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Strategic Plan 
 

Mission 
We grow smarter 
communities, one  
person at a time. 

Vision 
To be the community’s hub 

for critical thinking,  
creative problem-solving,  
and life-long enrichment. 

 

20-Year Goal 
By 2035, every person in the 

community will use a  
library service. 

 

 

CORE VALUES 
• Library Members First 

Every person in the Community is a member of the Library, and we are committed to their 
success and to providing them the highest quality service. 

• Integrity and Trust in Us and by Us 
Public confidence can only be achieved when we demonstrate honesty, accountability, and 
stewardship of the community resources committed to us, including people, time, assets, and 
funds. In addition, we can only be trusted when we trust our members, colleagues, and 
partners. 

• Respect for Members and Each Other 
We treat the questions, ideas, and contributions of each of our members, colleagues, and 
partners with the highest level of respect. 

• Freedom to Learn 
We treasure and protect each member’s freedom to read, view, and learn in order to achieve 
his/her highest potential. 

• Commitment to Learning as Enjoyment 
We believe that learning can be deepest and most effective when it is enjoyed, and we are 
dedicated to providing enjoyable opportunities while delivering on the Mission. 

• Individual Growth and Organizational Development 
We commit to expanding our individual professional knowledge and skills, to benefit the Library 
and its members. 

 
STRATEGIES 

1. Strengthen member engagement using the Relationship Growth Cycle. 
2. Create value for members by providing multi-dimensional Experiences. 
3. Stimulate learning by creating dynamic and fun Environments. 



RELATIONSHIP GROWTH CYCLE 
Spark Interest 

• Engage new members 
• Increase recognition of the 

value of active membership 
• Renew relationships 

 

 

 

 

 

 

 

 

Target Audiences:   
New Cardholders, Occasionals, 
Inactives 
 

Build Engagement and Value  

• Expand access through 
innovative collections 

• Streamline and expand 
technology-enabled 
experiences 

• Deliver productive and 
enjoyable learning 
environments 

• Increase long-term loyalty 
through reading-based 
experiences 

• Expand community integration 
and partnerships 

 
 
Target Audiences:  
Digitarians, Staying Connected, 
Dining-In, Bedtime Stories, Rising 
Stars, Bright Futures 

Hold Loyalty  

• Sustain engagement by 
rewarding loyalty and 
acknowledging commitment 

 
 
 
 
 
 
 
 
 
 
 
 
Target Audiences:  
Page Turners, Dependables, 
Transitionals 
 



EXPERIENCES & ENVIRONMENTS 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Collection Anywhere 

Experiences and environments that focus on 
delivering information anywhere, anytime. 

Large Digital Library serving all members and 
needs.  Small, but high-circulation collections 
onsite for adult members.  Ample youth 
collections supporting reading and school 
success.  Small but high activity teen collection 
that extends the concept of the 
narrative.  Locally created content in all 
formats.  Collection Anywhere Center housing 
collections of moderate use, system-last copies, 
and InterReach collections.  Expanded networks 
of libraries for retrieving anything for our 
members and delivering it fast. 

• Increase variety of titles 
• Increase locally created content 
• Increase member satisfaction with collection 
• Decrease wait time for titles 
• Decrease cost per use 
                       

TeXperiences 

Experiences and environments that use 
technology to enhance effectiveness and 
efficiency. 

Increased investment in tech devices for in-
library and lendable use.  More floor space for 
computer workstations.  Hands-on showroom 
for technology-enabled learning and play.  
Technology to accelerate and simplify the 
experience and work of staff and our members: 
sorting systems, discovery systems, and 
automation and handling systems.  Open data 
repository to support community partners.  
Gaming stations to extend the virtual narrative, 
and use of visualizations to activate data. 

 
• Increase use of library provided devices 
• Increase Wi-Fi usage 
• Increase attendance at technology-based 

programs 
• Increase virtual visits 
• Increase member satisfaction with technology 

 

Playful Learning 

Experiences and environments that engage 
members in play and focus on teaching and 
learning. 

Open sightlines across the library.  Bright, 
inviting spaces with room to physically play and 
engage.  Intergenerational spaces for multi-
dimensional learning.  Pop-up (point-of-need) 
educational and reading activities/programs.  
Learning toys, games and activities available for 
in-library and home use. Spaces truly focused 
on the needs of our members.  Meeting, study, 
and multi-purpose spaces for hands-on 
learning. 

 
• Increase program attendance 
• Increase physical visits 
• Increase member satisfaction with programs 
• Increase meeting room use    
• Decrease cost per program 

InterReach 

Experiences and environments that reach into the 
community from the local library. 

Staff resources targeted at enhancing 
community experiences. Partnerships that 
reach new audiences.  Pop-up “libraries” for 
external events and gatherings.  Library 
sponsored in-school, at-work, and on-the-move 
activities.  Literacy and homework help onsite 
and offsite.  Subject collections lent to 
classrooms/partners.  Embedded librarians in 
government agencies, local nonprofits, and 
other groups that share the Library’s mission 
and outcomes. 

 
• Increase visibility in community 
• Increase service locations 
• Increase visits into community 
• Strengthen partner relationships 



AUDIENCE ENGAGEMENT CLUSTERS 
 
Library audiences are grouped into specific segments or “clusters” based on their pattern of library 
use. These groups continually evolve with member activity.  The Library’s current audiences are: 

Bedtime Stories: Members over 18 years-old who access children’s materials. They typically visit the 
library monthly. They are at risk for ending library usage once children are grown. 

Bright Futures: Members between 13-17 years-old who use the Library as a destination. Since most 
teens have smartphones, the digital collection is appealing to them, as is inviting spaces for them to 
use and socialize. 

Dependables: Members who frequently visit the library and borrow both print and A/V materials. 
They like to browse the shelves for new material, and a steady supply of new books easily keeps 
them engaged. 

Digitarians: Members who primarily access eBooks and eAudiobooks. They visit the physical library 
infrequently, so an ever-expanding digital library is a key factor for ongoing use. 

Dining-In: Members or visitors who visit the Library for programs, study groups, meetings, or Wi-Fi 
use, but do not borrow any books or other material. 

Inactives:  Members who have not used library services in over 12 months. Lack of use does not 
indicate lack of library support. Lifestyle and other available options for library services can be 
indicators in their lapsed use. 

New Cardholders: New members who are exploring a variety of services during their first three 
months of getting a library card. It is important to engage with New Cardholders early to establish a 
strong relationship. 

Occasionals: Members who have not used library services in three months. Occasionals are 
receptive to library promotions, especially promotions about new print materials and 
digital/downloadable resources. 

Page Turners: Members who primarily borrow adult print books. They visit the library monthly and 
are avid readers who enjoy finding new content through the catalog as well as browsing the shelves. 

Rising Stars: Members under 12 years-old who use their personal library card to borrow their own 
library materials. Rising Stars should be continually engaged with the library by encouraging reading 
behavior and library use. 

Staying Connected: Members or visitors who regularly use library computers. 

Transitionals: Members who borrow both downloadable and print books.  Convenience and ease of 
use are important to continue their digital usage. 



MEASUREMENTS 
 

Five key performance measures have been identified as critical to charting the progress to the 20-Year 
Goal of 100% of the community using a library service.  The three year targets (FY2016/17 – 
FY2018/19) are: 

• Increase market penetration 16 percentage points, from 24% to 40% 
• Increase member retention 23 index points, from from ratio of .47 to .70 
• Increase Net Promoter score – range TBD in FY2016-17 
• Increase destinational traffic – range TBD in FY2016-17 
• Increase use of youth services in areas of high risk – range TBD in FY2016-17 

 
 

ANNUAL TACTICAL BUSINESS PLANS & BUDGET  
 
Annual business plans, represented by the Library’s budget, will be approved to deliver the results 
described in this strategic plan.  Semi-annual reviews and updates of the business plans will be made to 
the Commission. 
 

 


