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Executive Summary
In 2013, the Brockville Public Library (BPL) Board undertook an exciting
Strategic Planning process. We started with a Community Needs Assessment
inclusive of a community survey, interviews, and best practices research.
The survey received over 1300 responses.
Using the information gathered from these activities, the Library Board and
Staff met to develop a Strategic Plan to guide the Library’s activities over
the coming years.
The themes that emerged from the quantitative and qualitative community
responses are best reflected by the following words:
engage | evolve | experience.
The Library Board and Staff have adopted these three words as the branding
and ‘personality’ of our strategic plan.
We have crafted the following priorities following your feedback during our
community engagement project.


Transform your library spaces



Expand access to your services



Connect with the community



Enhance service delivery

The Library’s core business is providing resources – especially books –
as well as high-quality programs, meeting spaces and other valuable
information resources. As we move forward with our strategic plan, we
will continue to deliver these core services to the community.
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Vision, Mission, Values
Vision
A vibrant community catalyst for culture, discovery
and connections.

Mission
A welcoming, resourceful environment open for
everyone to explore, learn, create and share.

Values
Accessibility | Collaboration | Diversity |
Innovation | Intellectual Freedom |
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Strategic themes … our ‘personality’

engage
We are connected to our community and it is connected to us.
We inspire each other.

evolve
We are innovators and leaders in the Library world.
We break away from our stereotypes and embrace change.

experience
We are the place to be. We are a vital City asset.
People are excited to return and to recommend us to others.

.
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Strategic Priority 1

 Transform Your Library Spaces
accessibility, functionality, aesthetics

We will:

 prioritize accessibility and ensure compliance
with legislation.
 proactively seek new ideas for the innovative layout
and use of future Library spaces.
 continue to evolve our physical and virtual spaces to
ensure appeal, ease-of-use and safety.
 balance the variety of space needs –
collection | seating | meeting

Outcome:
Welcoming, attractive, accessible, safe and inclusive.
An awesome atmosphere and environment.
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Strategic Priority 2

 Expand Your Access to Services
hours, technology, kiosk, parking, fees, resources
We will:

 pursue solutions for increasing Library business hours.
 advance our technology plan on three levels ~
number of stations/items, up-to-date hardware/
software and customer tech training.
 explore opportunities for additional service points
elsewhere in the City such as book drops or kiosks .
 address the accessible parking area and investigate
additional parking spaces
 complete a fees review study which may enable us to
offer better access to our fee-based services.
 balance the diversity of resource needs –
print | e-resources | accessible formats | technology

Outcome:
You told us what you wanted your library to be.
We listened, we are responding.
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Strategic Priority 3

 Connect With Our Community
customer service, marketing, outreach, City relations

We will:
 deliver consistent and excellent customer service
 engage you with enriched social, informative, and
creative programs for all ages.
 create a marketing plan to ensure people are aware
of the Library and how we are evolving.
 actively partner with community agencies and participate
in public events.
 foster a cooperative relationship with the City of Brockville
and investigate shared services, policies and training.

Outcome:
People come in to the Library.
The Library goes out to people.
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Strategic Priority 4

 Enhance Our Service Delivery
staffing, professional development, efficiency, communication

We will:
 facilitate professional development opportunities for our
staff and Board.
 evaluate staffing levels and competencies in order to
meet required service standards and advance the
delivery of excellent customer service.
 be proactive around securing alternate funding sources
to boost the capacity of the Library.
 cultivate timely and transparent communication to
empower a fully engaged Board and staff.
 review our workflows to optimize service delivery.

Outcome:
Excellence, efficiency, and economy...
the best City service we can deliver.
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Measures of Success

Finding the Balance
•

Resource allocation

•

Technology advancements

•

Facility renovation

•

Collections: print | e-resources

•

Space: collection| seating | meeting

↑

Library use and membership

↑

Number of items taken home

↑

Visits to the physical Library

↑

Visits to the virtual Library

↑

Business hours

↑

Computer stations

↑

Use of technology

↑

Attendance at programs

↑

Customer satisfaction

↑

Testimonials

↑

Partnerships and collaborations

↑

Revenue sources

↑

Staff levels and training

+ Marketing plan
+ Accessibility features
+ Fees review
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Linking to the
City of Brockville’s Strategic Plan...

People: A beautiful library is a significant asset to a city working to attract
young families. By providing affordable, quality programming and resources to
family members of all ages, including exceptional child and youth programming
and safe spaces, the Library helps make Brockville appealing for people looking
to relocate to the area.
Economy: As Brockville transitions to a knowledge, service and information
economy, the Library provides important resources for citizens looking to upgrade their skills, take distance training courses, or learn new technologies.
Amenities: The City is committed to providing a high quality of life for its
residents and names the Library as a key amenity. The development and promotion of the downtown core as a key destination is in alignment with our commitment to foster partnerships across the City at all levels and attract new people to our site in the downtown.
Sustainability: The Library is committed to finding new sources of funding,
improving workflows and finding efficiencies for service delivery.
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Linking to the
City of Brockville’s Sustainability Plan...

… your Library can help with this !
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…highlighting the value of your library
for early literacy development in Brockville…

engage | evolve | experience

13

Lots of books … and what else?
from our 2012 annual report
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background … our Community Survey
the complete 200 page + community engagement report is available at the Library
•

over 1,300 responses

•

survey was available online and in hard-copy

•

some demographics (such as youth and non-members) were targeted

•

personal presentations to the Rotary Club, the Lions Club, students

•

interviews with stakeholders: Mayor, City Manager, Museum Director,
YMCA CEO, Manager Developmental Services
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background … our Community Survey

Other reasons =
• Non-Residents
(location too far away, cost of membership, membership elsewhere)
• Time (too busy)
• Technology (own e-readers, computers/internet)
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background … our Community Survey

…. the things you love the most
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background … our Community Survey
… overall the survey said “we LOVE YOU”
The things you like the best …
Staff: service
Books: large selection, variety, easy to find
Library Space: atmosphere, layout, organization, etc.
Location
General Collection/Resources: large selection and variety, fiction/non-fiction
General “goodness”: everything, all resources
Children’s Area and Collection
Media Availability (DVDs, CDs, videogames, etc.)
I don’t know/I don’t go
Computer and Internet Access (including Wi-Fi)
Online Services (e.g. making holds, online accounts)
Interlibrary Loan Program
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background … our Community Survey

… BUT you could be better

Identified Areas for Improvement
N/A = no improvement needed
Layout/Space/Atmosphere/Décor/Smell
Hours (esp. Monday)
Book Collection Generally/Selection
Parking
Location (esp. North End usage issues)
Computers/Internet (number of, functionality)
Facilities/Ease of Use/Quality of Books
Customer service/Staff
Presence in community/Knowledge of programs
Cost of membership
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background … our Community Survey
What would make you use the Library ?
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background … our Community Survey
What do you think the Library could be like in five to ten years?
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Here is some of what you told us ...
•

The Library is well-regarded by our members and by the community.

•

Our core business is still lending physical resources.

•

Services that make borrowing items more convenient are highly
valued such as online holds, renewals and interlibrary loans.

•

Online databases and internet training were valued services.

•

People would like more information about our services, an improved
and modernized physical atmosphere, and increased accessibility in
the form of more hours, less/lower fees, and better parking.

Library Use
•

Most people come to the Library every two to four weeks and mostly
on weekends and/or in the afternoons.

•

The current Library hours are working well for most people. Less
than ten percent of respondents felt that the hours were inadequate.

•

If the hours could be extended, people preferred more hours on
Mondays, Fridays and weekends.

•

Youth were less likely to have used the Library website. All
respondents were more likely to use the Library’s physical space
than the website.
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Products and Services
•

Over 70% of all respondents (932 people) indicated that they
enjoyed or were most interested in borrowing books from the Library.

•

DVDs, teen books, online services, interlibrary loans, computers,
magazines, and children’s books were all very popular resources
offered by the Library.

Programs and Events
•

Movies, crafts workshops, book clubs, Lego clubs, stories and crafts,
Open Mic Nights, “Read to Every Kid” programs and Storytime were
the most popular programs offered.

•

Respondents were interested in more children’s programs, general
interest lectures and presentations, game nights or clubs, summer
programs for all ages and author events.

Access and Service Points
•

Most people walk or drive to the Library.

•

Ninety percent of respondents had no difficulty accessing our
downtown location.

•

There was significant interest from respondents in having other
service points for the Library such as a book drop or kiosk
elsewhere in the City.
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Accessibility
Most people felt that the Library
was a leader in accessibility and
that we had sufficient accessible
features, but there were some
suggestions for improvements.
We are investigating these
concerns and noting accessibility
as a priority in our Strategic Plan.

Suggestions to help improve the accessibility of the Library included:
∗

Make sure the circulation desk and general furnishings in the
Library are compliant for people who use wheelchairs.

∗

Consider rearranging sections of the library to accommodate
scooters and electronic wheelchairs between the stacks.

∗

Ensure the library website is fully accessible.

∗

Build a ramp/cut out the curb in the disabled parking spot.

∗

Consider increasing programs for people who are visually impaired.

∗

Increase the number of disabled parking spaces.

∗

Purchase more chairs without handles and low tables.

∗

Consider rearranging some books to be easier to reach.
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Publicity
•

Respondents were most likely to hear about our events on the website,
by word of mouth, in the newspaper or via posters around town.

•

Almost 20% of respondents said they “never hear or see advertising
for Library programs and events”. A marketing plan is included in our
priorities.

Facilities
Survey participants were asked to rank a series of features and spaces
at the Library.
•

Respondents were most happy with the Library layout and least
impressed with its décor.

•

Respondents were least familiar with the Library’s accessible
furnishings (64% did not provide a rank).

•

Respondents were relatively satisfied with but saw room for
improvement in the computers stations, meeting rooms, study
spaces, reading chairs and technology services.

Customer Service
•

The Library staff received positive feedback on their availability,
knowledge and friendliness. We continue to emphasize creating
positive experiences for everyone who uses our services.
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Fees
Brockville has a significant number of non-resident commuters from
outlying rural areas and small towns. Many of these people come to
Brockville for school or to work every day.
A question was included on the survey and was worded as follows:
“Currently free Library cards are available to all Brockville residents. If
you live outside of Brockville, there is an annual fee to obtain a library
card at BPL. Would you support/agree with a program that provided
free Library cards to people who live outside Brockville but who work
and/or attend school within Brockville?”

68.2% (833 people) supported
free cards for non-residents, while
14.3% (174 people) opposed the
program. Library members were
more likely to support the idea
than non-members.

The topic of non-resident memberships will be included in our fees
review study.

Program Fees
•

52.5% of survey respondents indicated that they may be willing to
pay “a nominal fee to offset the cost of some programs”.
43.3% said “No”.

•

Youth were more likely to say “No” to paying fees (67.3% of youth),
while seniors were slightly more likely to say “Yes” (68.7% of
seniors).
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City Funding
61.8% of survey respondents said that they supported increased funding
for the Library by the City. Only 7% said “No”, and the remainder
indicated “I don’t know”. Most people support increased funding because
they feel the Library is a vital resource and a worthwhile investment
(as indicated in their comments).

Fundraising
485 people provided ideas
on how the Library could
do more independent
fundraising. Ideas ranged
from small-scale community
-based fundraisers to galas,
from traditional direct ask
fundraising to partnerships.
The Library is happy to
have some new suggestions
and ideas and is always
grateful for the support of
the community.
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Why haven’t you come to visit recently?

A question was asked about why non-members of the Library were not
using our services. Several people indicated that they learned new things
about the Library just by taking the survey and that they would start
coming to the Library more often.
143 respondents indicated they didn’t feel they had any reason to use
the Library and 102 respondents said they weren’t familiar with the services of the Library.
Other reasons included inconvenient location and/or hours; no interest in
programs or resources; non-resident fees; lack of time; technology (own
personal e-readers, computer/internet); parking; programing at bad
times.
We are always working to provide services that are relevant to a wide
group of people and we are always looking for suggestions and support
from the community to launch new programs.
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Overall Experience
Most respondents indicated that they were very happy with their library
experiences (5 represents “Very Happy”, 1 represents “Not at all Happy”).
The majority of people who chose “I don’t know” were non-members.
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What’s Next …
The Library Board and Staff will be creating an action/business plan
for each strategic priority. This business plan will include timelines,
measures, outcomes, budget implications and responsibilities over the
next five years.

Conclusion …
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We are thrilled to be launching this five-year strategic plan. Thank you
to everyone involved in this exciting process. Your continuous feedback
is crucial to the success of your Library.
We look forward to connecting with many new people when you visit the
Library and when we meet you out and about in the community.
Please contact us with your questions and comments ~
we love to hear from you!

Contact Information
Linda Chadwick
Library CEO
613-342-3936 ext. 27
linda@brockvillelibrary.ca

www.brockvillelibrary.ca
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