I e toror.ito.
® public library STAFF REPORT

INFORMATION ONLY

2024 Enterprise Balanced Scorecard - Progress Update

Date: September 23, 2024

To: Toronto Public Library Board
From: City Librarian

SUMMARY

The purpose of this report is to provide a mid-year progress update on Toronto
Public Library's (TPL's) 2024 Enterprise Balanced Scorecard. The Enterprise
Balanced Scorecard monitors progress towards TPL's 2020-2024 Strategic Plan
priorities and outcomes, and enables the adjustment of the 2024 Strategic
Action Plan to respond to results as necessary.

This progress update includes mid-year status and year-end projections on the
2024 scorecard (see Attachment 1). The mid-year update shows that despite the
impacts of the cybersecurity incident in Q1, progress has been made to-date
and, of the thirteen Strategic Objectives, five are on track, and eight are near
track. The projected outlook to year end for most strategic objectives identified
as Near Track is positive, reflecting restoration of services in Q2 and continued
strong progress to the end of the year.

Development of TPL's new 2025-2029 Strategic Plan is currently underway. As
part of this process, a new implementation plan and Enterprise Balanced
Scorecard will be developed and presented to the Board for approval as part of
the 2024 year-end progress report. Throughout 2024, the last year of its current
strategic plan, staff will continue to execute on the key initiatives identified in
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the 2024 Strategic Action Plan and build on the momentum created through
the foundational work of the first four years of the plan.

FINANCIAL IMPACT

There is no financial impact beyond what has already been approved in the
current year's budget.

The Director, Finance & Treasurer has reviewed this Financial Impact Statement
and agrees with it.

ALIGNMENT WITH STRATEGIC PLAN

TPL uses a strategy map and Enterprise Balanced Scorecard to measure and
evaluate progress towards advancing the Strategic Plan’s priorities and
outcomes. This is reported to the Toronto Public Library Board (the Board)
twice per year.

The strategy map translates the five Strategic Plan priorities into 13 objectives
across four perspectives. It shows how TPL aligns its resources and builds
capacity through financial stewardship, learning and growth, and internal
business processes to deliver the strategic plan’s customer service-oriented
commitments. Each of the thirteen strategic objectives have key performance
indicators (KPIs) that measure and evaluate the progress towards advancing
the Strategic Plan’s priorities and outcomes. The strategic initiatives identified
in the Enterprise Balanced Scorecard reflect TPL's 2024 Strategic Action Plan
shared with the Board at its June 2024 meeting.

Overall, evaluation and accountability are key enablers of TPL's strategic plan
and ensure that TPL makes decisions based on evidence, delivers on outcomes,
and continues to be transparent and accountable to Torontonians.

EQUITY IMPACT STATEMENT

TPL's Strategic Plan includes a commitment to helping level the playing field for
all Torontonians, with a particular focus on equity-deserving groups and

vulnerable populations. The Plan integrates a focus on equity in everything TPL
does - to understand and break down barriers to access and increase inclusion
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to ensure that everyone who wants to use the library feels welcome and
represented in its spaces, is able to access services, and can benefit from the
outcomes TPL is working towards.

The Enterprise Balanced Scorecard helps to track progress towards those
outcomes, and the equity goals identified in TPL's Equity Statement.

DECISION HISTORY

At its January 25, 2021 meeting, the Board received the Strategic Plan Execution
Roadmap and 2021 Action Plan report that provided an overview of how TPL
plans to achieve the outcomes of its strategic plan over the next four years.

At its April 26, 2021 meeting, the Board received the 2020 and 2021 Enterprise
Balanced Scorecards report, reviewed the progress made in 2020, and approved
TPL's 2021 scorecard.

At its April 25, 2022 meeting, the Board received the 2021 and 2022 Enterprise
Balanced Scorecards report, reviewed the year-end results for 2021, and
approved TPL's 2022 scorecard. The Library Board also received the 2022 Action

Plan report.

At its April 24, 2023 meeting, the Board received the 2022 Enterprise Balanced
Scorecard and Strateqic Action Plan report, reviewed the 2022 Results and
approved the 2023 Targets.

At its September 18, 2023 meeting, the Library Board received the 2023 mid-
year Enterprise Balanced Scorecard report and reviewed the progress made to
date in 2023.

At its June 2024 meeting, the Board received the Enterprise Balanced Scorecard
and Strategic Action Plan report, reviewed the 2023 Results and approved the
2024 Targets.
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COMMENTS

The purpose of this report is to provide a mid-year progress update on TPL's
Enterprise Balanced Scorecard. The Enterprise Balanced Scorecard monitors
progress towards TPL's 2020-2024 Strategic Plan priorities and outcomes and
enables the adjustment of the 2024 Strategic Action Plan to respond to results
as necessary.

The mid-year progress update on the 2024 Enterprise Balanced Scorecard (see
Attachment 1) includes mid-year status on each Strategic Objective (On Track,
Near Track or Off Track), as well as a projection of the anticipated trend in
status for year-end (Improving, Unchanged, Declining). The status for each
Strategic Objective is assessed based on both the progress of the related KPIs
against their mid-year targets, and the implementation health of related key
initiatives in the annual Strategic Action plan.

Through the first half of 2024, there were some delays to implementation of
key initiatives and impacts to achieving KPI targets due to the ongoing recovery
from the cybersecurity incident in Q1. However, with resumption of service in
Q2 and acceleration of work in many areas beginning in Q2, the year-end
outlook for most Strategic Objectives is positive.

To summarize TPL's mid-year progress:
o Five objectives are on track and eight are nearly on track.
e Of the eight objectives that are nearly on track, seven are expected to
improve by the end of the year.
e Information on progress and TPL's response to objectives that are nearly
on track is provided below in Table 1.
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Table 1. Response to objectives that are “slightly off track”

Objective Mid-Year Progress Response
C2 Increase This objective is slightly off track | TPL switched to a new
access to primarily because the Computer | computer reservation

technology &
digital literacy

C3 Deliver
relevant
workforce &
skills
development
services

B1 Modernize
our data &
technology
infrastructure

Workstation uses KPI is 40%
below target.

Related initiatives are mostly on
track, including accelerated roll-
out of the new Reserve-a-
Computer system during the
cybersecurity response.

This objective is slightly off track
due to impacts from the
cybersecurity incident which
continued to impact Let's Learn
Teach program attendance in Q1
and delayed the start of spring
session for Career Coaches in
Residence until June.

Customer satisfaction with all
programs and learning
opportunities exceeded targets.

This objective is slightly off track
because some related initiatives
have been delayed. Cybersecurity
response has resulted in
infrastructure improvements
within the core Data Centre early
in 2024. Digital Experience
platform RFP awarded.

Unified Communications
harmonization project has been
delayed.

management system in
February 2024, and the
impacts on data are
not yet fully
understood but will be
by year-end reporting.

The results are
expected to improve by
year-end.

Programs have now
resumed.

The results are
expected to improve by
year-end.

Expectation of
substantial completion
of Unified
Communications
harmonization project
by end of 2024.

Although progress is
anticipated, the
objective is expected to
continue to be off track
for the year-end.
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Objective

Mid-Year Progress

Response

B4 Make
informed
decisions
through
enhanced
governance
and
accountability

L1 Foster a
high-
performance
work

culture by
investing in
our staff

L2 Increase
TPL Staff
Digital Literacy

L3 Foster a
workforce that
reflects &
responds to
our diverse
society

This objective is slightly off track
because no new automated
reports were produced in the first
half of the year due to impact of
cyber security incident.

Most related initiatives on track.

Planned training and other
initiatives delayed due to
cybersecurity incident response
and availability of systems in Q1,
impacting KPI targets. Most
related initiatives on track,
including launch of Applicant
Tracking system and approval of
Employee Psychological Health
and Safety policy.

Completion of some digital
training courses delayed due to
cybersecurity incident response
and availability of

systems in Q1.

Equity and inclusion training and
related initiatives delayed due to
cybersecurity incident response in
Q1.

Some related initiatives on track,
including conducting focus
groups with equity deserving
groups and launch of Workplace
Human Rights and Harassment e-
learning module for all staff.

Production of
automated reports
anticipated to resume
in Q3 and Q4.

The results are
expected to improve by
year-end.

Staff mental health and
well-being survey is
planned for Q3.

The results are
expected to improve by
year-end.

Digital literacy training
has resumed.

The results are
expected to improve by
year-end.

Training and related
initiatives have
resumed and are on
track for completion as
planned.

The results are
expected to improve by
year-end.
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The 2024 year-end enterprise scorecard results will be presented in Quarter 2,
2025.

CONTACT

Shawn Mitchell; Director, Policy, Planning and Performance Management; Tel:
416-395-5602; Email: smitchell@tpl.ca

SIGNATURE

Vickery Bowles
City Librarian

ATTACHMENTS

Attachment 1: TPL's 2024 Mid-Year Enterprise Balanced Scorecard Update
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tpl: 2024 Mid-year Enterprise Balanced Scorecard

# Strategic Objective

Provide quality, accessible & inclusive public
spaces

1
2 Increase access to technology & digital
literacy
c3 Deliver relevant workforce & skills
development services
Facilitate access to information, information
literacy & civic engagement

C

C Deliver exceptional customer experiences

5 . . :
B1 Modernize our data & technology
infrastructure
B2 Increase service awareness and access
B3  Minimize service disruptions

Make informed decisions through enhanced
governance and accountability

11 Foster a high-performance work culture by
investing in our staff
L2 Increase TPL Staff Digital Literacy

Foster a workforce that reflects & responds
to our diverse society

Protect TPL's fiscal reputation with our
F1
stakeholders

Status

On Track

On Track

On Track

On Track

On Track

Overview of Results

In-branch visits and initiatives to support equity-deserving groups are slightly above target; online visits are below
target by 8% due to impacts of the cybersecurity incident. Most related initiatives on track.

All KPIs are on track or exceeding targets except for Computer Workstation uses (-40%). Impacts of new
computer reservation system not yet understood. Most related initiatives on track.

The cybersecurity incident impacted program attendance for Let's Learn Tech and Career Coaches in Residence in
Q1. Customer satisfaction with all programs and learning opportunities exceeded targets.

E-circulation is higher than target by 35%. Most e-resources continued to be available through the cybersecurity
incident. Overall fill rates and customer satisfaction levels for programs are within targets.

The 2024 Customer Satisfaction survey will take place in the fall. Answerline mid-year satisfaction stands at 89%,
just 1% below the target. Related initiatives are completed or on track.

Cybersecurity response resulted in improvements to the core Data Centre. Unified Communications
harmonization project has been delayed with expectation of substantial completion by end of 2024.

Audience reach is slightly below target, largely due to the cybersecurity attack, while audience engagement is
above target. New card registrations exceed targets. Most related initiatives on track.

Enterprise-wide service disruptions have decreased due to improvements in resiliency of the network core. Future
risk of disruptions due to aging digital experience platform will be mitigated by DXP project.

No new automated reports were produced in the first half of the year due to impact of cyber security incident.
However, target is anticipated to be met by year end. Most related initiatives on track.

Planned training and other initiatives delayed due to cybersecurity incident response in Q1, impacting
achievement of KPI targets. Most related initiatives on track.

Completion of some digital training courses delayed due to cybersecurity incident response and availability of
systems in Q1, impacting achievement of KPI targets.

Equity and inclusion training and related initiatives delayed due to cybersecurity incident response in Q1,
impacting achievement of KPI targets. Some related initiatives on track.

The Capital budget is on target with a projected year-end spending rate of over 90%. The Operating Budget is
slightly below the target with a projected year-end net unfavorable variance of $2.0 million (0.9%).
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