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Subject

This business plan examines the options for improved Internet accessibility for the public
and outlines their cost and benefits. These improvements are considered necessary to
reduce the impact of the ‘digital divide’ in Toronto. The business plan limits itself to
those actions that are within the Library Board’s mandate. The business plan includes
items already requested in the 2005 Budget request from the Library as well as targeting
future year enhancements.

Purpose

To support those budget requests from the Library Board and budget decisions of City
Council that would have a positive impact upon improved Internet accessibility for the
public. To propose additional budget requests that would accelerate improved Internet
accessibility for the public.

Executive Summary

The Library has made significant contributions in the provision of Internet access to the
citizens of Toronto. The benefits of improving Internet access are closely tied to many of
the goals outlined in the Library’s Strategic Plan, which focuses on low-income
neighbourhoods, newcomers, and youth. The Library’s capital building programs and
ongoing Technology Asset Management program will further improve Internet
accessibility.

The business plan reviews initiatives that are included in the 2005 operating and capital

budget submissions and presents two scenarios that will improve public Internet access.

These are:

1. increasing the number of public Internet PCs through the capital budget program for
branch renovations and expansion; and

2. increasing hours of public access in Library branches across the city starting in 2005
in community safety and low-income neighbourhoods and newcomer priority areas as
a first phase. Future year scenarios for increasing hours at research and reference and
district branches and for extending Sunday open hours are also included.

A reduction in the 2005 operating or capital budget requests will impair the Library’s
ability to begin implementing the initiatives that have been developed to improve Internet
access. The costs associated with the first phase of some scenarios are incorporated into
the 2005 operating and capital budget submissions. The business plan supports the
Library Board’s budget requests during the budget approval process in addition to
identifying potential future costs.



Introduction

The request for a business plan, which addresses the opportunity to provide improved
Internet accessibility, originated with the e-City Committee, at its October 13, 2004
meeting. The e-City Committee recommended to the Administration Committee that
“the Toronto Public Library Board be requested to submit a Business Plan to the Budget
Advisory Committee which addresses the opportunity to provide improved Internet
accessibility for the citizens of Toronto”. The Administration Committee, at its
November 16, 2004 meeting, recommended that City Council “request the Toronto
Public Library Board to consider submitting a Business Plan to the Budget Advisory
Committee which addresses the opportunity to provide improved internet accessibility for
the citizens of Toronto”. City Council at its November 30, December 1 and 2, 2004
meeting, approved the Administration Committee recommendation.

The Library currently provides public Internet access at all of its 99 branches. In 2004,
there are a total of 1,331 public PCs with Internet access. Based on the number of PCs
and branch open hours, the Library provides more than 4.1 million hours of public
Internet access. The actual number of hours varies each year, depending upon branch
closures for renovations. In 2003 the citizens of Toronto logged on for more than 4.4
million Internet sessions. The Library staff also provided computer/Internet training for
more than 7,800 members of the public in 1,900 sessions in 2003.

The 2005 budget request includes a number of initiatives that are funded through the
2005 operating and capital budgets. The Technology Asset Management Program
(TAMP) provides for the planned upgrade and replacement of Library-owned hardware
and software. This program is supplemented by the City’s Technology End-of-Lease
Strategy (TELS) which funds replacement of some of the Library PCs. The planned and
regular replacement and upgrade of public Internet PCs is important to improved public
Internet access. Regular upgrades to Internet browsers, plug-ins and security improve the
PC users ability to access the Internet and view web sites that take advantage of current
technology to deliver services. In 2005 the Library will be upgrading the operating
system and Internet browsers to current versions for all public PCs, improving security
and anti-virus and anti-spyware/adware protection. The Library is also upgrading the
capability of Library computers to view text in multiple languages (display of diacritics
and non-Roman characters). The Library will be installing a virtual keyboard application
that will allow users to key in non-English languages.

The Library regularly offers staff development for frontline staff responsible for
delivering user education for the public. The Library needs to regularly review and
revise existing training scripts. The Library will develop two additional scripts for
delivery to the public in 2005.

Comparison to Other Libraries

A comparison with other large public library systems in Canada shows that Toronto
Public Library has one of the best ratios of public access Internet workstations per capita.
The comparison does not take into account the impact on availability of branch open
hours or demand in high-needs (e.g., low-income/newcomer) communities.



The following table is based on the 2003 Canadian Public Library Statistics Report.

Public Library Population # of Branches #of Pull:l(ijcs Access Population/PC
Toronto 2,481,494 98 1,331 1,864
Calgary 922,315 16 268 3,441
Ottawa 790,000 33 285 2,772
Mississauga 680,000 15 147 4,626
Edmonton 666,104 16 347 1,920
Winnipeg 619,544 20 172 3,602
Vancouver 568,442 21 276 2,060
Hamilton 503,000 24 190 2,647

A comparison of open hours per branch, conducted in 1999, showed that Toronto Public
Library is lower than the average of Canadian libraries.

Public Library Hours per Branch
Calgary 2,784
Mississauga 3,233
Montreal 3,486
Toronto 2,479
Vancouver 2,288
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The Library has significantly expanded Internet access over the past six years by
increasing the number of public access Internet workstations. The City’s Y2K project in
1999 brought the number of PCs with Internet access up from 428 to 668. The Gates
Foundation funded new computers for 86 of 98 branches in 2000, increasing the number
of workstations to 1,117. In 2001, the Urban CAP program provided computers for the
twelve branches that did not benefit from the Gates initiative, raising the total to 1,295
workstations. With the opening of the St. James Town branch and the expansion of
Malvern branch in 2004, the number of public Internet workstations in the 99 branches
has reached 1,364.

The Digital Divide

As Internet access reaches more people, whether at home, school, work, libraries, or other
locations, the nature of the digital divide has changed. In 2003, 73.5 percent of Toronto
households regularly used the Internet, and 65 percent had access from home. Instead of
information haves and have-nots, some researchers now refer to “have-more” and “have-
less” groups, with access from home defining the new divide.

The higher the income and level of education in a household, the more likely it is to have
an Internet connection at home. Statistics Canada data for 2003 show the correlation
between income and home Internet access, with 82 percent of households in the highest
quartile ($70,000 and more), 65 percent in the third quartile ($40,000 to $69,999), 45
percent in the second quartile ($23,001 to $39,999), and 27 percent in the bottom quartile
($23,000 or less) having access to the Internet from home.! While households in the
second quartile are making the greatest gains in home Internet access (a five percent
increase from 2002 to 2003), the number of households in the lowest quartile with an
Internet connection increased by just 1.6 percent from 2002 to 2003, the lowest growth
rate among the income groups. These trends suggest that the gap in home Internet access

1 Statistics Canada. “Household Internet use survey.” The Daily (July 8, 2004) Available:
http://www.statcan.ca/Daily/English/040708/d040708a.ht
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between the lowest-income households and higher-income groups will continue to widen
in the near future.

As these statistics imply, cost remains a barrier to Internet access for the least affluent
members of society. The 2004 Digital Future Report from the Center for the Digital
Future at USC Annenberg found that people who do not use the Internet overwhelmingly
cite lack of a computer as their reason for not going online. The report also identified
lack of knowledge and fear of technology as important factors affecting people who do
not use the Internet, suggesting that a gap in education and training exists between users
and non-users.

CALUPL makes a similar point in its report Sustaining Canada’s Digital Capacity,
stating that “a critical dimension enabling inclusion and moreover, full participation [in a
digital society], is that users have access to the necessary learning and social supports.
Public libraries continue to meet that gap between formal and informal education
systems, specifically in the area of information literacy.” The role of libraries in
connecting people who do not have Internet access at home, as well as those for whom
lack of knowledge is an obstacle to Internet use, remains critical in the face of persistent
digital inequalities.

Assumptions and Methods

Metrics

Metrics describe how the Library will measure the results of its initiatives and on what
bases it will make its decisions on a course of action. For the purposes of this business
plan the Library has chosen to focus on two scenarios that have a direct service impact on
at-risk neighbourhoods and those Library activities serving newcomers, low-income
groups and youth. This focus supports other Library Strategic Plan Initiatives identified
in the Library Board’s strategic plan for 2004-2007: Urban Stories: the Next Chapter.
Library staff presented the 2005 Strategic Plan work plan at the Board’s November
meeting. That work plan details measurable outcomes for various initiatives and includes
the initiatives for improving Internet accessibility.

Assumptions

The business plan recognizes the Library Board’s obligation to maintain a state of good
repair for the assets (physical facilities and information technology) under its care. The
business plan does not make recommendations that would divert funding from state of
good repair for existing assets to new services and equipment. All costs are based on
2004 cost estimates.

Scope and boundaries

This business plan only considers improved accessibility at locations under the Library
Board’s jurisdiction. The business plan recommendations include items already included
in the Library’s 2005 Budget submission as well as presenting costs for future years.



Scenarios

1. Increase the number of PCs

Description: | Increase the number of PCs and increase/reconfigure public space in
branches through the capital budget program for branch renovations and
expansion.

Implementation: =  Plans for the Bloor/Gladstone renovation and expansion (2005-

2007) include a Learning Centre with 15 additional Internet PCs

= Plans for S Walter Stewart renovation (2005-2007) include a
Learning Centre with 12 PCs and 5 additional Internet PCs

= Plans for Thorncliffe renovation (2005-2007) include a Learning
Centre with 12 PCs

= Plans for Dufferin/St. Clair renovation (2006-2008) include 5
additional PCs

=  Plans for the Brentwood reconstruction (2007-2009) include a
Learning Centre with 4 additional PCs

=  Plans for Jane/Dundas renovation (2006-2009) include 5
additional PCs

= Plans for Northern District renovation (2008-2010) include a
Learning Center with 6 additional PCs

= Plans for Mount Dennis renovation (2008-2010) include 6
additional PCs

Funding: | Funding for the acquisition of PC hardware and software and related

furniture is included in the capital budget request. The on-going license
and maintenance cost is included in the operating impact of the capital
budget. The operating impact includes a pro-rated allocation for the
eventual replacement of the equipment, based on City Council approved
guidelines for a 4 year life cycle.

2. Increased hours of public access

2.a Increase open hours in 3 Neighbourhoods identified in the Mayor’s Community Safety Plan: Albion,

Malvern and York Woods

Description:

Extend open hours at three district branches located in the Mayor's
Community Safety Initiative Neighbourhoods: Albion, Malvern and York
Woods where there is a high incidence of youth, low income and
newcomers. Extending open hours in these communities will allow the
public to access PCs with Internet access and staff expertise.

Implementation:

Open hours range from 50 to 59 hours per week excluding Sundays at
these district branches (York Woods at 59 over 6 days, Albion at 57 over 6
days and Malvern at 50 over 5 days). Proposed enhancements for 2005
would have these branches open 60.5 hours per week over 6 days per
week (7 days per week from September to June with Sunday service), for
a total of 15.5 additional hours per week. Friday evening service would be
available in all regions of the City.

Funding:

Funding for increased open hours is not currently part of the Library’s
operating budget. A business case supporting this initiative is part of the
Library’s 2005 Budget submission, Business case # LB — N002. $133,300
has been requested to cover additional staff, materials and services costs
for additional open hours. The Library projects a future year incremental
increase in 2006 of $469,500.




2.b Increase hours at District and Research & Reference branches to 60.5 hours (Monday to Saturday)

Description:

This proposal would increase hours to 60.5 hours at the 17 District and 2
Research & Reference branches. Their open hours currently range from
50 to 60.5 hours Monday to Saturday. Some branches are closed on
Mondays, some are closed some weekday mornings and some are closed
Friday evenings.

Implementation:

Open hours would be increased to 60.5 hours, Monday to Saturday, and
include 6 mornings and 5 evenings.

Funding:

Funding for this option is not included in the current operating budget nor
is it part of the 2005 budget request. Annual budget impact is estimated to
be at $1,483,158. This estimate includes additional staff costs.

2.c Add Sunday hours in July and August in 5 locations across the City

Description:

This option would introduce Sunday service in July and August to 5
locations, ensuring year round access to Sunday service across the City.
The current Sunday season is from September to June, excluding statutory
holidays. Use on Sundays is very high. Added Sunday hours in July and
August would allow members of the public to have access to Internet PCs
and staff expertise year round.

Implementation:

5 locations would be open in July and August, 1:30 — 5:00 p.m. (in
addition to 27 locations open September to June). The locations would be:
Cedarbrae, Richview, Lillian H. Smith, Toronto Reference Library and
North York Central Library.

Funding:

Funding is not included in current operating budget nor is it part of the
2005 budget request. At 2004 costs, the annual budget impact is estimated
to be $174,645.

2.d Increase Sunday hours of opening by 1.5 hours per week per branch

Description:

Increase the Sunday hours of opening to allow members of the public to
have increased access to Internet PCs and staff expertise on Sundays. The
Library currently has 27 locations open from 1:30 p.m.— 5:00 p.m. on
Sundays. Public use on Sunday is high and longer Sunday hours are often
requested by members of the public.

Implementation:

Hours of operation would be increased to 12:00 p.m. — 5:00 p.m. in all 27
Sunday locations. The increased hours would also apply to the branches
with Sunday openings in July and August (see 2.c)

Funding:

Funding is not included in the current operating budget nor is it part of
2005 budget request. At 2004 costs, annual budget impact is estimated to
be $972,961.

Benefits Rationale

The benefits of improving Internet access are closely tied to many of the goals outlined in
the Library’s Strategic Plan, which focuses on low-income neighbourhoods, newcomers,

and youth.

Improvements targeted to high-priority branches in identified areas will help the Library
meet the needs of low-income neighbourhoods. Lower-income users are more likely than
those at higher income levels to rely on public library computers for Internet access.
Users who need access to word processing software for completing homework
assignments and preparing job applications will benefit from the Library’s plans to
expand the availability of word processing on Internet computers.




Part of the Library’s contribution to the successful adaptation of newcomers to Toronto
involves providing Internet access to members of immigrant communities, who use Library
computers to obtain information about government programs, language training, skills
upgrades, and employment opportunities. The Library currently offers Internet training in
several languages. Improved multilingual access on Library computers, including the
capability to input foreign languages, will enhance the service for these users.

Internet access is an integral part of library service for young people. Youth, more than
any other group, rely heavily on the Internet for their information and leisure needs, and
they have indicated a need for expanded access to word processing and the Internet.
Improvements to Internet access will reinforce the Library’s support for youth in school,
career development and employment.

Financial Impacts
Cash flow for operating and capital budgets, assuming incremental costs for scenario 2.

Initiative | 2005 | 2006 [ 2007

Scenario 1

Increase no. of PCs Included in 2005 Included in 2006 Capital $151,400

capital capital

Scenario 2 — increase hours of opening

2.a - Increase hours at $133,300 for partial $469,500 incremental

Albion, York Woods year implementation, increase for full year

and Malvern September-December implementation

2.b - Increase hours at None None Future year incre-

Research & Reference mental Operating

and District branches Budget increase for

to 60.5 hours (Mon.- full year implemen-

Sat.) tation $1,483,158

2.c - Open 5 branches None None Future year incre-

on Sunday in July and mental Operating

August Budget increase for
full year implemen-
tation $174,645

2.d - Increase open None None Future year incre-

hours on Sunday by 1.5 mental Operating

hours per location Budget increase for
full year implemen-
tation $972,961

Sensitivity, Risks and Contingencies

Sensitivity Analysis

This report makes the assumption that the Library will not divert funding from existing
assets to new services and equipment. A reduction in the 2005 operating or capital
budget requests could delay implementation of the initiatives or reduce the extent of the
implementation, for example, increased open hours and access to the Library’s Internet
services will not be offered to residents of the Albion, York Woods and Malvern
communities.



Risk Analysis

The Library has planned the delivery of Internet services to the public to be achieved
through desktop PCs linked to the Library network. Use of new technologies involving
wireless and handheld devices, such as personal data assistants (PDA’s) and
Blackberries, are becoming increasingly popular with some members of the public. The
current configuration of networked desktop PCs may become obsolete as the as the
delivery device of choice the public, if wireless technology and hand held devices surpass
the “desktop” in term of efficiency and preference of use.

Contingencies

Library staff require ongoing training to keep their skills up to date in order to continue to
effectively assist the public with Internet based services. There is a need for ongoing
training for staff as turnover often results in new staff being involved in the delivery of
User Education programs as well. Increased training at the Learning Centres requires
more staff time to prepare and deliver the training. There is a constant need to revise and
update existing courses to ensure that they remain relevant. In addition, new courses
must continue to be developed to meet changing community needs.

An increase in the number of PCs will require an increase in the number of technicians
servicing the PCs. At present 13 IT staff (technicians from Client Services and support
Technology Infrastructure) support and maintain approximately 3,500 PCs, or a ratio of
270 PCs per IT staff members.

Conclusions and Recommendations

Conclusions

The Library is continually striving to improve its public Internet access. Library staff
have considered the opportunities for improved Internet accessibility in light of the
current public Internet accessibility, the Library Strategic Plan goals and work plan for
2005 - 2007, the Library’s Capital building program and the Technology Asset
Management Plan. The implementation of these plans will further improve Internet
accessibility. Approval of the Library Board’s 2005 budget requests will support plans
for improved Internet accessibility. Beyond these initiatives the Library has two main
methods of improving Internet access to the public, through adding PCs in branches and
increasing open hours. These strategies maximize the use of the assets the library already
has, namely PCs, staff expertise and buildings. The Library branch capital program
includes provision for increases in PCs. Increases in Library hours will require
substantial increases to the Library’s base operating budget.

Recommendation

It is recommended that the Budget Advisory Committee approve the business plan, which
addresses the Toronto Public Library’s opportunity to provide improved Internet
accessibility for the citizens of Toronto.



