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Overview 

The Accountability Framework consists of three tools to 

develop, monitor and report on progress:

1. Logic Model: links priorities with outcomes and activities 

2. Balanced Scorecard: monitors organizational capacity to 

deliver strategic plan outcomes across four perspectives 

3. Dashboard visualization: a public-facing reporting tool
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System-level logic model sets overarching outcomes for 

Torontonians for six strategic priorities 

Six priority-level logic models establish program-level activities 

and outcomes, and link outcomes to City initiatives and strategies

Program-level logic models identify and measure more granular 

activities, outcomes and impacts

Key activities advance each priority by:

• raising awareness of a Library services or program

• removing a barrier to access, or 

• increasing the service level for Library customers
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1. Logic Models 



2. Balanced Scorecard 

Measures organizational transformation with Key Performance 

Indicators across four perspectives: 

• Customer

• Operational

• Learning and Growth

• Financial
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3. Dashboard

Provides a visualization of results and progress against the 

Strategic Plan priorities, and includes:

• Outcome Statement

• Sample Activities

• Key Outcome Measures: Results against targets

- Percentage Increase Use

- Customer Benefit

• Key highlights for the year
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Where are we today with the 

Accountability Framework

Working towards operationalizing the Framework

Logic Models 

• System-level and priority-level completed; program-level in 

development

• Staff training and support ongoing

Balanced Scorecard

• All KPIs identified and refined

• Some measures operationalized; other measures being phased in

Dashboard

• Outcome statements and measures have been identified

• 2019 targets in development

• Tools to measure outcomes in development
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2016 Results

Provides a consolidated view of progress to date

Primary Outcome Measures linked to Balanced Scorecard:

• Percentage increase in overall use 

• Customer-reported benefits of services 

Also shows 2017 targets
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SAMPLE 
ACTIVITIES 

'-0 • Expanded Sunday service 
.... from 27 to 33 branches o 
N • Reduced fines 

• Completed embedded 
(community) librarian pilot 

PRIMARY OUTCOME MEASURES 
PERCENTAGE INCREASE IN USE 

Total Visits 

2015: 
2016 : 
2017 : 

18,153,058 
18,232,347 
17,197,414 

HIGHLIGHTS 
FROM 2016 22%t 

17.2 M 
(2017 target) 

branches 
open 
Sunday 

11 o/c t s~~day 
o VISits 

"'" • Expand Sunday service from 33 to 38 
.... branches o 
N • Launch new Sunday programming for 

children at 13 branches 
• Establish evaluation framework for 

Customer Experience 

CUSTOMER BENEFIT 

Customer satisfaction 
with new Sunday 
programs 

500 Syrian refugees 
attended hotel-based 
TPL children's programs 



13



14



15



16



Next Steps

.
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Operationalize the Framework: Implement ongoing evaluation of 

programs and services against outcomes to support continuous 

improvement 

• Develop program-level logic models

• Tools to measure Balanced Scorecard KPIs

• Tools to measure Customer Benefit

June 2019 Targets to align with 2018 operating and capital 

budget submissions

November 2018/2019 Work Plan and targets for board approval

April (2018) Dashboard with 2017 results and 2019 targets



Elizabeth Glass

Director, Policy, Planning and Performance Management

eglass@torontopubliclibrary.ca

Linda Hazzan

Director, Communications, Programming and Customer Engagement

lhazzan@torontopubliclibrary.ca
18

Thank You


