
 



INTRODUCTION 

 

Under the Public Libraries Act, it is the responsibility of the Haldimand County Public Library 
.ƻŀǊŘ ǘƻ Ƴŀƛƴǘŀƛƴ άŀ ŎƻƳǇǊŜƘŜƴǎƛǾŜ ŀƴŘ ŜŦŦƛŎƛŜƴǘ ǇǳōƭƛŎ ƭƛōǊŀǊȅ ǎŜǊǾƛŎŜ ǘƘŀǘ ǊŜŦƭŜŎǘǎ ǘƘŜ 
ŎƻƳƳǳƴƛǘȅΩǎ ǳƴƛǉǳŜ ƴŜŜŘǎέ όThe Public Libraries Act, RSO 1990, Chapter P.44, Subsection 20 
(a).) 
 
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 provincially-mandated amalgamation. 
 
During the first eighteen months 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. 
 
¢ƘŜ .ƻŀǊŘΩǎ ŦƛǊǎǘ ǎǘǊŀǘŜƎƛŎ Ǉƭŀƴ ǿŀǎ ŀŘƻǇǘŜŘ ƛƴ нлло ŀǎ ǘƘŜ ƴŜȄǘ ǎǘŜǇ ƛƴ ƛǘǎ ŎƻƳƳƛǘƳŜƴǘ ǘƻ 
ŜǎǘŀōƭƛǎƘ ǇǊƛƻǊƛǘƛŜǎ ǿƘƛŎƘ ŦŀŎƛƭƛǘŀǘŜ ŀŎƘƛŜǾŜƳŜƴǘ ƻŦ ǘƘŜ ƭƛōǊŀǊȅΩǎ Ƴƛǎǎƛƻƴ ŀƴŘ ǿƘƛŎƘ ŀǊŜ 
responsive to the operating environment. This commitment continues with a new 2008-2010 
Plan, which re-focuses our efforts and priorities. 
 
After looking at the trends that affect public libraries in general, discussing the strengths, 
weaknesses, opportunities and threats in our own system, and conducting focus groups with 
Haldimand County residents, the Board agreed on five adjectives they wanted to be associated 
with the Library and its services; re-adopted the Service Commitment Statement and the Vision 
Statement; and developed a new Mission Statement. 
 
 
The Haldimand County Public Library Board wants the Library to be: 
 

 w elcoming  

 responsive (community -focused)  

 innovative  

 accessible  

 accountable (culture of assessment)  

 

 
 
 
 
 
 
 
 



Haldimand County Public Library Mission Statement 
 
Haldimand 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 will be 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 can best be achieved in an organization that: 
 

 values co-workers and their contributions 

 encourages participatory management through mutual respect and trust 

 promotes innovative risk-taking and visionary leadership 

 responds to a changing environment through learning and openness 

 acts in a financially responsible manner. 
 
We plan to fulfill our service commitment through: 
 

 outstanding customer service 

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

 library collections that meet the needs of an increasingly diverse clientele 

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

 convenient, inviting, up-to-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 

 a wide range of educational and cultural programming 

 active involvement in the 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 Customer Service 
 service-oriented staff 

 responsiveness 

 user-friendly facilities 

 accessibility 

 strong collections 

 technological enhancements 
 
 

Strategic Direction 2:      Community Engagement 
 dynamic schedule of programs 

 partnerships 

 promotion and advocacy 
 
 

Strategic Direction 3:      Good Governance 
 financial responsibility  

 political responsibility  

 social responsibility  
 
 
 
Customer focus and community engagement are key drivers to improving public services. Without a 
primary focus on customers, services will 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 
decision-making. Good governance requires that the Board promote a culture of assessment in order to 
be leaders in the delivery of effective, quality services that respond to community needs. 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
The Haldimand County Public Library strives to provide you with service which exceeds your 
expectations. Through personalized assistance, electronic 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 paramount. Our superior 
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: 

 trained staff 

 accessibility 

 facilities 

 technological enhancements 

 electronic information access 
 
 
 

 
 

The Library will have service-oriented staff who are competent, motivated, clear on goals and objectives 

of the organization and who work as a team to provide excellent customer service. 

 Superior Customer Service:  Service-Oriented Staff 

ACTION 1.1.1                Establish Core Competencies   
Description Establish core competency standards in areas such as referenceΣ ǊŜŀŘŜǊǎΩ 

advisory and 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 behaviours to better serve our 
clientele. 

Indicator 1 Core Competencies Manual 
Indicator 2  
Related Projects:  Timeline Status 

 Core Competencies Manual 2009  1st Quarter  

 

 



Superior Customer Service:  Service-Oriented Staff 

ACTION 1.1.2                Training & Orientation Programs   
Description Provide comprehensive orientation training to all new staff; assess annual 

performance reviews and competency standard evaluations for all staff to 
identify training requirements. 
Coordinate some training with IS and HR Divisions to optimize opportunities 
/ minimize costs and ensure corporate consistency. 

Staff Role Management Team 
Board Role  
Outcome High performance work environment with motivated staff and satisfied 

customers whose expectations are met / exceeded. 
Indicator 1 Staff feedback 
Indicator 2 User feedback 
Related Projects:  Timeline Status 

 Training Programs  Ongoing 

 Orientation Programs  Ongoing 

 Detailed Training Schedule 
(Attached as Appendix A) 

  

 

Superior Customer Service:  Service-Oriented Staff 

ACTION 1.1.3                Employee Performance Evaluations   
Description Regular evaluations provide an opportunity for effective dialogue between 

ŜƳǇƭƻȅŜŜǎ ŀƴŘ ǎǳǇŜǊǾƛǎƻǊǎ ǊŜƎŀǊŘƛƴƎ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ ƻǾŜǊŀƭƭ ǇŜǊŦƻǊƳŀƴŎŜΣ 
and an opportunity to align staff performance with organizational goals such 
as ά{ǳǇŜǊƛƻǊ /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜέΦ 

Staff Role Management Team 
Board Role Board Evaluation of CEO 
Outcomes Performance problems are corrected; professional development goals are 

identified; a respectful work environment is created in which standards are 
applied consistently to the work of all employees, while assisting employees 
to improve and advance. 

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

 Performance Reviews  Ongoing 

 

 



Superior Customer Service:  Service-Oriented Staff 

ACTION 1.1.4                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 positive 
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 retention rates 
Related Projects:  Timeline Status 

 Development of Satisfaction Surveys in 
conjunction with Haldimand County 

2009  3rd Quarter  

 

 

Your opinions of our services are important to us. We are committed to responding to your suggestions 
for improvement, 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 assessment, in which 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 customer-centred culture. 
 

Superior Customer Service:  Responsiveness 

ACTION 1.2.1                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 priorities, allocate resources and make decisions. 

Staff Role Management Team ; Front-line staff 
Board Role Contribute to gathering user feedback, profiling the community and making 

decisions based on feedback 
Outcomes Patrons know that their comments and complaints are taken seriously and 

acted upon. Formal mechanism is in place for comments to be acted upon. 
Indicator 1 Formal and informal surveys (verbal, print, online) 
Indicator 2 Situational Analysis: Community Forum and Focus Group results, library and 

community profiles, and environmental scan  
Related Projects:  Timeline Status 

 Verbal Feedback Procedures  Ongoing 

 Situational Analysis: Community Forum 
and Focus Group Surveys (TBD) 

2010  1st Quarter  



 

Superior Customer Service:  Responsiveness 

ACTION 1.2.2                Demographic Surveys   
Description Staff will focus each year on one particular service population and conduct 

ǎǇŜŎƛŀƭƛȊŜŘ ǎǳǊǾŜȅǎ ǘƻ ƛŘŜƴǘƛŦȅ ǘƘŀǘ ǇŀǊǘƛŎǳƭŀǊ ǳǎŜǊ ƎǊƻǳǇΩǎ ƛƴǘŜǊŜǎǘǎ ŀƴŘ 
needs 

Staff Role Management Team 
Board Role  
Outcome Collections, programs and services are provided which address the interests 

and needs of the service population 
Indicator 1 Improved circulation resulting from more responsive title suggestions 
Indicator 2 Customer verbal / written feedback on titles added / services provided 
Related Projects:  Timeline Status 

 Dunnville library user survey 2008  3rd Quarter  

 Survey of Local Businesses 2008  4th Quarter  

 Cayuga library user survey 2009  1st Quarter  

 Survey of Teachers / Home-schoolers 2009  4th Quarter  

 Survey of Senior Citizens 2010  4th Quarter  

 

Superior Customer Service:  Responsiveness 

ACTION 1.2.3               Circulation Trends Analyses   
Description Staff will generate and analyze Horizon circulation reports showing 

circulation patterns by collection 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 is 

able to respond to changes in community needs. 
Indicator 1 Improved circulation resulting from more responsive acquisitions 
Indicator 2 Customer verbal / written feedback on titles added 
Related Projects:  Timeline Status 

 Circulation Trends Reports   Ongoing 

 

 



 

The first thing a 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 visit to the library is. To ensure a positive first and 
lasting impression, the Library has established the following actions: 
 

 

Superior Customer Service:  User-friendly Facilities 

ACTION 1.3.1                Facility Expansion ς Dunnville Branch   
Description We will 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 to allow for more public 
parking spaces. 

Staff Role Management Team 
Board Role Dunnville Building Committee 
Outcomes The community gains additional access to public computers; more collection 

space; better programming space; more convenient parking spaces. The 
Library is able to meet accessibility standards as set out by the Accreditation 
Council. 

Indicator 1 Percentage of residents surveyed who express satisfaction with the facility 
(appearance, cleanliness, access, location, hours, etc.) 

Indicator 2 Increased square metre space per capita 
Indicator 3 Increased usage statistics (circulation, public PCs, program attendance) 
Indicator 4 Fewer title discards 
Related Projects:  Timeline Status 

 Design RFP preparation and tendering 2008  2nd Quarter In Progress 

 Construction RFP preparation and 
tendering 

2010  2nd Quarter  

 

 

 

 

 

 

 



Superior Customer Service:  User-friendly Facilities 

ACTION 1.3.2                New Facility ς Cayuga Branch   
Description We will construct a new facility for the Cayuga library which meets 

accessibility standards and provides greater space for collection, circulation 
and program activities 

Staff Role Management Team 
Board Role Cayuga Building Committee 
Outcomes The community gains additional access to public computers; more collection 

space; better programming and meeting room space. The Library is able to 
meet accessibility standards as set out by the Accreditation Council. 

Indicator 1 Increased square metre space per capita 
Indicator 2 Increased usage statistics (circulation, public PCs, program attendance) 
Indicator 3 Fewer title discards 
Related Projects:  Timeline Status 

 Design RFP preparation and tendering 2009  1st Quarter  

 Construction RFP preparation and 
tendering 

2009  3rd Quarter  

 Project Implementation 2010  2nd Quarter  

 Order furnishings, equipment, cabling 2010  3rd Quarter  

 Grand Opening Event  2010  4th Quarter  

 

 

Superior Customer Service:  User-friendly Facilities 

ACTION 1.3.3                Establish Facility Maintenance Program   
Description In collaboration with Facilities Division staff and using studies such as Facility 

Condition Assessment Reports, staff will plan for short- and long-term 
maintenance of library buildings to provide a safe and attractive 
environment for patrons and staff. 

Staff Role Management Team and Facilities Division staff 
Board Role The Board adopts policies and procedures that deal with safety, security and 

emergency issues. 
Outcomes Improved physical appearance of facilities, customer comfort, accessibility 

and safety; efficient maintenance 
Indicator 1 Reduction in unanticipated high-cost repairs 
Indicator 2 Pro-active and responsive ten-year capital forecasts 
Related Projects:  Timeline Status 

 Establish maintenance plans and 
programs 

2008  3rd Quarter 
 

In Progress 

 Update Emergency Procedures Manual 2008  4th Quarter  

 

 

 



Superior Customer Service:  User-friendly Facilities 

ACTION 1.3.4                Meeting Room Resource Enhancements   
Description We will improve meeting room functionality by adding new resources for 

public use: LCD projectors, video conferencing equipment, etc. 
Staff Role Management Team 
Board Role  
Outcome Meeting rooms can accommodate technical presentations, distance 

education, and a greater variety of users 
Indicator 1 Increased use of meeting rooms 
Related Projects:  Timeline Status 

 LCD Projector purchases (from CAP 
grant funding) 

2009 1st  Quarter  

 Determine/purchase resources required 
for Distance Education opportunities 

2009  3rd Quarter  

 Include small capital / new initiative 
purchases in annual budget  

Annually (4th 
Quarter) 

 

 

 

Superior Customer Service:  User-friendly Facilities 

ACTION 1.3.5                Landscaping Improvements ς Caledonia & Dunnville    
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 curb-side view of the branches 
Indicator 1 Public opinion and feedback 
Related Projects:  Timeline Status 

 Contract for Garden and Landscape 
Maintenance 

2008  2nd Quarter  

 

 



 

The more accessible the lƛōǊŀǊȅΩǎ ǊŜǎƻǳǊŎŜǎ ŀƴŘ ǎŜǊǾƛŎŜǎΣ ǘƘŜ ƎǊŜŀǘŜǊ ǘƘŜ ƭƛƪŜƭƛƘƻƻŘ ƻŦ ǘƘŜƳ ōŜƛƴƎ ǳǎŜŘ 
and enjoyed. The Haldimand County Public Library plans a number of measures to ensure users can 
obtain the information they need and participate in the programs which interest them. 
 

 

Superior Customer Service:  Accessibility 

ACTION 1.4.1                Compliance with Accessibility Standards and                                              
Implementation of Accessibility Projects   

Description Staff will research and implement initiatives 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 the 
steps to be taken over time to remove identified barriers and prevent new 
ones 

Indicator 1 Completed checklist for barrier-free design for libraries 
Indicator 2 Continued Library staff participation on County Accessibility Committee to 

identify non-compliance issues and budget for resolutions 
Indicator 3 Development of policies, practices and procedures for providing services to 

people with disabilities as per Provincial Regulation 429/07, which are 
consistent with the principles of independence, dignity, integration and 
equality of opportunity. 

Indicator 4 Inclusion of remedial projects in ten-year capital forecast 
Related Projects:  Timeline Status 

 Accessibility Committee participation  Ongoing 

 Include small capital / new initiative 
purchases in annual budget  

Annually (4th 
Quarter) 

 

 Purchase of ODA-compliant circulation 
desk: Hagersville branch 

2008  3rd Quarter  

 Develop accessibility standards for 
customer service as per Ontario 
Regulation 429/07 

2008  3rd Quarter  

 Website Compliance with W3C-WAI 
standards 

2009  1st Quarter  

 Purchase of ODA-compliant circulation 
ŘŜǎƪΥ 5ǳƴƴǾƛƭƭŜ ōǊŀƴŎƘΣ /ƘƛƭŘǊŜƴΩǎ 5ŜǇǘΦ 

2009  3rd Quarter  

 

 



 

Superior Customer Service:  Accessibility 

ACTION 1.4.2                Review of Branch Opening Hours   
Description Staff will analyze hours of opening at each branch and reassess their 

suitability for patrons. 
Staff Role Management Team  
Board Role Review and approve any proposed changes in library opening hours 
Outcome 9ǎǘŀōƭƛǎƘƳŜƴǘ ƻŦ ƘƻǳǊǎ ƻŦ ƻǇŜǊŀǘƛƻƴ ǿƘƛŎƘ ōŜǎǘ ƳŜŜǘ ǳǎŜǊǎΩ ƴŜŜŘǎ 
Indicator 1 Hourly and daily circulation statistical trends 

No branch is open less than 12 hours per week (Accreditation Guideline 6.1) 
Indicator 2 User feedback and satisfaction testimonials 
Related Projects:  Timeline Status 

 Hours of Operation Review 2009  2nd Quarter  

 Hours of Operation Review ς Cayuga 
branch (following new facility opening)  

2010  4th Quarter  

 

 

Superior Customer Service:  Accessibility 

ACTION 1.4.3                Wireless Network Implementation   
Description Staff will implement a wireless (Wi-Fi) network for public PCs to allow for 

mobile network access and reduction of barriers to access. 
Staff Role CEO in coordination with County Information Systems staff 
Board Role Approval of related policies and procedures 
Outcomes Provision of an in-demand technology that will help retain traditional users 

and attract new users; increased network bandwidth at three branches; 
segregated public / staff network traffic to allow for different levels of 
filtering 

Indicator 1 Patron authentication statistics for wireless access 
Indicator 2 User feedback and satisfaction testimonials 
Related Projects:  Timeline Status 

 Wireless network implementation 2008  2nd Quarter In Progress 

 

 



 

Superior Customer Service:  Accessibility 

ACTION 1.4.4                Improved Collection Organization and Collection 
Display   

Description Staff will continue to assess and re-organize collections to meet with usŜǊǎΩ 
browsing patterns. Staff will acquire display units which enhance collection 
ōǊƻǿǎƛƴƎ ŀƴŘ ǇǊƻƳƻǘŜ ǘƛǘƭŜǎ ŀƴŘ ǊŜŀŘŜǊΩǎ ŀŘǾƛǎƻǊȅ ǊŜǎƻǳǊŎŜǎΦ 

Staff Role Deputy CEO  
Board Role  
Outcomes A more browser-friendly collection to match retail experience expectations; 

greater variety of merchandising units to promote collections. 
The physical layout of the library is organized in a way that is systematic, 
easy to navigate, well signed, and convenient for users. 

Indicator 1 Circulation statistics 
Indicator 2 User feedback and satisfaction testimonials 
Related Projects:  Timeline Status 

 Regularly review collection organization  Ongoing 

 Include small capital purchases (display 
units) in annual budget  

Annually (4th 
Quarter) 

 

 Reclassification/reorganization of Easy 
Reader collections, by reading level 

2008  3rd Quarter  

 

 

Superior Customer Service:  Accessibility 

ACTION 1.4.5                Homebound Delivery & Shuttle Services 
Description Explore new partnerships and opportunities for homebound delivery and 

continue partnership with Haldimand Norfolk Senior Support Services / 
Clark Foundation which provides shuttle service to the Caledonia branch for 
those in need. 

Staff Role Management Team and Volunteers 
Board Role  
Outcomes Library resources and services 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 including government survey information 
Related Projects:  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 Service:  Building Strong Collections 

ACTION 1.5.1                Inventories 
Description !ƴ ƛƴǾŜƴǘƻǊȅ ƻŦ ǘƘŜ [ƛōǊŀǊȅΩǎ ŎƻƭƭŜŎǘƛƻƴΣ ŜƴǎǳǊƛƴƎ ǘƘŀǘ ǘƘŜ ŎŀǘŀƭƻƎǳŜ 

accurately reflects the contents of the collection, is carried out at least once 
every two years. 

Staff Role Deputy CEO  and Cataloguing Team with branch staff assistance 
Board Role  
Outcomes Accountable stewardship of publically funded collections; enhanced 

customer service through accurate catalogue and location mechanisms; 
responsible participation in provincial database 

Indicator 1 Reduced frequency of unfound materials; reduced patron frustration 
Related Projects:  Timeline Status 

 Inventory of Caledonia collection   2008  2nd Quarter In progress 

 Inventory of Dunnville collection 2008  3rd Quarter  

 Inventory of Cayuga collection 2008  4th Quarter  

 Inventory of Hagersville collection 2009  1st Quarter  

 Inventory of Jarvis collection 2009  2nd Quarter  

 Inventory of Selkirk collection 2009  3rd Quarter  

 

 



 

Superior Customer Service:  Building Strong Collections 

ACTION 1.5.2                Collection Evaluation 
Description Staff will assess effectiveness of collections in meeting identified 

information needs of patrons through statistical analyses, public feedback, 
puōƭƛǎƘŜǊǎΩ ǊŜǾƛŜǿǎ ŀƴŘ ƘŀƴŘǎ-on evaluation. 

Staff Role Management Team 
Board Role  
Outcome Public ownership of resources which are relevant, current, popular and 

balanced 
Indicator 1 Collection evaluation workshop focused on Caledonia branch 
Indicator 2 Circulation trends regularly monitored and materials budgets reallocated 

where needed 
Indicator 3 Physical measures of the collection, including number of items held, 

turnover rate, and age of collection, transactions per capita, etc. 
The Library has adopted a written collection development plan. 

Related Projects:  Timeline Status 

 Evaluation of Caledonia collection   2008  2nd Quarter In Progress 

 Evaluation of Dunnville collection 2008  3rd Quarter  

 Evaluation of Cayuga collection 2008  4th Quarter  

 Evaluation of Hagersville collection 2009  1st Quarter  

 Evaluation of Jarvis collection 2009  2nd Quarter  

 Evaluation of Selkirk collection 2009  3rd Quarter  

 

Superior Customer Service:  Building Strong Collections 

ACTION 1.5.3                Electronic Collections 
Description Staff will evaluate existing and potential electronic database subscriptions to 

enable users to access information remotely; includes analysis of Knowledge 
Ontario content and identification of gaps which can be filled by alternative 
databases; also includes updating staff skills on navigating selected 
databases to better serve clients. 

Staff Role Deputy CEO   
Board Role  
Outcomes Provision of affordable, relevant mix of online information as a complement 

to print resources; developments in Knowledge Ontario monitored for 
possible implementation (e.g. BiblioCommons) 

Indicator 1 Usage statistics 
Indicator 2 Informal surveys (in person and online) 
Related Projects:  Timeline Status 

 Evaluation of existing database 
subscriptions 

 Ongoing 

 Include new subscription purchases in 
annual budget when appropriate 

Annually (4th 
Quarter) 

 

 



 

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

Superior Customer Service:  Technological Enhancements 

ACTION 1.6.1                Development of Technology Plan 
Description Staff will develop a Technology Plan, encompassing maintenance and 

inventories of existing technologies and the review and adoption of new 
technologies to better serve clients. Planning will be in conjunction with 
/¢!/Σ ǘƘŜ /ƻǳƴǘȅΩǎ /ƻǊǇƻǊŀǘŜ ¢ŜŎƘƴƻƭƻƎȅ !ŘǾƛǎƻǊȅ /ƻƳƳƛǘǘŜŜ. 

Staff Role CEO and Deputy CEO 
Board Role  
Outcomes ¢ƘŜ [ƛōǊŀǊȅ ƛǎ ƛƴ ŎƻƳǇƭƛŀƴŎŜ ǿƛǘƘ !ŎŎǊŜŘƛǘŀǘƛƻƴ DǳƛŘŜƭƛƴŜ оΦрΦмΥ ά¢ƘŜ [ƛōǊŀǊȅ 

has in place a plan for acquiring, servicing, upgrading and replacing its 
ŜƭŜŎǘǊƻƴƛŎ ŜǉǳƛǇƳŜƴǘ ŀƴŘ ǎƻŦǘǿŀǊŜέΤ ǘƘŜ [ƛōǊŀǊȅ ŎƻƴǘƛƴǳŜǎ ǘƻ ǇǊƻǾƛŘŜ ŀ 
learning environment with public access to computers and Internet training, 
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 public, 
electronic databases, and interlibrary loan software) 

Indicator 2 Participation on County CTAC and Web Steering Committee. 
Indicator 3 Ongoing applications for CAP (Community Access Program) grants; funds to 

be used to support technology enhancements 
Indicator 4 Ongoing applications for ServiceOntario grants; funds to be used to support 

technology enhancements 
Related Projects:  Timeline Status 

 Development of Technology Plan 2008  3rd Quarter  

 

 



 

In order to make a positive and meaningful contribution to the quality of life in our community, the 
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 ownership of the Library, which serves as a focal point for 
community connection and public discourse. 
 

 

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

Community Engagement:  Identification of Audience and Personalized Programming 

ACTION 2.1.1                Continue and Expand Dynamic Schedule of Programs for 
Children, Adults and Seniors 

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

Staff Role Management Team / Front-line staff 
Board Role  
Outcomes Programs will continue to be reflective of community needs and priorities; 

positive image of services helps to maintain and develop community 
goodwill. Improved social skills, literacy skills, academic performance, and 
self-esteem of child participants; education, entertainment, skills 
development and personal growth among adult and senior participants. 

Indicator 1 Attendance statistics, waiting lists, requests for additional/new programs 
Indicator 2 Customer feedback; verbal and written feedback forms 
Related Projects:  Timeline Status 

 Existing programs as per Appendix B  Ongoing 

 Formal program planning procedures  Ongoing 

 Preparation of program schedules  Ongoing 

 Ojibwe Story Circle 2008  2nd Quarter In  Progress 

 RBC After School Programs Grant - 
Application  

2009  1st Quarter  

 RBC After School Programs Grant ς
Development of Programs (with grant) 

2009  3rd Quarter  



 

Community Engagement:  Identification of Audience and Personalized Programming 

ACTION 2.1.2                Continue and Expand Partnerships 
Description Board and staff will strengthen existing partnerships as identified in 

Appendix C. Board and staff will develop new collaborations with schools, 
agencies, businesses, community organizations and individuals to maximize 
service to the community 

Staff Role Management Team  
Board Role All Board members 
Outcomes The Library works in strategic partnerships and supports community goals; 

the profile of the Library is raised within the community; value is added to 
ǘƘŜ ŎƻƳƳǳƴƛǘȅ ŀƴŘ ǘŀȄǇŀȅŜǊǎΩ ŘƻƭƭŀǊǎ ŀǊŜ ǳǎŜŘ ƳƻǊŜ ŜŦŦŜŎǘƛǾŜƭȅ ŀǎ ǊŜǎƻǳǊŎŜǎ 
are combined for maximum effect and there is less service duplication.  

Indicator 1 Library participation in community-wide events 
Indicator 2 Partnerships with schools, literacy programs, library groups such as FOPL, 

etc. 
Related Projects:  Timeline Status 

 Existing partnerships as per Appendix C  Ongoing 

 Early Literacy brochure distribution 2008  1st Quarter Completed 

 Dunnville Pilot Training School 2008  1st Quarter Ongoing 

 Homebound Services brochure 
distribution 

2008  2nd Quarter  

 Services for the Disabled brochure 
distribution 

2008  2nd Quarter  

 Teacher Alert Program 2008  4th Quarter  

 GrandErie Business Centre  2008  3rd Quarter In Progress 

 Haldimand County Museums ς rotating 
displays  

2008  2nd Quarter In Progress 

 Haldimand County Museums ς database 
sharing 

2008  4th Quarter  

 

 


