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Date: February 24, 2020
To: Toronto Public Library Board
From: City Librarian

SUMMARY

The purpose of this report is to request the Toronto Public Library Board's approval of
the 2020 strategy map and balanced scorecard.

The process for monitoring achievements of the 2020-2024 strategic plan builds from
the previous strategic plan. The new process enhances the role of the balanced
scorecard and shifts away from reporting on the achievements of work-plan initiatives,
to measuring and evaluating the progress towards advancing the priorities and
outcomes of the strategic plan.

Over the next five years, TPL will measure the overall progress of the 2020-2024
strategic plan with three overarching key performance indicators: reach, use and
value. These indicators will monitor what success looks like for individual Torontonians
when they use the Library, and the Library’s contribution to the transformational
change that helps make our city successful, resilient and well.

RECOMMENDATIONS

The City Librarian recommends that the Toronto Public Library Board:

1. approves the 2020 strategy map and the balanced scorecard template as
outlined in Attachment 1;

2. directs staff to develop and implement the balanced scorecard, with metrics,
targets and initiatives for 2020 and future years; and,

3. directs staff to provide an annual update of the 2020 balanced scorecard in

Quarter 1 2021.
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FINANCIAL IMPACT

There is no financial impact beyond what has already been approved in the current
year's budget.

The Director, Finance & Treasurer has reviewed this Financial Impact Statement and
agrees with it.

DECISION HISTORY

At the November 25, 2019 meeting, the Library Board directed staff to develop a
balanced scorecard, key performance indicators and associated activities for Board
approval in early 2020:

https://www.torontopubliclibrary.ca/content/about-
thelibrary/pdfs/board/meetings/2019/nov25/12d-spsc-strat-plan-2020-2024-
resiliencesuccess-well-being-combined.pdf

COMMENTS

Strategy Overview and Measuring Outcomes
The product of extensive consultations, research, surveys and Board guidance, the
2020-2024 strategic plan can be summarized as follows:

The Library will provide an innovative, efficient library system to better inform, engage
and connect Toronto and its residents, creating more resilience, success and well-
being for our city and its communities. The plan’s five priorities are focus areas for
targeted service improvements, that place Torontonians at the centre of all service
planning, advancing equitable outcomes that contribute the following impacts:
¢ build resilience in all Torontonians, enabling them to thrive in a complex and
changing environment;
e enable all Torontonians to achieve success and reach their full potential as they
define it;
e contribute to the overall well-being and a better quality of life for all
Torontonians.

Over the next five years, TPL will measure the overall progress of the 2020-2024
strategic plan with three overarching key performance indicators: reach, use and
value. These indicators will monitor what success looks like for individual Torontonians
when they use the Library, and the Library's contribution to the transformational
change that helps make our city successful, resilient and well.
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The 2020 Strategy Map (Attachment 1)

The 2020 strategy map translates the five strategic plan priorities into 13 objectives
across four perspectives. It shows how the Library will align its resources and build
capacity through learning and growth and internal business processes to deliver on
the priorities and outcomes of the strategic plan. Each objective has key performance
indicators that will measure this progress this year.

Balanced Scorecard Template

Accountable performance management across the strategic plan’s priorities will be
supported by the organizational balanced scorecard, which provides a framework for
translating the five strategic priorities into actionable and measurable strategic
objectives. It will drive organizational alignment through regular monitoring, and
prioritize work and resolve road blocks. For continuous improvement, the balanced
scorecard will be reviewed annually as part of the Library's strategic and business
planning processes.

Next Steps and Reporting Process

2020 is a transition year where baseline metrics and targets will be established for the
key performance indicators in the strategy map. They will measure our progress and
help identify, prioritize and evaluate initiatives for 2020 and future years.

Reporting on the organizational balanced scorecard will be completed on an annual
basis to the Library Board.

CONTACT

Elizabeth Glass; Director, Policy, Planning & Performance Management;
Tel: 416-395-5602; Email: eglass@tpl.ca

Shawn Mitchell; Manager, Planning & Development; Tel: 416-395-5551;
Email: smitchell@tpl.ca

SIGNATURE

Vickery Bowles
City Librarian

ATTACHMENTS

Attachment 1: 2020 Strategy Map & Balanced Scorecard Template\
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Attachment 1

I e toronto
@ public library

2020-2024 STRATEGIC PLAN
STRATEGIC PRIORITIES, OUTCOMES AND MEASURES

STRATEGIC
PRIORITIES o 1 . : ; :
, digital inclusion workforce a democratic public service
Where we will focus and f "
invest over the next five & literacy development society excellence
years
OUTCOMES & V)
IMPACT \\?‘
141 ﬂ
X Ji\ J g
O What success looks like for individual O 0O The transformational change that helps make Q
Torontonians when they use the library D_GD_J our city successful, resilient and well g
2
©
SUCCESS
MEASURES our REACH our USE our VALUE
& 4 10% <> maintain
5 YEAR TARGETS 0 0
increase increase high value
2020 STRATEGIC OBJECTIVES & KEY PERFORMANCE INDICATORS (KPlIs)
perspectives
CUSTOMERS / Cc1 Cc2 C3 C4 C5
STAKEHOLDERS . . . Increase access to Deliver relevant workforce Facilitate access to information, . .
Provide quality, accessible o . i P . Deliver exceptional
. . X technology and digital and skills development information literacy and civic .
and inclusive public spaces . L customer experiences
Ilteracy services engagement
KPIs KPIs KPIs KPIs KPIs
« In-person and online visits + Access to internet * Access to workforce development * Access to information « Customer satisfaction overall
« Space quality and cleanliness - Digital comfort collections « Access to information literacy « Customer satisfaction with the
« Facility improvements « Customer satisfaction with « Access to learning opportunities « Access to civic engagement helpfulness of library staff
“What is our customer technology services « Customer satisfaction with workforce
value proposition?” development services
outcome
5 focus
___________________________ - ’%‘____________—________________-____:ri\;rs_
B1 B2 B3 B4
INTERNAL N > 8 > . =
BUSINESS Modernize our data & L 4 Increase service L J Minimize service L J Make informed decisions through
PROCESSES technology infrastructure awareness and access disruptions enhanced governance and accountability
“How do we increase our KPIs KPIs KPIs KPIs

operational capacity and

« Digital strategy initiatives completed

« Open hours (scheduled)

« Hours open (actual)

« Change capacity

what are the processes that « Service awareness

we need to excel at?”

« Cyber security risk mitigation
« tpl.ca availability

« Access to service data to inform planning
« Effectiveness of Library Board (self evaluation)

LEARNING & = 3 2 . L

GROWTH Foster a high-performance work culture by . Increase TPL Staff Digital L N
investing in our staff Literacy

Foster a workforce that reflects and
responds to our diverse society

KPIs
- Staff engagement

KPIs

« Access to staff training
« Satisfaction with staff training

KPIs

7 " - Staff engagement (diversity and inclusion)
‘How do we increase our

organizational capacity?”

value creation chain
( cause & effect relationships )

F1

FINANCIAL

STEWARDSHIP Protect TPL's fiscal reputation with our stakeholders

KPIs
+ Operating budget
« Capital budget

“How do we deliver
cost-effective services?”

BALANCED SCORECARD TEMPLATE
2020 STRATEGIC OBJECTIVES, KPIs, TARGETS & INITIATIVES

perspectives # Strategic Objectives KPIs Target Initiatives
CUSTOMERS / 1 Provide quality, accessible and inclusive public spaces In-person visits (youth hubs) ™ 10% Implement new Youth Hubs exam ple
STAKEHOLDERS
2 Increase access to technology and digital literacy
3 Deliver relevant workforce and skills development services
c4 Facilitate access to information, information literacy and civic
engagement
¢s  Deliver exceptional customer experiences
INTERNAL B1 Modernize our data & technology infrastructure
BUSINESS
PROCESSES B2 Increase service awareness and access
B3  Minimize service disruptions
B4 Make informed decisions through enhanced governance and
accountability
LEARNING & L1 Foster a high-performance work culture by investing in our staff
GROWTH
12 Increase TPL Staff Digital Literacy
3 Foster a workforce that reflects and responds to our diverse
society
FINANCIAL

F1 Protect TPL's fiscal reputation with our stakeholders
STEWARDSHIP
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Agenda

1. Strategy Overview

2. Outcomes & Impacts

3. Measuring Success

4. Balanced Scorecard & Strategy Map

5. Appendix
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OUR VISION

Toronto Public Library will be recognized as the world's leading library by informing and
inspiring Toronto and its communities, making us all more resilient, more knowledgeable,
more connected and more successful.

Intellectual
Freedom

OUR VALUES Equity

Diversity

OUR PURPOSE read learn

grow a city of readers develop a city of learners

Innovation

Strategy Overview

OUR MISSION

Toronto Public Library provides free and equitable access to services which meet the
changing needs of Torontonians. The Library preserves and promotes universal access to a
broad range of human knowledge, experience, information and ideas in a welcoming and
supportive environment.
Inclusion

Integrity Accountability Service

Orientation

create connect
catalyze and connect a city of innovators,
entrepreneurs and creators

create connections to each other, to our
communities and to our city

strategic plan development process

vision, mission, values

SWOT analysis
consultations

environmental scan

strategic :
- public space
priorities
Where we will e digital inclusion & literacy

focus and invest
over the next

e workforce development
five years

a democratic society

e public service excellence
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what will

success
look like?

for our

strategic priorities

short-term

Changes in knowledge or
attitudes by participants,
measured over weeks or
months

Outcomes & Impacts

medium-term

Changes in behavior by

participants, over several :

of months or years

J

long-term

Changes in people and
communities through
systemic change,
measured over several of
years

\ J

&
What success looks like for

individual Torontonians when
they use the library

o

The transformational change that
helps make our city successful,
resilient and well



what will Outcomes & Impacts
SUCCesSS

IOOk Ilke? outcomes & impacts
( \
f9r . . .
. short-term : medium-term . long-term
. . =~

e digital inclusion & literacy outcome outcome

e workforce development
0 a democratic society
e public service excellence

outcome outcome
\ ' )\ y

outcome outcome

outcome outcome

QRARARRR
city impacts

\

@) 000
) (GO
What success looks like for The transformational change that
individual Torontonians when helps make our city successful,
they use the library resilient and well
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what will

success
look like?

o public space

for

short-term

o digital inclusion & literacy

0 a democratic society
e public service excellence All of our staff know about and are
A able to access and use the

tpl

training, tools, supports and
resources they need to deliver
exceptional customer
experiences.

. Our customers consistently have -
- exceptional experiences with our staff:
. and service to meet their wants and
. needs.

Outcomes & Impacts

medium-term

. We have a collaborative, innovative,

. high-performing service culture that :
- empowers our staff and customers to :
. achieve their full potential. :

long-term

: Torontonians have opportunities to

adapt and thrive in a complex urban

. environment through exceptional
: customer experiences.
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how will we Measuring Success

measure &
track our
successes?

for our - outcomes & impacts
r : : \
© Changesin . Changes in behavior ;| Changes in (\/)
knowledge or :  people and cit
attitudes ; ' communities city
' ' Impacts
\ J \ J
O What success looks like for individual Torontonians when O 0O The transformational
( J they use the library (G J U change that helps make

our city successful,
resilient and well



Measuring Success

how will we

measure &

track our We will have three overarching
measures and 5 year targets

sucgesses?

for our strategic plan, tracking
our short and medium-term

for:our » outcomes

strategic priorities short-term

ourR REACH our VALUE

T 491, T 10% <> maintain

increase increase high value
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how will we Measuring Success

measure &
track our
successes?

for our

;

strategic priorities short-term

We will use the balanced
scorecard to guide our
progress advancing our
five strategic priorities

tpl: )



the balanced
scorecard &
strategy map
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The Balanced Scorecard Framework
Overview

\\\
Organizational STRATEGY -
Alignment HIGH LEVEL MAP &  INITIATIVES
f KPIs &
STRATEGY }  STRATEGIC J F'J

TARGETS
_ 5 priorities - (‘ OBJECTIVES (

A -

. ™
High level direction  The long term goals that How we measure The ‘engine’ that drives our
for the next 5 years drive the strategy. our rate of success strategy. The operational work we
Connected by the Strategy  for our strategic do to advance the targets of our
Map they are the roadmap objectives strategic objectives
to achieving our strategic
outcomes
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tpl: 2020 Strategy Map & Strategic Objectives
(High Level)

perspectives
CUSTOMERS / C1 C2 C3 C4 C5
STAKEHOLDERS : . . Increase access to Deliver relevant workforce Facilitate access to information, . .
Provide quality, accessible - . . . - Deliver exceptional
. . - technology and digital and skills development information literacy and civic .
and inclusive public spaces Ii . customer experiences
iteracy services engagement
outcome
focus
e T drvers
INTERNAL B1 B2 B3 B4
) ( A ( ) (
BUSINESS Modernize our data & g . Increase service p > Minimize service » . Make informed decisions through
PROCESSES technology infrastructure awareness and access disruptions enhanced governance and accountability
< = g
S s
S
LEARNING & L1 L2 L3 S .2
) e ) e s
GROWTH Foster a high-performance work culture by | N Increase TPL Staff Digital L . Foster a workforce that reflects and s E
investing in our staff Literacy responds to our diverse society o g
(8]
- = 5 &
N
FINANCIAL F1
STEWARDSHIP

[ Protect TPL's fiscal reputation with our stakeholders ]
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tpl: 2020 Balanced Scorecard Template

perspectives # Strategic Objectives KPIs Targets Initiatives
CUSTOMERS / C1  Provide quality, accessible and inclusive public spaces In-person visits (youth hubs) ™ 10% Implement new Youth Hubs exam ple
STAKEHOLDERS

C2 Increase access to technology and digital literacy

C3 Deliver relevant workforce and skills development services

Facilitate access to information, information literacy and civic

ca
engagement

C5 Deliver exceptional customer experiences

INTERNAL B1 Modernize our data & technology infrastructure
BUSINESS

PROCESSES B2 Increase service awareness and access

B3 Minimize service disruptions

Make informed decisions through enhanced governance and

54 accountability
LEARNING & L1 :toas:fer a high-performance work culture by investing in our
GROWTH
L2 Increase TPL Staff Digital Literacy
13 Foster a workforce that reflects and responds to our diverse
society
FINANCIAL I . .
STEWARDSHIP F1 Protect TPL's fiscal reputation with our stakeholders
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next
steps

2020 Q2 -Q3
Implement the balanced scorecard across the organization

Develop measurement tools & refine targets

2021 Q1
Balanced scorecard update to the Board
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short-term

Torontonians know about, can
conveniently access, and are
using our physical and virtual
spaces for their personal,

education and professional needs. :

Torontonians know about, can
conveniently access and use
our technology and digital
literacy training.

Torontonians know about, can
conveniently access, and use our
tools and resources to meet their
professional development goals.

Torontonians know about and can
access a full range of information
and ideas in all their forms.

All of our staff know about and are

able to access and use the
training, tools, supports and
resources they need to deliver
exceptional customer
experiences.

- medium-term

. Our customers find our spaces
: accessible, welcoming, inclusive and
- beautiful.

Our customers have the digital
- literacy skills they need to succeed
. in the digital world.

: Our customers have the skills, develop
: networks, and benefit from mentoring

: opportunities to support their personal
and professional goals

: Torontonians are able to learn from

- different perspectives in positive ways

. by engaging in inclusive, respectful civic
: discourse on local, city, national and

: global issues.

Our customers consistently have

. exceptional experiences with our staff
- and service to meet their wants and
- needs.

Strategic Priority Outcomes

Our buildings are highly valued as vital
physical and social infrastructure and
community connectors. They are used

as a refuge in extreme weather, and are

developed in an environmentally
conscious, sustainable way

TPL is recognized as a leader in
digital inclusion and digital literacy,
bridging the digital divide through
equitable access to technology
and training.

TPL is a leading partner for
workforce and job skill development,

offering equitable and affordable access

to services and resources for
Torontonians.

TPL is recognized as a vital democratic

institution that advocates and provides a

platform for intellectual freedom and
freedom of expression, and space for
discussion, debate and civic
engagement.

We have a collaborative, innovative,
high-performing service culture that
empowers our staff and customers to
achieve their full potential.

Full list

long-term

Our spaces directly contribute to the
resilience, success and
connectedness of Torontonians.

Torontonians are able to fully
participate in the digital world,
supporting their prosperity and

well-being.

Quality of life and the standard of
living for Torontonians is improved
through the opportunities we offer.

Torontonians are well-informed,
engaged and empowered to
participate in community decision-
making, contributing to a free and

just democratic society.

: Torontonians have opportunities to

adapt and thrive in a complex urban
environment through exceptional
customer experiences.



tpl: The Balanced Scorecard Framework
Overview

Organizational STRATEGY e

Alignment HIGH LEVEL . MAP & ,, KPIs & | INITIATIVES
STRATEGY STRATEGIC J  TARGETS é

_ 5 priorities - (‘ OBJECTIVES ‘

A
. -

perspectives strategy map strategic objectives KPIs & targets Initiatives
| | | |
| | | |
T CUSTOMERS / | strategic | Y | |
STAKEHOLDERS | objective | strategic objective | |
| | | |
2 i | | |
33 : strategic : : :
5 & INTERNAL BUSINESS | A | | |
$S  PROCESSES | objective | | |
S5 | | | |
) I I I I
s | : | | |
S ! . strategic ! ! !
55 LEARNING & ! strategic objective ! l l
Y oy GROWTH | objective | | |
£3 | a a a
> 8 | | i |
N | | | |
FINANCIAL i strategic i i i
STEWARDSHIP | objective | i |
| | | |
| | | |
| | | |
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2020 Strategy Map, Strategic Objectives & KPIs

perspectives
C1 C2 C3 C4 C5
CUSTOMERS /
é N( N( N\ ( N\( )
STAKEHOLDERS . , . Increase access to Deliver relevant workforce Facilitate access to information, . .
Provide quality, accessible - . . Lo . Deliver exceptional
) . . technology and digital and skills development information literacy and civic .
and inclusive public spaces . . customer experiences
I|teracy services engagement
KPIs KPIs KPIs KPIs KPIs
+ In-person and online visits + Access to internet + Access to workforce development + Access to information » Customer satisfaction overall
» Space quality and cleanliness + Digital comfort collections  Access to information literacy - Customer satisfaction with the
p . + Facility improvements » Customer satisfaction with + Access to learning opportunities » Access to civic engagement helpfulness of library staff
What is our CL_’S,ton;fr technology services » Customer satisfaction with workforce
value proposition: development services
outcome
r focus
| drivers
B1 B2 B3 B4
INTERNAL ( B ( ) 4 ) ( ) A
BUSINESS Modernize our data & : - Increase service _ | Minimize service _ N Make informed decisions through
PROCESSES technology infrastructure awareness and access disruptions enhanced governance and accountability
“How do we increase our KPIs KPIs KPIs KPIs
operational capacity and « Digital strategy initiatives completed + Open hours (scheduled) + Hours open (actual) + Change capacity
what are the processes that + Service awareness + Cyber security risk mitigation + Access to service data to inform planning

we need to excel at?”

—
8
L1 L2 L3 §5
LEARNING & r ~ e ~ e ~ €5
GROWTH Foster a high-performance work culture by | . Increase TPL Staff Digital > J Foster a workforce that reflects and =3
investing in our staff Literacy responds to our diverse society 29
S T
QU o
KPIs KPIs KPIs S&
. . + Staff engagement + Access to staff training + Staff engagement (diversity and inclusion) g S
How do we increase our - Satisfaction with staff training 3 4
organizational capacity?” > g
A N
F1
FINANCIAL r
STEWARDSHIP Protect TPL's fiscal reputation with our stakeholders
“How do we deliver Kl:;:eratmg e
cost-effective services? . Capital budget 20

+ tpl.ca availability

< =

+ Effectiveness of Library Board (self evaluation)
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