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INTRODUCTION

Under thePublic Libraries Acit is the responsibility of the Haldimand County Public Library

. 2FENR (2 YIFAYGLFAYy Gl O2YLINBKSYyaiaodS [yR STFTA
O2YYdzy Al @ Q& dheRlibilzS ibrriSsSARS® 1960, Chapter P.44, Subsection 20

(@)

The Haldimand County Public Library, with its six branches from three library systems, came
into existence on January 1, 2001, as a result of a provinamhdated amalgamation.

During the first eighteen mohs of operation, the Board reviewed library services in Haldimand
County. In September, 2002, the Board implemented a new organizational structure in order to
address service inequities, facilitate service improvements, and develop a harmonized approach
to staffing levels, responsibilities and salaries.
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responsive to the operatm environment. This commitment continues with a new 2@08.0

Plan, which rdocuses our efforts and priorities.

After looking at the trends that affect public libraries in general, discussing the strengths,
weaknesses, opportunities and threats in ourrowystem, and conducting focus groups with
Haldimand County residents, the Board agreed on five adjectives they wanted to be associated
with the Library and its servicese-adopted the Service Commitment Statement and the Vision
Statement; and developedraew Mission Statement.

The Haldimand County Public Library Board wants the Library to be:

o welcoming

e responsive (community -focused)
e /nnovative

e accessible

e accountable (culture of assessment)



Haldimand County Public Library Mission Statement

Hadimand County Public Library is a welcoming and inclusive community gathering place where people
can explore, imagine, discover, relax and connect with each other.

Haldimand County Public Library Vision Statement

The Haldimand County Public Library Wed the cultural heart of the community. By providing a
community meeting place, it will give full and equal access to information and ideas, promote the love
of reading, the joy of learning, and support partnerships that encourage the pursuit of cultural,
recreational and educational interests.

Haldimand County Public Library Service Commitment

The Library will build an innovative, efficient and accountable organization to better serve the public.
User satisfaction is our primary focus, and this cart besachieved in an organization that:

e values ceworkers and their contributions

e encourages participatory management through mutual respect and trust
e promotes innovative riskaking and visionary leadership

e responds to a changing environment through léagrand openness

e acts in a financially responsible manner.

We plan to fulfill our service commitment through:

e outstanding customer service

¢ high quality staff that mirror staffing allocations found in excellent libraries across the province

o library colletions that meet the needs of an increasingly diverse clientele

¢ widespread incorporation of new and emerging technologies as an integral part of overall
service

e convenient, inviting, upo-date facilities that meet the growing expectations of users for
adaptability to new technologies, separate areas for children, quiet spaces for study and
research, access to local history and genealogy, and designated space for meetings and
programs

e a wide range of educational and cultural programming

e active involvement ithe community



STRATEGIC DIRECTIONS

The Board has adopted three strategic directions in order to focus its efforts in making a positive and
meaningful contribution to the quality of life in the community:

Strategic Direction 1: Superior @stomer Service
Strategic Direction 2: Community Engagement
Strategic Direction 3: Good Governance

e financial responsibility
e political responsibility
e social responsibility

Customer focus and community engagement are key drivers to improving public services. Without a
primary focus on customers, servicedl not offer value for money or meet local needs. Community
engagement helps the Library to ensure that the priorities of local people translate into strategy and
decisionmaking. Good governance requires that the Board promote a culture of assessnoedeirto

be leaders in the delivery of effective, quality services that respond to community needs.
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The Haldimand County Public Library strives to provide you with service which exceeds your
expectations. Through personalized assistantggtemnic collections, welcoming facilities and engaging
programs, our aim is to create positive experiences which encourage you to visit us again and again. We
exist for the benefit of local residents and the satisfaction of our residents is paramounsuperior

service philosophy encompasses all aspects of our operations and your experience with us is always our
first priority.

To provide superior service, your library works to achieve the following goals:
e trained staff
e accessibility
o facilities
e techndogical enhancements
e electronic information access

Goal 1.1 || Service-oriented Staff

The Library will have serviegiented staff who are competent, motivated, clear on goals and objectives
of the organization and who work as a team to provide excellent customer service.

ACTION 1.1.1 Establish Core Competencies
Description Establish core competency standards in areas such as ref@end¢s | R

advisoryand technology
Staff Role Management Team
Board Role
Outcomes Competencies will be useful in creating job descriptions, in hiring and

evaluating staff, and in selecting training opportunities that will help staff
develop or enhance specific skills and behavidoisetter serve our
clientele

Indicator 1 Core Cometencies Manual

Indicator 2

Timeline Status

Core Competencies Manual 2009 1° Quarter




ACTION 1.2. Training & Orientation Programs

Description Provide comprhensive orientation training to all new staff; assess annua
performance reviews and competency standard evaluatfonsll staffto
identify training requirements.

Coordinate some training with IS and HR Divisions to optimize opportur]
/ minimize co$s and ensure corporate consistency.

Staff Role Management Team

Board Role

Outcome High performance work environment with motivated staff and satisfied
customerswhose expectations are met / exceeded.

Indicator 1 Staff feedback

Indicator 2 User feedlack

Status
\ Training Programs Ongoing
\ Orientation Programs Ongoing

Detailed Training Schedule
(Attached as Appendix A)

ACTION 1.8, Employee Performace Evaluations

Description Regular evaluations provide an opportunity for effective dialogue betwe
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and an opportunity to align staff performance with organizational goals 1
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Staff Role Management Team

Board Role Board Evaluation of CEO

Outcomes Performance problems are corrected; professional development goals §
identified; a respectful work environment is created in which standards §
applied consistently to the work of all employees, while assisting employ
to improve and advance

Indicator 1 Completed annual performance reviews (more regular if necessary)
Indicator 2 Continued improvement in staff performance
Timeline

Timeline

Status
Ongoing

Performance Reviews
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ACTION 1.2, Measure Employee Satisfaction and Respond

Description Staff will be invited to provide feedback on work conditions through
satisfaction surveys and open communication practices to ensure a posi
and productive work environment which will be mirrored in superior
customer service. The Library will work in conjunction with relevant
Haldimand County survey initiatives.

Staff Role Management Team

Board Role

Outcomes High performance work environment with motivated staff and satisfied
customers; improved staff morale

Indicator 1 Increased staff productivity

Indicator 2 Decreased absenteeism

Indicator 3 Increased employee retentiorates

Timeline Status

2009 ¥ Quarter

Development of Satisfaction Survegs
conjunction with Haldimand County

Goal 1.2 || ké\ Responsiveness

Your opinions of our services are important to us. We are committed to responding to your suggestions
for improvemaent, providing resources and programs which meet your changing needs and interests, and
creating the type of library which is relevant to you and your family. Services, programs and products
are evaluated for their quality and impact. A culture of assesgmanwhich Board and staff want to
know about the results they produce and how these results relate to customer expectations, is an
integral part in the creation of a customeentred culture.

ACTION 2.1 Opportunities for Customer Feedback

Description Continuous communication with customers through needs assessment and
satisfaction measurements. Relevant data and feedback are routinely collected
analysed and used to set prities, allocate esources ananake decisions.

Staff Role Management Team ; Frotine staff

Board Role Contribute to gathering user feedback, profiling the community aradkimg

decisions based on feedback

Outcomes Patrons know that their comments and complaints are takeriously and

acted upon. Formal mechanism is in plé@ecomments to be acted upon.
Indicator 1 Formal and informal surveys (verbal, print, online)

Indicator 2 Situational Analysis: Community Forum and Focus Group rekioiftsy and
community profies, and environmental scan

Timeline Status

Verbal Feedback Procedures Ongoing

Situational Analysis: Community Foruf 2010 1* Quarter
andFocus Group SurveyTBD)




ACTION 2.2 Demographic Surveys

Description Staff will focus each year on one particular service population and cond
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needs

Staff Role Management Team

Board Role

Outcome Collections, programs and services are provided which address the intel
and needs of the service population

Indicator 1 Improved circulation resulting from more responsive title suggestions
Indicator 2 Customer verbal / written feedback on titles addesefvices provided
Timeline Status

Dunnville library user survey 2008 3" Quarter
| survey of Local Businesses 2008 4™ Quarter
\ Cayuga library user survey 2009 f'Quarter
| survey of Teachers / Horsehoolers | 2009 4 Quarter
\ Survey of Senior Citizens 2010 4 Quarter

ACTION 2.3 Circulation Trends Analyses

Description Staff will generate and analyze Horizon circulation reports showing

circulation patterns byollection type and borrower type and reallocate

materials budgets as appropriate

Staff Role Management Team (lead: Deputy CEO)

Board Role

Outcomes Patron needs and expectations of our collections are met; each branch

able to respond to changes aommunity needs

Indicator 1 Improved circulation resulting from more responsive acquisitions

Indicator 2 Customer verbal / written feedback on titles added
Timeline Status

Ongoing

Circulation Trends Reports




The first thinga user experiences when visiting the library is the building itself. The condition of our
facilities and the extent to which they are welcoming, comfortable and conducive to your enjoyment are
significant factors in determining how pleasant your visithe tibrary is. To ensure a positive first and
lasting impression, the Library has established the following actions:

Superior Customer Servicélserfriendly Facilities

Wewill increase floor space at the Dunnville branch through building
expansion, accommodating larger collections, improved circulation and
storage facilities and a better arrangement for public computer
workstations Property expansion is also planned t@wailfor more public
parking spaces.

Management Team

Dunnville Building Committee

The community gains additional access to public computers; more colle
space; better programming spaamore convenient parking spacede
Library is able to meet accessibility standards as set othdojccreditation
Council.

Percentage of residents surveyed who express satisfaction with the fac
(appearance, cleanliness, access, location, hours, etc.)

Increased square metre space per capita

Increased usage statistics (circulation, public PCs, program attendance
Fewer title discards

Related Projects: Timeline Status
Design RFP preparation and tenderind 2008 2“ Quarter | In Progres

Construction RFP preparation and 2010 2™ Quarter
tendering




Superior Customer Servicélserfriendly Facilities

We will construct a new facility for the Cayuga library which meets
accessibility standards and provides greater space for collection, circulg
and program activies

Management Team

Cayuga Building Committee

The community gains additional access to public computers; more colle
space; better programming and meeting room space. The Library is abl
meet accessibility standards set out byhe Accreditation Council.
Increased square metre space per capita

Increased usage statistics (circulation, public PCs, program attendance
Fewer title discards

Related Projects: Timeline Status

Desgn RFP preparation and tenderingl 2009 f'Quarter
Construction RFP preparation and 2009 ¥ Quarter
tendering

Project Implementation 2010 2“Quarter
Order furnishings, equipment, cabling| 2010 %' Quarter
Grand Opening Event 2010 4 Quater

Superior Customer Servicélserfriendly Facilities

In collaboration with Facilities Division staff and using studies such as H
Condition Assessment Reporssaff will plan for shortand longterm
maintenance of library buildings provide a safe and attractive
environment for patrons and staff.

Management Team and Facilities Division staff

The Board adopts policies and procedureatttieal with safety, security an]
emergency issues.

Improved physical appearance of facilities, customer comfort, accessibi
and safety; efficient maintenance

Reduction in unanticipated higtost repairs

Pro-active aml responsive teryear capital forecasts

Related Projects: Timeline Status

Establish maintenance plans and 2008 3 Quarter | In Progress
programs

Update Emergency Procedures Manu{ 2008 4" Quarter




ACTION B.4 Meeting Room Resource Enhancements

Description We will improve meeting room functionality by adding new resources fo
public use: LCD projectors, video conferencing equipment, etc.

Staff Role Management Team

Board Rte

Outcome Meeting rooms can accommodate technical presentations, distance
education, and a greater variety of users

Indicator 1 Increased use of meeting rooms

Timeline Status
2009 f' Quarter

LCD Projector purchases (from CAP
grant funding)

Determine/purchase resources requird 2009 & Quarter
for Distance Education opportunities
Include small capital / new initiative Annually (4
purchases in annual budget Quarter)

ACTION B.5 Landscaping Improvements Caledonia & Dunnvill

Description We will improve front garden conditions through contracted annual
maintenance and volunteer assistance, routine weeding, and additional
plantings

Staff Role Management Team

Board Role

Outcome More appealing curiside view of the branches

Indicator 1 Public opinion and feedback

Timeline Status

2008 2YQuarter

Contract for Garden and Landscape
Maintenance




Goal 1.4 || ﬁﬁx\Accessibility
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and enjoyed. The Haldimand County Public Library plans a number of measures to ensure users can
obtain the information they need and participate imet programs which intereshem.

ACTION %.1 Compliance with Accessibility Standards and

Implementation of Accessibility Projects
Description Staff will research and implemeiitiatives to make the Library more

accessible for people with disabilities.
Staff Role Management Team (Lead: CEO)
Board Role Review and approval of Accessibility policies
Outcome Development of plans which identify barriers in legislation, policies,

programs, practices and services that affect people with disabilities and
steps to be taken over time to remove identified barriers and prevent n¢g
ones

Indicator 1 Completed checklist for barridree design for libraries
Indicator 2 Continued Librey staff participation on County Accessibility Committee tq
identify noncompliance issues and budget for resolutions
Indicator 3 Development of policies, practices and procedures for providing service
people with disabilities as per Provincial Regata429/07, which are
consistent with the principles of independence, dignity, integration and
equality of opportunity.

Indicator 4 Inclusion of remedial projects in teyear capital forecast
Timeline Status

Ongoing

\ Accessibility Committeparticipation
Include small capital / new initiative Annually (£
purchases in annual budget Quarter)
Purchase of ODgompliant circulation | 2008 ¥ Quarter
desk: Hagersville branch
Develop accessibility standards for 2008 ¥ Quarter
customer servicesaper Ontario
Regulation 429/07

Website Compliance with W3@WAI 2009 f'Quarter
standards
Purchase of OD#ompliant circulation | 2009 & Quarter
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ACTION 4.2
Description

Staff Role
Board Role
Outcome
Indicator 1

Indicator 2

Review of Branch Opening Hours
Staff will analyze hours of opening at each branch and reassess their

suitability for patrons
Management Team

Review and approve any proposed changdinary opening hours

9alGlofAaKYSyld 2F K2dzZNE 27
Hourly and daily circulation statistical trends

No branch is open less than 12 hours per week (Accreditation Guideling

User feethack and satisfaction testimonials
Timeline

Hours of Operation Review 2009 2°Quarter
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Hours of Operation RevieguCayuga 2010 4 Quarter
branch (following new facility opening

ACTION 4.3
Description

Staff Role
Board Role
Outcomes

Indicator 1
Indicator 2

Wireless Network Implementation

Staff will implement a wireless (VF) network for public PCs to allow for
mobile network access and reduction of barriers to access

CEO in coordination with Coyninformation Systems staff
Approval of related policies and procedures

Provision of an kdemand technology that will help retain traditional user
and attract new users; increased network bandwidth at three branches;
segregated pulid / staff network traffic to allow for different levels of

filtering
Patron authentication statistics for wireless access
User feedback and satisfaction testimonials
Timeline

2008 2“Quarter

Wireless network implemeation

Status
In Progress




ACTION 4.4 Improved Collection Organization and Collection
Display

Description Staff will continue to assess and-eeganize collections to meet with 8sN&|

browsing patterns. Staff will acquire display units which enhance collect
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Staff Role Deputy CEO

Board Role

Outcomes A more browsedffriendly collection to match retail experience expations;

greater variety of merchandising units to promote collections.

The physical layout of the library is organized in a way that is systemati

easy to navigateyell signedand convenient for users.

Indicator 1 Circulation statistics

Indicator 2 User feedback and satisfaction testimonials

Timeline

Regularly review collection organizatid
Include small capital purchas@display | Annually (&
units)in annual budget Quarter)
Reclassification/reorganizatioof Easy | 2008 & Quarter
Reader collections, by reading level

Ongoing

ACTION &5 Homebound Delivery & Shuttle Services

Description Explore new partnerships and opportunities for homebound delieery
continue partnership with Haldimand Norfolk Senior Support Services
Clark Foundatiomhich provides shuttle service to the Caledonia branch
those in need.

Staff Role Management Team and Volunteers

Board Role

Outcomes Library resources and sdces are made available to users unable to
physically visit our facilities or who are dependent on volunteer
transportation opportunities.

Indicator 1 Increased homebound delivery statistics ; shuttle service usage
Indicator 2 Usage statistics includirgpvernment survey information

Timeline

Status




The Library will provide a comprehensive, flexible and useful collection using appropriate materials and
formats to meet your informational needs and recreational interests.

Superior Customer ServiceBuilding Strong Collections
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accurately reflects the contents of the collection, is carried out at least 9
every two years.

Deputy CEO and Cataloguing Team with branch staff assistance

Accountable stewardship of publically funded collections; enhanced
customer service through accurate catalogue and location mechanisms
respansible participation in provincial database

Reduced frequency of unfound materials; reduced patron frustration

Related Proects

Inventory of Caledonia collection 2008 2“Quarter | In progress
Inventory of Dunnville ctection 2008 & Quarter
Inventory of Cayuga collection 2008 4 Quarter
Inventory of Hagersville collection 2009 f'Quarter
Inventory of Jarvis collection 2009 2°Quarter
Inventory of Selkirk collection 2009 & Quarter




Superior @stomer ServiceBuilding Strong Collections

Related Projects:

Staff will assess effectiveness of collections in meeting identified
information needs of patrons through statistical analyses, public feedba
puo f A A KSNE Q NFo@dv&auation. Yy R KI yRa
Management Team

Public ownership of resources which are relevant, current, popular and
balanced

Collection evaluation workshop focused on Caledonia branch
Circulation trends regularly monitored and materials budgets reallocateq
where needed

Physical measures of the collection, including number of items held,
turnover rate, and age of collection, transactions per capita, etc.
The Library has agbted a written collection development plan.

Evaluation of Caledonia collection 2008 2“Quarter | In Progress
Evaluation of Dunnville collection 2008 & Quarter
Evaluation of Cayuga collection 2008 4 Quarter
Evaluation of Hagersville collection 2009 f'Quarter
Evaluation of Jarvis collection 2009 29Quarter
Evaluation of Selkirk collection 2009 ¥ Quarter

Superior Customer Servic®&uilding Strong Collections

Related Projects:

Timeline Status

Staff will evaluate existing and potential electronic database subscriptio
enable users to access information remotely; includes analysis of Know|
Ontario content and identification of gaps which can be filledlgrnative
databases; also includes updating staff skills on navigating selected
databases to better serve clients

Deputy CEO

Provision of affordable, relevant mix of online information as a complem
to print resouces; developments in Knowledge Ontario monitored for
possible implementation (e.g. BiblioCommons)

Usage statistics

Informal surveys (in person and online)

Evaluation of existing database Ongoing
subsciptions

Include new subscription purchases il Annually (4
annual budget when appropriate Quarter)




Goal 1.6 |} "‘é\ Technological Enhancements

The Library uses technology to deliver services more effectively and to streamline administrative
procedures.Various technologies includinwireless networks, web pages, automated catalogues and
digital access to government forms make accessing and browsing our resources more convenient and
satisfying for you.

ACTION B.1 Development of Technology Plan

Description Staff will develop a Technology Plan, encompassing maintenance and
inventories of existing technologies and the review and adoption of hew
technologies to better serve clients. Planning will be in conjunctiibim w
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Staff Role CEO and Deputy CEO

Board Role

Outcomes CKS [AONINE A& Ay O2YLIX AIFIYyOS 6Af
has in place a plan for acquiring, servicing, upgrading@pldcing its
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learning environment with public access to computers and Internet train|
public access to reliable photocopiers and remote access to electronic
databases.

Indicator 1 Development of a Technology Plan (which will cover library automation
system and its future upgrades, database cleanup and enhancement
projects, networks, web presence, software available to staff and the pu
electronic databases, and interlibrary losoftware)

Indicator 2 Participation on County CTAC and Web Steering Committee.
Indicator 3 Ongoing applications for CAP (Community Access Program) grants; fur
be used to support technology enhancements

Indicator 4 Ongoing applications for Servicef@rio grants; funds to be used to suppo
technology enhancements

Timeline Status

2008 & Quarter

Development of Technology Plan




pARCemmunity, Engagement

In order to make a positive and meaningful contribution to the quality of life in our commuthigy
Board believes it is essential to actively engage the community and to work collaboratively with other
community service providers. This will ensure that services reflect community needs and that people of
all ages, backgrounds and cultures feel ovghip of the Library, which serves as a focal point for
community connection and public discear

Goal 2.1 |} ‘ﬁ\ Identification of Audience & Personalized Programing

The Library employs several approaches to identify its users and their interests intomfer them
tailored programs and services.

ACTION2.1.1 Continueand Expandynamic Schedule of Programs for
Children, Adults and Seniors

Description Staff will deliver existing programs as listed in Appendix B and mbgula
evaluate/monitor success / relevanc$taff will investigate and implement
new programs serving various needs. The Library follows a formal procq
for planning, preparing and evaluating library programs. Attendance
statistics are recorded, along withe number and types of programs
provided. Program schedules are made available to the public.

Staff Role Management Team / Frodine staff

Board Role

Outcomes Programs will continue to be reflective of community needs and prioritie
positive image bservices helps to maintain and develop community
goodwill.Improved social skills, literacy skills, academic performance, a
seltesteem of child participants; education, entertainment, skills
development and personal growth among adult and senior pgaints.
Indicator 1 Attendance statistics, waiting lists, requests for additional/new programs
Indicator 2 Customer feedback; verbal and written feedback forms

Timeline Status

Existing programs as per Appendix B Ongoing
\ Formal pogram planning procedures Ongoing

\ Preparation of program schedules Ongoing

\ Ojibwe Story Circle 2008 29Quarter | In Prgress
RBC After School Programs Grant 2009 f'Quarter
Application

RBC After School Programs Grant 2009 & Quarter
Development of Progims (with grant)




ACTION2.12
Description

Staff Role
Board Role
Outcomes

Indicator 1
Indicator 2

service to the community
Management Team
All Board members
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Continueand ExpandPartnerships

Board and staff will strengthen existing partnerships as idewtiiin
Appendix CBoard and staff will develop new collaborations with schools
agencies, businesses, community organizations and individuals to maxi

The Libary works in strategic partnerships and supports community goal
the profile of the Library is raised within the communitgjue is added to
QFrELI @SNEQ R2t
are combined for maximum effect antdre is less service duplication.
Library participation in communitwide events
Partnerships with schools, literacy programs, library groups such as FO

etc.
Timeline Status

Existing partnerships as peppendix C Ongoing
Early Literacy brochure distribution 2008 f'Quarter | Completed
Dunnville Pilot Training School 2008 f'Quarter | Ongoing
Homebound Services brochure 2008 29 Quarter
distribution
Services for the Disabled brochure 2008 27 Quarter
distribution

| Teacher Alert Program 2008 4 Quarter

\ GrandErie Business Centre 2008 & Quarter | In Progress
Haldimand County Museungsrotating | 2008 2° Quarter | In Progress
displays
Haldimand County Museuntsdatabase] 2008 X Quarter
sharing




