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Introduction 

 
In 2011 the Library Board and staff initiated a strategic planning process to identify priorities and chart a 
course for the SD&G County Library for the next nine years. While the SD&G County Library has some 
dedicated users, the proportion of use by the entire population of the United Counties is very low.  Efforts to 
increase community use of the Library’s services have realized only modest success.  With changes in 
technology, societal values and fiscal challenges the Library needs to re-examine itself if it hopes to 
become a more relevant part of the United Counties community.  
 
This plan builds on the work initiated in the 2006 Strategic Plan.  As the name of that plan implied, the 
County Library was “Ready for Change.”  Like all change, that change has been both difficult and 
rewarding.  There is a saying that “For a library to remain what it is, it must change; if the library does not 
change, it cannot remain what it is.”  The same is true for any organization – hospitals, recreation centres, 
businesses. As the world changes, so too must organizations. 
 
A public library exists to positively impact the lives of a community’s residents. A strategic plan will help the 
Library identify the directions and actions needed and provide a sound basis for future funding/resource 
requests. When we started this process we understood that the Library was a valued part of our community 
and was appreciated and supported by its users. Through this Plan, the Library will build on that support 
and improve services to our users but also reach out to non-users.  
 
When preparing the Strategic Plan, the Board and senior Library staff were guided by what we heard from 
the community. As we had anticipated, current users are very satisfied with the services provided and very 
supportive of the Library. However, we also discovered that amongst our users there are many that do not 
fully understand the services available from the Library and do not take full advantage of all that we have to 
offer. In addition, approximately 57% of residents do not use the SD&G County Library and about 40% of 
our users visit the library very infrequently. These non-users and infrequent users are not dissatisfied with 
services; they simply don’t consider the Library to be an important part of their lives and do not see how we 
can contribute to their satisfaction with living in SD&G County. Finally, we discovered that many residents, 
including current users, think of the Library in a very traditional manner. They do not see the Library as a 
catalyst of creativity or as a hub for community interaction and engagement, and consequently as a critical 
contributor to the social and economic success of the community. Yet, this is what SD&G County Library 
can be and should be, and hopefully will be with the implementation of this Strategic Plan.  
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Research indicates a positive 
correlation between educational 

attainment, higher income, and library 
utilization. While in SD&G the 

proportion of residents aged 15 to 34 
with a college certificate or diploma is 

higher than Provincial rates, the 
proportion of residents in the County 

with a university certificate, diploma, or 
degree was substantially lower than 
Provincial rates in all age categories. 

While the County experienced 
increases in the average education 
levels during the past two decades, 

university education remains low 

compared to the Province.1	

The Challenges and Changes 
 
The development of the Strategic Plan was informed by an environmental scan, a comparison with similar 
library systems, interviews with key community stakeholders, community meetings and two surveys. These 
consultations showed that the community and the world are changing in ways that will have a profound 
effect on the County library. Some of these changes, such as population growth and a changing social and 
economic profile, were specific to SD&G County. Other global shifts like those rooted in new technologies, 
changing lifestyles and values were much broader in scope with far-ranging implications for institutions 
such as schools, community agencies and public libraries that educate, inform and engage the community. 
We have briefly described these challenges and changes with reference to the research that was the basis 
of the Strategic Plan1. 

Our Community  

 
SD&G County is growing, particularly in those 
areas within commuting distance of Ottawa, 
however overall population growth will be modest. 
Our community profile is somewhat different than 
the Ontario average: SD&G County has an older 
population, somewhat lower household incomes 
and fewer households with children.  
 
The community is a mix of rural and urban 
settlements covering a large geographical area. 
This presents significant challenges for the Library 
which historically has provided a large number of 
very small branches. This facility model is 
increasingly at odds with the needs and 
expectations of library users looking for more 
convenient access to high quality facilities with the 
latest technology.  
 
  

                                                      
1 A number of research reports were prepared as background to the Strategic Plan. An Environmental Scan report that includes a socio-

demographic profile, summarizes input from focus groups, describes selected features of current library services, and discusses future 
trends.  Reports were also prepared on the results of a survey with library users and a statistically valid survey of residents that captured 
both users and non-users.  
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SDG’s current library facility model 
provides limited differentiation 

among its types of branches. This 
would not be the case for most 

library systems, including County 
library systems. Consequently, many 
of the higher order services that are 
found in at least a few libraries in a 

multi-branch system (such as 
programming areas, training facilities, 

ample working and reading space) 
are not available in SD&G. 

	

Our Library Today 
 
Our research shows that SD&G County Library experiences notably low levels of use in comparison to 
other library systems serving a similar population with comparable branches and hours of operation. Active 
cardholders, total circulation, library visits per week, and electronic visits per week were all lower for the 
SD&G County Library than for the other libraries profiled. This is also the case when information on 
circulation, cardholders and visits is based on common benchmarks. These data indicate that SD&G 
County Library achieves lower levels of circulation, card holders and total library visits per capita, per hour 
of operation, and per total full-time staff hours. Furthermore, the degree of disparity is significant. The 
SD&G County Library has only 32.3% of the active cardholders of the comparison libraries and achieves 
36.3% of the average circulation and 41.1% of the library visits per week. 
 
These low performance measures can be attributed, in part, to fewer resources. The operating revenues 
and expenditures for SD&G County Library were lower than the average for the comparison libraries. 
(SD&G County Library revenues and expenses were 68% and 63% of the average for the comparison 
libraries; staffing expenditures were 63%).  
 
The disparity in resources is also reflected in other 
service indicators. SD&G County Library has only 52% of 
the circulating volumes and 72% of the circulating titles 
of the average of the comparison libraries. However, 
even if SD&G County Library’s more limited resources 
are taken into account, service levels lag far behind the 
comparison libraries.  
 
When the SD&G County Library is compared to 
customary library guidelines, two broad conclusions can 
be drawn. First, the libraries appear to be under-staffed. 
Second, the libraries are too small and consequently can 
not accommodate the collection or offer the seating 
required by patrons and therefore do not achieve the low 
end of the desired circulation ranges. Hours of operation 
are the one major indicator where the libraries exceed the 
guidelines. 
 
The interviews, focus groups and surveys gave us insights and data regarding our community and our 
Library. Currently 42% of SD&G residents are library users. However, these users can be further 
categorized as those that are fully Engaged (20%), who visit the library at least once a month and often 
weekly; and those that are Uninspired users (20%) who visit occasionally, many using our services only a 
few times a year. 
 
Our users do not differ from our non-users in a significant manner based on where they live or their 
personal characteristics, however, there are differences in their view of the Library.  
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Increasing demand for multi-media live-
streaming, and mobile and wireless services. 

 
Increasing ownership of high-tech devices for 
access (iPods, e-Book readers, tablets, smart-

phones, etc.) 
 

Savvy web users participating in a wide variety 
of Internet activities (browsing, purchasing, 

creating and interacting). 
 

Significant growth in opportunities and interest 
for social networking 

 
Increasingly integrated service delivery where, 

due to budget and resource restraints, no 
organization can stand alone and most services 

are delivered collaboratively 
 

Continuing financial restraints 
 

A shifting economic base with more 
opportunities in the service sector and for 

small and entrepreneurial businesses 
 

Distinct generational lifestyles (Zoomers, 
Millenniums etc.) rooted in differing values and 
characterized by different expectations, needs 

and behaviours. 

 
 
The Engaged are very satisfied and very familiar with our services and strong supporters of the Library. At 
the other end of the continuum, not surprisingly, only 2% of our non-users are very familiar with the Library.  
 
The non-user is not dissatisfied with the Library. A more appropriate label would be Uninterested, and like 
the Uninspired user, they attach slightly less importance to the role of the County Library in the community 
and are somewhat more likely to rely on other sources for information. However, the distinguishing 
characteristic of this group is that the Library is not on their radar – it is not a relevant part of their life.  
 
Our challenge is to retain the support and involvement of the Engaged; to inspire the Uninspired by 
encouraging those residents who are already users of our services to more fully explore all that the Library 
has to offer; and to reach out to the Uninterested and generate enthusiasm and involvement by 
demonstrating that the Library can have meaning in their life. 
 

Our Changing World  

 
Our Library today is not fully meeting the needs of the 
community and faces a major challenge in reaching out to 
the non-user and the uninspired users. However, this 
challenge is all the more daunting because we must also 
change to address a very different future. Our objective with 
this Strategic Plan therefore is not only to more effectively 
engage our community today but also to position the SD&G 
County Library for the future.  
 
New technologies suggest a very different future for County 
libraries. The SD&G County Library recognizes and has 
responded to many of the opportunities presented by new 
technologies within our library. We will continue to do this 
but the greatest challenge we face will be repositioning the 
library to be an essential service provider outside of our four 
walls. Our Vision is to make a positive difference in the 
community by mobilizing knowledge, actively participating in 
the affairs of the community, and effectively collaborating 
with our partners in education, culture, business and 
government. The SD&G County Library must demonstrate 
leadership and work more actively to engage the community 
if we are to deliver the full range of benefits associated with 
public library services. The challenge for the future, 
therefore, is to be an integral part of this changing world to 
build a better community in SD&G County. 
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The Strategic Plan  

 
Our Strategic Plan is comprised of four key strategies: 
 

1. Engage the Community 
2. Enhance Service Delivery 
3. Build Internal Capacity 
4. Secure Sustainable Funding 

 
These strategies slowly and unmistakably emerged as we explored our changing world, our changing 
community and the reality of our current situation. As we examined future trends, current status, and 
listened to users and non-users, we recognized that to be a viable, contributing community organization in 
the future, we must continue to: 
 

 Invest in technology. 
 Transition our collections from primarily paper-based to digital/electronic. 
 Strengthen our staff and patron relationships and our position as a social gathering place.  
 Tap into the capabilities of Council as well as other County departments and organizations. 
 Track and adapt to new trends. 

 
We also realized we need to change: 

 How we are perceived by a broad base of the community that doesn’t use our services. 
 How we target different segments of the community, particularly those not using our services, and 

design and deliver relevant services for them. 
 Our mindset of “the library as a place” and increasingly be prepared to take the library outside of 

the building 
 Our tendency to go it alone instead of collaborating with other service providers to create unique 

services that neither we nor our collaborators could deliver alone. 
 Our funding levels by demonstrating our value to the community and to Council. 
 Our service delivery and facility models. 

 
The Plan focuses on continuing to do what we do well and changing what we must.  Although we will be 
working on all four strategies, each strategy is highly dependent on the others. We cannot engage the 
community without enhancing our service delivery, and our ability to enhance service delivery relies on 
building our internal capacity and securing sustainable funding. It also demands that we provide better 
facilities.  
 
This Strategic Plan, like all strategic plans, won’t be implemented overnight; it will see slow, steady, 
successful progress based on a good balance of persistence, patience and passion.  We are passionate 
about our community – our County – and our role of positively impacting lives. 
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Perhaps most importantly, we will ensure that the Library does its part to allow all SD&G residents to 
prosper in a changing world. As a Library we are committed to learning and changing in response to the 
things that we learn. We will provide the services and facilities required to allow our residents to do the 
same.  
 
In the following pages, we have identified the goal of each strategy, actions to achieve that goal, and 
measures that will allow us to gauge our level of success when implementing these strategies. These 
actions will be further developed and reflected in the Library’s operational plans, budgets, staffing priorities 
and management activities. The Strategic Plan will be a guiding document and a point of reference for 
these ongoing operational responsibilities.  
 
 

 
In times of change, it is the learners who will inherit the earth, while the 

learned will find themselves beautifully equipped for a world that no longer 
exists. Libraries are for learners. 

Al Rogers 
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Engage the Community    

 

 

 

 

 

 

To realize this goal, we will: 

1. Develop and implement a Communication and Marketing Plan that “gets the word out” about the 
Library and its offerings to the County. 

2. Work with the Friends of the Library groups and other community groups to combine our efforts 
and identify, market and implement appealing, relevant services and programs. These programs 
will include high interest entertainment events (aiming for 3/year in different areas of the County) 
attracting both the occasional user and the non-user.  

3. Deliver services and programs “beyond the buildings” both electronically and physically in other 
community venues to convey the message that the Library is not about the building but is about the 
community.  

4. Make greater use of existing forums and networking opportunities to open lines of communication 
and create relationships with other community interests.  

5. Identify and research the needs of one community segment each year on which we’ll focus specific 
programming, often collaborating with other community organizations to deliver this programming. 

6. Develop and implement a Volunteer Strategy. 
7. Work with the Friends groups to redefine and implement a “Friends of the Library Strategy”. 
8. Collaborate with community organizations to develop and implement services for specific segments 

that no one organization can do alone. 

We will know we are successful when:  

 Selected indicators of Library use (membership, program attendance, visits, website visits) 
increase on a year over year basis.  

 Research with users and non-users demonstrates an increase in the proportion of users and 
frequent users of the Library.  

 The Library’s profile and presence in the community is enhanced as indicated by media references, 
invitations to participate in community projects, new links on websites of other agencies, etc. 

Our goal is to engage everyone in the community with unique services and 
programs that add to their life. Our goal is to be known by the people of SD&G 
County as their place, their service, the information they need, the connections 

that help, and the stories that entertain, educate and enlighten. 
 
Whether they are youth completing a school project, toddlers learning ABC’s, adults in 
mid-career upgrading skills, or a family planning a trip, our goal is to be their first place to 
look. We can meet this goal by combining our efforts and resources with other 
organizations in SD&G County, and by focusing on one community segment and service 

area at a time. 
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 The number of joint projects and shared service initiatives with other agencies and/or community 
organizations increases on a yearly basis. 

 We have a strong team of dedicated, skilled volunteers. 
 The Friends of the Library groups are positively engaged with the Library in developing and 

delivering communication and program activities. 
 Our collaborators champion the Library and its programs, and actively support Library initiatives.   
 The Library has formal agreements with key partners to share resources or jointly provide services.  
 Collaborators provide resources for the Library to expand and enhance programs and services.  

 
 
  

Partnerships are a way to tackle issues and pursue opportunities that are too 
large for any one organization to manage on their own. Collaborating with 
each other, and taking advantage of their combined assets and expertise, 

partners can realize mutual goals and better serve their community. 
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Enhance Service Delivery 

 

 

 

 

 

To realize this goal, we will: 

1. Use the data and understanding gained from researching community segments to design, develop 
and deliver services and programs for those specific segments. 

2. Explore ways of implementing a creative campus or technology showcase, beginning with pilots, 
taking some risks, and progressing with what works. 

3. Review our current offerings, identifying those to be continued, those to be enhanced and those to 
be divested to make room for improvements and new offerings. 

4. Redesign our service delivery model, identifying the types of physical and virtual spaces required 
for delivering our new service portfolio of offerings.  

5. Implement a revised facility model with facilities that can accommodate the full range of 
technologies, programs and in-library services demanded by future generations of library users.  

6. Transform our website into a web place for virtual service offerings. 

We will know we are successful when:  

 Selected indicators of Library use (membership program attendance, visits, website visits) increase 
on a year over year basis.  

 Our libraries make better use of technology and function as creative centres in the community.  
 Rigorous and consistent approaches are adopted to regularly evaluate and redesign programs and 

services and data is compiled to demonstrate current offerings are consistent with community 
needs and interests.  

 Expanded facilities with sufficient space for programs, in-library research and reading, and up-to-
date technology are conveniently accessible to all residents.  

 The Library’s website is redesigned to serve as an effective gateway to library services and a tool 
for engaging the community.   

 People offer us testimonies of how they’ve used the library, and the difference the library has made 
for them, their family, their job or their business. 

Our goal is to see people using library services and programs in many aspects of 
their lives, and to hear more people, year over year, sharing their stories of 

how library services benefit their lives.   
 
We may “see” people experiencing services and programs on the web, in a library building, 
or in another community space. The service space or place isn’t nearly as important to us 
as the positive impact of the service or program. That’s why we’ll explore different ways 
and means of delivering services – face-to-face, electronically, collaboratively. 
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Build Internal Capacity  

 

 

 

 

 

To realize this goal, we will: 

1. Complete an organizational review to assess our capability to implement our strategies, including 
our roles, staffing complements, skill sets, etc. 

2. Develop required job descriptions in response to the review. 
3. Develop and implement a staff Training Plan. 
4. Enhance our internal communications with staff, the Board and Council to keep everyone current. 
5. Enhance the Board’s role and understanding of the Library’s role and value in the community. 
6. Develop annual objectives, timelines and performance measures, based on the Strategic Plan. 

We will know we are successful when:  

 The specified management tools are in place and are being used by the Board and Library staff on 
a regular basis to plan, manage and evaluate library service delivery.  

 
 

Our goal is to have Library staff enjoying their work, demonstrating their skills, 
fulfilling their roles and openly seeking – and trying – new ways of doing things 

towards realizing the Library’s goals. 
 

Staff roles, responsibilities and skills may change, but their customer-friendly approach 
certainly won’t. Everyone involved with the Library, from the Board to staff to volunteers, 
will clearly understand their role, how their role contributes to the Library’s success, and 
will fulfil their role with confidence, competence, innovation and fun. Libraries are about 
fun and fulfilling dreams for everyone – patrons, staff and Board alike. 
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Secure Sustainable Funding 

 

 

 

 

 

To realize this goal, we will: 

1. Work with Council to identify performance measures that 
are meaningful to Council, the Library and the community, 
and that demonstrate the Library’s role in addressing 
County issues. 

2. Report on and discuss the Library’s contribution with 
Council semi-annually, and with partner organizations and 
local governing bodies at least once a year. 

3. Develop and implement a broad-based Fundraising Strategy 
aligned with the Communication and Marketing Plan. 

4. As a result of the organizational review and service delivery 
model redesign, identify and implement operating 
efficiencies.  

We will know we are successful when:  

 Our annual operating budgets are responsive and/or reflective to expanded services, greater levels 
of community use and demonstrated performance.  

 Our performance measures are regularly reviewed by Council and are seen as key components of 
other County measures, and as solid evidence of the Library’s contribution to the County and 
residents’ way of life. 

 We have successfully implemented a fund-raising program that increasingly enhances the Library’s 
resources. 

 
 
 

Our goal is to secure funding every year that enables the Library to positively 
contribute to the County’s development and residents’ standard of living and 

way of life. 
 

Our performance measures will be aligned with the County’s and will demonstrate the 
important role Library services play in addressing key issues in the County. Council will 
view the Library as a critical community asset and able partner with other organizations to 
bring education, employment, economic and entertainment-related services to every 
corner of the County. 
   

“The best libraries anchor 
communities. Because they 
are highly visible centres of 

civic life, libraries instil public 
confidence in their 

neighbourhoods and catalyze 
further investment.” 

 
Project for Public Spaces, How to Make 

your Library Great, Apr. 2007.	


