifying data through user-created 
data base specific worksheets;  

 an information retrieval component using a powerful search language 
providing for field-level and proximity search operators, in addition to the 
traditional and/or/not operators, as well as free-text searching;  
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 a powerful sort and report generation facility allowing the user to easily create 
any desired printed products, such as catalogues, indexes, directories, etc.;  

 a data interchange function based on the ISO 2709 international standard used 
by leading data base producers;  

 an integrated application programming language (CDS/ISIS Pascal and the 
ISIS_DLL), allowing the user to tailor the software to specific needs;  

 functions allowing the user to build relational data bases, though CDS/ISIS is 
not based over a relational model;  

 powerful hypertext functions allow to design complex user interfaces. 

 

From the outset, CDS/ISIS was created as multi-lingual software, providing integrated 
facilities for the development of local linguistic versions. Thus, although UNESCO 
distributes only the English, French and Spanish versions of the package, user-
developed versions exist in virtually all languages, including special versions which 
UNESCO helped in developing, for Arabic, Chinese and Korean. 

 

GENISIS 

 GENISIS is an authoring software for Windows for visually producing web forms to 
query CDS/ISIS databases.  

There are two versions of the tool: GenisisWeb, for web publishing and GenisisCD for 
developing CDRom interfaces for CDS/ISIS databases. CDS/ISIS is an advanced 
information storage and retrieval software developed by UNESCO since 1985 to 
satisfy the need expressed by many institutions, especially in developing countries, to 
be able to streamline their information processing activities by using modern (and 
relatively inexpensive) technologies.  

Genisis was originally developed by the former IBISCUS Association (France) for 
UNESCO and it is now available free of charge on the UNESCO FTP site. The 
software is written in Microsoft Visual Basic. Its source code is also freely available.  

A new release of GENISIS, the authoring software for visually introducing search 
interfaces for CDS/ISIS databases, is now distributed on UNESCO‘s CDS/ISIS 
webpage.  

http://www.unesco.org/isis/files/winisis/genisis/web/genisisweb.exe 

http://www.unesco.org/isis/files/winisis/genisis/cdrom/genisiscd.exe 

http://www.unesco.org/isis/files/winisis/genisis/web/genisisweb.exe
http://www.unesco.org/isis/files/winisis/genisis/cdrom/genisiscd.exe
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ftp://ftp.unesco.org/pub/winisis/genisis/web/ 

GenisisWeb now supports CSS (Cascading Style Sheets) and has an improved 
CDS/ISIS print format wizard that makes it easier to link records to each others. 
GenisisCD works also over HTML pages but includes its own search engine and may 
produce a fully fledged CD, including: installation program, autorun, HTML help, 
totally customizable interface logos etc. GenisisCD will prepare the CD that will then 
possible to burn using your favourite CD writer software. Available interface languages: 
English and French. 

Genisis, basically implements the following steps: 

 

1. the web query form (with field selection and index access); 

2. the display of query results; 

3. the display of a particular record‘s details; 

4. test the application; 

 

For testing the generated application with GenisisWeb, will require the use of a local 
web server such as Apache web server.  Finally, depending on which version of 
GENISIS you are using, it is possible to export the generated application to a real 
internet/intranet server (Windows, Unix, Linux) or to prepare the structure of the 
CDRom for the co copy. 

GENISIS is based on the Web CDS/ISIS interface WWWISIS by BIREME. 

 

Plone 

Plone lets non-technical people create and maintain information for a public website or 

an intranet using only a web browser. Plone is easy to understand and use — allowing 

users to be productive in just half an hour — yet offers a wealth of community-
developed add-ons and extensibility to keep meeting your needs for years to come. 

Plone is a free and open source content management system built on top of the Zope 
application server. In principle, Plone can be used for any kind of website, including 
blogs, internet sites, webshops and internal websites. It is also well positioned to be 
used as a document publishing system and groupware collaboration tool. The strengths 
of Plone are its flexible and adaptable workflow, very good security, extensibility, high 
usability and flexibility. 

ftp://ftp.unesco.org/pub/winisis/genisis/web/
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Plone is released under the GNU General Public License (GPL) and is designed to be 
extensible. Major development is conducted periodically during special meetings called 
Plone Sprints. Additional functionality is added to Plone with Products, which may be 
distributed through the Plone website or otherwise. The Plone Foundation holds and 
enforces all copyrights and trademarks. Plone also has legal backing from the council 
of the Software Freedom Law Center. 

Visit http://plone.org for more. 

 

 

Apache 

The Apache HTTP Server Project is a collaborative software development effort 
aimed at creating a robust, commercial-grade, featureful, and freely-available source 
code implementation of an HTTP (Web) server. The project is jointly managed by a 
group of volunteers located around the world, using the Internet and the Web to 
communicate, plan, and develop the server and its related documentation. This project 
is part of the Apache Software Foundation. In addition, hundreds of users have 
contributed ideas, code, and documentation to the project. This file is intended to 

http://plone.org/
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briefly describe the history of the Apache HTTP Server and recognize the many 
contributors. 
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The resulting website 

 

 

PNG Library Intranet Site 

Using Plone the above page was created. With future plans to have the sitting days 
updated and the parliamentary profiles.  

Parliamentary users can access the Library Catalogue, Hansards and the Legislation 
Database 

Borrowing from the library is still done using the manual system but with some effort an automated 
system could be implemented. 
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Library catalogue Search tool created using GENISISweb 

Users can search the library catalogue database for resources and easily find their 
location. 
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Search Results 

 
Viewing a single record 
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Searching for E-documents 

 
E-document results 
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E-document search results 

Legislation Database 

 
Table 1 Legislation Database search screen 
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Table 2 Legislation Database results 
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Table 3 Legislation Database Details view 

 
Table 4 Documents are attached and can be opened from this location 
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 Further reading 
 

General aspects:     
 
O‘Brien, Stephen UNAIDS Zimbabwe HIV and AIDS Library. September 2005. 
Available from: www.harare.unesco.org/pages/zimisis/docs/UNAIDS/  

 

Rajasekharan, K. and Nafala, K.M. Creation of Digital Libraries in CD-ROMs using 
Winisis and GenisisCD. Available from: 
http://portal.unesco.org/ci/en/files/21747/11443080421genisiscdmanual.pdf/ge
nisiscdmanual.pdf  

 

Talagala, Deepali. Web interface for CDS/Isis GenIsisWeb Version 3.0.0, July 2003. 
Available from: www.nsf.ac.lk/purna/genisisman-ver.3.pdf 
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