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STAFF REPORT 
ACTION REQUIRED 

 
2018-2019 Strategic Work Plan Update  
 

Date: September 24, 2018 

To: Toronto Public Library Board  

From: City Librarian  
 
SUMMARY 
 
The purpose of this report is to provide a mid-year update on the 2018-2019 strategic work 
plan. 
 
The strategic plan drives value for Toronto communities and residents as defined in the 
Accountability Framework, including logic models for the strategic priorities and targets set 
in the balanced scorecard.  
 
In January 2018, the Board approved the 2018-2019 strategic work plan, a two-year outlook 
for initiatives to advance the outcomes of the strategic plan. This mid-year report provides a 
status update on the 2018-2019 work plan. 
 
RECOMMENDATIONS 
 
The City Librarian recommends that the Toronto Public Library Board: 
 
1. receives the 2018-2019 strategic work plan status update for information. 
 
FINANCIAL IMPACT 
 
There is no financial impact beyond what has already been approved in the current year’s 
budget.  
 
The Director, Finance & Treasurer has reviewed this financial impact statement and agrees 
with it. 
 
  

18. 
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DECISION HISTORY 
 
At its January 29, 2018 meeting, the Toronto Public Library Board approved the report 
2017 Strategic Work Plan Status Update and 2018-2019 Strategic Work Plan 
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2018/jan29/15-2017-strat-plan-work-plan-update-2018-2019-
work-plan-combined.pdf 
 
COMMENTS 
 
2018-2019 Strategic Work Plan Update (Attachment 1) 

STATUS HIGHLIGHTS – TO SEPTEMBER 2018 
There has been substantial progress in advancing the 2016-2019 Strategic Plan in 2018.  The 
work plan includes 25 high-level strategic initiatives and is further subdivided into 80 total 
activities.  
 
99% of initiatives for 2018-2019 are expected to be completed by the end of 2019.   
 
 

 Status (all initiatives/activities) # %  
 

Completed 13 16% 
 

 
On-track for 2018 completion 35 44% 

 
 In progress for 2019 

completion 31 39% 
 

 
Delayed 1 1% 

 
  80 100%  

 
 
 
 
 
 
 
 
 
 
 
 
 

 
  

https://www.torontopubliclibrary.ca/content/about-the-library/pdfs/board/meetings/2018/jan29/15-2017-strat-plan-work-plan-update-2018-2019-work-plan-combined.pdf
https://www.torontopubliclibrary.ca/content/about-the-library/pdfs/board/meetings/2018/jan29/15-2017-strat-plan-work-plan-update-2018-2019-work-plan-combined.pdf
https://www.torontopubliclibrary.ca/content/about-the-library/pdfs/board/meetings/2018/jan29/15-2017-strat-plan-work-plan-update-2018-2019-work-plan-combined.pdf
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2018 – 2019 WORK PLAN HIGHLIGHTS 

1  Advancing our Digital Platforms 
eLearning Vision and Services – (Initiative #1) 
Work is ongoing on developing a customer eLearning portal, offering digital literacy and 
workforce development courses.  The portal will incorporate all TPL eLearning 
resources, including the free, interactive, self-paced courses from Cisco Networking 
Academy that introduce users to important technology concepts and help develop career 
advancing skills. 
In 2018, the Library has: 
• implemented Let's Learn Tech Online courses for Technology Job Skills.  Three 

online courses, CyberSecurity, Internet of Things and Linux were launched in Q1 of 
2018. Over 400 participants have enrolled in courses.  The soft launch was on Digital 
Literacy Day, May 31, 2018.   

2 Breaking down barriers to access and driving inclusion 

Expand and enhance access to branches and services – (Initiative #3) 
Through Poverty Reduction Strategy funding, the Library will expand and enhance 
access to branches and services through increased open hours and by providing 
customer-focused service at users’ point of need.   
In 2018, the Library has: 
• successfully expanded year-round Sunday service to five additional district branches, 

resulting in increased access to computers, study and work space, collections, and 
programs in neighbourhoods across the city. 

• committed to, and is on track to expand seasonal Sunday service at ten additional 
neighbourhood branches, prioritizing NIA communities, starting in September 2018. 

• completed and revised the Open Hours Vision Plan, which was approved by the 
Board in June, as a Poverty Reduction initiative, with costing included in 2019 
operating budget submission. A detailed implementation plan to be prepared for 
Board review pending funding approval. 

• initiated the first phase of the Extended Open Hours Pilot at Swansea and Todmorden 
branches. Branches closed in June 2018 for installation of hardware and completion 
of state of good repair work. The system will be tested during the summer and the 
one-year pilot is scheduled to begin September 2018. 

Enhanced access to facilities and physical spaces – (Initiative #8) 

In 2018, the Library has: 
• successfully completed Phase 1 renovations of North York Central Library. Floors 1 

through 3 reopened July 5, 2018, including the Circulation/Browsery Department, 
Children’s and Teen Zone on the first floor, the Creation Loft (Digital Innovation 
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Hub and Fabrication Studio) on the second floor and the Language, Literature and 
Fine Arts Department on the third floor. 

• completed the business plan and established implementation priorities for the 
Children’s, Youth, and Digital Innovation Spaces Visions Plan. 

3  Expanding access to technology and training 
Implement TPL’s Digital Literacy Vision – (Initiative #11) 
The Library is committed to advancing the Digital Literacy Vision through expanded 
access to programming focused on digital innovation using new technologies, and the 
piloting of new equipment lending options, Wi-Fi hotspot lending and improved 
branding. 
In 2018, the Library has: 

• successfully hosted the Maker Festival in July, attracting close to 15,000 visitors to 
the Toronto Reference Library over two days.  

• introduced the Fall Innovator in Residence program, focusing on textiles, podcasting 
ad audio/music respectively. 

• completed the full roll-out of the Poverty Reduction Strategy-funded 1000 unit Wi-Fi 
HotSpot Lending program making them available for loan to low income individuals 
in Neighbourhood Improvement Areas. 

• launched an Arduino lending kit pilot, to be evaluated in the fall, and began exploring 
the possibility of offering lendable podcasting kits as part of the podcasting innovator 
in residence in Q4. 

4 Establishing TPL as Toronto’s centre for lifelong and self-directed learning 
Implementation of new Youth Hubs – (Initiative #12)  
Library staff are working with City partners to develop a multi-year outlook for projects 
funded through 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. 
In 2018, the Library has: 

• opened a Youth Hub at Malvern on February 5, 2018, and opened youth hubs at 
Downsview and Flemingdon Park on September 4, 2018.  A social worker was added 
to the Youth Hub at Malvern. 

5 Creating community connections through cultural experiences 
Implementation of TPL’s Indigenous Strategies – (Initiative #15) 
The Board endorsed Indigenous Strategies in April 2017, with recommended multi-year 
initiatives approved. In 2018, strategies relating to strengthening community 



2018-2019 Strategic Work Plan Update  5 

relationships, incorporating indigenous content into programming, and building 
indigenous collections were identified. 
In 2018, the Library has: 

• established the Indigenous Advisory Council (IAC). IAC guided development of land 
acknowledgement statements and the Elder in Residence program.  Land 
acknowledgements were introduced to staff in June and made available to the public 
on the Library website in July. 

• began incorporating and expanding year-round Indigenous content into programming.  
A total of 20 programs with Indigenous content were delivered in Q1; another 26 in 
Q2; plus, expanded programming content (including an Indigenous Reads campaign) 
as part of Indigenous Celebrations through Q3 and Q4.  

• Continued the collection buildup of Indigenous materials at six branches located in 
communities with significant Indigenous populations, as well as the enrichment of 
system collections. Targets have been identified for digitization of Indigenous 
language materials. Research into the Anishnaabe language collection is in progress. 

6 Transforming for 21st century service excellence 
Advancing Outcomes and Impacts of Library Services in Ontario – (Initiative #18) 
In 2018, Toronto Public Library has taken a leadership role in the public library sector, 
to establish and advance outcome measures for 21st century service by developing the 
Bridge Technology Services Assessment Toolkit (Bridge).  Bridge supports Ontario 
public libraries’ ability to deliver technology services more efficiently and with greater 
impact 
In 2018, the Library has: 

• piloted the Bridge toolkit at eight public libraries (small, medium, large, urban, rural 
and Indigenous) from across Ontario with implementation across Ontario in Q4 2018.  

Organizational Transformation for 21st Century Excellence – (Initiative #19) 
This two-year initiative aims 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: 
In 2018, the Library is: 

• introducing a change management framework, launching leadership competencies 
and risk management policy to support innovation. 

• continuing the implementation of the staffing model, which ensures equitable service 
levels across the city, through reclassification and posting of non-compliant positions 
as vacancies arise. Twelve Assistant Branch/Department Head positions will be 
piloted in 11 locations to provide additional supervisory and in charge support, as 
well as a career path for staff to become Senior Branch or Department Heads.   



2018-2019 Strategic Work Plan Update  6 

Transform the back office infrastructure – (Initiative #23) 
Significant work has been done in 2018 to advance the back office transformation and 
achieve efficiencies thought capital investment in technology. 
In 2018, the Library has: 

• advanced the implementation of a Human Capital Management System (HCM).  
Training completion has reached 99% with 317 time keepers/approvers and 36 
managers trained.  Parallel testing for vendor new software releases completed in 
August with a tentative go live date in September. 

• implemented a new Room Booking system, with customer data conversion completed 
at the end of July. 

• continued the Integrated Payment initiative.  Self-Checkout payment pin pads 
installation is in progress, and user acceptance testing was completed at the end of 
August. 

 
Balanced Scorecard Key Performance Indicators (Attachment 2) 
 
At the January 29, 2018 Board meeting, the Board approved Balanced Scorecard targets for 
2018-2019 as part of the process for developing the operating and capital budget submission 
and work plans. All metrics are on track at the mid-year point. 
 
An updated mid-year Balanced Scorecard is provided in Attachment 2 for information.  
 
NEXT STEPS 
The strategic 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.   
The Library will present the 2019 strategic work plan, the final year of the current strategic 
plan, in December 2018, with the year-end status report for the 2018.  
The complete Accountability Framework for 2018 will be presented in April 2019, including 
the balanced scorecard and targets, and the dashboard with outcomes and program level data 
to further demonstrate the achievement of strategic priorities.  
 
CONTACT 
 
Elizabeth Glass; Director, Policy, Planning & Performance Management; Tel: 416-395-5602; 
Email: eglass@torontopubliclibrary.ca 
 
  

mailto:eglass@torontopubliclibrary.ca
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SIGNATURE 
 
 
 
 
 
_______________________________ 
Vickery Bowles 
City Librarian 
 
ATTACHMENTS 
 
Attachment 1: Strategic Plan 2016-2019: 2018-2019 Strategic Work Plan Update 
Attachment 2:  Balanced Scorecard Performance Indicators (Mid-Year Update) 
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 2018-2019 Strategic Plan Work Plan Update Target Status Status Results
(Success Highlights or Challenges)

Priority 1: Advancing our Digital Platforms

1 2018 IN-PROGRESS

1.1 A customer eLearning portal and platform 2018 
2019

IN-PROGRESS eLearning working group established. Environmental scan and platform demos complete.  
Consultation completed. Draft eLearning priorities and direction being circulated. 

1.2 Establishing TPL as a CISCO NetAcademy partner, offering digital 
literacy and workforce development courses in partnership with 
City agencies and their clients

2018 
2019 

ON-TRACK Three online courses, CyberSecurity, IoT, and Linux, launched to public in Q1. Media 
announcement planned for Q2 in collaboration with Cisco and TESS. 
Soft launch Initiative publicly launched on Digital Literacy Day. Over 400 participants in soft 
launch courses. Two permanent leads hired at the end of July. Discussions beginning with 
partners to roll out in-person program by end of year. 

2 2018
2019

ON-TRACK

2.1 An innovation framework for TPL 2018 ON-TRACK The draft Innovation Framework is in progress for completion in Q4 2018.

2.2 Re-envisioning Reader’s Advisory services for the digital age 2018 ON-TRACK The "Social Readers' Services" pilot will launch in October 2018.

2.3 Revamping of the Staff Innovation Program 2018 ON-TRACK Revamped Staff Innovation Program in progress to be launched in Q4 2018.

2.4 Piloting a digital storytelling program 2018
2019

ON-TRACK An Innovator in Residence on podcasting will take place from October to December 2018. 
More programs and partnerships are being explored for 2019, including the addition of digital 
storytelling equipment lending through Digital Innovation Hubs.

Priority 2: Breaking down barriers to access and driving inclusion

3 2018
2019

IN-PROGRESS

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

2018 COMPLETE Additional branches opened successfully for year round Sunday service.

3.2 Seasonal Sunday service at additional neighbourhood branches, 
prioritizing NIA communities: 
In 2018: St. James Town, Thorncliffe, Steeles, Jane/Dundas, 
Weston, Morningside, Eglinton Square, Burrows Hall, Sanderson

2018 COMPLETE Additional branches opened successfully for seasonal Sunday service.

Develop and implement an eLearning vision and services

Develop and implement the new Innovation Incubator initiatives

Expand and enhance access to branches and services through 
increased open hours and providing customer-focused service at 
point of need
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 2018-2019 Strategic Plan Work Plan Update Target Status Status Results
(Success Highlights or Challenges)

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

2019 IN-PROGRESS Pending approval of 2019 Poverty Reduction Strategy funding.

3.4 Expanded Open Hours: Review and update of TPL's Open Hours 
Plan to expand access by increasing open hours at branches across 
the city

2018 COMPLETE Review of Open Hours Plan completed and revised vision approved by Board in June 2018. 
Implementation plan approved by Board in August 2018. Submitted as a Poverty Reduction 
Strategy and costing is included in 2019 operating budget submission. 

3.5 Extended Open Hours Pilot at Swansea and Todmorden branches 2018
2019

IN-PROGRESS Installation of hardware and state of good repair work completed, including replacement of 
shelving and furniture, replacement of carpet and flooring, accessibility improvements and an 
overall enhancement of the appearance of both branches. The one-year pilot is scheduled to 
begin in September 2018. 

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

2018
2019

IN-PROGRESS Pilot continues successfully. Community Librarian placements currently in progress at Toronto 
Employment & Social Services (TESS); Jane Finch Community Family Centre - The Spot; and 
Toronto Detention Centres. New placements to begin soon with Toronto Shelter, Supports & 
Housing Administration (SSHA). Plan being developed to support the CL program on a long 
term basis.
SDI: New placements secured with Toronto Shelter Support & Housing (TSSH), COSTI 
Reception Centre and John Howard Society. New placement focusing on digital literacy in 
northwest Toronto, funded by GTAA. Community Librarian Staffing Report approved by 
Directors on May 29 for 6 temp FT librarians for period Sep 2018 to Sep 2019. 
BOCE: Project team is evaluating opportunities to incorporate into branch operational model 
into 2019.

4 2018 ON-TRACK

4.1 Seniors, in alignment with the Toronto Senior's Strategy 2018 ON-TRACK TPL provided feedback into final version of TSS 2.0. Elder Abuse Talks completed Mar 31. A 
total of 17 programs delivered to 439 seniors. Delivered in partnership with TCH. Aging in the 
City Lecture Series established for 2018. Staff training program on Dementia Friendly 
Communities underway. Retiring on a Low Income with John Stapleton offered again as part 
of 2018 Personal Finance. Potential partnership with Open Lab to pilot a VRx program for 
persons with dementia and their families. Legal series focusing on estate planning and elder 
law planned for fall 2018.

Service and program development focus for 2018-2019, including 
associated staff training, will be for:
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 2018-2019 Strategic Plan Work Plan Update Target Status Status Results
(Success Highlights or Challenges)

4.2 People experiencing homelessness 2018 ON-TRACK Services to Vulnerable Persons workgroup established.  Environmental scan in progress.  
Partnerships/linkages established with TSSHA, TAEH, Homeless Connect Toronto, etc. New 
permanent full time Social Worker 2 hired. Discussions underway with Ryerson U and UofT for 
social worker/child & youth worker/nursing student/medical school placements in branches. 
Staff training has included: ALA Webinar - Working with Persons Affected by Homelessness: 
An Empathy Driven Approach. Potential partnership with Open Lab for a Co-Design Project 
focussing customers who are homeless for 2020.

4.3 Adults with intellectual disabilities 2018 ON-TRACK Leap into Literacy program expanded to 5 locations in Q1
Program pilot for persons with intellectual disabilities extended six months. Update report for 
Directors scheduled in Q3. Two temp LA positions approved to support Leap into Literacy. 
Recruitment in progress. Leap into Literacy currently offered at 7 branch locations in 2018 
across the City. Partnerships established with Community Living and Pegasus. Programming in 
the community scheduled for the fall in South Etobicoke in partnership with Community 
Living.

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

2018 ON-TRACK Expansion planning work complete, training taking place, launched in all branches July 2018

4.5 French language services 2018 ON-TRACK French Language Services Review in progress including French Language Book Clubs. French 
language summer programming for children completed. Partnership formalized with Centre 
Francophone de Toronto (CFT).
Environmental scan and staff survey completed. CDD planning to consult community on 
language collections, including French. French Language Services Committee (FLSC) looking 
for ways to collaborate with them on this. Goal is complete review in Q4.
French Book Club proposal completed and to be rolled this fall.
Established a “liaison” model with Children’s Services using a team of FLS reps on CH work 
groups.
Partnership with L'Association des Auteures et Auteurs de L'Ontario Francais established for a 
high profile French language author series to be offered Oct-Nov 2018 and Jan-May 2019.

4.6 Youth, with specific new focus on Young Adults (age 18-24) 2018 ON-TRACK Environmental scan conducted of library programming for young adults/millennials and 
shared at staff training session on March 7. Established Young Adult Work Group to gather 
and expand current program offerings of interest to this age group and improve promotion in 
collaboration with adult programming.
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 2018-2019 Strategic Plan Work Plan Update Target Status Status Results
(Success Highlights or Challenges)

4.7 Financial literacy for adults and youth 2018 ON-TRACK Personal Finance campaign (supported by VISA) ran successfully from January to March and 
engaged over 900 people. Programming during the campaign included prepping tax returns, 
having a side hustle (youth program), Financial and Legal Planning for Those Caring for an 
Individual Who Has a Disability, freelance finances and investing. Key speakers include Dan 
Bortolotti who spoke on The Power of Index Investing, Shannon Lee Simmons discussed 
Worry Free Money and Shawn Ramadhin’s program Sneakerheads for youth discussed the 
importance of following passions and hobbies, as they may lead to financial success.  Year-
round program planning continues. Personal Finance campaign (supported by VISA) ran 
successfully from January to March and engaged over 900 people. Year-round program 
planning continues. Delivered 6 training sessions for TESS caseworkers on TPL Financial 
Programs, Services & Supports through Community Librarians.

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

2018 ON-TRACK Staff training on civic engagement delivered in partnership with representatives from Youth 
Services, Inspire Democracy, Election Services Toronto, Elections Ontario, Democratic 
Engagement Exchange Ryerson University, and 101 Day. 
Sixteen DemocracyKit Workshops programs provided on how to join a campaign & drive 
political change at branches city wide YTD.
Vote PopUps installed at 8 branches with 6 led by Social Planning Toronto and Ryerson 
University and 2 led by local YAGs. Plans for additional Vote PopUp branch implementation in 
Q3. 101 Day hosted civic engagement intervention at 3 branches. 
Launching “Know Your Vote TO” website in Q3 to provide municipal election information for 
Torontonians and “Know Your Vote TO” events to bring communities together to discuss 
important local issues in four locations Q3-4. 
Training from Elections Services Toronto to branch staff providing key information about 
voting that can be passed on to customers scheduled for Q3. 

5 2018 ON-TRACK

5.1 Their awareness of library collections in their language  2018 ON-TRACK

5.2 How they access informational and recreational material 2018 ON-TRACK

5.3 Their needs and interests in order to build more responsive 
collections and increase use

2018 ON-TRACK

Consult with selected language groups to determine: 
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 2018-2019 Strategic Plan Work Plan Update Target Status Status Results
(Success Highlights or Challenges)

6 2018 ON-TRACK Removed barriers to library membership by removing address requirement for the Access 
card for those experiencing homelessness and by extending access to the Visitor card 
across the system for non-residents wishing to use in-library services.
Improved customer service by making due-date reminders a default.
Supported Business Intelligence strategy by improving data gathered at registration, e.g. 
birth date, email address.
Received Board approval for future improvements including the automatic renewal of 
children's material, extension of loan periods for nonfiction DVDs, the extension of the 
Access card to a one year expiry

7 2018
2019

ON-TRACK The development of the Facilities Master Plan will be completed in Fall 2018.  
Stakeholder consultation is complete, public consultation will take place in September 
2018.  The development of the roadmap and implementation plan are now underway.

8 2018
2019

IN-PROGRESS

8.1 Continuing multi-year renovation initiatives 
(including NYCL Phase 1)

2018
2019

IN-PROGRESS Multiple projects are underway including North York Central Library; St. Clair/Silverthorn; 
Wychwood; Albert Campbell District; York Woods; Guildwood; Multi-branch projects 
including Parliament; Parkdale; St. James Town; Pleasant View.
North York Central Library Phase 1 successfully completed with floors 1-3 reopening to public 
on July 5. Pleasant View roof is completed;  Multiple projects are underway including St. 
Clair/Silverthorn; Wychwood; Albert Campbell District; York Woods; Guildwood; Steeles; 
Multi-branch projects including Parliament; Parkdale; St. James Town.  

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

2018
2019

IN-PROGRESS St. Clair/Silverthorn branch is in construction; York Woods architectural firm has been hired 
and design is underway; Albert Campbell District consultation is complete and design is 
underway; Wychwood contractor for construction is about to be tendered; Centennial RFP for 
architectural firm will be underway before the end of April; Dawes Road - discussions are 
underway with City of Toronto Planning department 
Design work is in progress for all branches, but construction for Dawes Road, Albert Campbell 
District and Centennial will not get underway in 2018.

8.3 Launch phase 2 of NYCL renovation 2018 COMPLETE Phase 2 design for North York Central Library for concourse and 6th floor is underway

Enhance access to facilities and physical spaces by:

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

Develop and communicate a Facilities Master Plan as an overarching 
framework for Capital Project decision making which will prioritize 
infrastructure investments and identify capital requirements so that 
residents continue to enjoy state of the art library facilities



Updates up to September 2018 Attachment 1

2018-2019 Strategic Plan Work Plan Update 6 of 12

 2018-2019 Strategic Plan Work Plan Update Target Status Status Results
(Success Highlights or Challenges)

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

2018 COMPLETE All Canada 150 project are completed in 2017 - LHS; RI; AP; in 2018 HS; RI Richview 
construction completed April 2018, fit-up is underway; expected reopening in May 2018
 All Canada 150 project are completed in 2017 - LHS; RI; AP; in 2018 HS; RI Richview 
construction completed April 2018 and branch reopened in May 2018. 

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

2018 ON-TRACK Vision and budget/costing work is complete.

8.6 Launch fabrication Studio at NYCL 2018 COMPLETE Fabrication studio construction complete; fit-up is underway; expected reopening May 2018
The Fabrication Studio opened - along with NYCL's first three floors - on July 5, 2018.

9 2019 IN-PROGRESS

10 2019 IN-PROGRESS

Priority 3: Expanding access to technology and training

11 2018
2019

IN-PROGRESS

11.1 Improved and expanded digital innovation services and branding 2018 
2019

IN-PROGRESS

11.2 Expanding access to programming using new technologies, 
including virtual/augmented reality, gaming

2018 ON-TRACK Numerous programs delivered with more planned for 2018, including monthly meetups with 
Virtual Reality and Augmented Reality Association; a Music Technology Meetup in April; 
Digital Literacy Day in May; 4 VR comic book demo programs completed for Alter Ego 
exhibition in TD Gallery, June; Maker Festival in July attracted 15,000 visitors; a Game Jam 
with George Brown School of Design in September; Innovator in Residence programs in 
October at 3 Digital Innovation Hubs focused on podcasting, textiles, and audio production; 
NYCL hosted the ElevateTO Social Impact Event in October; the ReelWorld Film Festival 
industry event and VR popup in October. Other digital innovation programs continue to take 
place, with topics that include coding, photography, gaming and more. 

Improve customer engagement and service delivery by creating 
email Marketing and Communications Strategy to engage residents 
with a full range of library services and programs

Create a content marketing, development and engagement strategy 
with editorial oversight across TPL's multiple channels to increase 
current and new user engagement

Implement TPL’s Digital Literacy Vision, including:
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 2018-2019 Strategic Plan Work Plan Update Target Status Status Results
(Success Highlights or Challenges)

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

2018 COMPLETE Expansion to 1000 units is complete. Wifi hotspots currently on loan.

11.4 Piloting of new equipment lending options 2018 ON-TRACK Arduino lending kit pilot launched in May and will be evaluated in Fall. Other lending options 
being explored for 2019 including podcasting kits to support digital storytelling.

11.5 Evaluation of Digital Innovation Hubs (DIH) and Pop-Up Learning 
Labs (PULL) service models

2018 ON-TRACK PopUp Learning Labs service review completed in Q2. Internal and external consultations in 
progress. A new Digital Innovation Services Model is in progress for completion in Q4.

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

12 2018
2019

IN-PROGRESS

12.1 In 2018 at:
  ○ Downsview
  ○ Flemingdon Park
  ○ Malvern

2018 COMPLETE Youth Hubs sucessfully launched. 
Malvern opened February 5, 2018. 
Downsview and Flemingdon Park opened September 4, 2018.

12.2 In 2019 at:
  ○ Thorncliffe
  ○ Parliament

2019 IN-PROGRESS This is a 2019 initiative and dependent on 2019 budget enhancement funding. 

13 2018 ON-TRACK

13.1 Self-e, an e-book platform for self-published ebooks 2018 COMPLETE

13.2 A multilingual ebook platform with a pay-per-use model 2019 DELAYED No suitable product available

13.3 Investigating online gaming product One Play to engage older 
children

2018 COMPLETE Product too expensive and not well-used in other libraries Investigation into One Play 
complete. Product too expensive and not well-used in other libraries

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

2018 ON-TRACK Use of Brainfuse tutoring product, launched in Q2 2017, increased by 282% to 36,000 sessions

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

2018 ON-TRACK Use of eaudiobooks increased by 31%, 35% YTD

Priority 5: Creating community connections through cultural experiences

Implement Youth Hubs

Expand our digital collection to include new and innovative products 
that appeal to the widest audience and promote the products 
through targeted outreach, including:
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 2018-2019 Strategic Plan Work Plan Update Target Status Status Results
(Success Highlights or Challenges)

14 2018 ON-TRACK The On Civil Society program series launched in March 2018. To launch the program, the 
branches have worked with the Special Investigations Unit (SIU) the Ontario Council for 
International Cooperation (OCIC) and Soni&Barnett to deliver Making Voice. Thus far 6 
SIU programs, 3 OCIC programs and the Soni&Barnett program with art exhibit have been 
run. We  have engaged 144 people at 11 branches. (Branch-related only - please refer to 
CPCE for other On Civil Society Programming)
Civil Society Programming Toolkit for staff rolled out.
Program update includes: SIU series – 13 held with 131 attendees; Cycle Toronto series in 
June,  plus related blog post and CLR article; and 52 branch programs planned in total for 
Q1-Q2 2018.
Partnership program at Parkdale – (dis)Placed in Parkdale: Gentrification & Community, 
May 5 2:30-5 , delivered in collaboration with LIRP, PCED and CFC. 100 people attended 
the walk component of the event, and 40 people attended the panel discussion. 

15 2018 ON-TRACK

15.1 Strenghening community relationships and consultation 
approaches

2018 ON-TRACK Indigenous Advisory Council (IAC) established and meeting regularly. Membership has grown 
to include 5 community members and 2 agency reps. IAC has guided development of land 
acknowledgement statements, launched June 2018 , and a framework for Elder/Traditional 
Knowledge Keeper In Residence Program, schedule for fall 2018.
RFP for Indigneous Community Consulting in progress.

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

2018 ON-TRACK Targets identified for digitization of Indigenous language materials. Collection build up at 6 
locations in progress. As at Apr 30, 57% of allocated budget spent. Research into Anishnaabe 
langugage collection in progress.
Collections & Membership Services (CMS): Collection buildup at six branches and system-wide 
continues with 84% of $20K budget spent and 100% committed. Spending of Bennett 
donation of $60K begun. Research into Anishnaabe language collection in progress. Grant 
application submitted to NHDS to support digitization of Indigenous content.
Service Development & Innovation (SDI): Collection build up at 6 locations in progress. 
Research into Anishnaabe langugage collection in progress. Grant submitted to NHDS to 
support digitization of Indigenous content.

On Civil Society -  A high-profile and multi-channel programming 
initiative that positions the library as a platform where the most 
challenging issues of our time involving Democracy, the Media, 
Urbanism, Equality, Wellness and Economics can be discussed openly 
and respectfully, through live events, digital content and community 
engagement

Start implementation of TPL's Indigenous Strategies with emphasis 
on: 
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15.3 Incorporating indigenous content into TPL Programming 2018 ON-TRACK 20 Indigenous programs offered in Q1. Highlights include: two Indigenous language programs 
offered (Kiminwaanikon Anishinaabemowin for adults and Ojibwe Language Story Time for 
preschool children; TRL-HSS hosted the Cartography 17 MAP from Feb 1-Mar 1, with opening 
ceremony led by Maria Montejo from Dodem Kanonhsa; Moccasin Project workshop at MAS 
Youth Hub on Feb 15.
 Indigenous programming expanded to year round: 20 programs with Indigenous content 
delivered in Q1; another 26 in Q2; plus expanded programming content (including an 
Indigenous Reads campaign) as part of Indigenous Celebrations in fall 2018.

15.4 Creating safe and culturally relevant spaces for the indigenous 
community      

2018 IN-PROGRESS Land acknowledgement statements developed in consultation with IAC. Formally anounced to 
staff on Jun 20. Made available to the public on the TPL website in Jul 2018.
Protocol and procedures for smudging being developed. 
Tree planting at AB pending community consultation.
New Elders in Residence Program scheduled to take place fall 2018.
Pathways Exhibit in partnership with Library and Archives Canada currently on display in the 
TD Gallery at Toronto Reference Library.

Priority 6: Transforming for 21st century service excellence

16 2018 ON-TRACK As of July 13th,  the roll-out was completed at  44 branches
48  Public MFDs and 5  Staff MFDs were installed. 50 Ricoh & Xerox copier were removed. 
Project completion is planned early September 2018. 

17 2019 IN-PROGRESS

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

2019 IN-PROGRESS Data quality tool has been selected and project planning with  vendor is in progress. Kickoff 
meeting with identified stakeholders scheduled August 23rd. Tentative go live planned 
December 2018.

18 2018
2019

IN-PROGRESS

18.1 Taking a leadership role in the public library sector to establish and 
advance outcome measures for 21st century service

2018 ON-TRACK Accountability Framework established for strategic plan. Sharing outcomes with Ministry of 
Tourism Culture and Sport and Canadian Urban Libraries Council (CULC) and other library 
benchmarking institutions. 

Continue pay for print rollout

Push the TPL data hub to be a managed service 

Advance understanding of the outcomes and impacts of library 
services in Ontario by:
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18.2 Providing access to EDGE 2.0 for all Ontario Libraries 2019 IN-PROGRESS On track for 2019

18.3 Leading implementation of the Ontario Libraries Digital Toolkit to 
measure digital inclusion and digital literacy

2018 COMPLETE 50 libraries by the end of 2018.

18.4 Using the Balanced Scorecard and KPIs to connect and advance 
outcomes and impact measure for the Strategic Plan, with linkages 
to key City strategies

2018 COMPLETE

19 2018
2019

IN-PROGRESS

19.1 Introduce Change Management framework and training initiatives 2018
2019

IN-PROGRESS Enterprise Change Management research was completed in the Summer of 2018 with the 
purpose of informing the methodology the Change Manager will use in leading the creation of 
the TPL Change Management Framework (TPL’s Enterprise Change Management Model). The 
build of the Enterprise Change Management Model will utilize a high engagement process 
that will rely on proven change management protocols, tools and activities (Prosci, City of 
Toronto’s Change Management Centre, and the Association of Change Management 
Professionals’ Standards).
By the end of 2018, close to 60 TPL managers will have completed the 4-Day Change 
Management Fundamentals Course.    In the fall of 2018, Directors will receive 2 days of 
training in Change Management.”

19.2 Implement Leadership Competencies to support staff development 
and succession planning

2018 ON-TRACK Leadership competencies established and rolled out in Q3/Q4 2018.

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

2018
2019

IN-PROGRESS Learning Management System (LMS) software platform selected in collaboration with the City 
of Toronto.

19.4 Implement staff development program responsive to results of 
staff engagement survey 

2018 COMPLETE

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

2018
2019

IN-PROGRESS 60% of branch staffing model achieved by August 2018.  Implementation of the staffing model 
continues through reclassification and posting of non-compliant positions as vacancies arise. 
Twelve Assistant Branch/ Department Head positions will be piloted in 11 locations to provide 
additional supervisory and in charge support as well as a career path for staff to  become 
Senior Branch or Department Heads.  
Research & Reference staffing model introduced in April 2018.

20 2018 ON-TRACKAdvance Fundraising priorities to support strategic priorities

Drive organizational transformation through strategic review of 
services, effective resource allocation, and development of staff, to 
support delivery of exceptional customer experiences
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21 2018
2019

IN-PROGRESS

21.1 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

2019 IN-PROGRESS Project team assembled identified stakeholders. RFP process initiatied. 

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

2019 IN-PROGRESS

21.3 Enhancing e-services and technology access in branches 2019 IN-PROGRESS

21.4 Implementing a new digital platform for TPL’s Digital Archive 2018 ON-TRACK RFP issued 24 April 2018. On target for award of contract August 2018.

21.5 Continued development of the Canadian Chinese Archive 2018 ON-TRACK Donation received to support the CCA.  Programming stream identified and planned for 
Spring; Display construced in MCBSCC; training of Archivist continues. Digitization ongoing. 
110 items have been digitized.

21.6 Launching a middle childhood website and redeveloping the TPL 
Teens site

2019 IN-PROGRESS Environmental scan complete, architecture of site in progress, content being assembled, test 
in Sept 2018. Launch planned for Jan 2019; Demonstration of proposed site completed; this 
will be a phased project, responsive to possible changes in the delivery of web content at TPL 

21.7 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

2019 IN-PROGRESS

22 2019 IN-PROGRESS

22.1 Database updates and upgrades 2019 IN-PROGRESS

22.2 Security Infrastructure upgrades 2019 IN-PROGRESS

22.3 Operating system maintenance 2019 IN-PROGRESS

22.4 Hardware Refresh 2018 ON-TRACK PC staff rollout completed for 95 branches

23 2018
2019

IN-PROGRESS

Advance the Digital Strategy to create the omni channel experience

Improve the sustainability of IT digital Infrastructure

Transform the back office infrastructure
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23.1 Achieve efficiencies though capital investment in technology 2019 IN-PROGRESS

23.2 Focus service desk efficiencies and improvements to business 
processes

2019 IN-PROGRESS

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

2019 IN-PROGRESS Integrated Payment: Self Checkouts payment pin pads installation is in progress with user 
acceptance testing planned for completion end of August. Point of sales replacement of cash 
registers vendor selected with contract negotiation in progress.
VOIP hardware ordered, SOW for professional services signed and planning activities with 
vendor in progress.
Room booking new system implemented, patrons data conversion planned for completion 
end of July.

23.4 Implement Human Capital Management System (HCM) 2019 IN-PROGRESS Parallel testing for vendor new software release to be completed August 31st with tentative 
go live planned for September 20th. Training completion at 99% with 317 time 
keepers/approvers and 36 managers trained.

24 2018
2019

IN-PROGRESS

24.1 Provide customer-focused services that are agile, innovative and 
future-focused. Transform the library’s capacity and culture to 
deliver exceptional customer experiences how, when and where 
our customers want and need them

2018 IN-PROGRESS Service delivery model for printers and multi-functional devices developed; to be 
implemented in conjunction with printing/photocopying/scanning improvements.
Printer and multi-functional device allocation implementation completed at 35 branches. 
Phase I of wifi improvements, which involves upgrading eligible branches to cable wifi, is 
underway. 12 of 17 branches completed.

24.2 TPL Experience 360 -- initiative to inform and transform our 
customer experience and brand

2018
2019

IN-PROGRESS

25 2018
2019

IN-PROGRESS

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

2018
2019

IN-PROGRESS Development of standards and new workflows pending acquisition of CRM product.

Develop and implement a strategic framework that reflects and 
advances the omni-channel customer experience, to provide 
customer-focused services that are agile, innovative and future- 
focused, and to transform the library’s capacity and culture to 
deliver exceptional customer experiences how, when and where our 
customers want and need them

Answerline and Roombooking modernization
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CUSTOMER PERSPECTIVE 

  Performance Indicator 
2016 

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018 
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 
Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

1 Total number of active members 
(members who used their card in 
2018) 

n/a n/a n/a n/a 670,094 n/a Annual metric 
 

2 Total use per capita n/a n/a n/a n/a 33.0 n/a Annual metric 
 

3 Total Visits1 9,324,034 8,655,040 8,686,340 0.4% 18,228,057 47.7% 
On target 

Impacted by closure of NYCL, 
which in a typical year accounts for 
8.3% of all visits 

4 Total virtual visits2 16,792,666 14,005,587 14,654,760 4.6% 29,160,517 50.3% 
On target 

2017: Decrease due to change in 
how traffic to tpl.ca and OverDrive 
is counted 

5 In-branch technology utilization 
rate: wireless and workstations 
(user sessions)3 
 

5,324,793 

 

5,155,417 

 

4,625,448 

 

-10.3% 

 

9,653,471 
 

47.9% 
On target 

 

Mobile devices are driving demand 
for library wireless service, which 
is up 3.3% (Q2YTD 2017-2018).  
Workstation use was impacted by 
the closure of NYCL, which 
typically accounts for 7.4% of use. 
2018: Decline due to a change in 
methodology to count workstation 
use. Actual use based on login 
sessions between 15s & 30 min is 
now used instead of sample 
quarterly data. 

Wireless user sessions 1,989,147 2,427,275 2,508,398 3.3% 5,185,170 48.4% 
On target 

Workstation user sessions 3,335,646 2,728,142 2,117,050 -22.4% 4,468,301 47.4% 
On target 

6 Program attendance: Learning 
programs (ESL + Literacy + User Ed 

158,894 129,142 178,100 37.9% 265,000 
 

67.2%    
Above target 

Increase in Science, Technology, 
Engineering and Math (STEM) 
programs 

                                                           
1 Indicator changed from “Visits per capita” to “Total Visits.” 
2 Indicator changed from “Virtual Visits per capita” to “Virtual Visits.” 
3 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).” 
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CUSTOMER PERSPECTIVE 

  Performance Indicator 
2016 

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018 
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 
Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

excluding technology training + 
Information & Current Issues)4 

eLearning sessions (Brainfuse, Gale 
Courses, Learning Express Library, 
lynda.com & Mango Languages) 

45,464 56,285 82,407 46.4% 132,000 62.4%    
Above target 

Increase in popularity of eLearning 
databases. eLearning user sessions 
are up 55.5% (Q2YTD 2017-2018). 

Total: Learning programs 
attendance and eLearning sessions 

204,358 185,427 260,507 40.5% 397,000 
 

65.6%    
Above target 

 

7 Program attendance: Technology 
training programs5 

12,225 15,974 16,512 3.4% 32,000 51.6%          
On target 

Increase in program offerings. 

8 Program attendance: Cultural 
programs6 

345,036 336,577 323,890 -3.8% 650,000 49.8%          
On target 

Impacted by closure of NYCL, 
which in a typical year accounts for 
10.1% of all program attendance 

 Program attendance: All branch & 
offsite programs 

524,980 
 

490,260 
 

518,402 
 

5.7% 997,074 
 

52.0%          
On target 

 

9 # of branches providing regular 
After-School Club programs from 
September to June7 

37 36 n/a n/a n/a n/a  

10 Electronic circulation (Downloads 
and Streamed Content)8 

2,440,398 2,722,046 3,309,739 21.6% 6,500,280 50.9%          
On target 

Continued popularity of eReaders, 
tablets and electronic devices 

Physical circulation 13,761,224 12,229,670 11,736,169 -4.0% 25,000,000 46.9%          
On target 

Impacted by closure of NYCL, 
whose collection in a typical year 

                                                           
4 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).” Information & Current Issues programs added, which include lifelong learning programs on topics such as finance, health and history.  
5 Indicator changed from “Utilization rate of technology training programs” to “Program attendance: Technology training programs.” 
6 Indicator changed from “Utilization rate of cultural programs” to “Program attendance: Cultural programs.” 
7 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.”  
8 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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CUSTOMER PERSPECTIVE 

  Performance Indicator 
2016 

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018 
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 
Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

accounts for 7.1% of all physical 
circulation 

11 User satisfaction: overall 

Measurement tool to be developed 
 

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

13 User satisfaction: Knowledge of 
staff 

 User satisfaction: Helpfulness of 
staff 

14 % of customers whose only access 
to technology services is the Library 

n/a n/a n/a n/a n/a Annual metric 
Source: Bridge toolkit survey 

 % of customers reporting increased 
digital comfort after using one or 
more services at the Library 

n/a n/a n/a n/a n/a Annual metric 
Source: Bridge toolkit survey 
 

 
 
 

OPERATIONAL PERSPECTIVE 
 

Performance Indicator9 10 
2016  

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018  
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 
Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

1 Total Open Hours 137,073.00 134,688.75 136,210.00 1.1% 267,892.50 
 

50.8%         
On target 

2017: 11 branch renovation 
closures throughout the year. 
2018: 6 branch renovation closures 
throughout the year. 

2 # of Sunday branches 
(September to June) 

33 33 33 0.0% 42 78.6%         
On target 

 

                                                           
9 “# of NIA Sunday branches (Year-round)” deleted. 
10 “Turnover rate of circulating items” replaced by “Electronic circulation (Downloads and Streamed Content)” and “Physical circulation” and moved to Customer Perspective. 
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OPERATIONAL PERSPECTIVE 
 

Performance Indicator9 10 
2016  

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018  
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 
Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

3 # of NIA Sunday branches 
(September to June) 

11 11 11 0.0% 17 64.7%   
Above target 

 

4 # of Sunday branches (Year-
round) 

0 8 14 75.0% 19 73.7%   
Above target 

 

5 # of items in TPL collections 
digitized in reporting year11 

n/a 169,919 115,968 -31.8% 200,000 58.0%   
Above target 

2017: The large number was the 
result of an on demand digitization 
request in quarter 1. 

 
 
 

LEARNING & GROWTH PERSPECTIVE 

 Performance Indicator 
2016 

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018  
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 
Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

1 Logic Models and evaluation 
frameworks completed for 
strategic priorities 

In progress In progress 9              n/a 19           47.4%         
On target 

Logic models in place for all system 
level programs. 

2 Spending on staff development: 
Total 

n/a n/a n/a n/a $477,174 n/a Annual metric 
 

Spending on staff development: 
Average per staff 

n/a n/a n/a n/a $291.51 n/a Annual metric 
 

3 % of staff who report that I am 
provided with the necessary 
materials, resources and tools in 
order for me to be effective in 
my role 12 

Survey tool to be 
developed 

 

63.68% n/a n/a n/a Source: Staff Engagement Survey 
Highlights from the staff 
engagement survey will be 
presented to the Board on October 
29, 2018. 

                                                           
11 Changed from “% of Special Collections that are digitized” to “# of items in TPL collections digitized in reporting year.” 
12 Changed from “% of staff who report they have the skills and training to meet service delivery outcomes.” 
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LEARNING & GROWTH PERSPECTIVE 

 Performance Indicator 
2016 

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018  
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 
Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

% of staff who report that I 
believe my team is committed to 
providing the highest level of 
service 

Survey tool to be 
developed 

76.57% n/a n/a n/a Source: Staff Engagement Survey 

% of staff who report that I am 
provided with sufficient time 
during my work hours to pursue 
training/recertification to be 
successful in my position 

Survey tool to be 
developed 

54.70% n/a n/a n/a Source: Staff Engagement Survey 

% of staff who report that 
overall I am satisfied with my 
career development 
opportunities with TPL 

Survey tool to be 
developed 

43.73% n/a n/a n/a Source: Staff Engagement Survey 

4 % of staff who report that I am 
proud to tell people I work for 
TPL 13 

Survey tool to be 
developed 

82.76% n/a n/a n/a Source: Staff Engagement Survey 
 

 
 

FINANCIAL PERSPECTIVE 

 Performance Indicator 
2016 

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018  
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

1 Cost per use n/a n/a n/a n/a $2.06 n/a Annual metric 
 

2 Operating expenditures (Gross) n/a n/a n/a n/a $201,716,656 n/a Annual metric 
 

                                                           
13 Changed from “% of staff who report high levels of engagement.” 
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FINANCIAL PERSPECTIVE 

 Performance Indicator 
2016 

Q2YTD 
Result 

2017 
Q2YTD 
Result 

2018  
Q2YTD 
Result 

% change 
Q2YTD 

2017-2018 

2018 Annual 
Target 

2018 Q2YTD 
% of Annual 
Target Met 

Status & Influencing Factors 

 Operating expenditures per 
capita 

n/a n/a n/a n/a $67.81 n/a Annual metric 
 

3 Operating expenditures for 
electronic materials 

n/a n/a n/a n/a $6,105,857 n/a Annual metric 
 

4 Operating expenditures on 
technology and digital services 
division14 

n/a n/a n/a n/a $13,158,429 n/a Annual metric 
 

 Capital expenditure on TAMP 
Virtual Branch Services and 
Technological Innovation 
Projects 

n/a n/a n/a n/a $5,241,492 n/a Annual metric 
 

5 Total net funding  n/a n/a n/a n/a $182,392,996 n/a Annual metric 
 

 Total net funding per capita n/a n/a n/a n/a $61.31 n/a Annual metric 
 

6 Total funding from TPL 
Foundation 

n/a n/a n/a n/a TBD n/a Annual metric 
 

 
  

                                                           
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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