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STRATEGIC PLANNING STEERING COMMITTEE
TORONTO PUBLIC LIBRARY BOARD
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Meeting No. 4: Wednesday, October 30, 2019, 4:00 p.m. to 5:30 p.m.
Toronto Reference Library, Boardroom, 789 Yonge Street, Toronto

The Toronto Reference Library is on Indigenous land. This is the traditional territory of the
Haudenosaunee Confederacy (also known as the Six Nations Confederacy), the Wendat, and the
Mississaugas of the Credit First Nation. Toronto Public Library gratefully acknowledges these
Indigenous nations for their guardianship of this land. We'd also like to remind and reaffirm, as
Torontonians and Canadians, our accountability to these Indigenous nations, and to all Indigenous
peoples and communities living in Toronto.

This land is also part of the Dish with One Spoon territory, that includes a treaty between the
Haudenosaunee Confederacy, the Anishinaabek and allied nations, to peaceably share and care for this
land, its waters, and all of the biodiversity in the Great Lakes region. All those who come to live and
work here are responsible for honouring this treaty in the spirit of peace, friendship, and respect.

Committee Members:

Mr. Fenton Jagdeo (Committee Chair) Mr. Jonathan Hoss
Ms. Andrea Geddes Poole Ms. Pam Laycock (TPL Foundation Board)
Ms. Sue Graham-Nutter Ms. Jennifer Liu

Ms. Sharilyn Hale (TPL Foundation Board) Mr. Alim Remtulla

Closed Meeting Requirements: If the Toronto Public Library Board wants to meet in closed session
(privately), a member of the Board must make a motion to do so and give the reason why the
Board has to meet privately (Public Libraries Act, R.S.0. 1990, c. P.44, s. 16.1).

1. Call to Order

2, Declarations of Conflicts of Interest

3. Approval of Agenda

4, Confirmation of September 3, 2019 Strategic Planning Steering Committee Meeting
Minutes

5. Communications

6. Presentations

Item for Action:

7. Toronto Public Library’s Strategic Plan 2020-2024: 90 minutes
Resilience, Success and Well-Being for our City and its Communities

8. Adjournment

Attendant Care Services can be made available with some notice.
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Toronto Public Library Board - Strategic Planning Steering Committee
Meeting No. 3: Tuesday, September 3, 2019, from 4:00 p.m. to 5:35 p.m.
Toronto Reference Library, Founders’ Room, 789 Yonge Street, Toronto

Members Present:

Mr. Jonathan Hoss (Acting Committee Chair)
Ms. Sue Graham-Nutter

Ms. Sharilyn Hale (TPL Foundation Board)
Mr. Jonathan Hoss

Ms. Pam Laycock (TPL Foundation Board)
Ms. Jennifer Liu

Mr. Andrea Geddes Poole

Mr. Alim Remtulla

Regrets:
Mr. Fenton Jagdeo (Committee Chair)

SPSC  Call to Order
19-017 Vickery Bowles, City Librarian, called the meeting to order at 4:00 p.m.

Ms. Bowles gratefully acknowledged that the Toronto Reference Library is on
Indigenous land. She indicated this is the traditional territory of the
Haudenosaunee Confederacy (also known as the Six Nations Confederacy),
the Wendat, and the Mississaugas of the Credit First Nation. Toronto Public
Library gratefully acknowledges these Indigenous nations for their
guardianship of this land. Ms. Bowles reminded and reaffirmed as
Torontonians and Canadians, accountability to these Indigenous nations,
and to all Indigenous peoples and communities living in Toronto.

Ms. Bowles further indicated that this land is also part of the Dish with One
Spoon territory, that includes a treaty between the Haudenosaunee
Confederacy, the Anishinaabek and allied nations, to peaceably share and
care for this land, its waters, and all of the biodiversity in the Great Lakes
region. All those who come to live and work here are responsible for
honouring this treaty in the spirit of peace, friendship, and respect.
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Toronto Public Library Board - Strategic Planning Steering Committee
Meeting No. 3: Monday, September 3, 2019, from 4:00 p.m. to 5:35 p.m.
Toronto Reference Library, Founders’ Room, 789 Yonge Street, Toronto

SPSC  Declarations of Conflicts of Interest
19-018 There were no Declarations of Conflicts of Interest by members of the
Strategic Planning Steering Committee.

SPSC  Approval of Agenda
19-019 Moved by S. Graham-Nutter:
That the Strategic Planning Steering Committee approves the agenda as revised
to:
1. add an election of an Acting Committee Chair for the September 3, 2019
meeting in the Committee Chair’s absence.
Carried

SPSC  Election of Acting Chair of the September 3, 2019 Strategic Planning
19-020 Steering Committee Meeting
Vickery Bowles called for nominations for the Acting Chair of the Strategic
Planning Steering Committee for the September 3, 2019 meeting.

Moved by P. Laycock:
That:
1. Jonathan Hoss be nominated for Acting Chair.
Carried

Jonathan Hoss agreed to stand for election.

There being no further nominations, it was:
Moved by A. Geddes Poole:
That the Strategic Planning Steering Committee:

1. closes nominations.
Carried

Vickery Bowles declared Jonathan Hoss duly elected Acting Chair of the
September 3, 2019 Strategic Planning Steering Committee meeting by

acclamation.

Jonathan Hoss assumed the Chair.
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Toronto Public Library Board - Strategic Planning Steering Committee
Meeting No. 3: Monday, September 3, 2019, from 4:00 p.m. to 5:35 p.m.
Toronto Reference Library, Founders’ Room, 789 Yonge Street, Toronto

SPSC  Confirmation of May 31, 2019 Strategic Planning Steering Committee
19-021 Meeting Minutes
Moved by A. Geddes Poole:
That the Strategic Planning Steering Committee:
1. confirms the Minutes of the May 31, 2019 Strategic Planning Steering
Committee meeting.
Carried

SPSC Communications
19-022 There were no Communications items at the September 3, 2019 Strategic
Planning Steering Committee meeting.

SPSC  Presentations
19-023 There were no Presentations at the September 3, 2019 Strategic Planning
Steering Committee meeting.

Item for Approval:

SPSC  Strategic Plan 2020-2024: Phase 2 Consultation Update and Draft

19-024 Priority Areas
The Steering Committee members reviewed the Phase 2 consultation
update, SWOT analysis and the draft priority areas and outcomes for the
new strategic plan. The members provided the input and feedback outlined
below:

Identified Five Draft Priority Areas for the Strategic Plan 2020-2024:
Library as public space

Workforce and skills development

Digital inclusion and digital literacy

Public libraries as facilitators and defenders of democratic values
Staff: Key to our success

uhwh =
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Toronto Public Library Board - Strategic Planning Steering Committee
Meeting No. 3: Monday, September 3, 2019, from 4:00 p.m. to 5:35 p.m.
Toronto Reference Library, Founders’ Room, 789 Yonge Street, Toronto

Strategic Plan 2020-2024: Phase 2 Consultation Update and Draft Priority
Areas - continued
Below are key highlights from the discussion:

Clearly articulate the unique value proposition of library spaces and how
it differs from other public spaces

Further explore the unique role of the Library in contributing to
workforce and skills development and the potential partnerships the
Library can develop

Digital inclusion and digital literacy should continue to be a strategic
area of focus for the Library

Public libraries play a critical role as facilitators and defenders of
democratic values. This is an area where the library can differentiate
itself from other institutions and services.

Staff are essential to the organization and the delivery of the new
strategic plan. Further specify the outcomes for staff and identify the skill
sets required by staff to work in new and changing service environments
In addition to equipping staff with training and tools, the Library should
showcase the changing role of library staff, identify staff needs to
improve job satisfaction and staff engagement and encourage staff to
participate in self-directed learning to enrich professional development.
Further explore how equity can be incorporated into the new strategic
plan via consultations with communities, members of the public and City
partners

Next Steps

Once phase 2 consultations conclude, staff will finalize the plan, which
will include draft priority areas, outcomes, key performance indicators
and sample activities, informed by consultation. The plan will be
presented to the Strategic Planning Steering Committee for input and
endorsement in October and then a final plan will be presented to the
Library Board in November for approval.
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Toronto Public Library Board - Strategic Planning Steering Committee
Meeting No. 3: Monday, September 3, 2019, from 4:00 p.m. to 5:35 p.m.
Toronto Reference Library, Founders’ Room, 789 Yonge Street, Toronto

Strategic Plan 2020-2024: Phase 2 Consultation Update and Draft Priority
Areas - continued

Moved by A. Remtulla:

That the Strategic Planning Steering Committee:

1. receives the draft priority areas and outcomes for the Strategic Plan
2020-2024 as outlined in the report; and
2. recommends the draft priority areas and outcomes to the Toronto Public

Library Board for approval and asks the Toronto Public Library Board to
direct staff to prepare a final draft of the strategic plan with sample
activities and key performance indicators.

Carried
SPSC  Adjournment
19-025 Moved by A. Geddes Poole:
That the Strategic Planning Steering Committee:
1. adjourns the September 3, 2019 Strategic Planning Steering Committee
meeting.
Carried

The meeting ended at 5:35 p.m.

Signed:
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Toronto Public Library’s Strategic Plan 2020-2024:

Resilience, Success and Well-Being for our City and its
Communities

Date: October 30, 2019
To: Strategic Planning Steering Committee
From: City Librarian

SUMMARY

At its September 23, 2019 meeting, the Toronto Public Library Board approved the
draft priority areas for the new strategic plan. The purpose of this report is to provide
the Strategic Planning Steering Committee an overview of the refined strategic plan
priorities and outcomes based on phase two public and stakeholder consultation and
feedback from the TPLB Strategic Planning Steering Committee.

To develop the plan, Toronto Public Library (TPL) conducted a detailed environmental
scan, including a SWOT (strengths, weaknesses, opportunities, threats) analysis, and
extensive public and stakeholder consultation beginning in April and continuing
through September. To date, over 4,100 staff, residents, stakeholders, and partners
have participated in the process.

As a result of this research and consultation, the five priorities of the new strategic
plan are:

A. Creating inspiring, inclusive and sustainable public spaces

B. Expanding access to technology and digital literacy training

C. Empowering Torontonians to succeed in the changing workforce and
economy

D. Investing in staff to deliver exceptional customer experiences in a complex and
changing environment

E. Facilitating and defending democratic values
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The new strategic plan describes how the Library will better inform, engage and
connect Toronto and its residents in the five priorities. Torontonians will experience
greater awareness, access, and use of library services in ways that uniquely serve
their needs. The impact of the overall plan is to make Toronto and its communities
more resilient, successful and well.

The strategic priorities and outcomes align with and support City strategies and
directions, including Toronto’s Poverty Reduction Strategy, Toronto’s Strong
Neighbourhoods Strategy, Toronto's Resilience Strategy, Seniors Strategy,
Disaggregated Data Strategy, Toronto Newcomer Strategy, TransformTO and Youth
Equity Strategy.

Transparency and accountability of the new plan will be supported through an
enhanced accountability framework to communicate and measure shared outcomes
for the strategic priorities with regular reporting on our progress.

Next steps include:
e creating a comprehensive version of the plan;
e developing an engagement strategy to inform staff, residents, stakeholders,
partners and funders;
e acommunication toolkit for staff;
e incorporating the plan into the operation and budget submissions;
e the Toronto Public Library’'s fundraising priorities; and
e prioritizing strategic activities in business planning.

RECOMMENDATIONS

The City Librarian recommends that the Strategic Planning Steering
Committee:

1. receives the consultation report for information as outlined in Attachment 1;

2. recommends the strategic plan priorities and outcomes to the Toronto
Public Library Board for approval in November 2019 as outlined in
Attachment 2.

FINANCIAL IMPACT

The costs associated with the development of the strategic plan have been
incorporated in the 2019 operating budget.
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The Director, Finance & Treasurer has reviewed this financial impact statement and
agrees with it.

DECISION HISTORY

At its April 2017 meeting, the Library Board endorsed the strategies for Indigenous
initiatives for consultation with the Indigenous communities in Toronto:
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2017/apr18/12-strategies-for-indigenous-

initiatives.pdf

At its February 2019 meeting, the Library Board approved the terms of reference
for the Strategic Planning Steering Committee:
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2019/feb25/04-selection-of-committee-members-
2019-combined.pdf

At its March 2019 meeting, the Library Board approved the Creating a New Strategic
Plan: 2020-2024 report:

https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2019/mar25/13-creating-a-new-strategic-plan-2020-
2024-combined.pdf

At its April 2019 meeting, the Library Board approved the Strategic Plan 2020-2024:
Preliminary Environmental Scan and Consultation Plan report:
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2019/apr29/11-spsc-strat-plan-2020-2024-prel-
environ-scan-and-consult-plan-combined.pdf

At its June 2019 meeting, the Library Board approved the Strategic Plan 2020-2024:
Environmental Scan and Phase 1 Consultation Results report:
https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2019/jun17/11b-spsc-strat-plan-2020-2024-enviro-
scan-and-consult-plan-combined.pdf

At its September 2019 meeting, the Library Board approved the Strategic Plan 2020-
2024: Strategic Plan 2020-2024: Phase 2 Consultation Update and Draft Priority Areas
report: https://www.torontopubliclibrary.ca/content/about-the-
library/pdfs/board/meetings/2019/sep23/12b-spsc-strat-plan-2020-2024-phase-2-
consltn-update-draft-priority-area-combined.pdf
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COMMENTS

Public and Stakeholder Consultation

Consultation with staff, public, partners and stakeholders has validated and refined
the scope and direction of the new strategic plan and priorities. Overall, 4,127 staff,
public, community partners and stakeholders have participated in the process.
Consultation took place in two phases, each inviting broad participation and input
from the staff, public, partners and stakeholders. The majority of participation
(3,435 or 83%) was from members of the public. The overall results from the
consultation aligns with the environmental scan and informs and contributes to the
strategic priorities, outcomes and actions/activities (see Attachment 1 Strategic
Plan 2020-2024 Consultation Report).

Phase two consultation validated and refined the draft focus areas. The discussions
included how the Library can play an impactful role across our focus areas, and
identifying possible actions and activities the Library could take to support the new
strategic plan.

Residents, partners and stakeholders have identified public space, technology
services, digital literacy training and workforce and skills development as key areas
for the Library to continue to build awareness, access, and use over the next five
years. Customers and community partners highly value library staff and have
expressed the vital role that library staff have in delivering excellent customer
service, and building and strengthening partnerships. Advancing equity and
inclusion was a prominent theme throughout the consultation.

A public survey of Toronto residents by a third party is underway and results will be
available in November 2019 to inform the actions for the strategic plan.

Overall, the results from the consultation will continue to inform the strategic plan
work plan for 2020 and beyond.

Strategic Plan 2020-2024 Priorities and Outcomes

The draft priority areas for the new strategic plan were approved by the Library
Board on September 23. The priority areas and outcomes have been refined based
on phase two public and stakeholder consultation and feedback from the TPLB
Strategic Planning Steering Committee.

The following changes were made:
A. Creating inspiring, inclusive and sustainable public spaces
e Previously titled: Library as public space
e Further defined scope
B. Expanding access to technology and digital literacy training
e Previously titled: Digital inclusion and digital literacy
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¢ No change to scope
C. Empowering Torontonians to succeed in the changing workforce and
economy
e Previously titled: Workforce and skills development
e Further defined scope
D. Investing in staff to deliver exceptional customer experiences in a complex and
changing environment
e Previously titled: Staff: Key to Our Success
e Further defined scope to align with TPL's customer experience strategy
E. Facilitating and defending democratic values
e Previously titled: Public libraries as facilitators and defenders of
democratic values
e Further defined scope

The strategic plan priorities and outcomes are outlined in Attachment 2.

Enablers of the plan
Library staff also heard through consultation with the public and staff that the
following are important enablers of successful outcomes for the Library:

+ An enhanced accountability framework that communicates and measures
shared outcomes

+ New and enriched partnerships to expand TPL's reach and impact

+ The modernization of public library service through the Library's brand
framework, customer experience strategy and digital strategy

These enablers will be included in the comprehensive version of the plan.

Advancing equitable outcomes for all

In April 2017, TPL began strategies for Indigenous initiatives at the Library as part
of TPL's response to the Truth and Reconciliation Commission’s (TRC) 94 Calls to
Action. TPL has an important role to play in the Reconciliation process by: bringing
together Indigenous and non-Indigenous communities in a culturally safe and
relevant space, and helping to facilitate public education and awareness on Truth
and Reconciliation, residential schools and treaty relationships.

InJune 2019, TPL hired an Indigenous third party firm that led the development of
an Indigenous engagement plan and strategy session. The engagement session
was very informative for both TPL representatives and the participants who were
invited. The engagement session is part of TPL's ongoing and long-term
commitment to Reconciliation. TPL will continue to engage with Indigenous
communities and deliver on Indigenous initiatives as part of the new strategic plan.
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On September 19, 2019, the Library held an Equity and Inclusion Roundtable with
93 leaders in the field of Equity and Inclusion, social service providers, as well as
people with lived experience from equity-seeking groups and vulnerable
populations across Toronto, to discuss the Library's role in addressing the growing
inequity in our city.

Feedback was provided to the Library to apply an equity lens for data collection and
evaluation, partnerships and community development, workforce and skills
development for TPL staff and Torontonians, and library space. The Library is
committed to addressing this theme in the strategy and emphasizing the
importance of equity within the strategic plan.

To ensure that all Torontonians benefit from our strategy, the Library will develop
an accountability framework that is supported by an evidenced-based approach to
measuring the outcomes we support for our city and its communities.

We will apply two lenses to our five priority areas:
e increasing equitable outcomes for all; and
e addressing the Truth and Reconciliation Commission of Canada: Calls to
Action

Next Steps
Next steps include:
e creating a comprehensive version of the plan;
e developing an engagement strategy to inform staff, residents, stakeholders,
partners and funders;
e a communication toolkit for staff;
e incorporating the plan into the operation and budget submissions;
e the Toronto Public Library’s fundraising priorities; and
e prioritizing strategic activities in business planning.

CONTACT

Elizabeth Glass; Director, Policy, Planning & Performance Management;
Tel: 416-395-5602; Email: eglass@tpl.ca

Shawn Mitchell; Manager, Planning & Development; Tel: 416-395-5551;
Email: smitchell@tpl.ca
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SIGNATURE

Vickery Bowles
City Librarian

ATTACHMENTS

Attachment 1: Strategic Plan 2020-2024: Consultation Report
Attachment 2: Strategic Plan 2020-2024: Priorities and Outcomes
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Attachment 1
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Strategic Plan 2020-2024: Consultation Report

Consultation process

From spring through fall 2019, Toronto Public Library (TPL) provided many opportunities
for staff, public, stakeholders and partners to share ideas to help shape the Library's next
strategic plan and priorities. The consultation plan built on recent public and stakeholder
consultation, including TPL Experience 360 (Spring 2018) and Staff Town Halls (February to
April 2019) and took place in two phases, each inviting broad participation and input from
the staff, public, partners and stakeholders. Feedback was also received from ongoing TPL
engagements, including TPL's Indigenous engagement plan and strategy session, Toronto
Council on Aging civic engagement event, and TPL's services to vulnerable persons needs
assessment.

A public survey of Toronto residents by a third party is underway and results will be
available in November 2019 to inform the actions for the strategic plan.

Phase One

The purpose of phase one consultation was to hear from the public and community
partners on what the Library means to them and what opportunities they see for the
Library for the next five years. The first phase of the public and stakeholder consultation
ran from April 15 to May 12, and included an online survey for residents and branch-led
public and community partner consultation.

Phase Two

The purpose of phase two consultation was to seek further input from TPL staff, the
public, partners and stakeholders in order to validate and refine the draft focus areas. The
discussions included how the Library can play an impactful role across our focus areas,
and identifying possible actions and activities the Library could take to support the new
strategic plan. The second phase consultation ran from June 10 to September 19. Key
events included a Technology Roundtable, Equity and Inclusion Roundtable, as well as
meetings with Toronto Public Library Foundation (TPLF), Friends of the Library, Toronto
Public Library Innovation Council, Toronto Public Library Workers Union Local 4948,
Toronto Public Library Indigenous Advisory Council, Toronto Public Library Board Strategic
Planning Steering Committee (TPLB SPSC), and targeted public consultation in
neighbourhood improvement areas.

Strategic Plan 2020-2024: Consultation Report 1



Attachment 1

Response to the consultation

Overall, 4,127 staff, public, community partners and stakeholders have participated in the
process. The majority of participation (3,435 or 83%) was from members of the public (See
Figure 1).

Figure 1. Responses by respondent type

Respondent Questionnaires | Free-format responses | Total
(e.g. focus groups
participants)

Library staff 506 506
Members of the public 3165 270 3435
Community partners 27* 4* 31

Stakeholders (e.g. Technology 155 155

Roundtable, Equity & Inclusion
Roundtable, TPLF, Local 4948,
TPLB SPSC)

Total 3192 935 4127

*Number of organizations consulted

Summary of results

Consultation with staff, public, partners and stakeholders validated and refined the scope
and direction of the new strategic plan. The overall results from the consultation aligns
with the environmental scan and informs and contributes to the strategic priorities,
outcomes and actions/activities.

Residents, partners and stakeholders have identified public space, technology services
and digital literacy training, and workforce and skills development as key areas for the
Library to continue to build awareness, access, and use over the next five years.
Customers and community partners highly value library staff and have expressed the vital
role that library staff play in delivering excellent customer service, and building and
strengthening partnerships. Advancing equity and inclusion was a prominent theme
throughout the consultation. The Library is committed to addressing this theme in the
strategy and emphasizing the importance of equity within the strategic plan.

Overall, the results from the consultation will continue to inform the strategic plan work
plan for 2020 and beyond.

See Appendix A for results from the consultation.

Strategic Plan 2020-2024: Consultation Report 2



Attachment 1

Appendix A: Results from the consultation

Library Staff

Over the course of four sessions, 446 staff from departments across the Library
participated in the Strategic Plan 2020 staff town halls from February to April 2019. Staff
came together to offer their ideas and feedback to inform the development of the new
strategic plan.

When asked where the Library can add the most value in bridging divides and
supporting our city’'s residents, staff identified these top three areas:

1. Vulnerable Customers & Social Work: Staff believe the Library can do a better job
of effectively addressing the needs of vulnerable customers, with social workers
playing a key role.

2. Seniors & Technology: Staff recommends a targeted strategic focus for seniors,
and identified a connection between vulnerable seniors and technology.

3. Newcomers & Supports: Staff believe the Library can be more sensitive to issues
facing newcomers and provide additional support such as fine forgiveness.

In addition, staff have expressed safety in the workplace as an increasing concern and
emphasized the need for relevant training, tools, resources and supports to enable them
to do their work.

Consultation with staff has been ongoing throughout the strategic plan development
process, including feedback on the priority areas from staff across the Library who are
subject matter experts in those areas and directly serve Indigenous communities, equity-
seeking groups and vulnerable populations. Their input informed the context and scope of
the priorities and outcomes. A total of 60 staff have been part of this process.

As a next phase of staff consultation, a questionnaire will be sent out to all staff to ask for
their input to prioritize actions/activities for each of the priorities. Their input will help
inform the strategic plan work plan for 2020 and beyond.

Members of the public

Consultation with members of the public ran from April 15 to September 13. Consultation
formats included questionnaires and branch-led focus groups. Consultation toolkits were
also made available for staff to use at library and community events to engage residents.

Public Survey (April 15 to May 12)

A public survey was promoted on tpl.ca, in branches and community events, the Library’s
Wi-Fi landing page and computer workstations, and on the Your Account web page. The
survey focused on asking Torontonians what the Library means to them and what
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opportunities they see for the next five years. Overall, 2,690 Torontonians across the city
responded to the survey.

When asked to look five years into the future and think about any challenges they
see for themselves or their community, Torontonians identified these top seven
areas:

1. Fear of potential budget and funding cuts to services in the city

2. Affordability and cost of living as life in the city is becoming more expensive

3. Concern about the environment (e.g. climate change) and the impact that it will
have on the future

4. An aging population and the challenges associated with the changing
demographics

5. Increasing population density and overcrowding in the city

6. City’'s infrastructure in particular the state of traffic and congestion,
overcrowding, lack of public transit and lack of available, affordable housing
options

7. Access to public spaces in particular community and library spaces

“Affordability. Housing, childcare, food, services. This city is becoming an unaffordable city.
With higher prices, the library is the last free place in the city to enjoy”

Phase one public survey, April 15 to May 12

The results identified a range of challenges that differed by age. Youth identified the
environment, school and education, and employment and finding a job while older adults
identified budget cuts, government and concerns for seniors as challenges (see Figure 2).

Figure 2. Top 3 challenges faced by age group

Age Group Top 3 challenges identified

Children under 12 * the environment

school and education

library collections

the environment

school and education
employment and finding a job
the environment

affordability

employment and finding a job
affordability

the environment

budget cuts

Ages 13to 17 *

Ages 18to 24 *

Ages 25to 29 *

WN =W =N =N =
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Age Group Top 3 challenges identified
Ages 30to 34 * affordability

budget cuts
concerns for children
budget cuts
affordability
population density
concerns for seniors
budget cuts
government
concerns for seniors
budget cuts

. government

* Data received by this age group does not fall within an acceptable % of error and to be indicative of the breakdown
of Toronto’s population by age group.

Ages 35 to 64

Ages 65to 74

Seniors over 75 *

WNSWDND 2N =N =

Overall, residents said the Library should continue to support individuals and communities
by providing increased access to public space and offer different types of programs and
services, including programs for different types of literacies (e.g. digital, media and print
literacy) and population-specific programming for children, youth and seniors.

“Access to space for community use - interactive spaces for the diverse groups - learning
exchanges - the library is well positioned to be a leader in creating space for discussions
and learning on tough issues.”

Phase one public survey, April 15 to May 12

Focus Groups (April 15 to May 12)

Branch-led focus groups took place at nine locations (Centennial, Jane Sheppard,
Agincourt, Fairview, Bridlewood, Barbara Frum, Brentwood, Flemingdon Park and
McGregor Park) with a total of 204 participants. The target audience for the focus groups
were youth and seniors.

Focus groups and survey themes aligned. Youth identified the environment, school and
education, and employment and finding a job as the top challenges they see for
themselves. Youth also mentioned the Library should continue to provide a variety of
programming, including workforce and skills development, homework help and
recreational and/or educational afterschool programs, along with increased access to
study spaces and technology services.

Seniors identified health issues and access to government services as top challenges they
see for themselves. Seniors also mentioned the Library should provide more health and
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wellness related information, and increase the variety of programs for seniors, including
cultural activities and digital literacy training.

Public Survey in Neighbourhood Improvement Areas (August 27 to September 13)

As part of the next phase of public consultation, Library staff conducted onsite surveys of
customers at library branches in neighbourhood improvement areas (NIAs) to increase
the participation of customers from NIAs. The onsite surveys took place at 12 locations:
Albion, Jane/Dundas, Mount Dennis, Jane/Sheppard, Parkdale, Lillian H. Smith, Cedarbrae,
Malvern, Scarborough Civic Centre, Flemingdon Park, Thorncliffe and Agincourt.

Overall, 475 customers from across the city responded to the survey. Shown in Figure 3 is
a map illustrating the number of survey respondents by geographic area for phases one
and two. The survey questions focused on asking customers to validate and refine the
draft focus areas’ and identify how the Library can play an impactful role across all focus
areas.

“Computer skill training is the basis for people who are trying to enter the workforce.
'‘Computer literacy' especially for the aging demographic.”

Phase two public survey, August 27 to September 13

When asked what type of programs and services the library should offer, customers
identified the following types:

Programs: Services:
1. Computer training 1. Wi-Fi hotspots to take home
2. Hobbies, crafts, and games 2. Accessible drop-in tutoring and
3. Arts, culture and entertaining homework help
4. Book clubs and writing programs 3. Take-home laptop/tablet lending

'Draft focus areas identified as part of phase one consultation: affordability and cost of living, vulnerable
populations and growing inequity, library as public space, changing demographics, rapid growth and
disruptive technology, responsive programming and partnerships
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Figure 3. Number of survey respondents by geographic area (Phase One & Phase Two)

r
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When asked what the library can do to better support their technology use,
customers identified:

1. Current and up-to-date hardware, faster Internet and Wi-Fi, and increased software
choices on the public computers

2. Continue to offer relevant computer training classes

Customers also expressed satisfaction with the current range of technology services and
supports.

“I use Wi-Fi to access school & work related sites, the library can support this through
providing faster internet.”

Phase two public survey, August 27 to September 13

When asked the reason for visiting the Library, customers identified:

1. Access, borrow or return items from the Library’s collection

2. Use the library space (e.g. to study, do homework, read a book, work, research,
quiet and peaceful place)

3. Use technology (e.g. computers, printers, scanners, Internet or Wi-Fi)

Focus Groups (August 22 to September 10)

Branch-led focus groups for phase two consultation took place at six locations
(Yorkwoods, Toronto Reference Library, Centennial, Thorncliffe, Agincourt and North York
Central Library), with a total of 66 participants. The target audience for the focus groups
were vulnerable populations, including youth, seniors and newcomers.

Youth identified the Library can provide more educational workshops, e.g. environment,
digital literacy and recreational programs, including physical activities that promote health
and wellness. Youth also expressed interest in having more volunteer opportunities and a
designated space for youth to study and to use for entertainment such as gaming.

Seniors identified that the Library can provide digital literacy training for seniors to learn
how to access online services, from TTC Wheel-Trans to buying groceries online. Seniors
also suggested that the Library could improve their promotion of library services to
seniors, including online and print promotions in seniors’ buildings and in the community.

Newcomers identified technology services as one of the areas that the Library should
continue to provide more services, including free Internet and Wi-Fi access, technology-
related programs, digital literacy training and access to up-to-date software and

Strategic Plan 2020-2024: Consultation Report 8



Attachment 1

hardware. Newcomers also mentioned the Library should increase its multilingual
collections and expressed their appreciation for the Library Settlement Partnership
program.

Community Partners

Consultation with community partners began on April 15 and ran through to
September 13. Consultation formats included questionnaires and branch-led focus
groups. Consultation toolkits were also made available for staff.

Community Partners Survey and Focus Groups (April 15 to September 13)

A survey was sent to existing community partners to identify community partners’ goals or
priorities in the next five years and how the Library can work with community partners to
achieve a positive impact in the community. Overall, 27 community partners responded to
the survey and four community partners participated in a focus group.

When asked what the partners’ organization’s goals or priorities in the next five
years were, partners identified the following overarching themes:

Increase awareness of programs and services offered
Expand reach and access to community services
Strengthen partnerships and service planning

Provide support and services to vulnerable populations

dwh-=

When asked how the Library can work with their organization to achieve positive
impact in the community, partners identified the following overarching themes:

1. Strengthen partnerships (e.g. program and service integration with shared
outcomes and impact)

2. Provide access to programming and community space

3. Two-way promotion of TPL and community partners’ programs and services

“TPL can provide support in the way of free spaces, community networking and promotion.

TPL has such wonderful facilities and prominence in the realm of Toronto's community life

”

Community partners survey, April 15 to September 13
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Stakeholders

As part of the stakeholder consultation, the Library held two roundtables to further refine
two topic areas that came through prominently in phase one consultation: Technology
and Equity & Inclusion.

Technology Roundtable (June 10)

On June 10, 2019, 28 leaders in technology, innovation and digital disruption, as well as
political leaders from across the province and the city, came together to discuss the
Library's role in building and supporting a robust technology sector in Toronto. Keynote
speaker Duncan Stewart, Director of Research TMT, Deloitte Canada, set some context for
the conversation by sharing his insights on what's next on the digital landscape and
upcoming trends in media and telecommunications that will affect the library sector.

The roundtable discussions that followed explored how the Library can continue to build
on its mission of expanding inclusion and access in the digital age, and how the Library
can work with partners to have the greatest impact on our city, its communities and
residents.

When asked what are the top technology and digital trends facing Torontonians,
leaders said:

1. Digital literacy opportunities and access to core and emerging technologies for all
2. Understanding of foundational technologies e.g. computer literacy
3. Affordability of technology and Internet

When asked about where the Library can add value in the technology sector, leaders
said:

1. Provide digital literacy opportunities for all ages to support school, work and daily
life

2. Provide programming around technology for all ages

3. Develop new partnerships to support access and service delivery

4. Provide access to technology including core and emerging technologies

5. Provide instruction and create awareness about digital privacy

When asked how the Library can build and strengthen new and existing
partnerships in the technology sector, leaders said:

1. Achieve a shared vision with new partners

2. Establish partnerships to deliver and teach digital literacy

3. Reimagine current business model including new ways to establish partnerships,
funding and service delivery

4. Leverage the Library's physical space to enhance service delivery and partnerships
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5. Consider partnerships with the education sector and organizations (e.g.

universities, school boards, MARs etc.) to enhance service delivery of technology

Equity & Inclusion Roundtable (September 19)

On September 19, 2019, 93 leaders in the field of Equity & Inclusion, social service
providers, as well as people with lived experience from equity-seeking groups and
vulnerable populations across Toronto, came together to discuss the Library's role in
addressing the growing inequity in our city.

Below is a synopsis of actions suggested by attendees on how the Library can address
inequity in the city.

Demographics, Data & Evaluation

Make a shift to capture social impact key performance indicators.

Prioritize measuring the impacts of programs on equity-seeking groups.
Explore collecting disaggregated demographic data to better understand TPL's
customer base and tailor services based on their needs.

Make accessibility data relating to our branches available for public use via the
Library’'s Open Data portal.

Partnerships & Community Development

Use a collective impact approach to drive change. Collective impact is an evidence-
based, cross-sector approach used to address complex and dynamic issues, like
poverty and racism.

Provide training and resources on community development strategies and
techniques to underpin library staff's interactions with equity-seeking groups and
vulnerable populations.

Host itinerate social services in library branches; the Library is a public space to
share ideas and which human service integration can occur.

Consider regular community consultation with equity-seeking groups and
vulnerable populations and incorporate best practices, such as providing honoraria
to those with lived experience.

Workforce & Skills Development

Provide soft-skills training alongside digital literacy and technology related
programming, i.e. conflict management and mediation skills; interviewing and
communication skills, etc. Consider mentorship and inter-generational programs as
avenues to explore for this kind of training and networking opportunities.

Expand volunteer opportunities to include skills-based positions that can help add
to a candidate’s resume and/or build a sense of self-worth and meaning for
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members of vulnerable populations. Consider a volunteer component to
reintegration programs for recently released populations.

Consider trends and forecasts of the City’s job market

Promote the Library as a diversity employer and reflect upon the diversity of TPL's
own leadership.

Library Spaces

Enact Accessibility for Ontarians with Disabilities Act (AODA) to ensure accessible
spaces for those with disabilities, and make information related to the accessibility
of each branch more widely available.

Leverage the Library's extensive branch network to work towards systemic change;
take up the mantel of being the most embedded institution of all city divisions.

Be led by the vision that good design and architecture can help to elevate a
community. Consider design solutions to some of the common day-to-day
challenges experienced in branches.

Continue to make library space available for residents and community groups to
use.

Consultation with stakeholders has been ongoing throughout the strategic plan

development process, including feedback on the priority areas and outcomes from
Toronto Public Library Foundation, Friends of the Library, Toronto Public Library
Innovation Council, Toronto Public Library Workers Union Local 4948, Toronto Public

Library Indigenous Advisory Council and Toronto Public Library Board Strategic Planning
Steering Committee. Input from these stakeholders has been integral to informing the
context and scope of the priorities and outcomes. A total of 34 participants have been part
of this process.

Conclusion

Consultation with staff, public, partners and stakeholders validated and refined the scope
and direction of the new strategic plan. The overall results from the consultation aligns
with the environmental scan and informs and contributes to the strategic priorities,
outcomes and actions/activities.

Residents, partners and stakeholders have identified public space, technology services
and digital literacy training, and workforce and skills development as key areas for the
Library to continue to build awareness, access, and use over the next five years.
Customers and community partners highly value library staff and have expressed the vital
role that library staff play in delivering excellent customer service and building and
strengthening partnerships. Advancing equity and inclusion was a prominent theme
throughout the consultation.
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The strategic plan is a living document and is reviewed each year to assess progress
against the identified outcomes. Consultation with staff, public, partners and stakeholders

will be ongoing to ensure the Library continues to meet the diverse and changing needs of
residents and communities.
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Strategic Plan 2020-2024: Priorities and Outcomes

Our new strategic plan focuses on five priorities that were identified through extensive
research and consultation with residents, stakeholders, partners and staff. These priorities
reflect the areas you told us were most important to help you and your community thrive
today and in the future. By advancing these priorities, we will enable our city and its

communities to be more resilient, successful and well.

With increasing urban density, there is a
growing need in our city for access to free,
comfortable, accessible and sustainable public
space to work, collaborate and connect, and to
build and celebrate community.

The challenge:

Without access to accessible public spaces,
residents may experience a feeling of social
isolation and lack of community connection,
and feel less empowered to engage in
community conversations and decision making.

The opportunity:

Libraries are a place where all people can come
to read, relax, reflect and learn - alone and with
others - at times that are convenient for them.
Libraries are welcoming neighbourhood hubs
that connect residents and communities to each
other and to resources for learning, culture,
health, play, leisure, entertainment and work.
Libraries strive to provide spaces for residents
and communities to engage in and understand
local, city, national and global issues from a
variety of different perspectives. The Library
contributes to Toronto’s sustainable climate-
resilient infrastructure.

What we will do in the next 5 years:

The Library will create and redevelop our spaces
to be accessible, inclusive, beautiful, sustainable
and reflective of the diverse and changing
needs of residents and communities. Customers
will feel an increased sense of belonging and
community connection and have increased
opportunities to participate in community
conversations and decisions.

A. Creating inspiring, inclusive and Outcomes
sustainable public spaces
The need: Short term:

Medium term:

Long term:

Torontonians gain awareness of,
have access to, and use the
variety of free, affordable,
accessible spaces for personal,
educational and professional
needs at a time that is convenient
for them

Customers experience welcoming,
inclusive, beautiful and accessible
spaces

TPL is a vital social infrastructure
within the city and is highly valued
as a community connector and
civic commons

Torontonians access public library
spaces that connect people and
communities to build resilience,
success and well-being
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Torontonians’ social and economic
participation is increasingly dependent on
their ability to navigate the digital world
and interact with digital information and
networks.

The challenge:

The high cost of technology and Internet
contribute to barriers of access. Without
access to technology and the skills
required to use it, individuals are at risk of
exclusion from resources, activities and
experiences critical to their well-being and
success.

The opportunity:

Public libraries continue to be well-
positioned to take a leading role in
addressing digital inclusion and digital
literacy in their communities and bridging
the digital divide. The Library provides
equitable access to connectivity, current
and new technologies, and training and
support for people to fully participate in
society and the economy. The Library
provides spaces where people can engage
in self-directed structured learning and/or
learn from each other, library staff or
community partners to increase digital
comfort and skills.

What we will do in the next 5 years:
The Library will continue to lead and build
digital literacy across the city, ensuring all
residents have access to technology and
the skills to use it.

B. Expanding access to technology and Outcomes
digital literacy training
The need: Short term:

Medium term:

Long term:

Torontonians gain awareness of, have
convenient access to, and use the
technology services and digital literacy
training available at the Library

Customers have digital literacy skills
that meet their individual needs and
enable them to fully participate in and
navigate the digital world

TPL is a leading institution in advancing
digital inclusion and digital literacy, and
bridging the digital divide through
equitable access to technology services
and digital literacy training

Torontonians have convenient access
to technology services and the digital
literacy training they want and need, as
well as the comfort and confidence to
use it to access and drive economic,
educational, social, health and civic
opportunities to achieve prosperity,
advancement and overall well-being
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C. Empowering Torontonians to succeed | Outcomes
in the changing workforce and economy
The need: Short term:

Torontonians require the skills and
supports to evolve and succeed in the
changing economy and workforce. The gig
economy, new technology and more
online services are driving continuous and
rapid disruption and reshaping the future
of work.

The challenge:

Without local, flexible learning and
networking opportunities, residents may
not have the skills or supports they need
to navigate education, work and life
transitions.

The opportunity:

Libraries continue to support Toronto's
workforce development and job skilling
sector by providing relevant services that
support people of all ages through
education, work and life transitions.
Libraries offer services and networking
opportunities to support financial
empowerment, as well as business and
career development.

What we will do in the next 5 years:

The Library will offer increased access to
local learning and skills development, as
well as networking and business
development opportunities in ways that
are convenient and accessible to people at
their point of need.

e Torontonians gain awareness of, have
access to, and use workforce and skills
development services at the Library

Medium term:

e Customers have the training, skills,
networking and mentoring
opportunities to support personal and
professional goals

e TPLis aleading partner in Toronto’s
workforce development and job skilling
sector, providing equitable and
affordable access to workforce and
skills development resources

Long term:

e Torontonians have convenient access
to workforce and life skills services to
achieve personal, educational and
professional goals, and contribute to
Toronto’s workforce, economy and
overall prosperity
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As Toronto grows there are new demands for
library services that are personalized, relevant,
and efficient. Libraries rely on staff with skills
and resources to respond to the changing
socioeconomic conditions in our city and the
evolving expectations and needs of our
customers.

The challenge:

Without addressing the changing skills and
competencies required by staff and librarians,
library staff will not have the relevant skills and
tools to deliver efficient, effective, future-
focused services to customers.

The opportunity:

TPL recognizes the essential role of all staff in
delivering excellent customer service to a
diverse population. TPL continues to offer
training, mentorship, networking, experiential
learning opportunities, supports and resources
so staff can deliver responsive, exceptional
customer service.

What we will do in the next 5 years:

TPL will foster a high-performing work culture
through learning and innovation that
empowers and equips all staff to deliver
excellent customer service, and develops
current and future leaders at all levels in the
Library.

D. Investing in staff to deliver exceptional Outcomes
customer experiences in a complex and

changing environment

The need: Short term:

Medium term:

Long term:

All staff gain awareness of TPL's
customer-centric service culture to
support and deliver consistently
exceptional customer service

All staff are equipped to use the
training, tools, supports and
resources to transform customers’
experience

Customers experience exceptional
customer service from all library
staff

TPL has a collaborative, innovative
and high-performing service
culture that empowers staff and
customers to achieve their full
potential

Torontonians experience
exceptional customer service that
is responsive to diverse and
changing community needs
through accessible and convenient
service channels
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E. Facilitating and defending democratic
values

Outcomes

The need:

In the fast-changing world, we are seeing more
challenges to democratic freedoms and values,
including increasing frequency and complexity
of issues related to intellectual freedom and
freedom of expression. Equitable access to
information is foundational to information
literacy, civic engagement and participation in
democratic decision-making.

The challenge:

There is an overwhelming amount of
information in the digital age that can be
complicated by bias in online search engines
and misinformation. In the broader society,
there are differing and changing viewpoints on
intellectual freedom, including right of access
to public information and freedom of
expression. Public libraries are increasingly
restricted in their ability to provide access to a
full range of information in all formats. They
are also challenged on their responsibility to
provide access to constitutionally protected
points of view.

The opportunity:

Public libraries are founded on a commitment
to supporting intellectual freedom and freedom
of expression and advancing social justice
principles of equity and inclusion. Libraries
continue to champion the core values that
underpin a democratic society - intellectual
freedom, and freedom of expression - by
providing free, open and equitable access to a
diversity of information and ideas, and
encouraging civic engagement. Libraries help
people develop their ability to find, evaluate
and use information so they are able to fully
participate in a democratic society.

What we will do in the next 5 years:

TPL will lead in preserving and protecting
intellectual freedom and freedom of
expression, and champion our public library as
a facilitator and defender of democratic values.
TPL will advocate for protecting and preserving
freedom of expression and intellectual
freedom, including access to public information
in all its forms to help people make informed
decisions and improve the quality of life for
residents and the city as a whole.

Short term:

Medium term:

Long term:

Torontonians gain awareness of TPL's
role in preserving and protecting
intellectual freedom and freedom of
expression, and fostering civic
engagement

Customers participate in civic
discussions on local, city, national and
global issues in an environment that
promotes inclusion and respect, and
in which they can challenge and learn
from different perspectives in positive
ways

TPL is a vital democratic institution
recognized for its advocacy for
preserving and protecting intellectual
freedom - including access to public
information in all its forms - freedom
of expression and fostering civic
engagement

Torontonians have access to
information in all its forms and are
empowered to participate in
community decision-making, and
contribute to a free and just
democratic society in which everyone
has the opportunity to participate and
be heard
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