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Healthcare Institutions and Libraries

* Both are very well-visited — queues form before opening hours
* Our customers come from all walks of life

* We both care a lot about the people we serve
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NLB's Key Lines of Business

Vision: Readers for Life, Learning Communities, Knowledgeable Nation
Mission: We make knowledge come alive, spark imagination and create possibilities

Public Libraries

Network of 28 Public Libraries, including 3
partner libraries

Reading Programmes and Initiatives

Programmes and Exhibitions targeted at
Singapore communities
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National Library
Preserving Singapore’s Print and
Literary Heritage, and Intellectual
memory

Reference Collections
Legal Deposit (including electronic)

National Archives
Transferred from NHB to NLB in Nov 2012

Custodian of Singapore’s Collective Memory:
Responsible for Collection, Preservation and
Management of Singapore’s Public and Private
Archival Records

Promotes Public Interest in our Nation’s History
and Heritage
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We have Significant Reach

OUR USAGE

The National Library Board saw a significant increase in
the past yearin visitorship across its libraries and
archives, contributing to growth in its overall reach in
2023. To cater to the growing number of patrons and their
evolving learning and reading needs, NLB has also
continued to enhance its services, including offering more
digital resources as part of the LAB25 (Libraries and
Archives Blueprint 2025).
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NLB'sreach grew
significantly to almost 8in
10 residents, surpassing
pre-Covid levels in 2019.
Ongoing efforts to
reimagine our libraries
and archives have been
well-received by

the public.
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We have a Sizeable Collection

Over 13m in multiple formats for multimodal discovery and learning

Lending Collection Reference Collection

Grer T m Over Over 147,000 Over
R B Goks 35 L 560,000 Chinese, Malay & 53,000
print collection . [——— databases Singapore & Tamil Languages il
SEA items items
DU D A, Over 7,400 :(‘)’(e):) Over 62,000 Over39,000 ., . 19,000
: ’ Social Sciences Science & .
music tracks €-newspapers and . & H it Technolo Rare Materials
e-magazines titles ©-1€aming eIt - 9y items
courses Items Iitems

Archival Materials

Over  Over 290,000 Over 190,000 Over 70,000 Over 55,000 Over 35,000 Over

1.14m Governmentfiles &  Audiovisual & sound Maps & building Speeches & press Oral history 7,000
Photographs  Parliamentpapers recordings plans releases interviews Posters
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Our Context:
We are living in an era of
technological disruptions



Source: Deloitte, 2023
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TheY GO Dlgltal Seattle Public Library goes offline after ransomware event
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Gen Zs and Millennials are stitching together their digital and
physical worlds, setting the stage for the next version of reality.
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ChatGPT continues to be one of the
fastest-growing services ever

-

e ‘ , e / In less than a year, it's hit 100
(== : = million weekly users, and over 2

.. million developers are currently
e building on the company’s API,

A \ ~ including the majority of Fortune
s @ | 500 companies.

Source: The Seattle Times, 2024 | N \

Students working on laptop computers at the British Library
with the Kings Library in the background, London Pavel
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Source: TIME, 2024 Source: The Verge ,2023
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https://www.theverge.com/2023/11/6/23948386/chatgpt-active-user-count-openai-developer-conference
https://www2.deloitte.com/us/en/insights/industry/technology/gen-z-and-millennials-are-metaverse-early-adopters.html
https://www2.deloitte.com/us/en/insights/industry/technology/gen-z-and-millennials-are-metaverse-early-adopters.html
https://time.com/6692315/digital-age-threatens-libraries/
https://www.seattletimes.com/seattle-news/seattle-public-library-goes-offline-after-ransomware-event/

Our Inspiration:
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Retail Content



Rise in share of global e-commerce

- Made up approx. 19% of global retail sales in 2021
- Share is expected to increase to 25% by 2026
(Statistica, 2023)

Retail E-commerce giants: Alibaba and Amazon
elal - Respectively generated est. 780 billion USD and est. 690

billion USD in annual online sales

Shlft|ng (Statistica, 2022)
Online Rise of “Palm Retail” and Social Shopping

- Sale via mobile app and social media and livestreaming
platforms (Instragram Live, TikTok) gaining market share,
expected to hit $1.5trillion market value by 2025
(Forbes, 2024)



https://www.forbes.com/sites/forbestechcouncil/2024/05/16/the-rise-of-social-shopping-and-the-opportunity-ahead/

Omni-
Channel

Single Channel

$

Multi-Channel
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Omni-Channel




What does it mean to provide

an omni-channel user

Omni- experience?
Channel




Integrated. Consistent. Seamless.

Mobile Order

Order & Pickup Now

Schedule An Order

Dine-in Ordering

Starbucks® Delivers

<

Starbucks®Rewards

45.1/300 e

Earn 254.9 Star(s) by 12/11/2024 to be Gol

\ View Tier details ‘
YOUR REWARDS

Redeemable Rewards (1)

ike
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Id Member
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m
emember to tell your barista which rewards you wou
to claim

20 40 60 Redeem

* 45.1 Star(s) will be expired on 12/11/2024
N

The Starbucks Rewards app allows
a customer to get his coffee in
many ways: regardless if he has
already entered the store, planning
to visit a store, or if he intends to
get it delivered.

Loyalty rewards and stored-valued
gift cards features in the app are
seamlessly integrated into each
transaction regardless if online or
In-store
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Integrated. Consistent. Seamless.

|
« Customers enter physical store

SINGAPORL

Unmanned, 24-hour Cheers
convenience stores being rolled out in
SAF camps

gantry with the retailer’s
mobile app.

* Just Walk Out technology
powered by Al charges items
taken to customers’ account
when they leave the store, no
cashier needed

Singapore's First AI
Unmanned Convenience
Store

No Cashier, No Queue, Just
Pick & GO!

O ©
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Rise of Video-on-Demand
e Shifting from cable TV subscriptions to VOD

platforms e.g. Netflix, Disney+
Content

On Demand Anytime, Anywhere

 Content accessible via smart personal devices
 Consumption not fixed at locations (e.g. cinema)




Data-driven personalised
recommendations based on
Personal- users’ preferences and
isation usage history




Customised for you.

Personalised Homepage on Netflix

Home Series Films  Ne

Because you watched Next in Fashion

International TV Programmes Featuring a Strong Female Lead
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Netflix shows a
uniqgue homepage
for each user, via
Al-powered
algorithm that
generates "Because
You Watched"”
recommendations.



Customised for you.

Meet your DJ
@Spotify'

Spotify Debuts a New Al DJ, Right
in Your Pocket

Photo Credits: Spotify

Spotify generates a
personalised

playlist for each user,
alongside Al-generated
commentary around
the tracks and artists,
based on users’ music
taste.



Our Plan:
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History of Transformation

2010
2!

A0

2000

Library 2000 Library 2010
Report Report
(Focus on Physical (Focus on Digital

Libraries) Infrastructure)
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2020

30

2025

Library 2020 LAB25 (Libraries
(FocusBoQI(I;nowIedge & Archives
uilding) i
Blueprint)

(Focus on Omni-channel

netwopk)
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NLB’s 5-year journey of experimentation and
innovation to reimagine our libraries and
archives



WHAT IS
LAB25?

LAB25 is NLB’s invitation to partners and

the community to collaborate on this
journey of innovation and experimentation
to reimagine libraries and archives. The
goal is to be an even stronger companion
to patrons as the society navigates an
evolving social, cultural and economic
landscape. Through four distinct roles,
NLB seeks to work with the community to
co-create products and services for our
next generation of libraries and archives.

LEARNING
MARKETPLACE

To transform NLB into a national
platform of lifelong learning with
like-minded partners

READING &
INFORMED SOCIETY

NLB nurtures and sustains a
reading and informed society.

SINGAPORE
STORYTELLERS

To inspire discovery and creation

of Singapore stories and instil
a deeper appreciation of our

collective experience

EQUALISER

To bridge gaps, include more and
empower all in this digital age
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Key Priorities:

1. Rethinking our Channels
2. Transforming our Content



Rethinking Our Channels




Channel Strategy: Extending Our Reach

HUBS DIGITAL
Network of NLB-owned Al powered
Regional, Standalone and recommendation
Mall Libraries, engines, personalised
supplemented by partner- discovery
funded libraries

PHYGITAL

NODES DELIVERY

Encounters at surprising Subscription and

places (malls, parks etc.) delivery service for
books
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Fixed Touchpoints > Nodes Everywhere

We expand our reach in a more flexible and agile way.

Network of 30+ physical facilities  Ubiquitous presence in both physical
and website/app and digital spaces

Growth through touchpoints Growth through partners (free/cheap!)
(expensive!)

Rigidity in expansion or contraction Agile in expansion or contraction



Nodes: Pop-up Library Experience

If you are in a rush...

-

4 -

Nodes with SMRT giving
commuters access to quick
reads and other NLB’s
eResources

Nodes at Healthcare settings
promoting relevant eResources
while people wait

...Or if you had more time

Automated borrowing at
unmanned Grab-n-Go pop-up
libraries such as the Comics
Library at Anchorpoint

28
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Delivery Services : Increased Convenience

BORROW
DELIVER

THE LITTLE
‘ BOOK BOX

Delivered monthly to fuel

your child’s reading habit! Have books, magazines

and audio-visual materials
delivered to you!

Available for young bilingual readers in: English ® FAXX e Bahasa Melayu * 561D Glomf)

Subscription-based delivery service for 8 curated Select up to 4 item.s from the library ca'talogue
children’s books (4-6 years old or 7-9 years old), and have them delivered. $8.72 per delivery.

including Mother Tongue languages. $32.70 for 3
months.
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DIGITAL

PHYGITAL

. LIBRARIES
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2025 §§
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Search =2 T—shaped Discovery

We help guide discovery and be a more effective concierge.

Direction of shift

Centres on search Centres on personalization with
relevance and context as our focus

Help customers zero in Help customers go deeper and broader

Driven by customers’ inputs Driven by data from customer’s history



Encouraging T—shaped Discovery

Broadening perspectives, deepening understanding.
Expanding Formats beyond books & magazines into videos, audio, programmes

Personalised T-Shaped Multiformat
User . . .
Recommendations Discovery Playlists
)
‘E" i o;/'
|
AR |
N = |
B ,
‘W= | f'
Searches for Generated by Al algorithm Tap on knowledge Dynamically
“Global drawing from user’s inputs graphs mapping generated based
Warming” and user history subjects and creating on users’ data

relationships
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Physical vs Digital = Hybrid “Phy-gital”

We leverage technology to enhance experiences, and to reach and
engage citizens more effectively

Direction of shift

Focus on physical and digital
experiences separately

Physical and digital platforms
compete against each other

Growth in physical and digital
patrons

Focus on seamless “phy-gital*”
experiences, with brand consistency and
service integration being key

Physical and digital platforms amplify
each other

Growth in “phy-gital” hybrid patrons



Reimagining Library Experiences

Creating new experiences with intentionality to inspire reading, learning and discovery

s T
Telling Singapore stories through interactive exhibits and
curated content from the National Library and National

Archives
36
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Making local artwork interactive and informative using
Augmented Reality (AR) technology

:
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Reimagining Library Experiences

Ensuring the library experience is inclusive for Persons With Disabilities — pilot at Punggol Regional Library

Accessible Collection
3,000 books including Braille books,
phonics readers, touch-and-feel
books, and books for caregivers to
learn about specific disabilities.

Calm Pods

Quiet and safe space for those who
need a private and calming
sensorial experience.

Accessible Membership

Includes doubling of loan period; free use
of reservation locker service to pick up
books at a nearer library.

Borrow-n-Go

Allows wheelchair users to borrow books easily by going
through this passageway that detects the books they are
carrying.
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Enhancing Experlence of Herltage Content

CAEBLE CAR

IRide Throush

IS NOW OPEN?

12 TO 25 AUGUST 2024,10AM - 10PM “
VIVOCITY, WEST BOULEVARD, LEVEL1 B8

In conjunction with 50t anniversary of cable car
system

Features a decommissioned cable car and
archival audiovisual footage and photographs
for visitors to experience the original journey
from Mount Faber to Sentosa

| R'Ebiécovm
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REDIFFUSION B —
Exenmnrs I

—18AUGUST 2024 | (hinatow u‘:n s .
EDEL‘EBES 18B | mimsmz s (i) ‘
3 FES = 1 3F

National L y Board !
LB | singapore

f<

Celebrating 75 years of Singapore’s first commercial
and cable-transmitted radio station

Features selection of Mandarin and Chinese dialect
Rediffusion programme recordings (e.g. Lee Dai
Soh’s telling of Journey To The West)
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Transforming Our Content



Libraries used to be about Books

e, < r e 0
_ ' X . 3 i

Source: NLB Source: NLB
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https://www.nlb.gov.sg/main/image-detail?cmsuuid=9361edef-1fa9-41d5-9497-2592378aae6d
https://www.nlb.gov.sg/main/image-detail?cmsuuid=4867acd4-d1f8-4783-959d-edfa259f0ca5

Now, Content is Multimodal

MULTIFORMATS

(Appeal to different audiences)

Acquisition
NLB's collection
Expanded during
COVID-19 (includes
subscriptions)

Restricted
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Unification
of different
formats

NLB Originals

In-house
production of
content across
formats

Collaborations

Content
Strategy

AN

To supplement
and complement
what we have

CURATION

(String content together to support learning)

Tech-enabled

Scaling up through
tehcnology: Al/ML
Learning Graphs and
multiformat playlists

Approach
Phy-gital
content for
USEers across
ages

Shaped by
Audience (different
age ranges) and
What's core to NLB
and part of WOG
agenda

L%T@ Partner-contributed




Different Formats Accessible on a Single Platform

Linked[fi] Learning

Accazs 3 library of ower 21.000 caurses cavering a wide range of
tachnical, busnass. soflueare, and craativa topics.

Laarn siylines, simywhers|

4 Infobase

@) Infobase Browse Categories

Welcome Back, !

Access on-demand courses based on your interests and schedule!

Improve your skills, learn new ones, or achieve professional goals with

eMagazines

News & Politics THESTRAITS TIMES THE BUSINESS TIMES

if‘u)z]ii&

Science

SIP< 1Py

Berita Harian

medicitv| Epu

N

4

medici tv -
=~ Musical Olympics °

Fencing at the 2024 medici.tv musical Olympics

D

" T medici tv
! Musical Olympics

Artistic Gymnastics at the 2024 medici.tv musical
Olympics

4 Communication Skills 4 Skill Sets for Kathy
Everyone Needs Successful Leadership  Up an

Books are superior, but | hav... >

ELON MUSK'S
TWITTER
TAKEOVER 8% y 1

e | ()PBS

Will Al Kill the Future of  Elon Musk's Twitter [nside
Creative Arts?: A... Takeover Boom




NLB Originals Renew Interest in Singapore Stories

Cook Series Trailer
“_ N Ay

Wi A 4

Ll =3 a m ¥
1bli Id:
Into the Vault 02

A brand new cooking show
BOOK'  on Singapore’s old recipes.
Now on YouTube!

L2 RS T F TR
) 04/ Emdy of Emerald Ml 17/ Sentowa’s Cable Cars 16 / Tha Making of the Cavsewsy 30/ Darwin's Library

36 / oy Endemvoun A2 [ Sxgapcee Hokioen Husy Kusn Collection &8 / Hajah Asfiah a0 Hee Cookbosk

W=S<h now

Vidads

Into the Vault

Watch on (09 Youlube
§1 Ep 1 Finding Miss Fadillsh

Engaging video series that features
local chefs and heritage recipes

Stream programmes containing archival
materials along with curated content from the
National Archives of Singapore. Available on
MeWatch

Publication with in-depth research
and showcase of interesting
material in the National Library’s
collection
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Personalized Content Discovery for Avid Users

e
Q =

Hi

eNewspapers
& eMagazines

You May Like .
SPH Media

Personalised Newspapers

recommendations .
LinkedIn

Learning

based on your
reading habits.

Q =

Inspired by your reading habits

Audiobooks Books

Tiny Changes,
Remarkable Results

- THE GREAT.

RECLAMIT

You May Like
recommends books
based on a user’s
borrowing history

\ 4

IT'S TIME TO UNCOVER YOUR‘
2023 READING JOURNEY

Let's recap everything you've read and
enjoyed at the library last year!

Click here to reveal your NLB Uncovered
journey!

Here's a sneak peek! €

You have borrowed 56 items last year!

Hey

NLB Uncovered
wraps up each
user’s borrowing
habit over the past
year into a visually
appealing
infographic

s (MO
= |l!
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Content x GenAl

ChatBook

Featuring S. Rajaratnam

23 Jul 21 Ccr 2024
National Librery Building, Leval 1

......

Have a chat with a digital archivist on

one of Singapore’s Founding Fathers, S.
Rajaratnam.

Powered by GenAl using the rich

collection from NLB and ISEAS-Yusof
Ishak Institute
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StoryGen : Experience GenAl through Stories

Users can generate a new spin to well-
loved tales such as Attack of the
Garfish, Badang, Little Red Riding
Hood. Put these characters in local
settings, select your favourite genre
and artwork type, and watch the tale
unfold

Suitable for children
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What’s next?

NLB will continue to transform and deliver
value to our stakeholders

We invite you on this journey with us to

discover new ideas and be inspired through our

spaces, content and services
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Question & Answ
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