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Methodology

Fieldwork Summary Statisti

Fieldwork Overview

Sampling Region City of Toronto
Sampling Methods Telephone and Online
Telephone Sample Size n=603
Online Sample Size n =598
Response Rate 10.6%

Average Duration
(Telephone)

20 min




KEY FINDINGS

STRENGTHS
Increased library visits since 2012 * Increased awareness of programming
Increase In overall library usage for adults
Increased usage of the library as a < High satisfaction with overall service
space to study and work guality
Increased awareness of all library < High satisfaction with knowledge and
services, especially digital: helpfulness of library staff

 Access to e-books
e Access to wireless internet



KEY FINDINGS

OPPORTUNITIES FOR INCREASED FOCUS

Grow usage through mobile channels  Non-users are interested in the free

Improve computer access and use of wireless internet
software on in branch computers  Non-users are interested in the free
Promote programs and services with use of library computers

lower awareness to targeted groups, < Grow fundraising awareness
e.g. entrepreneurs, job seekers

Promote avallability of recently

published books and high-quality

programs






ACCESS & AWARENESS

Visiting the Toronto Public Library

Total “Yes” *

(=8

\\\\\\\\\\\Y *76% 72
\\\\\\\\\\\ : 71

SRR : 67 66
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7 28

25 2
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Visited a library  Visited the library’s Contacted a library Visited the library’s No*
branch ** website ** by phone ** Facebook page,

\ \\\\\\\ Twitter, YouTube or
\\\\\\\\\\\\\\\\\\\\\\\\\ soc;al media

accounts **

\ Includes the 2015 addition of “Yes, visited the
\\ library’s Facebook page, Twitter, YouTube or 2001 2006 2012 2015
Q1 - In the e library online t brary s

//////////////////////

social media accounts” answer option

=t tweh/a n - } \/ \ 11 vieit { =} ~} ¥ +4 T Diiklir ilhran ~ o { + viciteard A ¢ = ik
e past twelve months, have you visited a branch of the Toronto Public Library, accessed th / , visited any of the li

o ial Ardia citne . b b Al 4] lilhrarms iy +al } M Ailsind BYAIA P # $m P L
social media sites or contacted the library by telephone? (Multiple answers accepted) C» ronum, =Nl

Percentage of total responses ** Percentage of total respondents



ACCESS & AWARENESS

Branch Visit Frequency
17%

17% 18% 23%
‘ 44% ‘ 39% 41% ‘
2001

2015 2012

41%

42% 36% 37% 41%

Medium/Less frequent users ‘ Light/Infrequent users

Heavy/Frequent users

24 25
21 20 20
18 ] III I ] 16 I I

11 to 20 times More than 20 times

1to 2 times 3to Stimes 6to 10 times

Sample



ACCESS & AWARENESS

Overall awareness of library services

Trending Awareness 0t ‘ e ‘ o ‘ e

84 86 84 8 88 84 84
77 sy 82 78 78 ° 77 77 77 74
69 67 70 67 65 68
9 55 60 o 56
I I 42 I I
Books, magazines and Access to wireless Access to e-books* Literacy, cultural and

Free use of computers CDsand DVDs that can Reserve or renew books Best selling books that Access to the library’s

with internet in every be borrowed online can be borrowed catalogue online newspapers in multiple internet in all branches learning programs for
branch languages* adults on a variety of
subjects and interests®

2015 Awareness**

85 30 .
64 63
53 51 48 16
I I I I I 35

Programs for children  Online research Resources for new Access to e- Resources forjob Free 1-on-1 help with Help with school  Streamed music and Programs, resources, Advanced technology
and teens databases and comers to Canada magazines seekers of all ages research and assignments for video services and spaces for (ex. 3D printing and
learning resources technology support  children and teens entrepreneurs video editing
services)

je. which services the public

, to the best of your knowled

«Q

Q10 - Now I'm going
brariesin Torontoo
& -~ "™ A7 redir .~ 1.
Question wording ¢ o = WERARY
Sample: Full Sample




ACCESS & AWARENESS

Non-user awareness of library services
Trending Awareness 2001 ‘ 2006 ‘ 2012 ‘ i o \\\ 2016 - Overai
84

89
80
68
59
45 II [ I
II N
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71 g3
55

73 68 72

70 N 69/ 68
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54 29

42

35

36
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Free use of computers CDs and DVDs that can Reserve or renew books Best selling books that Access to the library’s Books, magazines and Access to wireless Access to e-books* Literacy, cultural and
with internet in every be borrowed online can be borrowed catalogue online newspapers in multiple internet in all branches learning programs for
branch languages* adults on a variety of

subjects and interests*

2015 Awareness**

‘
\ \ 59 04 57 63
\ % Q \Q e N\ 5 S 45 48 42 46
\ \ § \& N 31 35
Programs for children  Online research Resources for new Access to e- Resources forjob Free 1-on-1 help with Help with school  Streamed music and Programs, resources, Advanced technology
and teens databases and comers to Canada magazines seekers of all ages research and assignments for video services and spaces for (ex. 3D printing and
learning resources technology support  children and teens entrepreneurs video editing
Q10 - Now I'm going to read you a list or’ services that a Library may offer. Can you please tell me, to the best of your knowledge, which services the public libraries in SERdces)

ootuvrfc tores U:LJ.C-:* Simply tell me Yes or fo each of the follow

Que r e ™" Ne\ Ver op N FORUM  aPaeXOPS0
estion wording change ** New answ .oto s for ul | o - | C»,_mm TS
Sample: Full sample & f\o se (Unsure ans! ncluded in the calculation t visualized)

S sample (Unsure answers are included in the calculations—no



ACCESS & AWARENESS

Reason for visiting a library

Trending Reasons
82383

73 68
61 59
I |48 I

Browse for books of Pick up specific

70 68

46 43
37 42
I I 31 I30 I

Get information on Find a quiet place

61
37 42 M 33 36 3
28
I i I I I

Browse for CDs,

interest to borrow itemsthatare on a topic of personal to study orread DVDs, or to library
hold foryou interest borrow**
*
2015 Reasons
26%

Receive advice or consult with
Library Staff

Use the Wireless
Internet
Q12 - When you visit the library is this usually to

* New answer options for 2015
Sample: Branch visitors

(Multiple responses accepted)

**Wording change from 2012

3 2729 31

Take achild to the Use the computers

2001 ‘ 2006 ‘ 2012 ‘ 2015

28
' 1
—
Find specific Read newspapers Personally attend a Other
information for and magazines lecture, meeting or
school or work program

19%

Meet with a group / have a
meeting

D= AR



ACCESS & AWARENESS

Attitudes

%Agree (TOPZ) | ) 2001 ‘ 2006 ‘ 2012 ‘ 2015

23%
44% 39% 24% J,
30% 30% 18%
30% 29% 23%
| know very little about the | prefer to buy books rather The Internet has made | expect my use of libraries
services that public than borrow them from a libraries irrelevant to decrease as | use the
libraries offer public library Internet more (Users only)

Q38-55 For each of the following statements would you please tell me if you agree or disagree? You can do this by telling me if you strongly agree, somewhat
a 4+

=) ither agree nor disagree, somewhat disagree or strongly disagree. Thefirstis... FORUM L
T e = SR e S AR . (ERARY
mple: Full Sample (DK answers are included in the calculations — not visualized)
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"DIGITAL LITERACY & INGCLUSION

Overall awareness of technology related services

Trending Awareness 2001 ‘ 2006 ‘ 2012 ‘ 2015

89 88
31 84
77 77 74
69 67 0 67
59
)
I 42
Free use of computers with internet in every Reserve or renew books online Access to the library's catalogue online Access to wireless internet in all branches Access to e-books*
branch

2015 Awareness

‘ 53% ' ‘ 48% ‘ 35%
Access to e-magazines Free 1-on-1 help withresearch  Streamed music and video Advanced technology (ex. 3D

and technology support services printing and video editing services)

vvvvvvv



DIGITAL LITERACY & INCLUSION \\
. Visiting the library

When you have visited a public library have
you used one of the library’s computers for
any purpose?

When you visit the library is this usually to...

Use the computers Use the wireless internet*

27% 29% 31% 32% 955% 56% 67%

2001 ‘ 2006 ‘ 2012 ‘ 2015

vvvvvv
. FORUM W N



"DIGITAL LITERACY & INCLUSION

Library computer usage

Usage Reasons 2001 ‘ 2006 ‘ 2012 ‘ 2015

>0 48 47
42 43 a0 M -
33
25
21 21
I - I I 15

To search the Internet for personal To use email™* To search the Internet for school or  To use word processing or other To use social networks such as Other
interest work software Facebook or Twitter**

2015 Usage

470/0 ‘ 70/0 - 50/0 — 30/0
To access the library’s To access online research To stream or watch online To play online games To upload or download music or
website databases and learning videos or music videos

resources

AN FoRum  APeloNSNT 2

:7;- J/ AEsEARCH L' B RA’R
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DIGITAL LITERACY & IN

Wireless Internet usage

LUSION

2015 Usage*

32%

72 72
62
51
Use the Wireless
40 37 Internet
17
9 9 ]
2 2
] L] ] il =

To search the To use email Tosearch the To accessonline  To access the To use social To stream or To search for  To place anitem To play online To upload or Other
Internet for Internet for research library's website networkssuch as watchonline  library materials on hold or renew games download music
personal interest school or work  databases and Facebook or videos or music materials or videos
learning resources Twitter

YORONTYO
FORUM A 100 002

AEBEARCH LI B RA’ Y



DIGITAL LITERACY & INCLUSION

TPL website access

Method

92% ‘ 39% ‘ 35% ‘ 33% ‘ 4%

Computer outside of the Computer in alibrary branch Tablet Smartphone Other
library

Frequency 2001 . 2006 ‘ 2012

41
54 32
25 26
24 23 99
18 18 19
17 18
13 ” 13 13
I II III 1

1to 2 times 3to Stimes 6to 10 times 11to 20 times More than 20 times




DIGITAL LITERACY & INCLUSION

TPL website usage

" 2001 2006 2012
Trending Usage -0 0 -

83 82
75 76 9 77 76
67 68
65 65 g3
55 53
43
33
17
10 9
= N -
Searched the library’s catalogue for Placed anitem on hold Renewed anitem Found out about the library’s Reviewed your library account®**  Accessed e-magazine services® Other

anitem hours, locations and services***

2015 Usage*

73% 54% 33% \ 15% ‘ 9%

Downloaded an ebook** Se€arch thelibrary’s e-book  Accessed online research Paid a fine Streamed music and video
collection databases and learning services

resources

- Havye s slo Woaded an ebook from Toronto Public o) 6> ? Sample: Res ndents : searched the libra S e-hoc rollection YomoNTO
paded c ~ elge 2 ie LIDIS JIE . J seall -10 > E-D0OC L OIlIE o N FORUM VN

——y / suseance LI B RA’RY



DIGITAL LITERACY & INGLUSION

eBook Profile

Downloaded an ebook from Toronto Public Library (%)*

Less than $30k
m $30k to <S50k

22
20 20 35
17 17
N 25-34 16 16
m S50k to <S70k
m 35-44 11 12
9 m $70k to <$100k
8 m 45-54
m $100k to <$150k
@ W 55-64 §
> B $150k to <$250k
< -
W S250k+

I
B Female

a4 Male

18-24

Income

L
HNo

9 Full time student

Student
Gender



"DIGITAL LITERACY & INCLUSION

Satisfaction — technology related services

N

Trending Satlsfaction (TOP3 %) 2 . 2008 ‘ 22 ‘ =

85 84 87 85 80** 7g***

I I I I I | \§ \

The Toronto Public Library web site* The quality of w be;s;;:gg:glf;lig\s:ed e-books o.vera". 059
2015 Satisfaction (TOP3 %) Satisfaction
2015
75% 73%
The number of computers The software on the library’s Satisfied (TOP3%) Neutral Unsatisfied (BTM3%)
available for use_* computers*® '

.......
\, FORUM A I00 002



"DIGITAL LITERACY & INCLUSION

Technology related services interest — non-users

Service Interest (TOP3% 2006 2012 2015
(TOP3%) -0 @0

56 59
49
45
. I 29 I
Free use of computers in every branch Access to word processing and other software Access to ebooks/e-audiobooks*®

2015 Service Interest

Free use of wireless internet Access to advanced technologies like 3D
printing and video editing software

vvvvvvvvvvv
.\, FORUM V- N
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EXPANDING LEARNING OPP’CR
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Overall awareness oft Iearmng sefvices "M

Trending Awareness 2015 Awareness

Literacy, cultural and learning programs for adults
on a variety of subjects and interests*

68% 56% 74%

Programs for children and
teens

Online research databases
and learning resources

2015 Help with school assignments Programs, resources, and spaces
for children and teens for entrepreneurs
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EXPANDINGLEARNING OPP@RTUNITIES

Reason for visiting a Ilbrary

Trending Reasons

68
46 1 43 47
37 36
31 30 g 32 31 28
22 25
l . I - i i l
Get information on a topic of Find a quiet place to study or read Take a child to the library Find specific information for school Personally attend a lecture, meeting
personal interest or work or program

2015 Reasons*

26%

Receive advice or consult with
Library Staff

vvvvvvv
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|EXPANDING LEARNING OPPGRT‘UV ITIES

A.E"F ' ‘”'

il ] J! .
Attitudes | l,“ u,a ‘ln,
Trending Attitudes 2015 Attitudes
lerarles(_?g;;g;r)t IHeracy The library provides exceptional | jhraries are a place of Libraries provide important
’ literary and cultural programs lifelong learning support for students
o and initiatives**
93% 91%  92%
3% 1% 6% 2% 1% 6% ?% 1%
21% 23%
33%
30%
69%
‘ ‘ ‘ ‘ Strongly Agree Somewhat Agree
2006 2012 2015 »d/\ Neither Agree nor Disagree Somewhat Disagree ‘ Strongly Disagree
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EXPANDING LEARNING:O PRT‘UJ\IITIES

Services interest — Non- users A ] . B n,,‘@ I u.
Trending Services Interest (TOP3%) 2015 Service Interest

Literacy, cultural and learning programs for
adults on a variety of subjects and interests*

50% 38% 58% , ,
63% 59% ‘ 58% ’

Access to online Programs for childrenand Afterschool programs
research databases and families for children

learning resources
‘ 49% ' ‘ 49% '
Courses on how to use the

Free 1 on 1 help with research teinatand Few
and technology suvppo.rt techriologios
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TRANSFORMING SERVICH

Satisfaction /
Satisfaction
94 94 3% 2%
93 93 :‘v:“l‘ \
92
91 Overall .
. I Satisfaction 95%
2015
The helpfulness of library staff The knowledge of library staff
Satisfied (TOP3%) f Neutral Unsatisfied (BTM3%)
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TRANSFORMING SERVIC

Attitudes

2015 Attitudes | have received helpful recommendations or advice from the library

4% 2%

39%

32%

. Strongly Agree Somewhat Agree ‘ Neither Agree nor Disagree Somewhat Disagree ‘ Strongly Disagree

N2A= EAar aark AFt ot - 4 1N slamca to ~ if ums mmran Ar dica -~ / ran A thie By allilma ma i vy ctronnlyv anrag econmawhat anra

S0 For each orthe 1olo g statementis wouia you please e e IT you agree or disagree Oou can do tnis Py telling me IT you strongly agree, somewnat agree

na Ar AMras ~ pp—— ~ e - o2 /Y ~ Y arre T rot NK = -~ e Aadin tha ralaillatinne nérrie S

nefner agree | disagree, some atdisagree or strongly aisagree eTirstis DK answers are included In the caiculations — not visualized) (_% i P e
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=Y Dle: ral sSers /
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TRANSFORMING SERVIC

Services interest — Non-users

2015 Services Interest (TOP3%)

Personalized recommendations tailored to

Free 1 on 1 help with research and technology
your interests

support

Q66, 71 The Toronto P Library system provides e range of s es. For each of the g services ca please tell me ho erested yo e
making use of these services personally or with your family? You can do this by g me a er between one and seve 7" means you are ve
9 ) ) )
nterested and “1" mean: arenota nterested. Thefirstis... (DK answers are e e calculations — not \ zed)
51,“»}‘;3_ Nor sers
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CREATING COMMUNITY CONNECTIONS

Overall awareness

Trending Awareness

Literacy, cultural and learning programs for adults on a variety of subjects and interests*

68% 56% 74%

Q10 - Now I'm going to read you a list of serv ich services the public
libraries in Toronto offer to residents of the city

Question wording change for 2015 % FoRUM I.IBRR?!Q
Sample: Full Sample (Unsure answers are inc



CREATING COMMUNITY CONNECTIONS

Most importantiaspect

First
Choice

Most Important Aspect(s) of a Public Library ‘

30
27
25
11
5
- 3
Providing the community with A center for lifelong and self- Providing literacy support for Providing an open and Helping library users conduct Providing access to cultural
a variety of reading resources directed learning people of all ages accessible community space research experiences

3
>

5
O
O 3
O
o0

O
\Y)

O

3
(o]
O
w
()]

2
. (D
O 0

l~nral ~ "M v (Ca vl nlasceas =~ 1f Inmyve 1 ~h
ocal community. Can you please tell us, if you have to ci

w
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o
n
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0
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CREATING COMMUNITY CONNECTIONS

Services intereést — Non-users

Trending Services Interest

Literacy, cultural and learning programs for adults on a variety of subjects and interests*

50% 38%  58%

2015
Q62 The Toronto Public Library system provides a wide ra ge of services. llowing services can you please tell me how interested you are in
1*”# ng use of these services personally or with your family? You t /jeen one and seven in which “7” means you are ven
nterested and “1” means you are not at all interested. Thefirstis...(D ns — not visualized)

st
stion wording change for 2015
Sar;ﬁpfe. Non-users

I.IBRAglq



CREATING COMMUNITY CONNECTIONS

Fundraising

Fundraising Awareness (% Yes)* Likelihood of donating to the Toronto Public Library (TOP2%)**
40% 37% 53% 37% 53%

I
H Non-User

60 W User

B Non-User

Users
8

W User

Users

I

your knowledge, does the Toronto Public Library fundraise and solicit donations from t‘"’ public, businesses and other organizations

Q81
Q82 kely would you be to donate money to the Toronto Public Library, would you be very likely, somewhat likely, not too, likely or not at all likely?
Samyj
)
*Qu er option change from 2012. 2015 version does not include DK option. @ . (TBRARY
“*Di calculations - not visualized
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“FACTORS ENCOURAGING USE

Non-Users

2015 (TOP3%)

If the library had more

If libraries were more If the library had reduced

If Nbrarles had fhe most attractive and comfortable GHOO R, e-aydiobooks, or or more lenient fines for
recently published books other online content :
places available to download overdue materials

.......



INTEREST IN LIBRARY SERVICES

Users

89 90 4 i 90
76 76 74
L 65 68 63 62
60 g7
I I I ) I I I

Best selling books CDsand DVDsthat  Accesstoonline  Access to ebook/e- Free use of wireless Free use of Literacy, cultural and Access to advanced Books, magazines Free 1on 1 help with

that can be can be borrowed research databases audiobooks internet computers in every learning programs technologies like 3D and newspapers in research and

borrowed and learning branch for adults on a printing andvideo multiple languages technology support

resources variety of subjects editing software

and interests
Interest Awareness
(TOP3%)* (% Yes)™

Satisfaction
‘ 79% ) ‘ 75% ’ ‘ 75% ’

The helpfulness of The knowledge of The quality of wireless  The number of recently published The number of computers The software on the
library staff library staff internet* e-books available to borrow™*** available for use™** library’s computers™**

**Accessed the semvice **Searched for an e-book oMLY
Accessed the semvice Searched for an e-boo @:ﬂmn f16R fﬁ@

94%

rs are included In the calct




INTEREST IN LIBRARY SERVICES

Target Groups

Young Respondents 18 thru 24 (TOP3%) Low Income Respondents - Less than $30K (TOP3%)
82

“‘\ “‘\ “‘\ ““\ |

78 77

70

Free use of wireless Access to online Best selling books Free use of Programs for children Literacy, cultural and Best selling booksthat can Free use of computers Free use of wireless Accessto online research  Literacy, cultural and
internet research databases thatcan be borrowed computersin every and families learning programs for be borrowed with internet in every internet databases and learning learning programs for

and learning branch adults on a variety of branch resources adults on a variety of

resources subjects and interests subjects and interests

Newcomers - Less than 1 year in Canada (TOP3%)*

88 88 88
I I I 84

Free use of wireless Free use of computers Best selling books that can Accessto online research Personlized
internet with internet in every be borrowed datahases and learning recommendations
branch resources tailored to your interests The software on the

library’s computers™**

%, : A‘ " ‘ ; 1”.? _ : 7 : £ alizec FORUM P e N
. - 5 ¢ - alized % AESEARCH LlBRARV



DEMOGRAPHICS

Branch Visitors

Heavy

o/ ¥
23%
Heavy users are likely to be low to middle income with the

highest percentage earning <$30K* and S30K to <$50K
(18%).

24%

Heavy users are likely to be older residents with the highest
percentage ages 65 or older.

Users & Non-Users

3 32%*

=

FORUM

SEARCH

Library users are more likely than non-users to be
employed part-time (15%) or unemployed*.

rrrrrrr
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USER CHARACTERISTICS

19%* 199%*

Library users are on both low and high ends of the Library users are likely to be older than the non-users
income spectrum with the highest percentages earning with the highest percentages ages 35-44*, 45-54*, 55-64
<$30K* and $150K to <$250K (9%) compared to non- (15%), and 65 or older*.
users.

o/ ¥ o/ k
37% 69%
Library users are likely to be highly educated with the highest Library users are likely to be newer established residents
percentages with a graduate university degree*, an and long-term residents with the highest percentages of
undergraduate university degree (28%), and some university “1to 5 years” (16%) and “more than 10 years”*.
(10%).

57% 32%*

of library users are female, while the remaining 43% are Library users are more likely than non-users to be
male. employed part-time (15%) or unemployed*.

ooooooo
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NON-USER CHARACTERISTICS

20%* 23%*
Non-users are likely to be younger with the highest

Non-users have mixed income with the highest
percentages ages 18-24 (14%) and 25-34*,

percentages earning S30K to <S50K (18%) and $70K to

S100K*.

o/ ¥ o/ ¥
19% 14%
Non-users are likely to be more diversely educated with Non-users are likely to be new comers and established
the highest percentage who graduated college*, residents with the highest percentages of “less than 1
“graduated high school” (11%), some vocational, year” (6%) and “5 to 10 years”*.

I”

technical, college or CEGEP” (10%), “some high schoo
(4%), and “public/elementary school” (1%).

(0) o/ k

54% 63%

of non-users are male, while the remaining 46% are Non-users are more likely to be employed full-time*.
female. About a quarter (26%) are unemployed.

FORUM V-
% reszarch LIBRARY



