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TPL's Digital Strategy

Current Digital Environment at TPL

Toronto Public Library is a $200 million organization with over 2,000 employees and
serves the public from 102 locations across Toronto.

Deployed technology includes:
+ Over 4,000 PCs for public and employee use
+ High end processing equipment for graphic design, 3D printing, etc.
+ Self serve check out at all branches
+ Free internet and WiFi at all branches
+ Online and Maobile channels including Lending, Learning, & eCommerce
+ Complete backoffice technology solutions including: Finance, HR, Employee
Collaboration, Call Centre

The technology landscape around TPL is changing rapidly:
1. Evolving demographics and user expectations
2. Technology industry capabilities
3. The changing role of the library in our communities

with ensuring efficient and effective operations.
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TPL must develop a strategy for how it will meet user’s technology expectations along
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Toronto Public Library’s Digital Strategy

The TPL Digital Strategy modernizes the customer experience, makes the library more
nimble, responsive and efficient through strategic partnerships, and transforms back office
infrastructure

Digital Requirements
L Be where our Customers are — Mobile, Online, Branch,

‘comenunity, Home, for Service Delvery, Customer
Engagement & Support

Digital Strategy Focus Areas
Creating the
Omni Channel

Outputs

+ Seamiess and integrated customer experience
+ Personalized and always connected

+ Services af choice defivered when and how customers want
2 A Customer’s interaction is convenient and seamless them

t
across all its channets * Web, Mobile, Apps, among other channels

experience

3. Digal services are relevant, current, and of high
quality

4 Allowfor as many products and services to be available ACCESSIng and g
in a5 many relevant channels as possible supported by . + Integrated view of and easy access to TPLs information
relevant Information Usi ng . ﬂulsln?si \rmlpmmzmmm
« policy, privaey and securtty
5. Information Is avallable to our employees for decision -
akirg Information

6. Manual processes are automated

7. Bxstngtechnology s delivered to s fllest
capabilties

Leveraging the
Cloud

« Realize benefits of technology commoditzation
+ Agile, nimble and responsive technology environment

8 Technology is defivered in a rimble, imely and agile + Focus on care library functions
way

9. Anemployess’ geographic location becomes less
relevant

« Culture of innovation and delivery
« Skills,tools and training

« Speed to market

« Business process re-engineering and change management

10, It should be easy for employees to embrace new 1 1
techoologes s et i et Investing in

11 TPUs staff are equipped to champion a modernized
Customer Experience

Employees

What does TPL’s Strategic Plan mean for Digital?
TPLU’s Strategic Plan must be the principle guide in the development of a Digital Strategy
Strategic Priorities 2016-2019 Strategic Technology OQutcomes

Advancing our Digital Platform

Customers can access Channels, Products
ond Services In the way they feel most
1. A Modemnized Customer @mfortable
X + inkranch
Experience +  Online
+ mobile
« Programs

TRL leverages the technology community
) in the city to enable and enhance its
2. Partnered with the

services
i Technology Communi *  Notfor profit
Establishing Toronto public library as BY ity el

«  Private Industry

Toronto's centre for lifelong and self-

directed learning P .
an eficient and effective back of house
operation enabled by updoted

3. Transformed Backoffice ~ 9PPiotions, processes, and training
" Office productivity

Infrastructure +  Enterprise systams
«  information Management
- Technology Infrastructure

What must TPL do to achieve these outcomes?

How do we move forward?

Achieving the outcomes of the strategy will involve a four step process. While each step
of the strategy is meant to be sequential, execution will happen continuously

Research into best

practices of other

comparable
organizations. Define
opportunities and
challenges. Straw man
design complete

multiple internal and
external stakeholders
to explore and test

ideas

( Gather feedback from

Current State

Consultations
Assessment

We are here
Planning
Prioritize initiatives
based on urgency and
impact. Define tactics
to begin achieving the
desired end state.
Clear budget and
timelines delivered

With an understanding
of the current state and
feedback from
stakeholders, a desired
end state is designed.
Constraints are
factored in
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Design & Architecture — Getting Started LIBRARY

1. Re-organize the Digital Services & Emerging Technologies team
to align with Digital Strategy and to break down barriers

2. ldentify key technology enablers of the Digital Strategy and
determine maturity of capabilities

3. Formulate Projects & Programs to guide spend and align current
execution with desired future state



Digital Services and Emerging Technology Team LIBRARY

To begin executing on the Digital and Technology strategy, changes must be made
to the Digital Services and Emerging Technology organization.

Digital and
Technology

el Plannl.ng, Operations & Technology
Management & Portfolio & - Infrastructure
CRM Architecture
* Integrates multiple * Manages data * Responsible for all IT * Manages all Employee * Manages all
touch points with the governance processes resource planning facing technology technology
customer to create a ensuring data quality * Manages annual IT Manages IT Service infrastructure (e.g.
seamless integration and privacy controls operating and capital Desk Data Centre, Network,
with TPL.ca are in place budgets * Responsible for Hardware, Security,
* Responsible for * Manages technology * Oversees all IT project implementation of etc.)
development and aspects of Customer management employee systems * Manages
deployment of new Interaction with TPL processes including and technology infrastructure
customer facing (Call Centre, etc.) reporting relationships with
technologies in * Responsible for * Responsible for vendors
multiple channels implementation of development of
(mobile, web, etc.) technology solutions enterprise
for Bl & Analytics architecture
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Toronto Public Library’s Digital Strategy LIBRAR

The TPL Digital Strategy modernizes the customer experience, makes the library more

nimble, responsive and efficient through strategic partnerships, and transforms back office
infrastructure

Digital Requirements Digital Strategy Focus Areas Outputs

" girmir:i&?L(;ﬁc,’xréearﬁc; I\E/)Iglli)\iI:r,yf)gﬂzfc;rﬁchh, C reatl n g t h e » Seamless and integrated customer experience

Engagement & Support ¢ Personalized and always connected

O m n i C h a n n e I * Services of choice delivered when and how customers want

2. A Customer’s interaction is convenient and seamless them

across all its channels eX p e ri e n Ce e Web, Mobile, Apps, among other channels
3. Digital Services are relevant, current, and of high

quality
4, Allow for as many products and services to be available Acce SS I n g a n d

e Integrated view of and easy access to TPL’s information

U Si n g ¢ Business Intelligence & Analytics

* Policy, privacy and security

in as many relevant channels as possible supported by
relevant information

5. Information is available to our employees for decision f o
making Information
6. Manual processes are automated

8 E:ipsatibniﬁt'?:‘s:hndogy s dellvered tols fullest Leve ra gi n g t h e e Realize benefits of technology commoditization

¢ Agile, nimble and responsive technology environment

8. Technology is delivered in a nimble, timely and agile C I ou d * Focus on core library functions
way

9. An employees’ geographic location becomes less
relevant

10. It should be easy for employees to embrace new I nve Sti n i n e Culture of innovation and delivery
technologies and get maximum benefit g e Skills, tools and training

* Speed to market

11.  TPU's staff are equipped to champion a modernized E m p | Oye es * Business process re-engineering and change management
Customer Experience




Creating the Omni Channel Experience — Digital Capabilities mtﬁuv

Moving from a series is discrete interactions with TPL to a complete & consistent
experience regardless of channel

Digital Capabilities Projects & Programs
/ ! / Customer \ & P J & \
9 Experience
Web P Transaction p—— Customer Relationship
Management — Working with
Programs City of Toronto on CRM RFP.
Website - Awaiting results to determine
ase
Self S next steps
Branch Collections

Transaction & Payment —
Integrated Payment
Processing (self serve

Messaging & Knowledge
: . Collaboration Management 2\
Service Points payment, printing payment)

O and TPL refresh projects

Merchandising

Equipment .
Staff Discovery & Customer underway.
Promotional Search Support
Material
Customers aens Customer Hardware — Design
Catalogue and configuration of customer

facing equipment, e.g.

. Hardware &
Recommendation
Software
Call Handling White Mail
and Routing Management TPL.ca Refresh — add
Computers additional functionality (e.g.

Apps, etc.) Explore strategic
Experience
Staff Desktop Analytics

E Facilities

Mobile Policies

Computers, Kiosks, etc.

Signage

[
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DIHs

Social \ /

partnerships
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Accessing and Using Information — Digital Capabilities mﬁtv

Managing and providing access to TPLs information for the organization to digest and use in
various business processes

e Information Capabilities Digital Capabilities Projects & Programs N\
B
% N Data Analyics — Exploring
Budgeting & capabilities of existing tool
N Planning ) Predictive Data sets. Several quick wins
Analytics & Al Warehousing identified (Blue Cloud,
[ Enterprise ) Power BI, etc.)
Resource - Data
( )\

Integration — Investigating
options for solutions to
consolidate information

Customer . Ad Hoc
Customers | Employees Management

~
J

from multiple sources

. J
s N\ Discovery & . o

Reporting Data Governance —
(& J A

Query & D — Determine extent and
( S ) Analysis Management confidence in data being
collected.
Management

Privacy, Security and
Governance in review

Vs
\

Scorecards &




Investing in Employees — Digital Capabilities

Enabling a TPL Employee with current, relevant and reliable technology support in their day
to day roles and reacting quickly to a changing environment

-

Digital Capabilities

Innovation

Agility

Collaboration
Hardware &
Software

Employees

Productivity

Change
Management
Self Service

Projects & Programs

Office productivity and
collaboration — Complete
desktop environment
including software, hardware,
connectivity, etc.

Enterprise Resource Planning
and Operations —
Implementing and

maintaining backoffice
productivity solutions
including HRIS, ILS, Sorters,
etc.

Training, Planning,
Communications — Planning
of activities, prioritization of

work packages, training of
employees and associated
communications

~
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Leveraging the Cloud — Digital Capabilities LIBRARY
TPL must identify which cloud services it can leverage to better deliver its services to its
customers
4 )
Technology Capabilities Considerations

Infrastructure

(12as) Platform (PaaS)

Software
(SaaS)

Security Testing (Taas
(SECaas) esting (TaaS)

Integration
(INaaS)

Storage (STaaS)

Customers Employees
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While relatively transparent to most staff, the cloud is a key enabler of the Digital Strategy




Next Steps

1. Define current levels of maturity for each Digital Capability and
identify desired end state

2. Reconcile programs with current work plans and align projects
under programs

3. Identify budget and resources required to deliver on gaps

4. Continue executing on Digital & Technology Strategy - ongoing
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