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Meeting No. 2: Wednesday, July 13, 2016, 5:30 p.m. to 6:30 p.m.
Toronto Reference Library, Board Room, 789 Yonge Street, Toronto

Members:
Mr. Ron Carinci Ms. Dianne LeBreton
Ms. Lindsay Colley Ms. Archana Shah

Ms. Sue Graham-Nutter

Closed Meeting Requirements: If the Strategic Plan Performance Measures Committee wants to
meet in closed session (privately), a member of the committee must make a motion to do so and
give the reason why the Committee has to meet privately (Public Libraries Act, R.S.0. 1990, ¢
P.44,s.16.1).

1. Call to Order
2. Declarations of Conflicts of Interest
3. Approval of Agenda

4. Confirmation of May 31, 2016 Strategic Plan Performance Measures Committee
Meeting Minutes

5. Business Arising
6. Communications
7. Presentations

Item for Approval:
8. Strategic Plan 2016-2019: Status and Performance 60 minutes
Management Reporting Tools

Attendant Care Services can be made available with some notice.
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Toronto Public Library Board — Strategic Plan Performance Measures Committee
Meeting No. 1: Tuesday, May 31, from 5:40 p.m. to 7:25 p.m.
Toronto Reference Library, Board Room, 789 Yonge Street, Toronto

Members Present:

Mr. Ron Carinci

Ms. Lindsay Colley
Ms. Dianne LeBreton
Ms. Sue Graham-Nutter

Regrets:
Ms. Archana Shah

SPPM Call to Order
16-001 Elizabeth Glass, Director, Policy, Planning & Performance Management and the
City Librarian’s designate, called the meeting to order at 5:40 p.m.

SPPM Election of Chair of the Strategic Plan Performance Measures Committee
16-002 Elizabeth Glass called for nominations for the Chair of the Strategic Plan
Performance Measures Steering Committee.

Moved by R. Carinci:
That:
1. Dianne LeBreton be nominated for Chair.
Carried
Dianne LeBreton agreed to stand for election.

There being no further nominations, it was:
Moved by L. Colley:
That the Strategic Plan Performance Measures Committee:
1. closes nominations.

Carried
Elizabeth Glass declared Dianne LeBreton duly elected Chair of the Strategic Plan
Performance Measures Committee by acclamation.

Dianne LeBreton assumed the Chair.
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Toronto Public Library Board — Strategic Plan Performance Measures Committee
Meeting No. 1: Tuesday, May 31, from 5:40 p.m. to 7:25 p.m.
Toronto Reference Library, Board Room, 789 Yonge Street, Toronto

SPPM Declarations of Conflict of Interest
16-003 There were no Declarations of Conflict of Interest by members of the Strategic
Plan Performance Measures Committee.

SPPM Approval of Agenda
16-004 Moved by R. Carinci:
That the Strategic Plan Performance Measures Committee:
1. approves the agenda
Carried

SPPM Communications
16-005 There were no Communications items at the May 31, 2016 Strategic Plan
Performance Measures Committee meeting.

SPPM Presentations
16-006 There were no public presentations at the May 31, 2016 Strategic Plan
Performance Measures Committee meeting.

Item for Approval:
SPPM  Strategic Plan 2016-2019: Status and Performance Management Reporting Tools

Elizabeth Glass and Michele Melady, Acting Manager, Planning & Development,
provided a presentation on status and performance management reporting tools.

16-007 Committee Decision
Moved by R. Carinci
That the Strategic Plan Performance Measurement Committee:

1. considers the summary of Toronto Public Library’s strategic priority
alignment with key City strategies for information (Attachment 1);
2. considers the template that will be used for the semi-annual status report

on Strategic Plan activities for 2016 for presentation to the Library Board
in June for information (Attachment 2);
3. considers the Draft Strategic Plan Dashboard to provide recommendations
on the format so that staff can make revisions and populate the template
with measures for the next Steering Committee Meeting (Attachment 3).
Carried as amended
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Toronto Public Library Board — Strategic Plan Performance Measures Committee
Meeting No. 1: Tuesday, May 31, from 5:40 p.m. to 7:25 p.m.
Toronto Reference Library, Board Room, 789 Yonge Street, Toronto

Motions:

See the following:

Moved by R. Carinci:

That the Strategic Plan Performance Measures Committee:

1. considers the summary of Toronto Public Library’s strategic priority
alignment with key City strategies for information (Attachment 1);
2. endorses the template that will be used for the semi-annual status report

on Strategic Plan activities for 2016 for presentation to the Library Board
in June for information (Attachment 2);

3. considers the Draft Strategic Plan Dashboard to provide
recommendations on the format so that staff can make revisions and
populate the template with measures for the next Steering Committee
Meeting (Attachment 3).

Amended

Moved in amendment by S. Graham-Nutter:

That the Motion moved by R. Carinci be amended to change the word “endorses”

in Recommendation 2 to the word “considers” so that it reads as follows:

1. considers the template that will be used for the semi-annual status report
on Strategic Plan activities for 2016 for presentation to the Library Board
in June for information (Attachment 2);

Carried
SPPM  Adjournment
16-008 Moved by S. Graham-Nutter:
That the Strategic Plan Performance Measures Committee:
1.  adjourns the May 31, 2016 Strategic Plan Performance Measures
Committee meeting.
Carried

The meeting ended at 7:25 p.m.

Signed:




Vo Y STAFF REPORT '

LIBRA RY ACTION REQUIRED

Strategic Plan 2016-2019: Status and Performance
Management Reporting Tools

Date: July 13, 2016
To: Strategic Plan Performance Measures Committee
From: City Librarian

SUMMARY

The purpose of this report is to provide definitions, sample score card KPIs/indicators and a
presentation format to the Strategic Plan Performance Measures Committee for discussion
and input. The mandate of the Committee is to provide advice and recommendations to the
Board for strengthening the Board’s monitoring and assessment of the Strategic Plan’s
implementation for compliance and progress.

RECOMMENDATIONS

The City Librarian recommends that the Strategic Plan Performance Measures
Committee:

1. considers the attached presentation materials; and

2. directs staff to further develop the balanced score card, key performance indicators
and the Strategic Plan dashboard and indicators for a Strategic Plan Performance
Measures Steering Committee meeting in September.

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 is in
agreement with it.
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ALIGNMENT WITH STRATEGIC PLAN

The Strategic Plan Performance Measures Committee’s input into reporting tools will
strengthen the Board’s monitoring and assessment of the strategic plan, improve results and
public accountability.

DECISION HISTORY

At its December 14, 2015 meeting, the Library Board approved Expanding Access, Increasing
Opportunity, Building Connections — Toronto Public Library’s Strategic Plan 2016-2019:
http://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2015/dec14/10c-spsc-strategic-plan-2016-2019.pdf

At its February 22, 2016 meeting, the Library Board approved the following report: Strategic
Planning Steering Committee: Strategic Plan 2016-2019: Key Messages and Communications
Plan:

http://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2016/feb22/14c-spsc-strategic-plan-2016-2019.pdf

At its April 25, 2016 meeting, the Library Board received the following report: Strategic
Plan Performance Measures Committee: Terms of Reference and approved the Terms of
Reference for the Strategic Plan Performance Measures Committee as outlined in
Attachment 1:

http://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2016/apr25/12-performance-measures-committee-terms-of-

reference.pdf

At its May 31, 2016 meeting, the Strategic Plan Performance Measures Committee received
the following report and considered the template for the semi-annual status report on
Strategic Plan activities for 2016 for presentation to the Library Board in June for
information.

http://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2016/may31/07-strategic-plan-status-and-performance-mgmt-
reporting-tools.pdf

COMMENTS

Successful reporting on the strategic plan will address the following criteria:

e Reports and information are publicly available to enhance accountability and
transparency;

Alignment with the City of Toronto’s strategies is demonstrated;

Semi-annual and annual progress updates are available in a timely manner;

Reports are clear and easy to understand;

Reports are based on current and accurate data;

Measures are relevant and meaningful to demonstrate the outcomes for residents and the
impact of the Library’s strategic investments;
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e Dashboard and tools are built over four years with additional measures to reflect new
initiatives and to incorporate outcomes established by TPL and partners;
e Current year’s results inform the development of next year’s work plan.

The attached definitions, sample score card KPIs/indicators and a presentation format are
provided for discussion and input.

CONTACT

Elizabeth Glass; Director, Planning, Policy, & E-Service Delivery;
Tel: 416-395-5602; E-mail: eglass@torontopubliclibrary.ca

Michele Melady; Acting Manager, Planning & Development; Tel: 416-395-5551;
E-mail: mmelady@torontopubliclibrary.ca

SIGNATURE

Vickery Bowles
City Librarian

ATTACHMENTS

Attachment 1:  Strategic Plan 2016-2019 — Implementation, Compliance and Progress
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Strategic Plan 2016-2019
Implementation, Compliance and
Progress

Strategic Plan Performance Measures Committee
June 29, 2016
Boardroom, Toronto Reference Library



IBRARY Committee Mandate

Mandate of the Strategic Plan Performance
Measures Committee:

“To provide advice and recommendations to the
Board for strengthening the Board’s monitoring and
assessment of the Strategic Plan’s implementation for
compliance and progress.”




RARY Progress to Date

Approved by Library Board, December 2015 -
June 2016:

e Strategic Plan priorities

* Key public-facing messages, including broad outcome
statements

* 2016 work plan activities and indicators
* Status update on work plan activities

Focus now is on finalizing tools and indicators to
measure the outcomes and impact of the
Strategic Plan.




IBRARY Definitions

Balanced Scorecard: A performance measurement tool
developed in 1992 by Harvard Business School professor Robert
S. Kaplan and management consultant David P. Norton. The
balanced scorecard provides a framework for managers to use in
linking different types of measurement together. Kaplan and
Norton recommend looking at the business from four
perspectives: the customer’s perspective, an internal business
perspective, an innovation and learning perspective, and the
financial perspective.

Balance scorecard. Encyclopedia of Business. Gale. 2000.




LIBRARY Definitions

Logic Model: used in program development, implementation
and evaluation; shows the if/then (causal) relationship between
the elements of a program.

INPUT OUTPUT OUTCOME IMPACT
resource operational stakeholder/user &/ community 4
perspective perspective perspective 4P/ perspective 4
¢ Space ¢ Training module ¢ Increased skill o Lower dropout rates
¢ Supplies ¢ Program o Know-how or know-that| e Increased
¢ Funding ¢ Report ¢ Change in behaviour employment levels
o Staff o # of Programs Held or aftitude ¢ Increased recovery
! o Equipment ¢ # of Program Attendees ¢ Change in status rates

Adapted from Measuring What Matrers: A Libeory/LRC Outcomes Assessment Monual
by Bonnie Gratch Lindauer, Learning Resources Association, 2000




RARY Definitions

Theory of Change: Atheory of change explains how to
produce desired outcomes. It is explanatory. A logic model just
has to be sequential (inputs before activities, activities before
outcomes), logical, and reasonable. In contrast, a theory of
change must explain why the activities produce the outcomes.

Patton, M.Q. (2014). Evaluation Flash Cards. Embedding Evaluative Thinking in Organizational Culture. St.
Paul, Minnesota. Otto Bremer Foundation. http://www.ottobremer.org/sites/default/files/fact-
sheets/OBF_flashcards_201402.pdf

Collective Impact: The commitment of a group of important
actors from different sectors to a common agenda for solving a
specific social problem, using a structured form of collaboration.

Kania, J. and Kramer, M. (2011). Collective Impact. Stanford Social Innovation Review. [online] Available at:
http://www.ssireview.org/articles/entry/collective_impact




IBRARY Definitions

Inputs are resources dedicated to achieving program
outcomes and are used in the delivery of a service.

Outputs are the direct products of program activities, usually
measured in terms of the volume of work accomplished.

Outcomes are the benefits or changes for participants (or
communities) during or after their involvement with a program or
service.

United Way of Greater Toronto. (2004) A Toolkit for Outcome Measurement. Toronto.
http://www.fusionyouthcentre.ca/corporate/images/impact/resources/United%20Way%20Toronto%200utcom

e%20Measurement%20Toolkit.pdf
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IBRARY Definitions

Impact is what nonprofit organizations and the funders who
support them seek to achieve — making real differences in the

world.

Brest, P. (2010). “The Power of Theories of Change”. Standford Social Innovation Review. Spring.
http://sc4ccm.jsi.com/files/2012/10/The-Power-Of-Theories-Of-Change.pdf




IBRARY Definitions

Indicators are specific items of information that track a
program’s success.

Outcome Measurement is a process of regular monitoring
of the results of a program for its participants or organization
against agreed-upon goals and objectives.

United Way of Greater Toronto. (2004) A Toolkit for Outcome Measurement. Toronto.
http://www.fusionyouthcentre.ca/corporate/images/impact/resources/United%20Way%20Toronto%200utcom
e%20Measurement%20Toolkit.pdf
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IBRARY Definitions

Baseline: Information that is used as a starting point by which
to compare other information.

baseline. 2016. in Merriam-Webster.com. Retrieved June 21, 2016, from http://www.merriam-
webster.com/dictionary/baseline

Benchmark: A point of reference from which measurements
may be made. Something that serves as a standard by which

others may be measured or judged.

benchmark. 2016. in Merriam-Webster.com. Retrieved June 21, 2016, from http://www.merriam-
webster.com/dictionary/benchmark

10




OOOOOOO

Definitions

Discussion

11




IBRARY Strategic Plan Balanced Scorecard

Strategic Plan Balanced Scorecard:

= Context of TPL’'s overachieving KPI's performance

= A strategic planning and monitoring tool for
reporting on actual results, 2016-2019

» Results are analyzed from four perspectives

= Will include overarching KPIs at the system level
and Strategic Plan indicators

12




LIBRARY Strategic Plan Balanced Scorecard

Financial Perspective

Sample Overarching KPIs:

Total direct operating expenditures

Total direct operating expenditures, $ per capita

Estimated $ value of State of Good Repair backlog

Total revenues from all sources

13



IBRARY Strategic Plan Balanced Scorecard

Financial Perspective

Sample Strategic Plan Indicators:

= Total operating expenditures by dedicated strategy (e.g. Youth
Hubs, WiFi Hotspot Lending program)

= Total revenues linked to dedicated strategies
= New funding from public/private partners for strategic initiatives

= Value of increased access, opportunity and connections made
through the Library to the City of Toronto as a whole beginning
with digital services

« Measured through an updated Economic Impact Study

14



LIBRARY Strategic Plan Balanced Scorecard

Operational Perspective

Sample Overarching KPIs:

Total # of access points

Total # of open hours

Total # of circulating holdings

Total # of reference holdings

15



IBRARY Strategic Plan Balanced Scorecard

Operational Perspective

Sample Strategic Plan Indicators:

= # of new open hours on Sunday and through new models
= # of library visits increased at branches with new hours

= # of top-level strategic partners TPL engages with in the delivery
of programs/services under each dedicated strategy

= Alignment of new and existing partnerships to City and TPL
strategic goals and activities

= Economic value of expanded open hours

16



IBRARY Strategic Plan Balanced Scorecard

Customer Perspective

Sample Overarching KPIs:

= Total number of active cardholders
= Active cardholders per capita

= Total circulation

= Total circulation per capita

= Average number of times in a year circulating items are
borrowed (turnover)

17



IBRARY Strategic Plan Balanced Scorecard

Customer Perspective

Sample Strategic Plan Indicators:

= # of active memberships in NIA branches

= 0% users reporting that Library technology, collections and
service are convenient and easy to use

= 0% of residents reporting that TPL technology, training and
learning experiences helped them to advance educational,
employment and personal goals

= 0% of residents reporting that a connection to an experience,
person or community made through the Library was valuable to
them

18




LIBRARY Strategic Plan Balanced Scorecard

Learning and Growth Perspective

Sample KPIs:

= Total FTE staff per 100,000 population
= Total FTE librarians per 100,000 population
= Total training hours / # of FTE staff

19




LIBRARY Strategic Plan Balanced Scorecard

Learning and Growth Perspective

Sample Strategic Plan Indicators:

= New staff roles and training to advance strategic initiatives

= 0o of staff who report high levels of engagement and have the
knowledge and training to meet public service outcomes

= 0% of users who rate staff as knowledgeable and helpful

20




LIBRARY Strategic Plan Balanced Scorecard

= Balanced Scorecard will report:
= KPIs at the system level

= Strategic Plan indicators

= Strategic Plan Dashboard presents highlights of
strategic plan achievement, drawn from the Balanced
Scorecard.

21
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CTBRARY Strategic Plan Dashboard

Board Report | Strategic Plan 2016 Dashboard | Sample Template Attachment 3

s Y
\ 4

Improved Access
Key Indicators

[

OPEN HOURS

> A

The Outcome: BARRIER-FREE MEMBERSHIP
P Easy, local, convenient access
P To a broad range of library collections and services

P Where, when and how Torontonians of all ages

need and want them
P And an exceptional customer experience at every h
~

point of need.

MOBILE & ONLINE
TRANSACTION SERVICE OPTIONS

22



LIBRARY Strategic Plan Dashboard

Board Report | Strategic Plan 2016 Dashboard | Sample Template

)
Open Hours

274,397
(Dec 2016)
269,672 281,878
(2015) (2019)
12016 activities that moved the dial Status
Sunday service expanded to create year-round service at six District and two R & R branches, and added to 6 neighbourhood branches to provide
' seasonal Sunday service
Measure Baseline (2015) Current (2016) Target (2019)* % of Target Achieved
_ Total # of open hours 269,672 hours 274,397 hours 281,878 hours 97%

*Contributors to target open hours
b 2016: Sunday service hours expansion
> 2017: Sunday service hours expansion (year-round service at five additional district branches)

Youth Hubs hours expansion
After hours card access

P 2018: Sunday service hours expansion (year-round service at five additional district branches)
Youth Hubs hours expansion
After hours card access

P 2019: Youth Hubs hours expansion >3
After hours card access
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RARY Strategic Plan Dashboard

Board Report | Strategic Plan 2016 Dashboard | Sample Template

r
w | OPPORTUNITY
Barrier-Free Membership

-y
2016 activities that moved the dial Status
Library's policy on fines and fees reviewed to support equity and inclusion
 Marketing strategy to promote children’s membership, with targeted outreach in TSNS 2020 neighbourhoods to achieve targets and outcomes
Measure Baseline (2015) | Current (May 2016) Target (2019) % of Target Achieved
# active memberships in NIAs 182,142 180,455

24




Strategic Plan Dashboard

Board Report | Strategic Plan 2016 Dashboard | Sample Template

m | OPPORTUNITY | | CONNECTIONS |
Mobile and Online Transaction Service Options

2016 activities that moved the dial

Digital Strategy developed and endorsed by the Board to create an excellent, integrated customer service experience online and in library branches

' Policy review supports the delivery of digital services

New user-centred online services launched for 2016
Online fines payment improvements

Status
Y

~ More mobile friendly web pages
Online registration

Y
Your Account
~ Children’s online presence
Measure Baseline (2015) | Current (2016) ' Target (2019) % of Target Achieved

ko)
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ARY Strategic Plan Dashboard

Discussion
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LIBRARY Next Steps

= Refine balanced scorecard KPIs and Strategic Plan
Indicators based on feedback

= Develop annual targets

= Develop logic models for Strategic Plan key areas,
beginning with digital services

= Align and track additional indicators for City strategies as
they are developed

27




TRAR) Thank You

Elizabeth Glass
Director, Policy, Planning & Performance Management
eglass@torontopubliclibrary.ca

Michele Melady
Acting Manager, Planning & Development
mmelady@torontopubliclibrary.ca
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