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LIBRARY Accountability Framework

Strategic Plan Performance Measures Committee

= to provide advice and recommendations to the Board for
strengthening the Board’s monitoring and assessment of the
strategic plan’s implementation for compliance and progress




IBRARY Accountability Framework

Strategic Plan Performance Measures Committee:
« Met four times from May to November 2016

« Endorsed Accountability Framework at November 7, 2016
meeting

e Concluded its work




LIBRARY Accountability Framework

Purpose of framework:

 To guide the development, monitoring and reporting of:

= The Annual work plan for each year from 2016-2019

= The overall achievements of the Strategic Plan over four
years




IBRARY Accountability Framework

A reporting structure for the Board to monitor the
progress of the strategic plan and provide guidance

 Public facing reporting tool to demonstrate openness
and accountability

 An internal tool for staff




LIBRARY Accountability Framework

Strategic Plan 2016-2019

 Three broad outcomes:

= Access
= Opportunity

= Connections

And six strategic priorities
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IBRARY Accountability Framework

Strategic Plan 2016-2019

 Si

X Strategic Priorities:

Advancing TPL'’s digital Platforms

Breaking down barriers to access, driving inclusion
Expanding access to technology and training

Establishing TPL as Toronto’s centre for continuous and
self-directed learning

Creating community connections through cultural
experiences

Transforming for 215t century service excellence




ARY Accountability Framework

Three main tools:

« Balanced Scorecard with Key Performance
Indicators (KPIs)

» Dashboard for visual presentation

 Logic Models




IBRARY Accountability Framework

Balanced Scorecard:

A performance measurement tool developed at the
Harvard Business School

» Provides a framework to monitor organization
performance from four perspectives: the customer’s
perspective, an internal business perspective, an
Innovation and learning perspective, and the
financial perspective

Balance scorecard. Encyclopedia of Business. Gale. 2000.




Strategic Plan 2016 — 2019: Balanced Scorecard
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Strategic Plan 2016 — 2019: Balanced Scorecard

ﬂ(ey Performance Indicators \ |/ Key Performance Indicators \

Examples: Examples:

* Total number of active members * Total Open Hours

*» Total use per capita / \ * # of Sunday branches (September
» Visits per capita . to June)
customer operational » # of Sunday branches (Year-round)

daccess
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connections
Key Performance Indicators

Examples:

Key Performance Indicators
Examples:
* Logic Models and evaluation

frameworks developed for » Cost per use

learning
« Operating Expenditures

strategic priorities & growth financial

* Spending in staff development \ /
(Total, Average per staff) / \ /
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LIBRARY Accountability Framework

Reporting timeline:

« Annual work plan achievements will be reported
to the Board in a semi-annual status report in
June and year end

» Overall achievements of the strategic plan will be
reported annually to the Board (e.qg. first quarter
of 2017 for 2016) using a balanced scorecard and
presented visually using a dashboard
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IBRARY Accountability Framework

Strategic Plan 2016-2019 Dashboard

Key Performance Indicators

Example: Open Hours

2017
275,724

2018
278,826

2016
272,723

2015 2019
269,672 | | 2B2B7E8
2016 Activities that will move the dial Status

Sunday service expanded to create year-round service at 6 District and 2 R
& R branches, and added to 6 neighbourhood branches to provide
seasonal Sunday service

Measure Baseline (2015) Current (Dec. 2016) Target (2019) | % change

Total open hours 269,672 hours 274,397 hours 281,878 hours | +435%
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LIBRARY Accountability Framework

Logic Model

» Alogic model is a systematic and visual way to present the
relationships among the resources to operate a program, the
planned activities, and the changes or results you hope to
achieve.

Resources/ L
Inputs . Activities . Outputs . Quicomes . Impact

Your Planned Work Your Intended Results

W.K. Kellogg Foundation. Logic Model Development Guide. 2004.
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ARY Accountability Framework

Logic Models

A Strategic Plan 2016-2019 aligns 6 strategic priorities
with:

= Key activities

» 3 broad strategic outcomes

= City of Toronto’s key strategies

 Plus a logic model for each of the 6 strategic priorities
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Strategic Plan 2016-2019 Logic Model

Prioritias

Ky Activithas

| =

Dutcomes

Advancing TPL's digital piatioms

Breaking down barriers ho access,
driving IRciusion

Expanding aopess o techrokogy
and training

Esfabiishing TFL as Tomonio's
cenire for confnuous and seif-
direcizd ieaming

Creating comrmuanity connections
through cutural experiences

Trarsforming fior 2158 cenbury
service excelence

impact

|Gmme and Impierment Digital Strategy o deveiop online services

Tonmntonians ane aware of [lbrary services to
address Immediate peeds

EXFANDMNG

|Increase awareness and engagement acroes Tbrary channeis

[ientey and remcve poicy barriers fo online and i-person senices

Tomntonians hae sy, convisnient, onine
@coess i lbrry coliecions and services

IE’FHI’ID BCCEsEs o branches and communBy S2rvice poings

Frovide acress in Current and emerging bechnology and training in
Ibrary branches and commenity loctions

Torntonians hawe convenlent and local access
o Reighbourtiood spaces and senvices

Torontc Fublc Library ks a
comemanity asset that bulids
community capecity and Improves
Tomrionians’ wel-t=ing

Allcate addRional resources B0 sustain curent and emenging
techmoiogy

Tonntonians have Improved acoess o
technologly and S5 assistance o deveiop
technology skils

DEvEiop NEW MSOUICES, Pogams and Farmerships to delver eLeaming
programs

Tormonionians have expanded access bo
emierging technology, Innovalion spaces and
FrograTI

Frowvide In-branch resowrtes, space and technaiogy to supson
syparansal laaming

Tonntonians have rew experiential,
colaborative, and e-eaming opporunies 1o

INCREASING

Toronminnkares have squisbis
support o iearming and training,
and gain the knowiedge, mulipie
Iteracy skils and networks io
Enrich eir aducation, work e and

readers advisory and a wide range: of lberary and cultural programs

Creats dverse and Inclusive cultural programs and experiences in
branch and online spaces

Tomntonians are empowensd and suppored In
Eeeir parcipadion In civic He

Curafe and digitize special collections o refied Toronio's diverse
hishory, culure and Rerfage

Tomnionlans have acoess fo reading and
izamming materals In a wide range of formats
armd leveds 1o support the Joy of reading and
Feiong keaming

Deveiop cnpanizational structure and culture bt support Innovation and
oustomer serdos excelence

Tomnionians are connected through cultural
and leisure experiences and opportunies

Dedicate stafT n=sources and Taining to provide experise in key
siraitegic ansas, £.0. bechnology and Meracy

TPL provides exceptional sersces and
experience at oustomers’ every point of need

Us= technokogy bo drive Improvements in busine
efficlency, £.0. dioud analtics

S5 pRODESsEs and

TPL Increased parmership and funding
opportuniies win CEy of Toronio, commenity
organizabions and funding parners

= misure axpariences
|Expand high quality cut-of-schocHime programs for children and you® ‘_“::‘:;e'dx““' Empiyment and mutipie
Frovide resourtes and programs i SUpport chvic engagement,
oty events and dizcuzzion of socil izsues Toronio chiidnen and youth have addtional safe
ar‘;er:u-ncl_:n:a and learming =rvinonments BULomNG
Support resders of all 3pes and nberests with diverse colecSons, and programs CONNECTIONS

Tomntonlans Fave access o
programs and actvities fo support
and enkance diverss culbara
experiences, and lbrary ooliections
et reflect their cultural instenests
and nesxds

Toronh: Pubdc Library contribubes to the success of:
Tomonte Stromng Meighbourtaod Strategy 2020,
Acrtions for strong Nelghbourhoods
under flve domains:

Physical sarmoundings.

Economic opportunies,

Healry Ives,

Soclal dewelopment, and
Paricipaiion In cvic dedskn-making.

Toronio Fublic Library Is a key parner in
ity of Toronio’s Povwerty Reduction Strategy
n addressing e Issues. of
service access and avalabilty.

Toronin Public Library supports the positive
cutcomes of City of Toronio's strategies for
fargeied populabion, incleding:
Ralsing the Vilage, Measuring the Wel-being
of Children and Familes in Toronio,
Tornmio Youth Equity Srategy.,
Tomnto Mewoomer Strategy,
Tormnio Senlors 2ategy.
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Strategic Plan 2016-2019 Priority 2 Logic Model

Priority Key Activities —_— Dutcome Impact
norease awareness and Understand City demographics Torontonians are aware of library Toronto Public Library contributes to the success of
engagement across lbrary demands and use of a full range of seniices o address immediate ACCESS City of Toronto's key strategies, incheding:
Priority 2- channels library senices needs

Breaking dowmn
barriers to access,
driving inclusion

Identify and remove policy
barriers to online and in-
pErson Services

Develop marketing strategy and
conduct publicity campaigns

Torontonians have easy,
comiement, online access to lbrary
collections and services

Expand access to branches
and community sendice
points.

Torento Public Library is a
community asset that builds
community capacity and improves
Torontonians’

Toronto Strong Neighbourhood Strategy 2020
= Targeting appropriate resources to
respond to neighbourhood needs

IE: pand onine senvices

Provide access to cument
and emerging technology
and training in library
branches and commumnity
locations

Expand branch hours with additiona
programs

Library membership options reflect
users’ online and branch access
needs

ldentify and remove policy bamers to well-being
online and in-person services Torontonians have convenient and
local access to nesghbourhood
spaces and services
Conduct outreach and customer
engagement programs
OPPORTUMITY

Toronto Poverty Reduction Strategy-

= Address mmediate needs

= Create pathways to prospenty

= Increase service access and avalability

Develop after-howrs access atbranches

Mumber of blocked library cards
reduced in target populations

|Deue|c:|:: self-serve Library Kiosks

Sunday service expanded in tanget
branches

Torontonians have equitable
support to leaming and training,
and gain the knowledge, multiple

literacy skills and networks to
ennich their education, work e

and leisure expenences

Expand access to library service in
community locations

Increased program offerings

Raising the Village, Measuring the
Well-being of Children and Families in Toronto
= Famiies have equitable access to
i=aming and training, and are active in
their children's education
= Famiies belong to communities, and
have the freedom to express, and
opportunities to foster, their culture and
dentity.

|PﬁE' hours access implemented

CONMECTIONS

||"C'E\3‘5&d online service options

||"C'E\3‘5&d self-service options

Increased circadation of leary
materials

Torontonians have access to
programs and activites o support
and enhance diverse cultural
experiences, and library
collections that refiect their
cultural ineterests and needs

Toronto Youth Equity Strategy:
- Senvice gaps
= Service relevance & accessibility

Toronto Newcomer Strategy:

= Improving access to municipal supports

= Supporting civic engagement and
community capacty

Toronto Seniors Strategy-
= Equity

= Inchrsion

= Respect

= Quality of e
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Toronto Public Library Strategic Plan 2016-2019
Accountability Framework

Logic Model

Links planned activities to expected outcomes

Example:

Qutcomes

Priority

Key Activity

Short Term

Medium Term

Impact

Breaking down bamers to access,
driving inclusion

Expand aceess fo branches and
community service points

Torontonians have convenient and local
access to neighbourhood spaces and
services

Toronte Public Library is a community
asset that builds community capacity
and improves Torontonians' well-being

Toronte Poverty Reduction Strategy:
Increase service access and availability

Balanced Scorecard

Monitors the progress of the strategic plan across four perspectives and indentifies KPIs to measure progress towards outcomes

Example:
Customer Perspective Operational Perspective Learning & Growth Perspective Financial Perspective
Utilization rate Service hours added Staff training Cost per use
Dashboard
Is a visual representation of progress towards four years' targets for KPIs to achieve strategic outcomes,
with a baseline, benchmark and annual target.
DFEN HOURS
Example: 2017
275,724
ol e 018
e 278,820

2016 Activitics that will move the dial Status
Sunday service expandsd to create year-round service at & Districtand 2R
& R branches. and added to 6 nelzhoournood Branches to provide
seasonal Sunday service

Measure Baseline (2015} Current [Dec. 200E) Target (2019} | % change
Total coen hours 269,672 hours 274,200 hours 287.878nours +4.5%
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Accountability Framework

Questions & Discussion
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Priaritian = Key activities =" Cutcomes = Impact
[Create ana implement Digital Ztrategy ko deveiop orine services | Tororsonians ace aware of ioeary services Nercas
SIFTTT IMmmedians nedds
Advancing TFLs digital
e i At ([Irsreass awareness and engagement acrass Ibrary channel: [
' II (1 Tormnionians have sasy, comvienient, onlng
Id=ntTy and remowe policy Bamiers o online and IR-person SEMices | <4 7 |Feeess te lmray colectons and servces Tororas Fublc Library ks 2
oty asset that bulias Teronio Publc LErary contributes bo the success of
\
[Expana access v crancres ana community service paints [ =i | Tomomamnians have cofivenient and local access || cemmanity capacity and improves Toronto Sirong MNeighbournood Strategy 2020,
I| | [t meighbowrkood spaces and services Tonorior ans’ wel-oeing Adions for strong Neighbourhoods
Brealing cown Bamers i BI0eLL, \ 1\ under fue Semaing
driving Inciusion 2 | Provide: access fo curment and emerging technology and training In R r Physical surrpundings.
| ¢ | ierary bramches and community iocaSons Toronionians have IMproved acoess i Economic cpportunies,
nechnoicgy and s2a® assistance o deveion HeaETy Ives
= [ [rechneiogy skilz Socal development, and
Accate BodRonal FESOUTES B0 SUSTIIN CuTen Bnd emEnging Paricipation in chic deOsica-maling.
OPPORTUNMITY
Tororiorians have cxpanded a00ess i
Exmanding acoess i iechnoiogy \
and training DevEDD New MESOLICES, Drogras and parmerchips o delver eLeami [==rang techroiogy, Innovaton saces and Teronts Fubie Lisrary 1= 3 key parner in
P — -l ity of Toroniz's Poverty Reduction Srategy
N Toroninaies hawe cquiabic In adoressing T isgues of
support io iearming and fraining, service actess and svalabiity.
Provide In-branch nesourtes, Space and iechnalogy i support Tememelans have new eenential and gain e keswieage. muspe | -
syerarial laaming codaboralive, and e-2arning opporuniBes I — Meracy skils and nebwonks 10
Support educabion, empioyment and mutipe \enrich Seir education, work fe and Toronis Public Library Supports the positive
(el IElune ENperenceL ouncoemes of City of Toronio's stbegies bor
Estabishing TFL a5 Tororic's Righ quaity e BrOgRATE for Chilaren and youm targeied popuiation, Rciudng:
cfiire for conmnucus and seff Raizing the Vilage, Measuring e Welkbeing
direcied icarming Frowide MESOUrTes and Drograms i SURDOR Chic Engage—ent, Tororas chignen and yoush have 333E0na safe of Crikdren and Fammiles In Tonnto,
comrmunity events and dscussion of social issues | afr schoci socal and ieaming ervichments Toronio Youth Equity Siraiegy.
and prograTs Toronts Mewcomer Strategy,
CONNECTEDNT Tomrls Jeniors TTaiedy.
Suppon readers of 8 3081 and Pierests With diverte colectons,
readers advisory and 3 wide ange of Iberary and cultuml programs Tormnionians are empowersd and suppori=d In
eir partcipation In civic e
Tornionians have access o
Zrealing oty cornEcton Create diverse and Inciushve culbural programs and experisnces. in Erograms amd st bes = oper
Frough cutury swperiences BrANCH and ohlne soaces Tomemnians have 3c0ess 19 rEading and bl ard ermance glverse Cubural |
learming materak in 2 wide range of Tormatc syperences arc brany coectiors
i levels i the oy of reading and -
z p—p e mr—_ repr— e ::M'l ey ng i refisct their cutural nelerests
hostory, cuture and Sertage t and need
Deveiop crpanizational structure and culture to Support Infovason and | [Tercrsonians are connected Srough cultumal L ]
e T Rt [ and leisure experiences and opporiuniies T
Tramsforing %o 2122 cantury -
SEFVIDE ENTERNDE L Dedicate staff resources and Fraining to provide expertise In key +—Tﬁmmm services and —
sralegic areas, £.g. bechnoiogy and Meracy \ Expenence a1 Customens” eveny point of need
II
\
Uz technolegy o onve mprovements In Dusiness prooesses and ] '.“‘\ TFL increased parmersiip and funding
eMclency, £.0. Coud analtics “ ) "|oeporhmmes wen Sy of Toromo, community —
| |orsanzationt and funding parrers
\
|, [TBL az resources and aeirars saT BB ]
dedver siralegic outcomes




