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INFORMATION ONLY 

 

2021 Enterprise Balanced Scorecard – Progress Update 
 

Date: September 27, 2021 

To: Toronto Public Library Board 

From: City Librarian  

 
SUMMARY 
 
The purpose of this report is to provide a mid-year progress update on Toronto Public 
Library’s (TPL’s) 2021 enterprise balanced scorecard.  
 
TPL continues to respond and adapt to the COVID-19 pandemic. Pandemic response 
initiatives are included in the 2021 enterprise balanced scorecard, along with TPL’s 
strategic and business planning priorities. The 2021 enterprise balanced scorecard 
monitors progress towards advancing the strategic plan’s priorities and outcomes and 
enables the adjustment of annual plans as necessary.  
 
This progress update includes red-yellow-green status and year-end trends on the 
2021 enterprise balanced scorecard (see Attachment 1). 
 
FINANCIAL IMPACT 
 
There is no financial impact beyond what has already been approved in the current 
year’s budget. 
 
The Director, Finance & Treasurer has reviewed this Financial Impact Statement and 
agrees with it. 
 
DECISION HISTORY 
 
At its November 25, 2019 meeting, the Library Board directed staff to develop a 
balanced scorecard, key performance indicators and associated activities for Board 
approval in early 2020: 

21. 
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https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2019/nov25/12d-spsc-strat-plan-2020-2024-resilience-
success-well-being-combined.pdf 
 
At its February 24, 2020 meeting, the Library Board approved the strategy map and the 
enterprise balanced scorecard template and directed staff to develop and implement 
the enterprise balanced scorecard and provide an annual update of the 2020 
enterprise balanced scorecard in early 2021: 
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2020/feb24/14-2020-2024-strat-plan-strategy-map-and-
balanced-scorecard-combined-revised.pdf  
 
At its June 22, 2020 meeting, the Library Board received the 2020-2024 Strategic Plan: 
COVID-19 Impact Analysis and Communications Plan – Update report that provided an 
overview of the findings from staff’s COVID-19 impact analysis on the plan’s five 
priorities and enablers of the 2020-2024 Strategic Plan: 
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2020/jun22/20-strategic-plan-2020-2024-covid19-comms-
plan-update-combined.pdf 
 
At its November 16, 2020 meeting, the Library Board received the TPL Board Education - 
Implementation of Strategic Plan Execution Roadmap presentation that provided an 
overview of TPL’s strategic plan execution roadmap:  
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2020/nov16/10-tplb-education-strat-plan-execution-
roadmap-implementation.pdf  
 
At its January 25, 2021 meeting, the Library Board received the Strategic Plan Execution 
Roadmap and 2021 Action Plan report that provided an overview of how TPL plans to 
achieve the outcomes of its strategic plan over the next four years: 
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2021/jan25/20-strategic-plan-execution-roadmap-and-
2021-action-plan-combined.pdf 
 
At its April 26, 2021 meeting, the Library Board received the 2020 and 2021 Enterprise 
Balanced Scorecards report, reviewed the progress made in 2020, and approved the 
2021 enterprise balanced scorecard:  
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2021/apr26/14-2020-and-2021-enterprise-balanced-
scorecards-combined.pdf  
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COMMENTS 
 
TPL uses a strategy map and balanced scorecard to measure and evaluate the 
progress towards advancing the 2020-2024 strategic plan’s priorities and outcomes. 
 
The strategy map illustrates the Library’s overall objectives for 2020-2024 and how the 
objectives relate to one another. The enterprise balanced scorecard translates the five 
strategic plan priorities into 13 objectives across four perspectives. It shows how the 
Library aligns its resources and builds capacity through learning and growth and 
internal business processes to deliver against the strategic plan’s priorities and 
outcomes. 
 
Each objective has key performance indicators (KPIs) that measure and evaluate the 
progress towards advancing the 2020-2024 strategic plan’s priorities and outcomes. 
KPIs are re-examined on an annual basis and can change over time to ensure they 
continue to be achievable, relevant and effective in measuring towards the strategic 
objectives.  
 
2021 Enterprise Balanced Scorecard Mid-Year Progress (Attachment 1) 
 
Due to 2020 being a unique year with the COVID-19 public health emergency, staff 
could not establish baseline metrics for some of the 2021 key performance indicators. 
As a result, staff will use 2021 and future years to establish baseline metrics. Where 
possible, staff set 2021 targets for some of the key performance indicators assuming 
that TPL will continue to operate in a similar service environment as 2020 (e.g. 
pandemic response). 
  
The strategic initiatives identified in the 2021 enterprise balanced scorecard reflect 
TPL’s 2021 Strategy Action Plan. Staff shared the Action Plan with the Library Board at 
its January 25, 2021 meeting. 
 
To summarize TPL’s mid-year progress: 
 Eight objectives are on track; four are slightly off track; and one is off track; 
 Of the five objectives that are not on track, three are expected to improve before 

the end of the year; 
 Information on KPI progress and TPL’s response to objectives that are not on 

track is provided in Table 1; 
 Note that mid-year targets were not set for all KPIs, thus most progress is noted 

against year-end targets. 
 
 
 

https://www.torontopubliclibrary.ca/content/about-the-library/pdfs/board/meetings/2021/jan25/20-strategic-plan-execution-roadmap-and-2021-action-plan-combined.pdf
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Table 1. Response to objectives that are “slightly off track” or “off-track” 
Objective Relevant KPI(s) Mid-Year Progress Response 
C2. Increase 
access to 
technology 
and digital 
literacy 
 

C2.3 Digital 
inclusion initiatives 
to support equity-
deserving groups 
and vulnerable 
populations 

This objective is off 
track due to branch 
closures and reduced 
service levels from the 
pandemic.  
 

This is expected to 
continue to trend down 
as physical distancing 
requirements are 
expected to continue. 

C5. Delivery 
exceptional 
customer 
experiences 

C5.2 Customer 
satisfaction with 
the helpfulness of 
library staff 
 
C5.3 Customer 
satisfaction overall 

Due to the pandemic 
and re-prioritization of 
resources, the 
customer satisfaction 
survey did not take 
place. 

Customer service survey 
will be conducted in 
2022 so the baseline is 
set during a more typical 
year. 

B1. Modernize 
our data & 
technology 
infrastructure 

B1.2 Digital 
strategy initiatives 
completed within 
scope and 
schedule. 

A number of Digital 
Strategy initiatives have 
commenced, however it 
is unlikely this target 
will be met by end-of-
year. 

The number of 
completed initiatives is 
expected to increase; 
however, the objective is 
still expected to finish 
slightly off-track. 

B2. Increase 
service 
awareness 
and access 

B2.1 Audience and 
reach activities 
 
B2.2 Customer 
engagement 
activities 

Seasonal fluctuation in 
customer use of social 
media, combined with 
fewer service 
promotions during the 
summer, have resulted 
in lagging audience 
reach and customer 
engagement activity. 

Expected to trend up in 
the second half of the 
year as more library 
services are reinstated. 

L1. Foster a 
high-
performance 
work culture 
by investing 
in our staff 

L1.1A Staff 
participation for 
engagement 
initiatives 
 
L1.2 Action plans 
that enable a high-
performance work 
culture completed 
within scope and 
schedule 

2021 focus on 
engagement has been 
focused on pandemic 
response. Staff uptake 
on learn:tpl has 
increased. 

Diversity and 
engagement staff 
survey is scheduled for 
fall 2021.   
L1.2 is expected to hit 
the year-end target. 
 
Expected to trend up in 
the second half of the 
year. 
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Year-end enterprise scorecard results will be presented in Quarter 2, 2022. 
 
CONTACT 
 
Alyssa van Graft; Director, Transformational Projects; Tel: 416-395-5541;  
Email avangraft@tpl.ca 
 
Joseph Lalonde; Manager, Data & Analytics; Tel: 416-669-8134; Email: jlalonde@tpl.ca  
 
SIGNATURE 
 
 
 
 
 
_______________________________ 
Vickery Bowles 
City Librarian 
 
 
ATTACHMENTS 
 
Attachment 1: TPL Strategy Map and 2021 Enterprise Balanced Scorecard 
 

mailto:avangraft@tpl.ca
mailto:jlalonde@tpl.ca


These are fantastic results given ongoing pandemic response efforts

https://app.powerbi.com/groups/me/reports/c5a6ad40-5d90-490b-be80-3dbf540cdeaa/ReportSection111e8f1afa62bc03f211?pbi_source=PowerPoint
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