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2017 Strategic Work Plan Status Update and 2018-2019
Strategic Work Plan

Date: January 29, 2018
To: Toronto Public Library Board
From: City Librarian

SUMMARY

The purpose of this report is to provide an update on the 2017 strategic plan work plan
achievements, and to introduce the 2018-2019 strategic plan work plan and balanced
scorecard targets.

In 2017, there has been substantial progress made in advancing the six strategic priorities. Of
the 77 initiatives contained in the work plan, 91% have been completed or are on track for
completion in the first quarter of 2018. Additionally, there has been 100% completion of all
three initiatives funded through the Poverty Reduction Strategy, specifically the expansion of
Youth Hubs, expanded Sunday hours and the expansion of the Wi-Fi Hot Spot lending
program.

Looking forward to 2018-2019, the work plan has been reformatted to reflect the
Accountability Framework. It includes initiatives, outcomes and targets as well as linkages to
City strategies. Key initiatives for 2018-2019 increase access, remove barriers, and deliver
services through an omni-channel customer experience.

RECOMMENDATIONS

The City Librarian recommends that the Toronto Public Library Board:

1. approves the 2018-2019 strategic plan work plan as outlined in Attachment 1 and
directs staff to implement the initiatives; and

2. receives the 2017 strategic plan work plan status update (the balanced scorecard and
presentation dashboard for 2017 will be presented to the Board in the second quarter
of 2018).
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FINANCIAL IMPACT

Initiatives in the 2018-2019 strategic plan work plan have been provided for in the 2018

operating and capital budget submissions except as noted. The following enhancements have

been included in the 2018 operating budget submission:

e expanded Sunday service ($0.574 million net and gross).

e the addition of three new Youth Hubs ($0.390 million net and gross).

e establishing TPL as a CISCO NetAcademy partner ($0.300 million net and gross, over
two years).

e change management position ($0.161 million net and gross, over two years).

e enhancements to the Wi-Fi hotspot lending program ($0.300 million net and gross).

The Director, Finance & Treasurer has reviewed this financial impact statement and is in
agreement with it.

DECISION HISTORY

At its June 19, 2017 meeting, the Toronto Public Library Board approved the report
Strategic Plan 2016-2019: Accountability Framework and 2016 Results:
http://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2017/jun19/15-accountability-framework-and-2016-results-
combined.pdf and

Strategic Plan 2016-2019: Q2 Status Report on Key 2017 Initiatives:
http://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2017/jun19/16-2017-work-plan-semi-annual-status-report-

combined.pdf

At its November 21, 2016 meeting, the Toronto Public Library Board approved the report
Strategic Plan 2016-2019 Accountability Framework for the Strategic Plan:
http://www.torontopubliclibrary.ca/content/about-
thelibrary/pdfs/board/meetings/2016/nov21/13c-strategic-plan-2016-2019-
accountabilityframework.pdf

EQUITY STATEMENT

The 2018-2019 strategic Plan work plan and budget enhancements have been developed
considering an equity lens that ensures on-going integration of access and removal of barriers
for equity-seeking groups in the City of Toronto. The approach ensures equitable outcomes
for all, and that all benefit equally from programs and services delivered by the Toronto
Public Library.

Equity impacts of the recommended efficiencies, enhancements and service level changes
were included in the 2018 operating budget submission.
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COMMENTS
In April 2017, the Board approved the renovation closure of the North York Central Library

for the remainder of 2017. As a result, the timelines of some of the initiatives from the 2017
work plan were impacted.

2017 Work Plan Achievements (Attachment 1)

SUMMARY OF 2017

There has been substantial progress in advancing the 2016-2019 strategic plan in 2017:

e 91% of the 77 work plan initiatives were completed, or are on track for completion in the
first quarter of 2018 (Green and Yellow).

e 9% of initiatives are to be completed in 2018/2019 (Red).

2017 Work Plan Initiatives

= Completed or On-Track for Q1.
2018

m In-Progress 2018/2019

COMPLETE 58 Completed

ON-TRACK 12  On-track for completion in Q1. 2018

@ IN-PROGRESS 7 To be completed in 2018/2019

77 Total Initiatives
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2017 KEY ACHIEVEMENTS

1 Advancing our Digital Platforms

Refresh of Library Website — (Initiative #2)

Significant customer service enhancements were achieved for the Library website:

e Launched a new customer account and authentication platform, to enable future omni-
channel and seamless customer account features.

¢ Launched feature for customers to save items and create managed lists on tpl.ca,
within the new integrated account.

2 Breaking down barriers to access and driving inclusion

Expansion of Sunday Hours — (Initiative #6)

Through Poverty Reduction Strategy funding, Sunday service hours were increased by

30%. This resulted in increased access to computers, Internet, study and work space,

collections, and programs in neighbourhoods across the city.

e Year-round Sunday service was expanded to six additional branches: Albert Campbell,
Barbara Frum, Brentwood, Fairview, S. Walter Stewart and York Woods.

3 Expanding access to technology and training

New Digital Innovation Hubs and Discovery Zones Launched — (Initiative #10)
o New Digital innovation hubs launched at Albion, Agincourt and Downsview branches,
with hubs at Richview Branch and North York Central Library to be opened in the first

quarter of 2018.
e New Discovery Zones launched at Albion and Fairview branches, with North York

Central Library zone set to open in 2018.

Expansion of Wi-Fi Hot Spot Lending program — (Initiative #11)

Through Poverty Reduction Strategy funding, the Wi-Fi hotspot lending program
expanded to over 500 devices and included seven additional branches (Albert Campbell,
Barbara Frum, Downsview, Malvern, Mount Dennis, Parkdale, Richview), bookmobile
stops located in Neighbourhood Improvement Areas (NIAs), and Community Librarians
that work in Toronto Employment and Social Services (TESS) locations.

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

Expansion of Youth Hubs — (Initiative #14)

With support from the City through the Poverty Reduction Strategy, the Library created
two additional Youth Hubs at Albion and Barbara Frum branches in 2017, bringing the
total to eight. The Library’s Youth Hubs align with, and support Toronto’s Poverty
Reduction Strategy goals to improve access to high quality programs for children and
youth, and to support growth in the number of high quality, out of school time programs
for children and youth.

In 2017:
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e Youth made 45,221 visits to Youth Hubs, an increase of 81.3% from 2016.
e The Youth Hub service model, staffing, and five-day/week service was standardized
across all eight locations.

Review / Expansion of After-School, Out-of-School Programs, Services and

Partnerships — (Initiative #14)

e In April, the Library launched Brainfuse eLearning, an online real-time homework
support tool. Brainfuse was promoted to parents, students, school boards and home
schooling associations through the Library’s digital and print vehicles. Customers
accessed 60,000 tutoring sessions in 2017, making Brainfuse the third most-used
online resource after Lynda and Safari Tech & Business Books Online.

e Summer Wonder - TPL’s Summer Learning initiative, was piloted and evaluated at six
branches (Albion, York Woods, S. Walter Stewart, Fairview, Cedarbrae and
Agincourt). Expansion to all branches in 2018 is planned.

e 16 district branches and North York Central Library received robotics and circuitry
equipment to introduce children to robotics, coding and circuitry as part of summer
programming. In the summer of 2017, 4,700 children and parents attended 110 events
that featured or incorporated this new equipment.

e Initiated Sunday summer STEM programing at district branches across the city.

1,436 children, ages four to eight participated in the Summer Mini Makers program
during July and August.

5 Creating community connections through cultural experiences

Raising Awareness of Indigenous Culture — (Initiative #18)

e The Board endorsed Indigenous Strategies in April 2017, with recommended multi-
year initiatives approved. Strategies relating to staff training and recruitment,
collections and programming were identified as priority items.

e Mandatory Indigenous Cultural Competency staff training delivered by the Ontario
Federation of Indigenous Friendship Centres, with 24 sessions delivered in 2017 and
577 staff trained.

e Partnership established with Library and Archives Canada to develop an Indigenous-
themed exhibition in the TD Gallery in 2018.

e 350,000 was spent system-wide, on building collections of all Indigenous materials.
Six branches located in communities with significant Indigenous populations also saw
a collection build-up of Indigenous children’s and AV materials.

6 Transforming for 21st century service excellence

Achieve efficiencies through capital investment in technology. Focus service desk
efficiencies and improvements to business processes — (Initiative #26)

Progress is ongoing and on track for completion in 2018 on:

e Improving efficiency of customer interaction through fines payment at self-checkout
terminals.
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e Implementing new self-checkout solution and cash registers, allowing patrons to check
out books, pay fines and other library services with a variety of payment options;
providing a consistent user interface integrated with ILS system.

2018-2019 Work Plan (Attachment 2)

Building on the 2017 work plan, the 2018-2019 work plan includes multi-year initiatives, in a
new format. The new format allows for a better integration of the initiatives with the
Accountability Framework. It includes outcomes, targets, funding source and impact
measures, directly linking the work plan to City strategies.

2018-2019 INITIATIVE HIGHLIGHTS

1 Advancing our Digital Platforms

eLearning Vision and Portal — (Initiative #1)

e The Library will develop and implement a customer eLearning portal, offering digital
literacy and workforce development courses in partnership with City agencies and
their clients.

2 Breaking down barriers to access and driving inclusion

Service and Program Development Focus — (Initiative #4)

Additional programming and associated staff training planned, for a number of initiatives
with the goal to support City of Toronto priorities and strategies. Many of these
initiatives will help remove barriers and address the needs of equity-seeking groups in the

city, including:

e Seniors

e People experiencing homelessness

e Adults with intellectual disabilities

e Newcomers

¢ French language speakers

e Youth, with specific new focus on Young Adults (age 18-24)

e Expansion of Summer Wonder, TPL’s Summer Learning initiative, to all branches
¢ Civic Engagement, in particular as a lead up to the 2018 municipal election.

Facilities Master Plan — (Initiative #7)

The Library will create a Facilities Master Plan to prioritize infrastructure investments
and identify capital requirements, so that Toronto residents can continue to enjoy state of
the art library facilities. The Plan will provide a framework to address areas of growth
and development in the City as well as state of good repair projects.
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3 Expanding access to technology and training

Implement TPL’s Digital Literacy Vision — (Initiative #11)

This multi-part initiative will advance the Library’s Digital Literacy Vision through

activities, including:

e Improve and expand digital innovation services and branding.

e Expand access to programming using new technologies, including virtual/augmented
reality, gaming.

e Pilot of new equipment lending options.

e Evaluate the Digital Innovation Hubs and Pop-Up Learning Labs service models.

e Expand Wi-Fi hotspot lending program to 1,000 devices available for loan to low
income individuals in Neighbourhood Improvement Areas — a Poverty Reduction
Strategy funded initiative.

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

Implementation of new Youth Hubs — (Initiative #12)

Library staff worked with City partners to develop a two-year outlook for projects funded
through the Poverty Reduction Strategy. Informed by the popularity and success of the
existing Youth Hubs, and in support of providing geographic equity throughout the City
to meet identified demand, the Library is seeking the creation of seven additional Youth
Hubs over three years. The proposed locations and timing of the additional Youth Hubs
are:

e 2018: Downsview, Flemingdon Park and Malvern.

e 2019: Thorncliffe and Parliament Street.
e 2020: McGregor Park and Mount Dennis.

5 Creating community connections through cultural experiences

Indigenous Strategies — (Initiative #15)
Continue implementation of TPL's Indigenous Strategies, with emphasis on:

e Strengthening community relationships and consultation approaches.

e Building collections, including determining best approaches to preserve and make
available indigenous language materials.

¢ Incorporating indigenous content into TPL Programming.

e Creating safe and culturally relevant spaces for the indigenous community.

6 Transforming for 21st century service excellence

Advancing Outcomes and Impacts of Library Services in Ontario — (Initiative #18)

In 2018, Toronto Public Library will take a leadership role in the public library sector, to
establish and advance outcome measures for 21st century service. Key components
include:

e Leading implementation of the Ontario Libraries Digital Toolkit, to measure digital
inclusion and digital literacy.
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Providing access to the EDGE Toolkit (a management and leadership tool that helps
libraries create a path for continuous growth and development of their public
technology services) for all Ontario Libraries.

Organizational Transformation for 215 Century Excellence — (Initiative #19)

This two-year initiative will aim to drive organizational transformation through strategic
review of library services, effective resource allocation, and development of staff, to
support delivery of exceptional customer experiences. Some key components identified
are:

Introduction of change management framework and Leadership Competencies, to
support staff development and succession planning.

Implementation of a Learning Management System (LMS), to support service
excellence and career development.

Implementation of branch staffing model, to ensure equitable service levels across the
city.

Advance the Digital Strategy to create the omni-channel experience and Develop
and implement a strategic framework that reflects and advances the omni-channel
customer experience — (Initiatives #21, #24)

Start TPL Experience 360, an initiative to inform and transform our customer
experience and brand.

Align social media strategies with the Library's 2016-2019 strategic plan, under the
five service pillars to reach new audiences and engage residents with a full range of
library services and programs.

Continue to build a strategy on how TPL delivers web- and mobile-based services on
TPL.ca, and determine an appropriate sourcing plan for delivery of web services in
early 2018.

Implementing a new digital platform for TPL’s Digital Archive.

Transform the Library’s capacity and culture to deliver exceptional customer
experiences how, when and where our customers want and need them.

Transform the back office infrastructure — (Initiative #23)
Achieve efficiencies thought capital investment in technology, by:

Implementing a Human Capital Management System (HCM).

Implementing an Integrated Payment system and technology operational efficiencies
that includes VOIP and sorters, Customer Relationship Management and Room
Booking.

Balanced Scorecard Key Performance Indicators: Targets 2018-2019

At the June 22, 2017 Board meeting, staff committed to provide balanced scorecard targets for
2018-2019 as part of the process for developing the operating and capital budget submission

and work plans.

Draft targets are provided in Attachment 3. Targets address system key performance
indicators (KPIs), and are based on 2017 results to date. Changes in funding levels will
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influence the proposed service enhancements for 2018, the work plan initiatives set for 2018-
2019 and the achievement of the targets.

2017 results will be presented in Quarter 2 2018 with targets, influencing factors, and
highlights.

NEXT STEPS

Upon approval of the 2016-2019 strategic plan work plan and targets, Library staff will
implement the initiatives where funding is available. Staff will provide a status update on the
2018-2019 work plan and balanced scorecard targets in June 2018, a deliverable of the
Accountability Framework for the strategic plan.

The 2018-2019 strategic plan work plan reflects the Library’s commitment to responsive,
innovative and barrier free services through an omni-channel customer experience. It reflects
the Library’s adoption of new technologies to increase access and efficiency. The Library is
defining and improving outcomes of library service for residents and communities, including
equity seeking groups. Finally, the work plan demonstrates the Library’s dedication to
working across sectors and with City partners to increase the impact of key City strategies.

CONTACT

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

SIGNATURE

Vickery Bowles
City Librarian

ATTACHMENTS
Attachment 1:  Strategic Plan 2016-2019: 2017 Work Plan Year End Update

Attachment 2:  Strategic Plan 2016-2019: 2018-2019 Work Plan
Attachment 3: Balanced Scorecard Key Performance Indicators — 2018-2019 Targets
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Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Priority 1: Advancing our Digital Platforms

Attachment 1

Priority

1 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES

1 Fos.ter excellence in digital .service » Create an Innovation Council advisory group of o Established Innovation Council which provided input into the TPL Digital
delivery th_rough the.esta.bllshment of  recognized, industry-leading individuals to inform COMPLETE Strategy, digital innovation spaces vision, the innovation framework and the
an Innovatien Council to inform service development and increase TPL's profile in innovation incubator unit.
service development strategies at the tech sphere
Toronto Public Library (2016-2019)

2 Advance the Digital Strategy to » Implement TPL Labs to create a culture of 0 Renamed Innovation Incubator Project; First priorities include a system

enhance eservices and technology

transformation and pilot innovative digital
access in branches (2017-2019)

services to meet emerging community needs,
using an agile methodology (With support from
the Toronto Public Library Foundation)

COMPLETE

innovation framework, development of an eLearning platform and services,
and re-envisioning Reader’s Advisory services.

» Refresh torontopubliclibrary.ca with a new
design, self-serve and mobile options (online
registration and renewal, room booking)

COMPLETE

Launched new customer account and authentication platform to enable future
omni-channel and seamless customer account features on tpl.ca - Completed
Q1. 2017.

Launched list feature available for customers to save items and create and
manage lists on tpl.ca and display within the new integrated account —
Completed Q2. 2017.

Launched eBook platform integration including placing holds, and display
within the new integrated account.

Mobile-friendly experience for customers - search results, item records, new
titles lists, sign in, place hold etc. Completed Q2. 2017

Implement refreshed and mobile friendly homepage — partial completion Q4.
2017
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Attachment 1

PI’I(‘)II’IfY 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
@ Online registration and online account renewal to enable the ability for new
IN-PROGRESS 1 customers to explore TPL digital service offerings and ensure digital service
continuity — Estimated completion Q1. 2018
Mobile pages to be phased in: branch pages, program records, landing
pages, content pages 65% complete.
Opt-in feature to have the Library retain the borrowing history of customers
displayed within the new integrated account — Estimated completion Q4. 2018
Online room booking (capacity for online registration for programs) to launch
in 2018
3 Develop an improved digital platform , p|g, 5 new digital platform for TPL's digitized and o Project team established, environmental scan, vision statement, business

for Special Collections online Special Collections COMPLETE requirements, and internal consultation complete. Currently exploring options
for collaboration with other institutions in Toronto area.

» Promote the new Virtual Reference Library (VRL) 0 New Virtual Reference Library (VRL) design and business plan complete, and
design, resources and content relevant to Toronto COMPLETE funding received from Province for 2018. Promotion through booth at OLA
and communities across Ontario to increase usage Super Conference and OLS North Conference.
and awareness Governance model and new content modules in development.

4 Develop and implement a digital » Develop a new digital presence for middle @ Project manager hired and Steering Committee and Working Group established

refresh for middle childhood and childhood
teens (2017-2019)

IN-PROGRESS 2

with planning process underway. Multi-year initiative to be completed in 2019.

¢ Engage teens in developing a new digital presence
through advisory and focus groups

COMPLETE

Mobile-friendly refresh of TPL website and blog completed and launched in
June 2017.

The site integrates social media inviting interactivity and includes features that
highlight programs, services, and resources - bringing together useful
information that was previously in different parts of the TPL website.

! Multi-vear completion. Estimated completion date: Q4 2018. Project changed scope and direction

2 Multi-year initiative to be completed in 2019.




Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Priority 2: Breaking down barriers to access and driving inclusion

Attachment 1

SUCCESS HIGHLIGHTS or CHALLENGES

Albion Branch opened on June 2017. The branch has experienced a 55%
increase in daily visits since reopening

Demolition of the old library building completed and new parking lot opened
November 2017.

Eglinton Square Branch opened June 2017 with an 18% increase in visits since
reopening

Agincourt completed with new program space, new staff area, enlarged teen
area, expanded computer area on second floor; renovated children’s area, new
shelving and space for middle childhood discover area, improved multi-
purpose room on main floor.

To celebrate the completion of the renovation, a customer appreciation day
was held, with 1274 visitors and over 750 participants in the 14 programs held
that day.

Riverdale Branch state of good repair project completed May 2017.
Relocation of learning centre at Lillian H. Smith Branch completed June 2017.
Runnymede Branch renovation completed June 2017.

Amesbury Park Branch completed October 2017.

Humber Summit Branch expected completion January 2018.

Priority
2 2017 INITIATIVES DETAILS STATUS
5 Improve rubli;infrastructure through Complete construction of the new Albion Branch, 0
a State of Good Repair program to including d liti P A
g demolition of existing building
support accessibility, inclusion and COMPLETE
quality of life in neighbourhoods
across the city (2017-2019)
» Complete the renovation and expansion of the o
Eglinton Square Branch COMPLETE
» Complete the renovation of the Agincourt Branch 0
COMPLETE
o Complete SOGR projects at various locations o
COMPLETE
6 Increase access to branches through o Offer year-round Sunday services at Albert 0
expanded open hours (2017-2019) Campbell, Barbara Frum, Brentwood, Fairview, S. COMPLETE

Walter Stewart, and York Woods branches
(funding from the Poverty Reduction Strategy)

Year-round service at the six branches was introduced July 2017.
A total of 20,600 customers visited the six branches on Sundays during July and
August.
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Attachment 1

Priorit
"5 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
Expand 5”“‘?'3\/ program offerings at branches o « 13 district branches hosted Sunday summer STEM programs for children ages
across the city COMPLETE 4-8 and their families between July—August. 1436 children participated in the
Summer Mini Makers program during July and August.
Pilot after hours, self-serve access at select o Meetings with vendor and stakeholders in process to advance extended hours
branches .
ON-TRACK 3 project.
7 Remove barriers to access through the « Pilot and evaluate reduced fines and fees models o « Community Librarians offered fine forgiveness to Toronto Employment and
evaluation of reduced finesandfees s part of targeted outreach and community COMPLETE Social Services clients and other agencies. In 2017, 1005 new cards were

to inform policy review

librarian programs

issued, 544 cards renewed and a total 7,231 reached who borrowed 14, 646
items; renewed 3,192 items and placed 1,737 - $12, 645 fines waived

Card type piloted to support individuals who are homeless or precariously
housed. Results informed the 2017 changes to the Circulation and Collection
Use Policy.

8 Create a new membership and
outreach model to engage residents
with a full range of library services and
programs

Pilot and evaluate new membership model to
connect residents’ engagement, access to and
use of a broader range of services and programs

Evaluate community librarian service offered at
current pilot locations: Toronto Employment and
Social Services TEDC, TSDC, Elizabeth Fry Society,
The SPOT/Jane Finch Community Centre

@

IN-PROGRESS #

COMPLETE

Circulation and Collection Use Policy revised to support initiative, offering more
membership options which will result in more data to support the Business
Intelligence (BI) strategy and evidence-based decision making. Changes include:

Extending library membership to people living on First Nation reserves.
Lowering the requirements and increasing use of access card for precariously
housed or homeless people

Increasing use of in-library/visitors’ card

2017 pilot extended based on positive partner and community response and
evaluation. Recommendation to expand community librarian model to district
and Research and Reference libraries in 2018 accepted.

3 Estimated completion date: Q1. 2018
4 Estimated completion date: Q1. 2018
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Attachment 1

Priority

2 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
9 Launch targeted membership drives to « Develop & implement online, self-registration @ OCAD University Working group established for pilot.
::I"‘t::e“r‘:VaVnad“:"IZ'l‘:::e“:'::uT:;ateg'C m(.?mbil’sdhiptto Tzronto post-secondary students IN.PROGRESS 5 Target date set for September 2018, for the start of the school year.
using student car

¢ Participate in the Canadian Urban Libraries
Council (CULC) led initiative with local Toronto
school boards to ensure that every child has a
library card

¢ Launch a membership drive to newcomer
entrepreneurs with partners including
TRIEC/Professional immigrant Network (PINS)

@

IN-PROGRESS ©

COMPLETE

Canadian Urban Libraries Council initiative. Project conditional upon
sponsorship.

Membership drive took place at Spring Newcomers Canada Career Fair in
March. Over 100 library cards were issued.

October fair held, with 60 cards issued and over 200 meaningful conversations
with newcomers about library services. TPL’s voluntary staff committee —
EDGE, provided the funding which allowed library staff to attend the fairs.

> pilot partner implementation goal of September 2018
6 Estimated completion date: 2018
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Priority 3: Expanding access to technology and training

Attachment 1

Priority

3 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
10 Increase digital literacy through access e« Launch Digital Innovation Hubs at Albion, Richview 0 Digital Innovation Hubs at Agincourt, Downsview and Albion branches opened
to technologY :j\nd training in branches  (NIA branches.), Agincourt, Downsview and North COMPLETE in June 2017. The hubs offer regular classes and programs and provide access
and communities York Central Library to a range of specialized digital equipment for use within the library.
Digital Innovation Hubs for North York Central Library to be opened in Q1 / Q2
ON-TRACK? 2018, and Richview in Q1 2018.
e Expand di-gital training Fapacity t.hrough Lear-ning 0 Adobe Creative Suite software installed at six branches with staff training on
Centres, 'Rzlusmg the mtr:soductlon of 3Dbpr|nthers, COMPLETE providing Photoshop and 3D certification courses developed and implemented.
scanners, Adobe Creative Suite at seven branches,
and development and implementation of new
public training programs North York Central Library deferred to re-opening in Q1 / Q2 2018
ON-TRACK®
» Develop and .deliver.program offers using.neyv o Staff training complete and programming launched in June. Equipment to be
bmake;/robotlcs equipment provided to District COMPLETE assessed in December to inform future purchases and training.
ranches
» Expand telepresence technology to additional o Telepresence equipment installed at twelve locations.
branches COMPLETE WebEx capabilities installed for Office 360 designated users to support

telepresence.

¢ Implement three additional Pop-Up Learning Labs

COMPLETE

Three additional Pop-Up Learning Labs implemented in January 2017, bringing
the total number to six.

7 Estimated completion date: Q1. 2018
8 Estimated completion date: Q1. 2018




Attachment 1
Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Priorit
"‘;' 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
¢ In 2017, the Pop-Up Learning Lab program delivered 1,200 classes and
activities and reached approximately 15,000 people
11 Expand Wi-Fi Hot Spot Lending program e Establish Internet Wi-Fi Hotspot Lending program o « An additional $150,000 in City Poverty Reduction Strategy funding received

V‘}’:th Ie;';sor'ms Izarne: in thz 2216 pilgt :gogr:;m adt COMPLETE along with $150,000 from Google and in-kind support from Rogers was
three district branches and three neighbourhoo confirmed in 2017.

branches; and expand program to additional
locations (funding from the Poverty Reduction
Strategy)

¢ Phase 3 distribution expanded to over 500 devices and included seven
additional branches (Albert Campbell, Barbara Frum, Downsview, Malvern,
Mount Dennis, Parkdale and Richview) and community librarians, and
bookmobile stops in NIA neighbourhoods.




Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Priority 4: Establishing TPL as Toronto’s centre for lifelong and self -directed learning

Attachment 1

P"Z"y 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
12 Refresh and reimagine TPL’s services ¢ Roll out the refresh and repositioning of TPL’s o Ready for Reading training refresh completed, and sessions offered to update
for Toronto’s youth, from preschool early literacy offerings (Ready for Reading) skills for both new and experienced staff.
and middle childhood, to youth ages COMPLETE
13to 24
¢ Roll out TPL’s Middle Childhood service plan o Multi-year initiative -2017 goals to develop and initiate training and identify
(including new program offerings, newly COMPLETE resources are complete.

designed and enhanced children’s spaces in-
branch and online, staff training, and a new
brand identity)

Develop strategy to guide the development and
delivery of services for youth ages 13-24

o

COMPLETE

Research and youth and staff consultations completed. New Youth Services
Strategy developed and approved in Q4.

13 Launch new elLearning space at the
North York Central Library

Provide space and technology to support
elearning initiatives at Toronto Public Library

ON-TRACK®

elLearning space design has been completed for North York Central Library.
Launch deferred to re-opening in Q1 / Q2 2018.

14 Review and expand after school and
out-of-school programs, services, and
partnerships

Launch two new Youth Hubs at Albion and
Barbara Frum branches

Develop new program options at all Youth Hub
locations informed by a new strategy to
standardize service delivery at all locations.
(Funding from the Poverty Reduction Strategy)

o

COMPLETE

o

COMPLETE

New Youth Hubs successfully launched, opening in September. In 2017, Youth
made 45,221 visits to Youth Hubs, an increase of 81.3% from 2016.

Youth Hub service model, staffing, and 5 day/week service standardized for all
locations.

9 Estimated completion date: Deferred to NYCL re-opening in Q1 2018




Strategic Plan 2016-2019:

2017 Work Plan Year End Status

Attachment 1

P"Z"" 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
¢ Develop and implement a vision for Summer o e Summer Wonder, TPL’s Summer Learning initiative, was piloted and evaluated
Learning COMPLETE at six branches (Albion, York Woods, S. Walter Stewart Fairview, Cedarbrae and
Agincourt), with expansion to all branches in 2018.
¢ In addition, 16 district branches and North York Central received robotics and
circuitry equipment to introduce children to robotics, coding and circuitry to
include as part of Summer programming.
e In Summer 2017 - 4,700 children and parents attended 110 events that
featured or incorporated this new equipment.
e Launch an elLearning tool for homework support o ¢ Brainfuse elLearning online real-time homework support launched in April and
(Brainfuse) promoted to parents, students, school boards and home schooling associations
COMPLETE - . .
through digital and print vehicles.
e In 2017, customers accessed 60,000 tutoring sessions making it the third most-
used online resource.
o Develop and implement new middle childhood o Programming rolled out in Fall 2017:
programming to support STEM and numeracy COMPLETE « STEM kits were purchased for 37 branches running after school clubs to
development support programming in science
¢ Hands-on training was delivered to staff, 10+ programming activities were
developed along with pre-packaged programs that introduce children to
robotics, coding and circuitry
o District branches were encouraged to use robotics and circuitry equipment at
least four times a month by incorporating the equipment into existing
programs, outreach events, and demos.
e Between June and October, 306 events were delivered by staff and close to
10,000 kids and families were reached.
¢ Develop and implement creative writing camps o ¢ Sophie’s Studio writing camp was held at Thorncliffe Branch during the week of
for school-aged children with Sophie's Studio July 31%%, The writing camp had 85 participants (parents and children).
concepts COMPLETE
¢ Launch Discovery Zone at Fairview, and Albion o ¢ A Discovery Zone for children ages 6 to 12 launched at Albion Branch in June
branches, and North York Central Library COMPLETE 2017.




Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Attachment 1

Priorit
"4 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
Fairview Discovery Zone is partially implemented and in use, with some
ON-TRACK 10 elements still outstar\dlng.
North York Central Library to open Q1 /Q2 2018.
15 Expand organizational capacity touse e Partner with Cisco to develop staff skills in o Telepresence working group in place to lead staff training and pilot programs
telepresence equipment creating programming using telepresence COMPLETE development. Staff training developed and implemented.
te'chnology to connect‘Toronjco communities Working with Cisco and City partners to support collaborative program delivery
with each other and with indigenous and workforce development training.
communities in Northern Ontario
16 Develop and implement new Life-Long e Develop partnerships and programs to support o Annual campaign held in February 2017. 47 personal finance programs offered
Learning programs financial Iﬁlteracy for customers of different ages, COMPLETE and 2,063 persons attended. 53 Income Clinics for Low Income Earners offered
small business owners and entrepreneurs and 2,782 persons served. Programs offered in partnership with Chartered
Professional Accountants Canada (CPA), Ontario Securities Commission and
Woodgreen Community Services.
Year round programming in progress including successful personal finance
programming for older adults in the Spring on Retiring on a Low Income (10
locations) and in the Fall on Wills (32 locations), estate planning (14 locations)
& small business financial management (33 locations). Programs offered in
partnership with CPA Canada and Ontario Bar Association.
Financial literacy programming also delivered at Youth Hub locations.
VISA funding secured to support financial literacy programming for all ages
from Q4. 2017 to Q1. 2019.
¢ Reimagine the Thought Exchange Programs o Program series reviewed.
COMPLETE

10 Estimated completion date for NYCL is Q1 / Q2 2018, and for Fairview Q1 2018

10




Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Priority 5: Creating community connections through cultural experiences

Attachment 1

Priority
5 2017 INITIATIVES

DETAILS

STATUS

SUCCESS HIGHLIGHTS or CHALLENGES

o Highlight collections and resources to celebrate

Canada 150 o

Developed online content, featuring 150 stories highlighting Special Collections
content. From January to September 2017, branch staff identified 83 Canada

17 Develop and support a diverse range
of programming to celebrate Canada
150

18 Determine TPL's response to the Truth

and Reconciliation Commission's Calls
to Action and develop and implement
programming and services to support
Toronto's Indigenous communities.
Raise awareness of Indigenous culture
and societal issues

COMPLETE 150 programs with 2,025 attendees.
Implement approved recommendations from o Board endorsed Indigenous Strategies in April 2017 with recommended multi-
the 2016 Indigenous Services Librarian's report. year initiative approved. Strategies relating to staff training & recruitment,
Review Native Peoples' Collections in the COMPLETE collections, and programming identified as priority items. Indigenous Advisory
context of the Commission's Calls to Action. Council established with first meeting held in December 2017.
Improve accessibility to indigenous material by $50,000 spent on building collections of indigenous materials in six branches in
identifying branches in indigenous communities communities with Indigenous populations, emphasizing children’s and AV
and building collections materials, and system-wide for all materials. Labels indicating indigenous
content are being applied to all print materials going forward.
Develop Indigenous Cultural Awareness and Mandatory staff training delivered by Ontario Federation of Indigenous
Competency Friendship Centres with 24 sessions offered in 2017 and 577 staff trained.
ON-TRACK™ Enhanced curriculum to be developed.
A learning circle cohort program using the 12 week online Indigenous Canada
MOOC, created by the University of Alberta, Faculty of Native Studies, was
launched on Sep 22, 2017.
Refresh and expand programming that o Multi-year initiative with 2017 programming including Indigenous Celebrations
celebrates indigenous cultures COMPLETE held in May; Canada 150 — Resist 150 programming stream.

e Partnership established with Library and Archives Canada to develop an

Indigenous themed exhibition in the TD Gallery 2018.

T 1his mandatory training is in progress & will continue until all TPL staff are trained

11




Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Attachment 1

Priorit
5 Y 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
19 Implement the Chinese Canadian o Begin digitization of Chinese Canadian archival 0 Archive launched with 34 individuals contributing initial collection materials.
Archive materials and create content in partnership with
local Chinese community COMPLETE
20 Expand the use of digital technology ¢ Introduce new podcasting content, including Began development in 2017 and will continue throughout 2018-2019.
and media to increase the reach of, original TPL content; increase use of live b
and audience engagement, in TPL's streaming via the web, social media and ON-TRACK
literary and cultural programming telepresence technology; and improve the
quality and variety of programs available
through digital media
¢ Incorporate augmented and virtual reality 0 Incorporated augmented reality (AR) into Vice and Virtue exhibit and
elements into the TD Gallery program COMPLETE Destination Canada exhibit. Evaluated and compared available AR tools to
offer an improved user experience, and selected a new tool, GuidiGO, to pilot
in 2018.
21 Expand access to collections and e Launch collection of Playaway all-in-one 400 Playaways, preloaded audio players, purchased and successfully

services promoting accessibility

audiobook players, including a pilot for HLS

introduced at Sunnybrook, the Bookmobile and North York Central Pop-Up

customers COMPLETE location. Will be extended to other branches in 2018.
e Develop program options for adults with o Developed and implemented a successful 10-week program series pilot, Leap
intellectual disabilities COMPLETE into Literacy: Navigate the World Confidently, at Sanderson and Parliament

Street branches in cooperation with Community Living Toronto.
Program was the recipient of an Urban Libraries Council 2017 Innovation
Award for Customer Experience.

2 Estimate completion date: ongoing

12


https://www.urbanlibraries.org/leap-into-literacy--navigate-the-world-confidently-innovation-1622.php?page_id=689
https://www.urbanlibraries.org/leap-into-literacy--navigate-the-world-confidently-innovation-1622.php?page_id=689

Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Priority 6: Transforming for 21st century service excellence

Attachment 1

Priorit
", 2017 INITIATIVES DETAILS STATUS  SUCCESS HIGHLIGHTS or CHALLENGES
22 Support open government and ¢ Advance the accountability framework for the o Accountability Framework complete. Measurement tools introduced in Q3.
transparency by implementing strategic plan, including balanced scorecard and key COMPLETE Ontario Digital Toolkit complete and will be launched across Ontario at the

the accountability framework for
the strategic plan (2017-2019)

performance indicators to support public reporting
and accountability, leveraging existing work in the
public library sector, including Edge and Impact
Study Project Outcome for programming

OLA Super Conference in 2018.

Launch a toolkit to establish benchmarks for
technology access and training for the Ontario

Evaluation Framework and Discussion Paper complete with feedback from
partner libraries and key stakeholders. Online toolkit developed and tested by

Public Library community COMPLETE Toronto Public Library and Innisfil Public Library. Rollout to partner libraries
began in July with final report in January 2018. Evaluation framework shared
with Urban Libraries Council as an input to the Edge Toolkit.

¢ Support Business Intelligence and Analytics initiative Data Governance Framework complete.
through deployment of technology solutions 3 o Data Hub now in testing.
ON-TRACK . . .
First generation dashboard established.
23 Support good governance and « Review results of Board Evaluation survey and o Staff have offered refresher sessions on the Procedural By-Law and schedule
accountability implement appropriate strategies for Board Education topics established for 2017.
COMPLETE Second Board Evaluation Survey completed in November 2017.
o Develop a risk assessment plan for Toronto Public o Draft Risk Assessment Policy and Framework established with resources
Library recommended by City of Toronto, for approval in 2018.
COMPLETE
¢ Continue to provide Board education on key issues, o Schedule established for Board Education sessions.
and services offered
COMPLETE

13 Estimated completion date: Q1. 2018

13




Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Attachment 1

Priorit
6 Y 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
24 Lead advocacy and civic o Update key policies in the areas of financial control 0 Policy review to align with the risk assessment plan and the City review of its
engagement efforts to support » Financial Policies.
the Library’s and the City’s COMPLETE
strategic directions
& ¢ Continue to advocate for fair and equitable access o The City Librarian spoke to the issue at a meeting of the Provincial and
to eContent for TPL and other Canadian libraries 5 Territorial Public Library Council.
COMPLETE Director, Collections and Membership Services continue to advocate on the
issue through the Canadian Urban Libraries Council eBook Task Group.
o Launch a ‘Civil Society’ program series to explore Planning in progress for a two-year program series starting in the fall of 2017
the social, political and ethical issues impacting . to 2019.
societies, and the role that public libraries play in ON-TRACK
contributing civil societies
25 Develop and implement ¢ Conduct employee engagement survey, create a o Staff engagement survey launched in Q3.
strategies to measure staff communication and training plan to address results
. COMPLETE
engagement and improve
communication . . . . .
¢ Implement a new intranet to promote staff 0 Yammer internal for social media platform launched to increase staff
engagement, learning and communication COMPLETE engagement implemented in Q1.
SharePoint redesign implemented in Q2.
26 Achieve efficiencies through ¢ Improve efficiency of customer interaction through Implementation planned for new self-checkout solution and cash registers,

capital investment in technology. fines payment at self-checkout terminals

Focus service desk efficiencies
and improvements to business
processes

@

IN-PROGRESS %7

allowing patrons to check out books, pay fines and other library services with
variety of payment options; providing a consistent user interface integrated
with ILS system. Phase 1 for self-checkout pilot estimated Q1 2018. Next
phases completion estimated Q4 2018.

14 Estimated completion date: Q4. 2017 — Awaiting City of Toronto’s completion of their policy
5 Estimated completion date: Ongoing

16 Estimated completion date: 2019

17 Estimated completion date: Q4. 2018

14




Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Attachment 1

Priorit
"2" Y 2017 INITIATIVES DETAILS STATUS SUCCESS HIGHLIGHTS or CHALLENGES
¢ Introduce mini-sorters at Albion, Lillian H. Smith and o e Albion Branch completed.
Scarborough Civic Centre branches
COMPLETE
e Opportunity to expand functionality at North York Central Library identified

during renovation project.

ON-TRACK 8

Need at Lillian H. Smith and Scarborough Civic Centre branches to be re-
evaluated and built into future projects.

Replace public, staff and shared printers, scanners,
fax machines and copiers with more efficient Multi-

New printers, scanners, fax machines and copiers implementation as part of
Pay for Print project. Pilot in six locations completed along with staff and

. . ) COMPLETE
Function Devices, and improved payment processes customer surveys.
for public printing
Replace HRIS, TAS, Payroll System ¢ Implement a new human capital management (HCM) system, integrating
Human Resources, Time and Attendance and Payroll applications.
ON-TRACK 1°

Purchase to Pay system implementation

@

IN-PROGRESS 20

Implement an integrated solution to automate the entire procurement and
financial process.

Convert the landline system to VOIP (Voice Over
Internet Protocol) at large locations

VOIP to be deployed to five locations: Martin Ross, Ellesmere, Northern
District, North York Central and Toronto Reference Library.

COMPLETE # - ) )
e Toronto Reference Library deployment will take place in 2018
27 Develop and implement a new Develop vision for digital literacy and technology 0 « Vision and report for digital literacy as a core service completed in Q4.
customer service model that support as a core service expectation and develop COMPLETE « Digital Innovation Spaces Vision completed.

meets customer needs and
incorporates digital literacy and

18 Estimated completion date: Q1. 2018
1% Estimated completion date: Q1. 2018
20 Estimated completion date: Q4. 2018
21 Estimated completion date: Q1. 2018

staff knowledge of and comfort with STEM
programming and innovation

e Staff training and development in STEM programming rolled out to support

STEM programming on Sundays in all district branches, and continues.

15




Strategic Plan 2016-2019: 2017 Work Plan Year End Status

Attachment 1

Priorit
"2" " 2017 INITIATIVES DETAILS STATUS  SUCCESS HIGHLIGHTS or CHALLENGES
technology support as a core ¢ Roll out the Employee Code of Ethics and ethical ¢ Five modules being developed: Social Media, Privacy, Intellectual Freedom,
public service framework policies, including training and ” Customer Service, and Accountability and Ethics.
communication to all employees ON-TRACK
o Utilize an employee engagement survey and explore o o Staff engagement survey launched in Q3.
the City’s job quality assessment tool
COMPLETE
¢ Develop and implement a Digital Privacy initiative, o e Digital Privacy Initiative developed and implemented. Public program series
training staff and supporting customers in developed, offered and on-going.
. . . . COMPLETE
knowledgably managing their online activity
28 Re-launch Toronto Public o Work with Foundation to establish their 2017-2019 o e Successfully worked with the Foundation to establish fundraising priorities.
Library’s Fundraising priorities to fundraising priorities and framework to advance Cases for support in development.
. . . o . COMPLETE
align and support the strategic strategic plan initiatives. Move forward with a new
plan funding framework to support major
transformational gifts and the vibrancy and
sustainability of existing priorities through the
Toronto Public Library Fund
2017 SUMMARY
77 Initiatives o COMPLETE 58  Completed 2017 Work Plan Initiatives Breakdown by Status
ON-TRACK 12  On-track for completion in Q1. 2018 = Completed or On- = Completed
Track for Q1.
@ IN-PROGRESS 7 To be completed in 2018 - 2019 2018 On-Track for
Q1.2018
® |[n-Progress ® [n-Progress
2018/2019 2018/2019

22 Estimated completion date: Q1. 2018

16




Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

# Initiative Year Strategic Priority OUEETIES _Colle_ctiv_e Impact _ . Balanced Funding
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
Priority 1: Advancing our Digital Platforms
1 Develop and implement an eLearning vision and services 2018 Torontonians have convenient City of Toronto Strategic Action 2013-2018: Customer Service - KPIs: * base
« | 1 Advancing Digital Platforms access to a full range of library Good Governance: * Total virtual visits * enhancement,
services through integrated digital 19. Improve Customer Service C°”t'l”€9”t on )
AMPLE ACTIVITIES: 2 Breaking Down Barriers to access platforms, and exceptional funding by Council
- - and driving inclusion customer experiences at their Toronto Strong Neighbourhoods Strategy 2020:
¢ A customer eLearning portal and platform . . .
every point of need. 23. Train entrepreneurs and job seekers to use new and
3 Expanding access to technology and emerg!ng Fechnolog|es and train residents in financial, digital,
 Establishing TPL as a CISCO NetAcademy partner, offering digital training and print literacy.
literacy and workforce development courses in partnership with City .
agencies and their clients < 4 Establishing TPL as Toronto's centre Toronto Poverty Reduction Strategy:
for lifelong and self-directed 4.1 Expand digital access and literacy to ensure residents can
learning effectively access programs and services online.
Toronto Newcomer Strategy: Updating Skills
«+ | 5 Creating community through
cultural experiences Toronto Equity-Seeking Lens*
6 Transforming for 21st Century
Excellence
2 Develop and implement the new Innovation Incubator 2018 Torontonians have convenient City of Toronto Strategic Actions 2013-2018: Customer Service - KPI's  base

initiatives.

SAMPLE ACTIVITIES:

< 1 Advancing Digital Platforms

2 Breaking Down Barriers to access
and driving inclusion

¢ An innovation framework for TPL

3 Expanding access to technology and
training

* Re-envisioning Reader’s Advisory services for the digital age

s |4 Establishing TPL as Toronto's centre
for lifelong and self-directed

¢ Revamping of the Staff Innovation Program

learning

* Piloting a digital storytelling program

« | 5 Creating community through
cultural experiences

6 Transforming for 21st Century
Excellence

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.

access to a full range of library
services through integrated digital
platforms, and exceptional
customer experiences at their
every point of need.

City Building:

2. Invest in culture

Good Governance:

19. Improve Customer Service: Implementing technology that
supports seamless customer service, constant innovation, a web-
enabled City and enhances information security and privacy

Toronto Poverty Reduction Strategy:
4.1. Expand digital access and literacy to ensure residents can

effectively access programs and services online.

Toronto Equity-Seeking Lens*

e Electronic circulation

(Downloads and Streamed

Content)
® User satisfaction: overall

Page 1of 14



Strategic Plan 2016-2019: 2018-2019 Work Plan

# Initiative Year

Priority 2: Breaking down barriers to access and driving inclusion

3 Expand and enhance access to branches and services 2018
through increased open hours and providing customer- 2019
focused service at point of need.

SAMPLE ACTIVITIES:

Strategic Priority

( Main Priority Highlighted) Outcomes

Torontonians from all walks of life

have easy, local access to the

[uy

Advancing Digital Platforms

library services they want and

< |2 Breaking Down Barriers to access need.

and driving inclusion

Sunday Service Enhancements:
¢ Sunday service at 5 additional district branches:
Agincourt, Bloor/Gladstone, Don Mills, Maria A. Shchuka,
Pape/Danforth

3 Expanding access to technology and
training

4 Establishing TPL as Toronto's centre
for lifelong and self-directed

Year round Sunday service at additional neighbourhood branches,
prioritizing NIA communities:

* |n 2018: St. James Town, Thorncliffe, Steeles, Jane/Dundas, Weston,
Morningside, Eglinton Square, Burrows Hall

learning

5 Creating community through
cultural experiences

¢ In 2019: Kennedy/Eglinton, Jane/Sheppard, St. Clair/Silverthorn, Dawes
Road, St. Lawrence, Pleasant View, Rexdale, Humber Summit

< |6 Transforming for 21st Century
Excellence

Expanded Open Hours:
¢ Expanded Open Hours: Extended Open Hours Pilot at Swansea and
Todmorden branches

Community Based Services:
¢ Wider implementation of community librarianship model across
district and Research & Reference service tiers

Impacts & Measurements

Collective Impact
including linkage to City Strategies

Toronto Poverty Reduction Strategy:

4.3. Revise program registration, outreach, and delivery to
ensure services are accessible to vulnerable residents.

4.6. Increase access to financial literacy and advocacy tools that
support people to achieve financial stability.

Toronto Strong Neighbourhoods Strategy 2020
Themes:

- Strengthen community organizations

- Make City and community services more accessible.

Toronto Equity-Seeking Lens*

Balanced
Scorecard

Customer Service - KPIs:

o Total Visits

¢ In-branch technology
utilization rate: wireless
and workstations (user
sessions)

® Program Attendance

¢ Physical circulation

Operational - KPIs:

o # of Sunday branches
(September to June)

o # of NIA Sunday branches
(September to June)

e # of Sunday branches
(Year-round)

Attachment 2

Funding
Source

® base

* enhancement
Contingent on
funding by Council

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.

Page 2 of 14



Strategic Plan 2016-2019: 2018-2019 Work Plan

# Initiative Year
4 Service and program development focus for 2018-2019, 2018
including associated staff training, will be for: 2019

SAMPLE ACTIVITIES:

Strategic Priority
( Main Priority Highlighted)

[y

¢ Seniors, in alignment with the Toronto Senior's Strategy

¢ People experiencing homelessness

o Adults with intellectual disabilities

¢ Expansion of Summer Wonder, TPL’s Summer Learning initiative, to all
branches

¢ French language services

¢ Youth, with specific new focus on Young Adults
(age 18-24)

¢ Financial literacy for adults and youth

¢ Civic Engagement, in particular as lead up to the 2018 municipal
election

Advancing Digital Platforms

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology and
training

Establishing TPL as Toronto's centre
for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

Outcomes

Torontonians from all walks of life
have easy, local access to the
library services they want and
need.

Impacts & Measurements

Collective Impact
including linkage to City Strategies

Toronto Poverty Reduction Strategy:

4.3. Revise program registration, outreach, and delivery to
ensure services are accessible to vulnerable residents.

4.6. Increase access to financial literacy and advocacy tools that
support people to achieve financial stability.

5.3. Support growth in the number of high-quality, out-of-school-
time programs for children and youth.

Toronto Senior's Strategy:
4c. Toronto Public Library will develop intergenerational
programs that involve youth and older adults.

Raising the Village:

Children have safe, nurturing and positive environments that
encourage learning and development.

Toronto Strong Neighbourhoods Strategy 2020:

91. Promote awareness of Toronto Public Library branches as
safe, inclusive, low-cost spaces and resources for everyone to
use and enjoy.

City Shelter Strategy

Youth Equity Strategy

Toronto Equity-Seeking Lens*

Attachment 2

Balanced Funding
Scorecard Source
Customer Service - KPls: * base

* Total use per capita
® Program attendance

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

# Initiative Year StiatedIcEhaity Outcomes e eNbect Balanced Funding
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
5 Consult with selected language groups to determine: 2018 Torontonians from all walks of life ~ Toronto Poverty Reduction Strategy: Customer Service - KPIs: * base
1 Advancing Digital Platforms have easy, local access to the 4.3. Revise program registration, outreach, and delivery to  Electronic circulation
library services they want and ensure services are accessible to vulnerable residents. (Downloads and Streamed
« | 2 Breaking Down Barriers to access need. 4.6. Increase access to financial literacy and advocacy tools that Content)
CAMPLE ACTIVITIES. and driving inclusion support people to achieve financial stability. o Physical circulation
- u tisfaction: Il
¢ Their awareness of library collections in their language ¢ vsersa !S ac !on overa
. Newcomer Strategy: ® User satisfaction:
3 Expanding access to technology and o . .
training Strategic pillar: Improving access to municipal supports Knowledge of staff
¢ How they access informational and recreational material
.+ | 4 Establishing TPLas Toronto's centre Toronto Equity-Seeking Lens*
for lifelong and self-directed
¢ Their needs and interests in order to build more responsive collections learning
and increase use
«+ | 5 Creating community through
cultural experiences
6 Transforming for 21st Century
Excellence
6 Create a new membership model and outreach plan to 2018 Torontonians from all walks of life Toronto Poverty Reduction Strategy: Customer Service - KPls: ® base

engage residents with a full range of library services and
programs

[y

Advancing Digital Platforms

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology and
training

Establishing TPL as Toronto's centre
for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

have easy, local access to the
library services they want and
need.

4.3. Revise program registration, outreach, and delivery to
ensure services are accessible to vulnerable residents

Toronto Strong Neighbourhoods Strategy 2020:

Healthy Lives - 91: Promote awareness of Toronto Public Library
branches as safe, inclusive, low-cost spaces and resources for
everyone to use and enjoy.

Toronto Equity-Seeking Lens*

¢ Total number of active
members (membership)

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

# Initiative Year StiatedIcEhaity Outcomes e eNbect Balanced Funding
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
7 Develop and communicate a Facilities Master Plan as an 2018 Torontonians from all walks of life ~ Toronto Strong Neighbourhoods Strategy 2020 Customer Service - KPIs: * base
overarching framework for Capital Project decision making 2019 1 Advancing Digital Platforms have easy, local access to the Themes: . . " Totalvisit
| N L. A library services they want and - Strengthen community organizations
which will prioritize infrastructure investments and « | 2 Breaking Down Barriers to access need. - Make City and community services more accessible.
identify capital requirements so that residents continue to and driving inclusion - Make our neighbourhoods beautiful
enjoy state of the art library facilities .
3 Expanding access to technology and Toronto Povgrty Reduction Streftegx.
training Increase service access and availability
< 4 Establishing TPL as Toronto's centre City of Toronto Strategic Actions 2013-2018:
for lifelong and self-directed City Building:
learning 1. Implement Smart Urban Growth Strategies
2. Invest in Culture
) . Good Governance:
« |5 Creating comr"nunlty through 17. Enhance the City’s Capacity to Serve Toronto’s Diversity
cultural experiences 21. Improve Organizational Excellence
6 Transforming for 21st Century Fiscal Sustainability: i
25. Ensure State of Good Repair for Infrastructure
Excellence
Toronto Equity-Seeking Lens*
8 Enhance access to facilities and physical spaces by: 2018 Torontonians from all walks of life Toronto Poverty Reduction Strategy: Customer Service - KPls: * base
2019 1 Advancing Digital Platforms have easy, local access to the Increase service access and availability * Total Visits

SAMPLE ACTIVITIES:

¢ Continuing multi-year renovation initiatives

¢ Complete design and commence construction for St.Clair/Silverthorn,
York Woods, Albert Campbell, Dawes Road, Wychwood

Launch phase 2 of NYCL renovation

Completing planned SOGR projects, including all Canada 150 projects
including the the 2nd floor renovation at Richview Branch

Completing the business plan and establishing implementation
priorities for the Children’s, Youth, and Digital Innovation Spaces
Visions

Launch fabrication Studio at NYCL

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology and
training

Establishing TPL as Toronto's centre
for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.

library services they want and
need.

® User satisfaction: in-
Toronto Strong Neighbourhoods Strategy 2020: branch technology
Themes:
- Strengthen community organizations
- Make City and community services more accessible.

- Make our neighbourhoods beautiful

Operational - KPIs:
* Total Open Hours

City of Toronto Strategic Actions 2013-2018:
Fiscal Sustainability:
25. Ensure State of Good Repair for Infrastructure
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

S i iori i Balanced Fundin
# Initiative Year Str_ate_gl_c P.”me Outcomes polle_ctnv_e e . . 9
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
9 Improve customer engagement and service delivery by 2019 Torontonians from all walks of life ~ Toronto Poverty Reduction Strategy: Customer Service - KPIs: * base
creating email Marketing and Communications Strategy to 1 Advancing Digital Platforms l?ave easy, I'ocal access to the 4.1 Expand digital access and Iiteracy. to enstIJre residents can * Total number of active
A ) A . library services they want and effectively access programs and services online members
engage residents with a full range of library services and 2 Breaking Down Barriers to access need. « Total use per capita
programs and driving inclusion Toronto Equity-Seeking Lens* o User satisfaction: overall
3 Expanding access to technology and
training
4 Establishing TPL as Toronto's centre
for lifelong and self-directed
learning
5 Creating community through
cultural experiences
6 Transforming for 21st Century
Excellence
10 Create a content marketing' development and 2019 Torontonians from all walks of life Toronto Poverty Reduction Strategy: Customer Service - KPls: ® base

engagement strategy with editorial oversight across TPL's
multiple channels to increase current and new user
engagement

[y

Advancing Digital Platforms

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology and
training

Establishing TPL as Toronto's centre
for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

have easy, local access to the
library services they want and
need.

4.1 Expand digital access and literacy to ensure residents can
effectively access programs and services online

Toronto Equity-Seeking Lens*

* Total use per capita

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.
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Strategic Plan 2016-2019: 2018-2019 Work Plan

#

Initiative

Priority 3: Expanding access to technology and training

11 Implement TPL’s Digital Literacy Vision, including:

SAMPLE ACTIVITIES:

Year

2018

Strategic Priority
( Main Priority Highlighted)

[uy

¢ Improved and expanded digital innovation services and branding

¢ Expanding access to programming using new technologies, including

virtual/augmented reality, gaming.

¢ Expand Wi-Fi hotspot lending program to 1000 devices available for
loan to low income individuals in Neighbourhood Improvement Areas.

¢ Piloting of new equipment lending options

¢ Evaluation of DIH and PULL service models

Advancing Digital Platforms

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology
and training

Establishing TPL as Toronto's centre

for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

Outcomes

Torontonians have increased
access to current and emerging
technology, training and expertise
to promote digital literacy and
inclusion.

Impacts & Measurements

Collective Impact
including linkage to City Strategies

¢ Funded by Poverty Reduction Strategy

Toronto Poverty Reduction Strategy:

4.1 Expand digital access and literacy to ensure residents can
effectively access programs and services online

4.3. Revise program registration, outreach, and delivery to
ensure services are accessible to vulnerable residents.

5.3. Support growth in the number of high-quality, out-of-school-
time programs for children and youth.

Toronto Strong Neighbourhoods Strategy 2020:

26. Provide workstations/workspace, access to technology, and
business development supports to small business owners and
entrepreneurs at Toronto Public Library branches.

38. Lend wifi hotspots to residents, to increase home-based
internet access and digital literacy.

Toronto Equity-Seeking Lens*

Balanced
Scorecard

Customer Service - KPIs:

¢ In-branch technology
utilization rate: wireless
and workstations (user
sessions)

® Program attendance:
Technology training
programs

e User satisfaction: in-
branch technology
(computers, software,
Wi-Fi)

Attachment 2

Funding
Source

* base

e enhancement,
Contingent on
funding by Council

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means

equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Strategic Priority

4 o
Initiative Year ( Main Priority Highlighted)

Priority 4: Establishing TPL as Toronto’s centre for lifelong and self-directed learning

12 Implement Youth Hubs 2018
2019 1 Advancing Digital Platforms
SAMPLE ACTIVITIES: s |2 Breaking Down Barriers to access
¢ |n 2018 at: 2018 and driving inclusion

o Downsview
o Flemingdon Park

3 Expanding access to technology and

o Malvern
training
* |n 2019 at: 2019
o Thorncliffe < |4 Establishing TPL as Toronto's
o Parliament Street centre for lifelong and self-directed
learning

5 Creating community through
cultural experiences

6 Transforming for 21st Century

Outcomes

Torontonians from all walks of life
have easy, local access to the
library services they want and
need.

Impacts & Measurements

Collective Impact
including linkage to City Strategies

Toronto Poverty Reduction Strategy:
5.3 Support growth in the number of high-quality, out-of-school-
time programs for children and youth

Toronto Strong Neighbourhoods Strategy 2020

176. Organize youth hubs at Toronto Public Library branches, to
provide nutrition, homework support, and access to technology
and nutrition.

Balanced
Scorecard

Customer Service - KPIs:

o Total Visits

Attachment 2

Funding
Source

e enhancement,
Contingent on
funding by Council

Excellence
13 Expand our digital collection to include new and 2018
innovative products that appeal to the widest audience 1 Advancing Digital Platforms
and promote the products through targeted outreach, «+ | 2 Breaking Down Barriers to access
including' and driving inclusion
SAMPLE ACTIVITIES:
¢ Self-e, an e-book platform for self-published ebooks 3 Expanding access to technology and
training
¢ A multilingual ebook platform with a pay-per-use model « | 4 Establishing TPL as Toronto's
centre for lifelong and self-directed
learning

Investigating online gaming product One Play to engage older children.

« | 5 Creating community through
cultural experiences

Expand the use of eLearning resources by targeted outreach to business
and government communities to engage current and new users

6 Transforming for 21st Century
Excellence

Address the needs of Torontonians with disabilities by expanding
collections which promote accessibility recognizing and responding to
diverse customer needs.

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means

Torontonians have continuous,
lifelong and self-directed learning
opportunities to develop multiple
literacies that support health,
education, employment and
entrepreneurship, and enhance
their quality of life.

equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.

Toronto Poverty Reduction Strategy:
5.3 Support growth in the number of high-quality, out-of-school-
time programs for children and youth

Toronto Seniors Strategy: 11d. The Toronto Public Library will
offer a dynamic mix of programs to address lifelong learning and
skills development that support better health, financial
management and sustainability.

Toronto Strong Neighbourhoods Strategy 2020

23. Train entrepreneurs and job seekers to use new and
emerging technologies and train residents in financial, digital,
and print literacy (“Digital Innovation Labs” at Toronto Public
Library branches).

26. Provide workstations/workspace, access to technology, and
business development supports to small business owners and
entrepreneurs at Toronto Public Library branches.

Toronto Equity-Seeking Lens*

Customer Service - KPls:

* Total Virtual visits,
e Electronic circulation

(Downloads and Streamed

Content)

* base
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

# Initiative Year StiatedIcEhaity Outcomes e eNbect Balanced Funding
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
Priority 5: Creating community connections through cultural experiences
14 Introduce "On Civil Society " - A high-profile and multi-channel 2018 Torontonians have improved Toronto Strong Neighbourhoods Strategy 2020: Customer Service - KPIs: * base
programming initiative that positions the library as a platform 1 Advancing Digital Platforms access to local and city-wide Themes: * Total visits
e e Al s el e Gt sl cultural experiences to support - Build capacity for civic engagement and community ® Program attendance:
. ging X . g 2 Breaking Down Barriers to access discovery and creative expression, leadership Cultural programs
Democracy, the Media, Urbanism, Equality, Wellness and and driving inclusion foster cross-cultural - Involve residents directly in community decision-making
Economics can be discussed openly and respectfully, through understanding, and enhance social - Remove barriers to voting in municipal elections
live events, digital content and community engagement. 3 Expanding access to technology and and community connections.
training Toronto Newcomer Strategy:
Strategic pillar: Supporting civic engagement and community
.+ | 4 Establishing TPLas Toronto's centre capacity
for lifelong and self-directed
learning Toronto Equity-Seeking Lens*
«+ | 5 Creating community through
cultural experiences
6 Transforming for 21st Century
Excellence
15 Start implementation of TPL's Indigenous Strategies with 2018 Torontonians have improved The Toronto Indigenous Strategy Customer Service - KPIs: * base

emphasis on:

SAMPLE ACTIVITIES:

=

o Strengthening community relationships and consultation approaches

¢ Building collections, including determining best approaches to preserve
and make available indigenous language materials

¢ Incorporating indigenous content into TPL Programming

¢ Creating safe and culturally relevant spaces for the indigenous
community

Advancing Digital Platforms

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology and
training

Establishing TPL as Toronto's centre
for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.

access to local and city-wide
cultural experiences to support
discovery and creative expression,
foster cross-cultural
understanding, and enhance social
and community connections.

® Program attendance:
City of Toronto Strategic Actions 2013-2018: Cultural programs
City Building: 2. Invest in culture
Learning and Growth - KPIs:
® Logic Models and
evaluation frameworks
developed for strategic
priorities
* % of staff who report
they have the skills and
training to meet service
delivery outcomes
* % of staff who report
high levels of engagement)

Journey Together: Ontario's Commitment to Reconciliation
with Indigenous Peoples

Toronto Equity-Seeking Lens*
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

R i iori i Balanced Fundin
# Initiative Year S”?“‘*Q'F P.”me Outcomes _Colle_ctlv_e (B . . 9
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
Priority 6: Transforming for 21st century service excellence
16 Continue pay for print rollout 2018 Torontonians experience City of Toronto Strategic Actions 2013-2018: Customer Service - KPI's: * base
1 Advancing Digital Platforms exceptional, efficiently managed Good Governance: ® User satisfaction: in
customer services how, when, and 19. Improve customer service branch technology
2 Breaking Down Barriers to access where they want and need them; 20. Enhance performance measurement
and driving inclusion TPL’s organizational, digital and 21. Improve organizational excellence
branch infrastructure support the Fiscal Sustainability:
3 Expanding access to technology and d'ellvery of strategic outf:omes; 24. Improve service and financial planning
training Library staff have the skills and
competencies to support excellent
4 Establishing TPL as Toronto's centre  service delivery; and TPL has the
for lifelong and self-directed financial resources to deliver
learning strategic outcomes.
5 Creating community through
cultural experiences
< |6 Transforming for 21st Century
Excellence
17 Push the TPL data hub to be a managed service 2018 Torontonians experience City of Toronto Strategic Actions 2013-2018: Learning and Growth - KPIs: * base

SAMPLE ACTIVITIES:

=

¢ Infrastructure for the data warehouse will move from the test server
where it is currently being piloted to a managed cloud solution.

Advancing Digital Platforms

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology and
training

Establishing TPL as Toronto's centre
for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

exceptional, efficiently managed
customer services how, when, and
where they want and need them;
TPL’s organizational, digital and
branch infrastructure support the
delivery of strategic outcomes;
Library staff have the skills and
competencies to support excellent
service delivery; and TPL has the
financial resources to deliver
strategic outcomes.

Good Governance:

13. Open Government by Design

19. Improve customer service

20. Enhance performance measurement
21. Improve organizational excellence
Fiscal Sustainability:

24. Improve service and financial planning

Alignment with City's Transformation Office

Open Data

* % of staff who report they
have the skills and
training to meet service
delivery outcomes

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

# Initiative Year StiatedIcEhaity Outcomes e eNbect Balanced Funding
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
18 Advance understanding of the outcomes and impacts of 2018 Torontonians experience City of Toronto Strategic Actions 2013-2018: Learning and Growth - KPlIs: * base
q q q q . ; i exceptional, efficiently managed Good Governance: ¢ Logic Models and
Ilbrary services in Ontario by' 1 Advancing Digital Platforms customer services how, when, and 19. Improve customer service evaluation frameworks
AMPLE ACTIVITIES. 2 Breakir'wg' qun Bérriers to access where they want and need them; 20. Enhance performance measurement developed for strategic
- - - — - and driving inclusion TPL’s organizational, digital and 21. Improve organizational excellence priorities
* Taking a leadership role in the public library sectcfr to establish and branch infrastructure support the Fiscal Sustainability: * % of staff who report they
advance outcome measures for 21st century service 3 Expanding access to technoloay and delivery of strategic outcomes; 24. Improve service and financial planning have the skills and
tra‘?ning & &Y Library staff have the skills and training to meet service
« Providing access to EDGE for all Ontario Libraries competencies to support excellent delivery outcomes
4 Establishing TPL as Toronto's centre  service delivery; and TPL has the * % of staff who report high
for lifelong and self-directed financial resources to deliver levels of engagement
¢ Leading implementation of the Ontario Libraries Digital Toolkit to learning strategic outcomes.
measure digital inclusion and digital literacy
¢ Using the Balanced Scorecard and KPIs to connect and advance 5 Creating community through
outcomes and impact measure for the Strategic Plan, with linkages to cultural experiences
key City strategies.
< |6 Transforming for 21st Century
Excellence
19 Drive organizational transformation through strategic 2018 Torontonians experience City of Toronto Strategic Actions 2013-2018: Learning and Growth - KPIs: * base
review of services, effective resource allocation, and 2019 1 Advancing Digital Platforms exceptional, efficiently managed Economic Vitality: * % of staff who report high

development of staff, to support delivery of exceptional
customer experiences.

SAMPLE ACTIVITIES:

2 Breaking Down Barriers to access
and driving inclusion

¢ Introduce Change Management framework and training initiatives

3 Expanding access to technology and

training

Implement Leadership Competencies to support staff development and
succession planning

4 Establishing TPL as Toronto's centre
for lifelong and self-directed

Implement Learning Management System (LMS) to support success in
staff development initiatives

learning

5 Creating community through
cultural experiences

Implement staff development program responsive to results of staff
engagement survey

< | ® Transforming for 21st Century

Excellence

Implement branch staffing model to ensure equitable service levels
across the city

customer services how, when, and
where they want and need them;
TPL’s organizational, digital and
branch infrastructure support the
delivery of strategic outcomes;
Library staff have the skills and
competencies to support excellent
service delivery; and TPL has the
financial resources to deliver
strategic outcomes.

4. Increase Employment Opportunities
Good Governance:

19. Improve customer service

20. Enhance performance measurement
21. Improve organizational excellence
Fiscal Sustainability:

24. Improve service and financial planning

Toronto Overdose Action Plan: Prevention & Response

Alignment with City's Transformation Office

levels of engagement

* % of staff who report they
have the skills and
training to meet service
delivery outcomes

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

# Initiative Year Strategic Priority OUEETIES Collective Impact Balanced Funding
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
20 Advance Fundraising priorities to support strategic 2018 Torontonians experience Financial - KPIs: « fundraising goal
riorities 1 Advancing Digital Platforms exceptional, efficiently managed o Total Funding from TPL
p customer services how, when, and Foundation
2 Breaking Down Barriers to access where they want and need them;
and driving inclusion TPL’s organizational, digital and
branch infrastructure support the
3 Expanding access to technology and d'ellvery of strategic outf:omes;
training Library staff have the skills and
competencies to support excellent
4 Establishing TPL as Toronto's centre  service delivery; and TPL has the
for lifelong and self-directed financial resources to deliver
learning strategic outcomes.
5 Creating community through
cultural experiences
< |6 Transforming for 21st Century
Excellence
21 Advance the Digital Strategy to create the omni channel 2018 Torontonians experience City of Toronto Strategic Actions 2013-2018: Customer Service - KPls: * base
experience 2019 1 Advancing Digital Platforms exceptional, efficiently managed City Building: * Total virtual visits

SAMPLE ACTIVITIES:

Continue to build a strategy on how TPL delivers web and mobile based
services on TPL.ca, and determine an appropriate sourcing plan for
delivery of web services in early 2018.

Improve the customer experience and streamline processes by
providing a digital solution for suggestions for the collection

Enhancing e-services and technology access in branches

Implementing a new digital platform for TPL’s Digital Archive

Continued development of the Canadian Chinese Archive

Launching a middle childhood website and redeveloping the TPL Teens
site

Aligning social media strategies with the library's Strategic Plan 2016-
2019 under the five service pillars to reach new audiences and engage
residents with a full range of library services and programs

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology and
training

Establishing TPL as Toronto's centre
for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.

customer services how, when, and
where they want and need them;
TPL’s organizational, digital and
branch infrastructure support the
delivery of strategic outcomes;
Library staff have the skills and
competencies to support excellent
service delivery; and TPL has the
financial resources to deliver
strategic outcomes.

2. Invest in Culture

Good Governance:

19. Improve customer service

20. Enhance performance measurement
21. Improve organizational excellence
Fiscal Sustainability:

24. Improve service and financial planning

Toronto Poverty Reduction Strategy:
4.1 Expand digital access and literacy to ensure residents can
effectively access programs and services online.

Alignment with City's Transformation Office

Toronto Equity-Seeking Lens*

¢ Customer satisfaction
with special collections
digital platform

Page 12 of 14



Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

S i iori i Balanced Fundin
# Initiative Year Str_ate_gl_c P_rlc_)rlty Outcomes _Colle_ctlv_e Impact _ . g
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
22 Improve the sustainabiﬁty of IT digita| Infrastructure. 2018 Torontonians experience City of Toronto Strategic Actions 2013-2018: Financial - KPIs: * base
1 Advancing Digital Platforms exceptional, efficiently managed Good Governance:  Operating expenditures on
customer services how, when, and 21. Improve organizational excellence technology and digital
SAMPLE ACTIVITIES: 2 Breaking Down Barriers to access where they want and need them; Fiscal Sustainability: services division
- and driving inclusion TPL’s organizational, digital and 24. Improve service and financial planning
¢ Database updates and upgrades .
branch infrastructure support the
3 Expanding access to technology and d'ellvery of strategic outf:omes; Alignment with City's Transformation Office
o Security Infrastructure upgrades training Library staff have the skills and
competencies to support excellent
4 Establishing TPL as Toronto's centre  service delivery; and TPL has the
¢ Operating system maintenance for lifelong and self-directed financial resources to deliver
learning strategic outcomes.
¢ Hardware refresh
5 Creating community through
cultural experiences
< |6 Transforming for 21st Century
Excellence
23 Transform the back office infrastructure 2019 Torontonians experience City of Toronto Strategic Actions 2013-2018: Learning & Growth - KPIs: * base

SAMPLE ACTIVITIES:

[y

¢ Achieve efficiencies though capital investment in technology.

* Focus service desk efficiencies and improvements to business
processes.

¢ Integrated Payment, Technology Operational efficiencies Phase 1 and 2
(which includes VOIP and sorters, Customer Relationship Management
and Room Booking)

¢ Implement Human Capital Management System (HCM)

Advancing Digital Platforms

Breaking Down Barriers to access
and driving inclusion

Expanding access to technology and
training

Establishing TPL as Toronto's centre
for lifelong and self-directed
learning

Creating community through
cultural experiences

Transforming for 21st Century
Excellence

exceptional, efficiently managed
customer services how, when, and
where they want and need them;
TPL’s organizational, digital and
branch infrastructure support the
delivery of strategic outcomes;
Library staff have the skills and
competencies to support excellent
service delivery; and TPL has the
financial resources to deliver
strategic outcomes.

Good Governance:

18. Develop and implement a Workforce Plan
19. Improve customer service

20. Enhance performance measurement

21. Improve organizational excellence

Fiscal Sustainability:

24. Improve service and financial planning

Alignment with City's Transformation Office

* % of staff who report they
have the skills and
training to meet service
delivery outcomes

Financial - KPIs:

e QOperating expenditures
on technology and digital
services division

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.
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Strategic Plan 2016-2019: 2018-2019 Work Plan

Impacts & Measurements

Attachment 2

# Initiative Year StiatedIcEhaity Outcomes e eNbect Balanced Funding
( Main Priority Highlighted) including linkage to City Strategies Scorecard Source
24 Develop and implement a strategic framework that 2019 Torontonians experience City of Toronto Strategic Actions 2013-2018: Customer Service - KPIs: * base
reflects and advances the omni-channel customer 1 Advancing Digital Platforms exceptional, efficiently managed Good Governance: * Total use per capita
) customer services how, when, and 19. Improve customer service * User Satisfaction
experience. 2 Breaking Down Barriers to access where they want and need them; 20. Enhance performance measurement
CAMPLE ACTIVITIES. and driving inclusion TPL’s organizational, digital and 21. Improve organizational excellence
¢ Provide customer-focused services that are agile, innovative and future- bra.nch |nfrastruct9re support the Fiscal Sustalnab|l{ty: . i X
focused. PE Expanding access to technology and delivery of strategic outcomes; 24. Improve service and financial planning
training Library staff have the skills and
« Transform the library’s capacity and culture to deliver exceptional competencies to support excellent  City of Toronto Bandwidth Study
customer experiences how, when and where our customers want and 4 Establishing TPL as Toronto's centre  service delivery; and TPL has the
need them. for lifelong and self-directed financial resources to deliver Toronto Equity-Seeking Lens*
learning strategic outcomes.
¢ Development and implementation of standards and guidelines for
public computing to support service delivery model (ie. wifi)
5 Creating community through
cultural experiences
¢ TPL Experience 360 -- initiative to inform and transform our customer
experience and brand < 6 Transforming for 21st Century
Excellence
25 Answerline and Roombooking modernization 2018 Torontonians experience City of Toronto Strategic Actions 2013-2018: Customer Service - KPIs: * base
2019 v 1 Advancing Digital Platforms exceptional, efficiently managed Good Governance: * User satisfaction:

SAMPLE ACTIVITIES:

o Streamline TPL Customer Support processes by introducing a single
integrated customer support function

< |2 Breaking Down Barriers to access

and driving inclusion

< |3 Expanding access to technology and

training

4 Establishing TPL as Toronto's centre
for lifelong and self-directed

learning

5 Creating community through
cultural experiences

< | ® Transforming for 21st Century

Excellence

customer services how, when, and
where they want and need them;
TPL’s organizational, digital and
branch infrastructure support the
delivery of strategic outcomes;
Library staff have the skills and
competencies to support excellent
service delivery; and TPL has the
financial resources to deliver
strategic outcomes.

19. Improve customer service

20. Enhance performance measurement
21. Improve organizational excellence
Fiscal Sustainability:

24. Improve service and financial planning

Alignment with City's Transformation Office

Helpfulness of staff

* The Equity Lens is a tool for ensuring on-going integration of access and equity best practices in the City of Toronto. Equity means
equitable outcomes for all. It requires the removal of systemic barriers and accommedation of differences whereby equity-seeking groups

and vuinerable populations and groups can benefit equally.
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Balanced Scorecard Key Performance Indicators — 2018-2019 Targets

Balanced Scorecard Key Performance Indicators — 2018-2019 Targets

Attachment 3

Customer Perspective

Performance Indicator

2015 Result

2016 Result

% change
2016-2015

2017 Target

2018 Target

2019 Target

% change
2019 target-
2015

Links to Activities

1 | Total number of active members?

682,949

671,150

-1.73%

675,000

680,000

685,000

0.30%

2017 -2019 Changes in circulation policies:
Return to fines based on cardholder type &
decrease in fines. Partnership with OCAD
University. Online Registration. 2 new
cards: (Promotion of Visitor card & Access
card in 2018)

2 | Total use per capita

36.1

36.1

0.00%

354

37.3

38.5

6.59%

2017 Decline: Impact of NYCL closure
2018 increase due to Digital platform
(omni-channel services: online
registrations, e-learning, etc.). Expanded
open hours; new facilities, e.g., Albion

3 | Total Visits?

18,153,058

18,232,347

0.44%

17,197,414

18,470,023

18,654,723

2.76%

2017 Decline: Impact of NYCL closure
2018--2019 Increase: Expanded open
hours; new facilities, e.g., Albion, after
hours usage

4 | Total virtual visits®

31,248,327

32,850,811

5.13%

34,493,352

36,218,019

38,028,920

21.70%

Increase b/c of Digital Platform (omni-
channel services: online registration, e-
learning, special collections platform, etc.)

! Targets adjusted to accommodate for extended closure of NYCL
2 Indicator changed from “Visits per capita” to “Total Visits.”
3 Indicator changed from “Virtual Visits per capita” to “Virtual Visits.”
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Balanced Scorecard Key Performance Indicators — 2018-2019 Targets

Attachment 3

Customer Perspective

Measurement tool to be developed

% change
(v)
Performance Indicator 2015 Result 2016 Result ICUEIT 2017 Target 2018 Target 2019 Target | 2019 target- Links to Activities
2016-2015 2015
5 | In-branch technology utilization rate: 9,919,850 10,450,256 5.35% 10,148,642 10,836,306 11,353,950 14.46% | 2017 — Impact of NYCL closure
wireless and workstations (user sessions)* 2018-2019 — up, more open hours, new Wi-
Fi service
Branch technology refresh to reflect service
standards
6 | Program attendance: Learning programs 128,185 123,360 -3.76% 117,192 128,911 128,911 0.57% | In a typical year, NYCL accounts for 8.7% of
(ESL + Literacy + User Ed excluding program attendance.
. . 5
technology training) 2017 targets have been adjusted to exclude
7 | Program attendance: Technology training 18,526 24,868 34.23% 23,625 25,987 25,987 40.27% | NYCL.
6
programs 2018 & 2019 targets include NYCL.
8 | Program attendance: Cultural programs’ 627,360 654,394 4.31% 621,674 683,842 683,842 9.00%
9 | # of branches providing regular After- n/a 43 n/a 36 n/a n/a n/a | Needs assessment
school Club programs from September to
June®
10 | Electronic circulation (Downloads and 4,395,657 5,024,490 14.31% 5,702,000 6,500,280 6,825,294 55.27% | eCirculation increasing; conditional upon
Streamed Content)® funding
Physical circulation 28,110,306 26,886,087 -4.36% 24,575,000 25,000,000 25,000,000 -9.29% | Physical circulation trending down; NYCL
closure in 2017
11 | User satisfaction: overall ¢ Maintain status quo (2015 survey result)

4 Replaced “In-branch technology utilization rate: internet access workstation per 100,000 population” and “In-branch technology utilization rate: wireless connections per capita” with “In-branch technology utilization rate: wireless
and workstations (user sessions).”
5 Indicator changed from “Utilization rate (program capacity): learning programs (ESL + Literacy + User Ed + lifelong learning)” to “Program attendance: Learning programs (ESL + Literacy + User Ed excluding technology training)”
8 Indicator changed from “Utilization rate of technology training programs” to “Program attendance: Technology training programs.”

7 Indicator changed from “Utilization rate of cultural programs” to “Program attendance: Cultural programs.”

8 Indicator changed from “# of branches providing regular after-school programming from September to June” to “# of branches providing regular After-school Club programs from September to June.”
9 Changed from “Turnover rate of circulating items” to “Electronic circulation (Downloads and Streamed Content)” and “Physical circulation” and moved from Operational Perspective to Customer Perspective.
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Balanced Scorecard Key Performance Indicators — 2018-2019 Targets

Attachment 3

Customer Perspective

Performance Indicator

2015 Result

2016 Result

% change
2016-2015

2017 Target

2018 Target

2019 Target

% change
2019 target-
2015

Links to Activities

12

User satisfaction: in-branch technology
(computers, software, Wi-Fi)

13

User satisfaction: Knowledge of staff

User satisfaction: Helpfulness of staff

e High result

e Establish baseline
e Edge overall
e Ontario technology toolkit

e Establish baseline

e Establish baseline
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Balanced Scorecard Key Performance Indicators — 2018-2019 Targets

Attachment 3

Operational Perspective

Performance Indicator'® 1*

2015 Result

2016 Result

% change
2016-2015

2017 Target

2018 Target

2019 Target

% change
2019 target-
2015

Influencing Factors for Setting Targets

Total Open Hours

269,672.35

272,437.50

1.03%

273,492.45

277,712.20

277,719.10

2.98%

2017: Sunday summer hours at 6
additional branches & 2018: increased
hours at Swansea & Todmorden Room
and Sunday hours all districts

# of Sunday branches (September to
June)

27

33

22.22%

33

42

50

85.19%

2017 actual: 34 branches because
Bayview & Locke open for NYCL

2018 & 2019: increase in Sunday hours
conditional upon funding

# of NIA Sunday branches (September to
June)

11

37.50%

11

17

23

187.50%

2018 & 2019: increase conditional upon
funding

# of Sunday branches (Year-round)

n/a

14

19

19

n/a

2017 actual: 16 branches because
Bayview, Centennial & Locke open for
NYCL; 6 Sunday branches added*2.
2018: increase conditional upon funding

# of items in TPL collections digitized in
reporting year®®

224,037

331,133

47.80%

233,138

247,000

247,000

10.25%

2017 actual: 339,336 images

Results consistently higher than targets
due to additional funding support.
Targets for 2018 and 2019 include known
funding sources

10 “# of NIA Sunday branches (Year-round)” deleted.
11 “Turnover rate of circulating items” replaced by “Electronic circulation (Downloads and Streamed Content)” and “Physical circulation” and moved to Customer Perspective.
12 Albert Campbell, Barbara Frum, Brentwood, Fairview, S. Walter Stewart and York Woods.
13 Changed from “% of Special Collections that are digitized” to “# of items in TPL collections digitized in reporting year.”
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Balanced Scorecard Key Performance Indicators — 2018-2019 Targets

Attachment 3

Learning & Growth Perspective

% change
% ch
Performance Indicator 2015 Result 2016 Result 2/; 1c G?Zr:)gles 2017 Target 2018 Target 2019 Target 2019 target- Influencing Factors for Setting Targets
2015

Logic Models and evaluation frameworks n/a | Logic Modelsin n/a | Logic Models n/a n/a n/a

developed for strategic priorities development developed

Spending in staff development: Total $346,282.00 $417,761.00 20.64% | $417,761.00 $417,761.00 $417,761.00 20.64% | e Maintain status quo (2015 survey result)

¢ No extra funding
Spending in staff development: Average $216.88 $258.49 19.18% $258.49 $258.49 $258.49 19.18% | e Maintain status quo (2015 survey result)

per staff

¢ No extra funding

% of staff who report they have the skills
and training to meet service delivery
outcomes

% of staff who report high levels of
engagement

Measurement tool developed in quarter 4 2017

e Establish baseline in 2017 survey
e Repeat survey in 2018 and 2019

e Establish baseline in 2017 survey
e Repeat survey in 2018 and 2019
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Balanced Scorecard Key Performance Indicators — 2018-2019 Targets

Attachment 3

Financial Perspective
% change QGRS
Performance Indicator 2015 Result 2016 Result 2; 16-2 0g15 2017 Target 2018 Target 2019 Target | 2019 target- Influencing Factors for Setting Targets
2015
1 | Cost per use $1.85 $1.88 1.55% $1.96 $1.87 $1.87 1.03% | Impacted by 2017 closure of NYCL
2 | Operating expenditures (Gross) $188,853,055 $194,854,274 3.18% | $199,103,175 | $200,204,605 | $206,957,203 9.59%
Operating expenditures per capita $66.82 $67.75 1.40% $69.23 $69.61 $71.96 7.70%
3 | Operating expenditures for electronic $4,749,402 $5,827,922 22.71% $6,138,802 $6,540,731 $6,850,000 44.2% | Increased availability of appropriate
materials resources and customer demand.
4 | Operating expenditures on technology $10,804,215 $11,461,637 6.08% $11,728,125 $11,891,952 $12,057,826 11.6%
and digital services division
Capital expenditure on TAMP and Virtual $6,590,331 $6,096,556 -7.49% $7,976,708 $8,550,000 $6,883,000 4.44% | Additional technology expenditures are
Branch Services included in major building projects
5 | Total net funding $172,179,385 $177,075,021 2.84% | $179,107,760 | $180,769,347 | $188,053,608 9.22%
Total net funding per capita $60.92 $61.57 1.07% $62.27 $62.85 $65.39 7.34%
6 | Total funding from TPL Foundation $1,904,357 $2,541,663 33.47% $3,000,000 $2,500,000 $2,500,000 31.28%

14 «

Operating expenditures for digital technology” replaced by “Operating expenditures on technology and digital services division” and “Capital expenditure on TAMP and Virtual Branch Services.”
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