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strategic priorities

evaluation/accountability

partnerships

modernization

public space1

digital inclusion and 
literacy2

workforce 
development3

democratic society4

staff & service culture5

enablers

Expand the opportunity for everyone to access technology and 
develop the skills to use it 

Digital access and inclusion
Strategic Plan



Bridge is a web-based software for gathering and 
analyzing performance and outcome data

Measure 
customer 
outcomes

1. 
Availability

3.
Usage

2.
Outcomes

4.
Service 
delivery Contributes to

social impact
measurement objectives

City 
at-large

Communities

Customer Survey



PRIMARY OUTCOMES

SECONDARY OUTCOMES

community, social & 
civic engagement

creativity & 
innovation

entrepreneurship & 
business development

workforce 
development

digital inclusion digital literacy

Outcome framework

4 5 6

1 2
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what we found



7,720
Bridge Customer Survey 
responses

100
TPL branches

Toronto results 
(2019)



▪ 61% for seniors 

▪ 59% for low income 
respondents

▪ 55% for visible minority 
respondents

Primary outcomes1. digital inclusion

51%
of respondents used 
technology at the 
library said it was 
their only point of 
access.

Measuring access to technology



Primary outcomes2. digital literacy
respondents who used technology 
at the library

37% Were introduced to 
new technology78% Increased their 

digital comfort

41% for respondents identifying as 
visible minority 

39% for respondents identifying as low 
income

83% for respondents over 55 years old

81% for respondents identifying as low 
income

99% said they continued
to use the technology



3. community, social and 
civic engagement

Secondary outcomes

81% increased their level of 
community engagement

81% increased their level of 
social engagement

35% accessed online 
government resources 

respondents who used technology 
at the library

of respondents 
over 55 years 
accessed 
egovernment
resources.

43% 



Secondary outcomes
4. creativity and innovation

30% made creative 
products

for respondents 
identifying as 
youth

38%

3D model or 
illustrative 

design
16%

Audio or 
music 

recording
18%

Film/video
25%

Multi-media 
project

29%

Other
12%

Types of creative products 
made by youth

respondents who used technology 
at the library



Secondary outcomes

5. entrepreneurship & business development

38% used it for business-
related activities

Types of 
business activities

Expand an existing 
business

8%

Find potential 
customers

11%

Find potential 
partners

8%

Found potential 
investors

3%

Manage an 
existing 
business

27%

Perform 
business related 

research
30%

Start a business
13%

respondents who used technology 
at the library



6. workforce development 
Secondary outcomes

64% used it for 
educational activities

41% developed
employable skills

36% developed
job search skills

respondents who used technology 
at the library

44% of respondents were 
successful in finding a job



“
”

Technology Access in Public Libraries: 
Outcomes and Impacts for Ontario Communities

2018

Bridge’s vision

Every Ontarian has convenient, local access to the 
technology they want and need, and the comfort 
and confidence to use it, so that they can access 

economic, educational, social, health and civic 
opportunities to achieve prosperity, advancement 

and overall well -being.



because if 
we don’t 
measure, we 
can’t 
improve

Q & A
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