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To: Toronto Public Library Board — September 26, 2005

From: City Librarian

Subject: 2004 Annual Performance Measures and 2005 Semi-Annual Strategic Plan
Update

Purpose:

To provide the Toronto Public Library Board with an overview of the 2004 annual performance
measures and semi-annual update for the 2005 strategic plan work plan.

Funding Implications and Impact Statement:

There is no financial impact arising from this report.

Recommendation:

It is recommended that the Toronto Public Library Board receive the report 2004 Annual
Performance Measures and 2005 Semi-Annual Strategic Plan Update for information.

Comments:

As our city grows, so do library services and programs. On a daily basis, for less than the cost of
a newspaper or a cup of coffee (based on the Library’s proportion of the average municipal
property taxes paid per household in 2004), Toronto Public Library customers enjoy an extensive
selection of items, literacy and reading support programs, access to the Internet and computer
training, and reference service from experienced information professionals.

Toronto Public Library has had solid performance in both traditional and non-traditional services
in 2004. Our activity levels compare well with performance in 2003 and very well with other
major public library systems across North America.

Recent international data indicates that Toronto Public Library is the busiest circulating library in
the world followed by Hong Kong and Singapore.

Although Toronto has only the fifth largest population, it is the busiest library system in North
America. Toronto Public Library has the highest circulation and visits of any other public library
system in 2003 (the latest year that comparative data is available). There are no Canadian public
library systems serving a similar population base.



How Toronto Public Library Compares

Ranking Library Systems /Population Served Total Ranking Total Visits | Ranking

(Population) Circulation [ (Circulation) (Visits)

5 Toronto Public Library 28,667,470 1 16,595,318 1
2,481,494

1 Los Angeles Public Library 14,845,774 4 12,044,053 4
3,864,400

2 County of Los Angeles Public Library 15,912,865 3 12,055,790 3
3,550,000

3 New York Public Library 14,399,959 5 12,026,552 5
3,313,573

4 Chicago Public Library 7,011,409 7 2,125,665 8
2,896,016

6 Brooklyn Public Library 10,278,195 6 10,504,520 6
2,465,326

7 Queens Borough Public Library 16,910,527 2 15,880,327 2
2,229,379

8 Houston Public Library 5,825,318 8 4,318,358 7
2,000,759

Canadian Calgary Public Library 12,289,356 5,201,794

Comparison | 922315
Ottawa Public Library 8,870,826 4,846,660
790,000
Vancouver Public Library 8,956,354 6,278,854
568,442

Comparative Data is for 2003 taken from “Public Library Data Survey 2004

How Toronto Public Library Compares
Circulation

B Toronto Public Library

N Queens Borough

30,000,000 —

25,000,000 —

20,000,000

15,000,000 —

10,000,000 —

5,000,000

2000 2001 2002

BNew York
OLos Angeles

B County of Los Angeles

2003

Toronto Public Library’s circulation is significantly higher than the next busiest library systems
in North America and this trend has been consistent for the past four years.



At a glance, 2004 key facts:

e 99 branches

170,000 new cards issued

1.5 million cardholders

684,000 new items added to the collection

10.6 million library items available

40 language collections

1,844 public access workstations

13 computer Le@rning Centres

141 electronic products offered

4,800 ebook titles

18,300 programs offered

2 bookmobiles serving 32 stops across the city

2,300 Home Library Service customers, 69 deposit collections in nursing homes and seniors’
residences

e 1,800 volunteers contributing over 65,000 hours of time

Toronto Public Library Activity Levels

Activities 2004 2003 % change |
Circulation 29,127,337 28,667,470 1.6
Visits 16,920,822 16,595,318 2.0
In-Library Use 9,232,285 9,580,377 -3.6
Information Requests 7,797,706 7,332,747 6.3
Holds Filled 4,014,467 3,675,696 9.2
Holds Placed 5,347,638 5,049,941 5.9
Database Searches 16,409,121 9,987,771 64.3
Virtual Visits 19,991,284 17,065,293 17.1

The population of the City of Toronto is estimated to have increased by 1 percent during 2004.
Sixty percent of the population are registered cardholders of the Library. Within this context,
this was a year of solid growth for Toronto Public Library with branch activity levels recovering
steadily from the impact of SARS and the August power blackout of 2003. There was growth in
both traditional and non-traditional areas of library service with electronic services
demonstrating the highest level of growth. Complete details for each branch are included in
Attachment 1: Summary Statistics January-December 2004 and details of electronic services
activity are included in Attachment 2: Summary Statistics — Electronic Services January-
December 2004.

In 2004, both visits and circulation increased. Circulation experienced a modest increase on a
huge base, rising above 2003 levels impacted by SARS and the power blackout. This high level
of activity indicates that Library users continue to come into our branches, browse the shelves,
and borrow items. Customers primarily borrow books, however audio-visual use has been on the
rise, increasing 40 percent in the past five years and now accounting for 32 percent of total
circulation, reflecting the popularity of DVDs, videos, and CDs.
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The holds service also continues to be extremely popular with holds-filled accounting for 14
percent of total circulation. This service enables users to place reserves on items in the catalogue
and have them delivered to a branch of their choice. In 2004, over four million items were
delivered to local branches to satisfy customer requests.

Multilingual materials have also contributed to the ongoing growth in circulation and account for
14 percent of total activity. Chinese is the highest circulating language with 2.2 million items
borrowed. Hindi, Tamil, Russian, Spanish, Polish, Italian, Urdu, Vietnamese, and Gujarati are
the balance of the top 10 circulating language groups. Adult multilingual materials account for
93 percent of items borrowed.

The online catalogue is the most well used electronic service offered and the self-service options
available are increasingly popular. Customers use the service both to renew materials remotely
and to place holds on material. Almost 60 percent of all holds are placed via the web and half of
all renewals are completed using the web. Although the growth in these virtual services is high,
this activity encourages visits back to the branch and the services offered therein.

The greatest growth in usage occurred in virtual services which includes electronic information
available through the Toronto Public Library web site, the Virtual Reference Library (VRL) and
licensed databases. In 2004, there were over 12,000,000 visits or 230,000 weekly visits to the
TPL website and the VRL alone. Overall, virtual visits increased 17 percent compared to 2003.
With the introduction of RAMP - the on-line gateway for teens, the redesign of the Virtual
Reference Library, and the continuing popularity of the online catalogue, it is anticipated that
this upward trend in usage will continue. Targeted marketing campaigns and outreach programs
continue to expand the user base for virtual services.

Some traditional measures have decreased, yet corresponding non-traditional measures
experienced increases. In-library use of materials (print and audio-visual) has decreased by 3.6
percent while virtual items examined increased 13.3 percent. This downward trend in in-library
use of material has been steady over time, as many reference materials are now available to users
in electronic format from school, work, or home. Each new gateway/portal introduced by the
Library increases visits to the website and the host of electronic information available through
the gateways and licensed databases.

Although information requests experienced an increase in 2004, the trend over time has been a

decline in information requests, and recent data for 2005 indicates a return to this pattern. This
decline is attributable to a number of factors including an increase in the amount of information
available electronically, access to the catalogue and the capability to place holds remotely, and

increased emphasis on user education initiatives enabling users to become more self sufficient.

It is anticipated that this trend will continue as more resources are devoted to user education.

2005 Semi Annual Strategic Plan Update

At its December 2004 meeting, the Board approved the 2005 work plan for Urban Stories: The
Next Chapter-Toronto Public Library’s Strategic Plan 2004-2007. The majority of initiatives in
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the 2005 work plan can be funded within the Library’s existing budget envelope. Funding for
the investigation to replace the Library’s integrated library system (online catalogue) and the
creation of a children’s web portal, Kidspace, was received through the 2005 capital budget.
Business cases for enhancement to library hours, and a youth service specialist were not
successful. However, the Library will be resubmitting these requests for 2006.

The strategic plan contains four key priority areas: Books and Culture, Low-Income
Neighbourhoods, Newcomers and Youth. These complement City Council priorities focusing on
at-risk neighbourhoods and youth. The 2005 work plan primarily includes new initiatives yet
ongoing work is included where it contributes to key priorities. This semi-annual update focuses
on initiatives targeted for completion in the first half of the year and the annual report will cover
the entire work plan. A detailed summary is included in Attachment 3. Highlights are listed
below under each of the plan’s key priority areas.

Books and Culture

e The collection budget increased by 4 percent over 2004 to $16.3 million to address
inflationary pressures. $1.1 million was allocated to directly address strategic plan priorities
including:

o computer, science and technology books for students and job seekers;

o access to ESL and accreditation materials for newcomers;

o textbooks for students and job seekers wishing to upgrade their skills; and
o reading materials of interest for youth.

e A needs assessment for the ILS (online catalogue) replacement project has been completed.

e  Substantial work has been completed on the redesign of Kidspace, an online portal
promoting reading and homework help for children and parents.

e Initiatives advocating the importance of reading continue to be a major focus for the library
including: planning for Keep Toronto Reading in February 2006, a wide variety of author
readings throughout the City and the creation of popular recommended reading lists featured
on the TPL website.

Low Income Neighbourhoods
e The Library has been an active participant in many City initiatives including the Strong
Neighbourhoods Task Force, the Round Table on Children, Youth and Education, the
Community Safety Plan and Children’s Priority Areas, resulting in specific program
initiatives such as:
o a co-sponsored job fair with Toronto Social Services low-income clients that was
also open to public;
o active participants in the Kingston/ Galloway, Jane/ Finch, Jamestown, and
Malvern Neighbourhood Action Committee and East York Community Action
Committee, including taking an active role in promoting the library as a safe place
for youth in the community;
o continued support for the Pathways to Education Program at the Parliament
Library- the partnership provides at-risk youth with intensive support to complete
high school.
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An internal task team has been established to analyze library service in at-risk
neighbourhoods and make recommendation for service improvements which informed the
2006 budget process.

Additional study space has been achieved through: capital renovation projects, making
meeting rooms available at popular study times, and through the creation of three study halls
available for extended hours on Sundays.

Planning for the implementation of office software, enhanced email capabilities, and
services in other languages has been undertaken for implementation by year end with this
service enhancement benefitting students and job seekers.

Working Together: Community Library Connections Project (funded through Human
Resources & Skills Development Canada — 3 year project) at Thorncliffe & Flemingdon
Park. The project develops and tests innovative community capacity building models for
public library service.

Newcomers

In recognition of the important role the library plays in the lives of newcomers, Citizenship
and Immigration Canada partnered with the Toronto Public Library to produce a video
promoting library services to newcomers to be used by settlement workers across the
province.

The cooperative program to place settlement workers in library branches in the summer,
expanded to 29 locations including the Toronto Reference Library, and plans are underway
to expand the service year round in pilot locations.

Access to multilingual fonts allowing users to send and access email in a variety of
languages will be rolled out in the fall.

Access to advanced ESL materials and certification material to support employment for
newcomers.

Youth

A number of initiatives provided support for youth in school including the High School
Outreach Campaign promoting the use of online resources for school assignments,
homework clubs available in seven library branches, and online homework resources
available through RAMP- the teen portal.

To encourage youth to read, graphic novel collections were expanded to 90 percent of library
branches, and recommended reading lists are available online and in cooperation with
schools.

Over 1,000 youth volunteered in library programs which provided valuable pre-employment
experience including Kids@Computers, Leading to Reading, RAMP, and Youth Advisory
Groups.

A temporary Teen Collections Librarian has been employed to focus on developing expanded
teen collections in all branches.

Providing ongoing and summer employment opportunities for youth.




Governance & Infrastructure

e A total of 3092 registered participants attended staff training programs, a 56 percent increase
over the first half of 2004.

e Malvern, Runnymede, and Beaches reopened with very positive reviews from local residents
and the media; projects are ongoing at Long Branch, Morningside, Pape/Danforth, and
Fairview. S. Walter Stewart, Bloor/Gladstone, Northern Elms, Jane/Sheppard, and the
Toronto Reference Library are also in the planning stages.

e The Library Board approved the Public Consultation Policy and extensive consultation was
completed for capital projects in branches and for online services.

e The Federation of Ontario Public Libraries launched initial meetings with representation
from Toronto Public Library.

Conclusion:

Toronto Public Library continues to be one of the largest and busiest public library systems in
the world. The year 2004 was one of growth, and preliminary 2005 performance data indicates
further expansion.

The Library’s new strategic plan Urban Stories: The Next Chapter-Toronto Public Library’s
Strategic Plan 2004-2007 significantly advanced services in priority areas identified and resulted
in a positive impact on many of the Library’s key performance and usage measures.

Contact:

Jane Pyper; Director, Planning, Policy, and City-Wide Services; Tel: 416-395-5602;
Fax: 416-393-7083; E-mail: jpyper@torontopubliclibrary.ca

Josephine Bryant
City Librarian

List of Attachments:

Attachment 1: Summary Statistics, January — December 2004
Attachment 2: Summary Statistics — Electronic Services, January — December 2004
Attachment 3: 2005 Semi-Annual Update on the Strategic Plan



