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EXECUTIVE SUMMARY 
 

Background to the Project 
 
In the summer of 2021, the firm TCI Management Consultants (library strategy planners), in association 
with Beth Ross Associates (library operations specialist), Bibliotechs Inc. (library technology specialists) 
and Hossack and Associates (architects), was retained to undertake the development of a Master Plan 
for St. Thomas Public Library (STPL).  The purpose of this work was to develop a Master Plan that would 
guide the operations of the public library over the next decade.  While a key component of the project 
was to examine the library space needs for the growing population of the City and make some high-level 
recommendations regarding future requirements and location, the work was also to examine the 
collections of the Library and its provision of programs and services, and make recommendations 
regarding improvements on those fronts.  As well, the current and future technology needs of the 
Library were to be assessed. 
 
An extensive consultation process was initiated.  Interviews were held with key community 
representatives, including elected and administrative officials.  A well-promoted community survey 
elicited over 700 responses.  All staff completed a separate survey as well. A benchmarking review of 
similar communities was undertaken to see how St. Thomas compared.  A workshop session with the 
Board was undertaken to obtain their input to the process.  Several progress meetings were held with 
the client-based Steering Committee for guidance and key decisions throughout the process. 

 
The Report contains the detailed findings, analysis, and conclusions that led to the following 
recommendations. 

 

Recommendations 
 
Facility Recommendations 
 

1) Optimize Utilization of Existing Facility: There are a number of improvements that should be 
made to the existing Library facility detailed in the Report.  Part of this reconfiguration should be 
to create additional study rooms and meeting spaces and to reorganize the makerspace, learning 
and programming spaces. 
 

2) Begin Planning for a New Branch: The STPL should undertake a feasibility study for a new branch 
to be built some time over the coming decade.  We recommend planning for a 15,000 to 20,000 
square foot additional facility, likely in Zones 1 (the northern part of the municipality) or 4 (the 
southern part).  
 

3) Co-location with another community facility should be explored:  The City is currently exploring 
the addition of an aquatic/community centre which may present an opportunity for a new Library 
facility as part of the complex (as part of Recommendation #2 above).  Certainly this option, if 
possible, would generate economies of scale in terms of operating costs. 
 

4) Alternative service delivery options should be employed in the meantime, prior to a new branch 
being established: The use of alternative service delivery options such as a mobile van to facilitate 
pop up programs and services, holds lockers, and possible pop-up locations, should be explored as 
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interim service delivery options throughout the community and particularly in Zones 1 and 4, prior 
to a new branch being established.   

 
Collections Recommendations 
 

5) A specific collections plan should be developed:  The plan would focus particularly on 
approximately 30% of the collection that is not sourced using Automatic Release Plans (ARPs), 
recognizing that investment in digital collections and online resources will grow.  The collections 
plan will also need to focus on the needs and interests of newcomers as well as ensure that a 
portion of the Library’s collections reflects its commitment to diversity, equity and inclusion.  
Policies and practices relating to culling of books should be reviewed with a view to ‘weeding out’ 
lesser-used items in the collections (which will free up space for new materials).   

 
6) A mechanism for ensuring community input into collections development should be developed:  

This could take several forms: a regular community survey; an in-Library poll; an on-line survey of 
Library members/cardholders; focus group sessions with members of the general community); a 
‘recommend a book’ link on the Library’s website; etc.  This would also provide a mechanism to 
determine what sorts of non-traditional collections (e.g., musical instruments, tools, small 
appliances, park passes, etc.) might be desired by the community.   

 
Program and Service Recommendations 
 

7) Continue to ask the community what kinds of programs and services are desired: STPL should 
continue its efforts to consult the community as to the types of programs and services that it 
desires. This could be done on a more formal basis than is employed at present, using the 
mechanisms described in obtaining community input into collections development (probably using 
the same survey instruments and methods).   

 
8) Continue to embrace a philosophy of continuous improvement for programs and services:  The 

Library has a well-established approach to program development and delivery and it should 
continue to build on its efforts in this area.  At the same time, the Library should continue to be 
flexible, innovative and entrepreneurial in its approach to program development, particularly as 
we emerge from the pandemic and the Library seeks to meet evolving and changing community 
needs. 

 
Partnership Development Recommendations 
 

9) A Partnership Plan and Partnership Agreement should be developed: A partnership plan should 
be developed to encourage a more strategic and outreach-oriented approach to working with 
partner organizations.  A component of the plan would be to ensure that there is a proper ‘quid 
pro quo’ in place in all relationships with current and potential partners.   

 
10) Expand the number and range of partnerships with community organizations: While the Library 

already has an impressive number of partnerships with various community groups, this is a 
strategic initiative that should be an on-going effort.  In particular, the STPL should make overtures 
to groups representing marginalized or disadvantaged communities, in an effort to find additional 
ways to connect proactively to these groups and provide meaningful and relevant services to their 
members or constituencies.   
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11) Explore fundraising opportunities such as sponsorships: Many of the facility upgrades and 
equipment improvements suggested in this plan (and others that will come to the fore in years to 
come) will lend themselves to philanthropic efforts to assist the Library.  When the time is 
appropriate, the Library should work with an individual(s) knowledgeable of fundraising and the 
community to assist in exploring and investigating ways and means of funding selected projects as 
well as the Library’s donor stewardship activities. 

 
12) Enhance profile with the City: The City of St. Thomas is clearly the premier partner for the STPL in 

many respects.  The Library should strive to be part of City initiatives wherever possible and be 
proactive about suggesting ways of participating in this regard.  As well, the Library should be 
creative about occasionally presenting to Council or seeking ways to bring elected officials and City 
staff into the facility. In addition, the Library should determine if there are additional municipal 
services where it could be a vehicle through which to provide them to the community as an 
additional public service.  

 
Technology Recommendations 
 

13) Create technology plan for the Library: ‘Technology’ has a dual focus: on the one hand, ensuring 
that staff have access to the tools, software programs and training that they need to do their jobs 
properly, and on the other, providing (again) the tools, software and training to users of the 
Library so that they are able to gain or upgrade digital literacy, as well as access the information 
they need and are confident in their ability to embrace the digital age.  The high-level review of 
both these dimensions of technology revealed several opportunities for improvement and further 
development, beyond the specific scope of this Master Plan.  Accordingly, it is recommended that 
a technology plan be developed, considering both the internal and external technology needs of 
the STPL. 
 

14) Continue to invest in digital literacy and technology:  As part of the technology plan and its focus 
on providing digital literacy for the community, the Library will need to continue to invest in 
technology, software, human resources, security and supports to carry out this initiative.  It will be 
important that marginalized groups such as those who may lack access to technology, are low 
income, or may face other barriers in the community, (i.e., the so-called ‘digital divide’) are 
included in the Library’s digital programming and outreach.   

 
Marketing and Promotion Recommendations 
 

15) Develop a Library marketing plan:  The Library should develop a marketing plan to articulate and 
raise the profile of its ‘brand’ in the community.  This would focus on ways to articulate, support 
and invest in the Library’s identity and image as well as continue to build communications and 
conversations with the community, including marginalized or disadvantaged populations as well as 
partner organizations.  The pandemic has also reduced the community’s usage and awareness of 
the Library’s programs and services.  In the short term, marketing efforts will need to focus on re-
engaging the community with the Library. 
 

16) Undertake marketing and awareness-building campaign: As noted above, the community survey 
showed that a key reason for non-usage of the Library was lack of awareness of the programs and 
services available.  The Library should continue to creatively use social media to support its 
marketing objectives.  
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17) Improve circulation, attendance and program participation: The benchmarking analysis revealed 
that STPL is investing at a reasonable and average level in its Library services on such measures as 
library budget per capita, and materials expenditure per capita.  However, it is underperforming 
somewhat on measures such as circulation per capita and program attendance per capita.  So it is 
not seeing the return on this investment that is realized in other communities. This underscores 
the importance of developing a marketing plan and awareness-building campaign (see previous 
recommendations) as well as focusing upon metrics and outcomes such as library cards issued, 
circulation, attendance and program participation in evaluation and reporting efforts, impacts on 
users, etc.  This likely will require supporting the new organizational model with enhanced 
operating resources to achieve these results. 

 
 
Board Development Recommendation 
 

18) Revise Board Governance: Many library boards are now critically re-examining their own 
governance structure and operations in order to ensure that they reflect good practice and 
contemporary sensibilities.  Although not required by provincial legislation, some Boards are 
imposing term limits on members or seeking ways to recruit broader board member participation 
from the community in order to ensure a constant infusion of new energies and new ideas.  As 
well, depending upon the community, some boards are very mindful of diversity, equity and 
inclusion (DEI) considerations, and actively attempt to recruit more diverse board members who 
are representative of the entire community.  STPL’s Board should consider these matters and 
develop a plan to embrace diversity as well as good governance practice in this regard. 

 

Implementation 
 
The final section of the Report contains advice on implementation.  The suggested timeframe and 
critical path of these recommendations is outlined over the next decade in terms of short-term (2022, 
2023), medium-term (2024 – 2026) and long-term (2027 and on) actions.  The cost implications of each 
in terms of human and financial resource requirements is outlined.  Finally, suggested targets and 
outcomes for each aspect of the Master Plan are suggested. 
 
With this, the recommended next steps for St. Thomas Public Library Board are as follows: 
 

• approve this Master Plan in principle, and refer to Library staff for implementation (following 
the Implementation Plan presented in this Report as an initial guide) 

 
• review progress annually on the extent to which the Master Plan is being followed (using the 

‘Targets and Outcomes’ part of this Report as an initial guide) 
 

• present the approved plan to the current municipal Council for information purposes 
 

• plan for a refresher presentation to the new Council in early 2023 (following the municipal 
elections in the Fall of this year) 

 
The Master Plan presented here provides a solid foundation for St. Thomas Public Library Board to 
follow in moving forward in providing a full range of library services and facilities that meet the needs of 
its growing community. 
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1. INTRODUCTION 
 

This introductory section of the Master Plan Report presents the context for this work.  First, 
a brief overview of the key operating dimensions of St. Thomas Public Library system is 
presented.  Next, the purpose of this study in outlined, followed by a brief introduction to the 
consulting team retained (through a public tender process) to undertake the work. Using a 
highly consultative process, the various tasks undertaken to develop the Master Plan are 
then presented and finally some key assumptions and caveats that should be kept in mind 
when reading this report and understanding this Master Plan are discussed. 

 

1.1. Overview of St. Thomas Public Library 
 
St. Thomas Public Library (STPL) is a very active single-branch Library and as noted in the RFP in 
2019, pre-pandemic, served 13,537 Library cardholders including 298,039 materials circulated, 
and had 10,878 attendees at 477 programs.  During a typical week, 8,384 materials were 
circulated and 3,560 people visited the Library. The Library has approximately 28 FTE staff and 
230,000 items including print and electronic resources.  Its operating budget is $2.6 million.  
Local operating support per capita is $56, roughly equivalent to communities of a similar size 
(30,000 to 50,000 in population). 
 
The Library has been innovative in responding to the pandemic, pivoting to provide services as 
provincial restrictions continue to change.  The Library has also been innovative in delivering 
services and includes a Year of Covid Reflections exhibit, a number of engaging virtual 
programs, a full range of digital resources and learning programs, and transition to fines free.  
As such, the Library clearly functions as an important community hub serving a wide variety of 
groups including technology help capabilities. 
 

1.2. Purpose of this Master Plan 
 
The Library’s existing Strategic Plan’s timeline ended in 2021.  Given these considerations, and 
the need to stay current with a growing, changing and evolving community, STPL is seeking 
solutions through the development of a Master Plan.  The plan will provide comprehensive 
guidance on strategic directions including the examination of innovative alternative service 
delivery mechanisms.  
 
(Often, the terms ‘Strategic Plan’ and ‘Master Plan’ are somewhat interchangeable.  A Strategic 
Plan outlines future directions for growth and evolution of an organization, which tend to be 
largely policy directives. The notion of ‘Master Plan’ however, often has a more pronounced 
physical development component to it, and is thus used more when an overall plan is meant to 
have some physical development or facilities component(s) involved.  And as will be seen in the 
development of this particular plan, there are physical elements recommended in the 
improvement of the existing branch as well as planned future expansion.  Accordingly, this 
document is called a Master Plan, although it does embrace many of the components that 
would normally be addressed in a Strategic Plan.) 
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As specified in the Request for Proposals, the Master Plan was intended to consider: 
 

• Providing exceptional, community focused Library services that attract patrons and 
instill community pride; 

• Ensuring Library operations are efficient and effective; 

• Ensuring Library facilities meet the needs of St. Thomas’s growing population; 

• Ensuring the Library services reflect the changing demographics of St. Thomas; 

• Ensuring that Library services provide value for the community; 

• Ensuring that the Library is positioned to successfully adapt to a rapidly changing 
environment and evolving community needs; 

• Ensuring that the Library is ready to act should new funding or partnership 
opportunities present themselves; 

• Providing employees with the tools for success and professional growth; and 

• Creating innovative and effective new ways to improve all preceding areas. 
 

1.3. The Consulting Team 
 
Recognizing the inherent multi-disciplinary nature of this plan, a comprehensive and multi-
faceted study team was assembled to undertake the project.  This team consisted of: 
 

• TCI Management Consultants, specialists in the strategic (and master) planning for arts 
and cultural groups in communities, including much work for libraries; 

 
• Beth Ross Associates, specialists in library operations and governance; 
 

• Bibliotechs Inc., experts in the use of technology in libraries (both in terms of 
technology used in the internal administrative systems of the operation, as well as the 
technology made available for use by the public); and  

 
• Hossack and Associates, architects specializing in the design of libraries and other 

cultural facilities. 
 

In the summer of 2021 this team was selected through a tender process to undertake the 
project. 

 

1.4. Activities Undertaken 
 
In support of the development of this new Master Plan, a number of key activities were 
undertaken, including: 
 

• consultations with 33 key stakeholders, including elected and administrative officials as 
well as community leaders 

 
• a community survey, which elicited a very impressive 721 responses! 
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• a staff survey, to which all staff responded as well as interviews with the co-ordinators 
 

• a benchmarking assessment of seven comparable communities 
 

• an environmental scan of population and demographic trends in the community 
 

• a review of general trends in library planning, and an assessment of their implications 
for St. Thomas Public Library 

 
• several workshop sessions with the planning team assembled for the development of 

this plan, as well as the Board, where a detailed assessment of the previous Strategic 
Plan was undertaken, as well as identification of the new elements to be contained in a 
plan going forward 

 
In short, the development of this plan took place within a highly consultative process where a 
concerted effort was made to reach out to everyone in the community who might have an 
interest in the Library’s new Master Plan.   
 

1.5. Caveats and Limitations 
 
There are some considerations that need to be kept in mind when reviewing this report: 
 

• This is a high-level Master Plan: A Master Plan is by definition a high-level document, 
describing broad intentions and areas of action, rather than a specific program of 
activity at a granular level of detail.  This plan thus sets the stage for a number of 
subsequent initiatives and does not (and cannot) by itself answer all questions and 
address all issues that may be raised.  In addition, as is the case with any master plan, 
over the life of the policy there will be unforeseen challenges and new opportunities 
that arise, and that must be dealt with.  While a master plan cannot anticipate all of 
these, it should set the overall context within which the Board and senior management 
team can make decisions regarding new challenges and opportunities. 

 

• Plan covers a ten year+ timeframe: This plan is intended to cover a ten-year time 
horizon, after which it should be refreshed and updated.  The implementation plan 
(contained in Section 5 of this Report) is accordingly divided into a short-term (2022-23); 
medium term (2024-26); and longer-term (2027 and beyond) timeframe. However, 
despite being time-limited in this manner, the master plan sets an overall tone and 
direction that will carry the institution forward beyond the period of the plan itself.  

 

• Project entirely undertaken during the pandemic: This project was undertaken entirely 
during the pandemic of 2020-2022. Aside from a one-day site visit (undertaken 
according to proper distancing protocols) meetings were held via Zoom or telephone. 
While not ideal, this in no way compromised the integrity of the findings or conclusions 
of the work.  As previously noted, the phenomenal success of the consultation initiatives 
undertaken (e.g., community and staff surveys) attests to this. 
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2. DATA COLLECTON AND SITUATION ANALYSIS 
 

This section of the Report discusses the input from the key data collection and analysis 
activities of the project.  First for context, a demographic review of St. Thomas is presented, 
with a particular focus on population growth projections. Second, the results of a series of 
one-on-one stakeholder interviews and surveys is discussed.  Next, the results of the very 
comprehensive community survey (which generated over 700 responses) are presented.  This 
is followed by an outline of the major findings from the staff survey (all staff participated).  A 
benchmarking analysis of St. Thomas Public Library is also presented, as is a high-level 
assessment of the physical facility and the use of technology in the Library operation. Next a 
high-level review of programs and services is presented.  Finally, a synthesis of the major 
themes and findings from these data collection activities (which collectively inform the 
master plan developed) is presented. 

 

2.1. Demographic Overview and Future Situation 
 

2.1.1. Growth and Demographic Trends 
 
The chart following shows the population projection for St. Thomas over the next two decades 
(source: Dillon Consulting & Watson & Associates, Update of the Population Forecast, Housing 
Demand and Residential Land Need, Final Report, June 2018).  As shown, the population is 
expected to grow to from the current (2020) estimate of 42,800 to nearly 53,000 by 2041.  In 
the middle year of 2031 (just under a decade from now), population is expected to be just 
approximately 47,000. 
 

 
 
The demographic composition of St. Thomas is also expected to change somewhat, with a 
greater proportion of younger families and different ethnocultural groups in the population 

 -
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over that time as well.  There are no specific forecasts of this, but the change in key indicators 
over the last decade is indicative of trends that are expected to continue into the future.   
 
(Note that in the table below, only partial 2021 Census results are forthcoming, as results are 
not expected until later in 2022). 
 
Key Indicators of Demographic Change, City of St. Thomas 

Indicator 2011 Census 2016 Census 2021 Census 

Population 37,905 38,909 42,840 

Households 15,689 16,586 forthcoming 
Average Household Size 
(persons) 

2.42 2.35 
forthcoming 

% population under age 
14 

18.1% 17.5% 
forthcoming 

% population over age 65 16.4% 19.2% forthcoming 

Mother Tongue English 91.7% 91.8%* forthcoming 

% population classified as 
‘immigrant’ 

not asked 9.3% 
forthcoming 

% first generation 
Canadians 

not asked 9.8% 
forthcoming 

% Aboriginal population not asked 2.8% forthcoming 

% Visible Minority 
population 

not asked 4.3% 
forthcoming 

% renter households not asked 32.5% forthcoming 
* In 2016, the most common languages spoken in St. Thomas other than English were German, Dutch, Croatian, 
Spanish and Cambodian. 

 
A comparison of the 2011 and 2016 census data gives some sense of the types of changes 
occurring.  Despite the relatively slow rate of population growth (2.6% over the 2011 to 2016 
period, compared to 4.6% for the province overall) a number of trends are noteworthy. One is 
the significant growth in the population ages 65 plus.  A second is a decrease in the number of 
residents aged 14 or less. Moreover, preliminary results for 2021 suggest that population grew 
quite significantly in the most recent five-year period from 2016 to 2021: 10.1%, nearly double 
the provincial rate of 5.8%.  
 
The new (2021) Census data (available very shortly) will undoubtedly show these trends to be 
continuing. 
 

2.1.2. Current and Implied Future Deficit in Library Space 
 
A current recommended standard for the provision of library space in a community is 0.85 
square feet per person.  This is a higher ratio than was recommended in library space studies of 
a decade or more ago (0.7 square feet per person) for a variety of reasons: the need for more 
space for shelving to accommodate accessibility requirements; continuing distancing and 
spacing requirements and protocols as a result of COVID and related endemic diseases; a 
greater amount of programming and meeting space as libraries become community hubs and 
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activity centres; and more space for administrative staff which historically have been cramped.  
(Appendix E outlines the logic for this space standard in greater detail.)  
 
With a current population of approximately 43,000, the application of this standard would 
imply that St. Thomas should be offering its community a total approximately 37,000 sq. ft. of 
space. The fact that the current size of the one facility available to the community is 27,000 sq. 
ft., implies a current deficit of 10,000 square feet.  Moreover, with expected population growth 
to 47,000 over the next decade, this implies that the deficit will have grown to approximately 
13,000 sq. ft. by 2031. Extrapolating further to 2041, with an anticipated population of nearly 
53,000, the implied deficit would be 18,000 sq. ft..  Clearly either a major expansion of the 
existing facility or the construction of a new branch over the next decade will be required.  The 
former possibility is unlikely due to the constraints imposed by the configuration of the existing 
branch. Accordingly, one of the strategic directions emerging from this work will be to 
undertake a planning and feasibility assessment for a new branch operation. 
 

2.2. Site Visit and Current Facility Assessment 
 
Location 
 
The St. Thomas Library is centrally located within St. Thomas and is located on Curtis Street 
which is one block behind historic downtown Talbot Street.  The building has prominent street 
frontage on Curtis Street.  Parking is provided in an adjacent parking lot shared with other local 
facilities and street parking along Curtis Street.  A new town park is being proposed where the 
old courthouse was demolished. 
 
Being part of the historic core of St. Thomas is important for visibility and connections to local 
community facilities, business and amenities. 
 
With recent residential expansion surrounding the City’s periphery, there are pressures for the 
Library to provide additional service points closer to where people live. 
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Unique Site Features 
 
The building footprint on the site has allowed for the creation of two unique outdoor courtyard 
spaces.  The main courtyard is the sunken entry plaza down to the lower-level entrance to the 
Youth Library.  The second courtyard is smaller and on the side of the building, only accessible 
off of the lower level’s Children’s program area. 
 

    
 
Three Level Floor Plan 
 
The Library is a three-story building.  The main entrance is a half-story up on mid main level, 
made accessible by a long accessible ramp that runs along the front face of the building.  Once 
inside, Library users can access the three levels via an elevator or two separate fire-separated 
stairs: one up to the upper level and a different one down to the lower level.   
 
The Main Level includes fiction, non-fiction, computers, and media.  The Lower Level has the 
Carnegie Community Room, children’s and teen areas and public washrooms in addition to 
some staff areas.  The Upper Level has the staff offices, a large board room, a St. Thomas Police 
Services office, a study room, an open multi-function space that houses a small local history 
collection and is used for community events. 
 
The three-level configuration makes the Library feel smaller than it really is.  The three levels 
also require additional staff to properly supervise all levels.  As a result, the upper level is not 
always open for public use. 
 
Community Spaces and Innovative Amenities 
 
St. Thomas Public Library has a variety of spaces for programs and rentable community use.  
The largest of these spaces is the Carnegie Room on the lower level.  Unfortunately, during 
COVID, this room has been closed and used primarily for storage.  The upper-level multi-
function space is a unique light filled space that is popular for other community events.  
Although very attractive for community functions, it is an underutilized space and because of its 
isolated location, it is difficult to staff and is often closed from public access. 
 
The Library houses a large Maker Lab program space within the main level of the Library.   
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The building has beautiful murals on the building exterior.  These are attractive vibrant 
billboards visible to the surrounding neighborhood clearly stating that all are welcome at the 
Library. 
 
Building Condition 
 
The Library building is in very good condition.  The building has been well maintained and 
interior areas have been updated and refreshed.  The space is open and filled with natural light.  
There are many facets to the existing facility which can be enjoyed by users. 
 
Areas of Improvement 
 
Building Signage: It is a bit confusing that the Library has two separate yet equally sized 
building signs visible from the street.  If one did not know the facility, it may cause them to 
think the Library is two separate facilities – St. Thomas Public Library and the John and Dorothy 
Palmer Youth Library. 
 

 
 
Security Issues: There are many secluded areas in the Library layout that allow people to ‘hang 
out’ without staff supervision.  This creates some security concerns with both staff and patrons. 
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Accessibility Review 
 
Parking 

- Accessible parking is located close to the building with level access to the sidewalk and 
the ramp up to the main entrance.  It is recommended to add vertical signs to indicate 
accessible parking locations to improve visibility during winter conditions. Current 
Building Code requires both pavement markings and adjacent vertical signage. 
 

    
 
Entrances 

- The main entrance is up a half level and access is provided via a long ramp up from 
street level starting at the parking lot side of the building. 

- A long ramp is also provided down into the sunken courtyard for access to the entrance 
to the Lower Level. 
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- The Staff Entrance off the back of the building is up 4 steps and is not accessible. 
 

    
 
Floor Access 

- All three floors are accessed by a large modern elevator 
- The elevator location is at the rear of the building.  With the open floor plan of the Main 

and Upper Level, the elevator location is easy to find.  However, on the Lower Level the 
elevator is located off a back hallway.  Better sightlines and wayfinding to the elevator 
would make it easier for patrons to locate it. 
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- Access between floors can also be made from two separate stairs, one to access the 
second level and a different one to access the lower level.  This configuration does not 
provide intuitive access between all levels. 
 

    
 
Circulation 

- In general, the building layout is very open and easy to navigate with large wide access 
pathways.  However, we understand the current furniture arrangement is not typical 
due to COVID restrictions in place. 
 

Washrooms 
- The multi-stall washroom on the lower level is not accessible. 
- The lower level does have a large family washroom which is highly accessible and 

comfortable for people of all ages and nursing mothers. 
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- There is also a large Universal Washroom located up the Upper Level accessible to the 
public 
 

    
 

- At the time of the site visit, not all washrooms were open to the public due to COVID.  It 
is recommended that all public washrooms be reopened as this is a critical function for 
the accessibility of a facility and the comfort of patrons. 

- There is a washroom on the Main Level.   
- Accessible staff washrooms are located off the staff offices on the Upper Level. 

 
Circulation Desk 

- The circulation desk is located at the main entrance.  The desk has an accessible front 
access on one side. 
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Stacks 
- The Library is making an effort to not stack books too high and to reorientate books on 

lower shelves to improve accessibility of its existing shelving. 
 

    
 

- Stacks in the Children’s department are low and open and create attractive open 
sightlines. 
 

    
  



 21 

2.3. Stakeholder Consultations 
 
Various key stakeholders were invited to provide input into the plan either by means of a 
personal interview or by participating in an online interview guide.  A total of 33 respondents 
were consulted.  Participants included Board members, City Councillors, City staff as well as 
representatives of key community organizations.  A list of respondents is presented in 
Appendix C.  Most respondents were somewhat familiar with (47%) or extremely familiar with 
(34%) the Library.  Their main perspectives are as follows: 
 

1) Groups well served: Stakeholders believe that groups such as children, families with 
young children, and seniors are well served by the Library.  Other groups mentioned 
included newcomers, the creative community, the LGBTQ+ community, and those 
experiencing poverty and addiction. 
 

2) Groups less well served: Some groups identified as being less well served included 
seniors, historians, those doing family trees, those experiencing homelessness, groups 
needing planning tables and meeting space, those in the 20 to 40 year demographic and 
newcomers. 
 

3) Programs and services working well: A wide variety of programs were identified as 
working well including children’s and teens programs, DVDs, wireless services, access to e-
resources, child and parent programs, seniors, guest presentations, Gale online courses, 
Songs in the Stacks and free computers. 
 

4) Programs and services needing improving:  Programs identified as requiring 
improvement included book clubs and more programs accessible to working people; 
challenge of patrons with mental health and addiction issues preventing others from 
feeling safe; older youth programs; acoustics in the Carnegie Room writers’ services; more 
seniors programming; large print magazines; more access to online programs; and 
encouraging youth to access Library materials on forums they can use, e.g., Snapchat, Tik 
Tok. 

 
5) Strength of the Library’s location:  The Library’s central location was highly valued.  Other 

amenities near the Library included access to free parking, being close to other 
community outreach locations, good signage to the Library, walkable for many, accessible 
to high needs groups, being close to City Hall, near public transit, accessible for 
wheelchairs and baby carriages, easy access for employees, and architecturally inspiring 
building. 

 
6) Weaknesses of the location: Weaknesses identified included lack of sufficient parking or 

no defined parking lot; difficulty finding if new to St. Thomas; a gathering place for those 
marginalized, those with addiction challenges or other challenging issues; difficult to 
access without adequate transportation; difficult walking distance for seniors; and being 
located in a congested part of the City. 
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7) Areas underserved by the Library:  Stakeholders identified a number of zones as being 
underserved by the Library.  They included Zone 4 in the south (identified by 8 
stakeholders); Zone 1, north of Highway 3 (identified by 6 stakeholders); 2 stakeholders 
mentioned Zone 3; and 1 indicated Zone 2.  Five stakeholders indicated that all zones are 
currently well served and 6 said they did not know. 

 

 
© OpenStreetMap contributors 

 

 
8) Location of growth in the next 10 years:  Over half the respondents (63%) said future 

growth would occur in Zone 4.  9 respondents identified Zone 2 and 7 identified Zone 1. 
 

9) Keep the Library as is, or change it:  14 stakeholders when asked said they would prefer 
to keep the Library as is.  Eight stakeholders suggested changing it.  For this group, the 
suggested changes included modernize it, provide more IT, and more modular spaces; 
there is a need to provide a second branch, especially in Zone 4; a second branch or 
deposit station should be considered; be able to offer more portable services throughout 
the community, additional book kiosks, etc.; provide more branches in other zones; 
provision of a larger Library with more community space, more joint programming with 
community partnerships; expand the outside space;  more programming with lessons 
learned from Covid; and, use modern social media to communicate, i.e., Tik Tok and 
Snapchat. 

 

https://creativecommons.org/licenses/by-sa/2.0/
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10) Preference for a new branch or branches:  13 Stakeholders said that a new branch should 
be added to STPL.  10 stakeholders felt that there did not need to be any new branches.  
When asked about a possible location for a new branch, 8 stakeholders preferred Zone 4; 
4 preferred Zone 1; two mentioned Zone 2 and one identified Zone 3.  Five respondents 
said no new branch is needed and 4 indicated they didn’t know.   

 
11) Possible co-location of a new branch:  When asked about possible co-location of a new 

branch with a school, recreation centre or community centre, stakeholders were generally 
supportive.  If it happened, co-location with a recreation centre or community centre was 
preferred.  Some identified that colocation with a school has proved problematic in the 
past (in other communities).  Others suggested co-location with a seniors’ centre might be 
a good option or possibly a high school or Fanshawe College.  The Joe Thornton Centre 
was suggested as a possible location for a new branch. 

 
12) The Library has a good working relationship with the City:  Stakeholders were very 

positive about the Library’s relationship with the City and Councillors on the Library Board 
affirmed that they act as a bridge working to keep Council informed of Library policy. 

 
13) Other improvements:  Various suggestions and comments were offered by stakeholders 

including, the Library needs to modernize to meet future needs and future growth; value 
the independence from city hall; the Library needs to expand its footprint in the City; 
recent renovations have been a huge improvement; the Library is community focused and 
responds to community needs; the Library works well with community groups and creates 
new and exciting opportunities for the community as a whole; the Library should get 
money from the County; staff are very knowledgeable and reliable; the CEO and her team 
have promoted a personal touch striving to serve all community segments; use metrics to 
judge visits (online and in person) per dollar spent creating or advertising content.  Seek 
out partnerships with schools, community groups and agencies, etc. to enhance 
distribution of knowledge.  Consider a library in the modern definition as the group that 
inspires and enables the people to access reputable and beneficial information. Consider 
how to partner with school libraries in achieving the same goals. 

 
14) Final comments:  Final comments offered by stakeholders included The Library runs well 

as a central Library, but it needs to reach the new people moving into the new 
subdivisions.  The Library provides an excellent service and is always fluid in adapting their 
services based on the needs of the community. The pandemic is a good example of how 
the Library has provided service and meeting all the provincial guidelines for resident 
safety.  A new St. Thomas library branch would be an enhancement to the community. 
Library services need to be a city priority.  The overall management structure functions 
very well.  The Library should continue to be a public place where individuals can enjoy 
some time to relax and enjoy information. Strict rules and enforcement on anyone 
working against that objective. 

 
In summary, it is clear that stakeholders value their Library including its facility, location, ability 
to serve diverse groups of users, and offer a diversity of programming and services, particularly 
during the pandemic.  Many believe STPL should examine the need to expand its facilities, 
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particularly considering possible co-location in a mixed use facility such as a recreation or 
community centre.  Zones 4 and 1 appeared to be suggested most often as possible areas for 
expansion. 

 
2.4. Community Survey Highlights  
 
A community survey was undertaken in the Fall of 2021, and made available to both Library 
users and non-users. The survey was posted online; in addition, print copies were available in 
the Library for those who preferred to respond in that medium.  In total, 721 responses were 
received which is an exceptionally good response indicating a very high level of community 
interest in library services.  A summary of the survey results is contained in Appendix A 
(provided under separate cover); the highlights of those findings are presented here. 
 
The ten most significant findings from the perspective of this Master Plan study are: 
 

1) Overall response was representative of the community: The survey response was 
representative of the entire community: 86% of the respondents lived in St. Thomas; 
geographically, all wards were represented; all age groups; and all genders were 
represented (although three-quarters were female – not unusual for a study for a library 
survey of this type).  A range of household and employment situations were also 
represented with 70% reporting having young children (age 12 or under) living at home, 
and 40% reporting having teens. 

 
2) Most respondents were frequent users: Approximately 90% of respondents had a library 

card and nearly 70% reported that, pre-pandemic, they used the Library system several 
times a year or more frequently.  Even during the pandemic, 55% of respondents report 
having used the Library several times a year or more. 

 
3) Some lack of awareness of Library offerings: While 14% of respondents said they were 

‘extremely familiar’ with the offerings of the Library, another 70% reported that they were 
only ‘somewhat aware’.  Moreover, another 14% said that they were not at all familiar with 
the Library.  So there is clearly some scope to better educating the overall community as to 
what is available at the Library. 

 
4) Very high satisfaction ratings overall: The Library scored very highly on several measures of 

satisfaction, including the Library as a welcoming space (92% rating it as ‘good’ or ‘very 
good’ on this dimension); accessibility of the building (89% rating as ‘good’ or ‘very good’); 
size of the building (89%); location in the community (86%); and the functionality of the 
interior space (83%). 

 
5) Some barriers to use exist for a minority of users: About 10% of respondents said that 

there were certain barriers that prevented them from using the Library as frequently as 
they would like to.  The most commonly-mentioned barriers in this regard were: hours of 
operation, parking, lack of time, lack of information about what is available, and the 
presence of persons who may be perceived as being questionable or threatening (for 
example, occasionally those experiencing homelessness). 
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6) Post-pandemic, a physical return to the Library is anticipated, but under somewhat 

altered circumstances:  Some 85% of respondents indicated that they intend to physically 
return to the Library after the pandemic is past, and in fact 30% indicated that their usage 
would likely be more frequent than it was before. However, there will be some reserve in 
terms of how the Library is used. 43% report that they will be more cautious in coming to 
in-person events. 20% will still want to use curbside pickup.  

 
7) Many suggestions were made for new programs, services and amenities: Either at the 

existing facility or in a potential new branch, there was a range of services and amenities 
that were suggested.  The most common of these included: improved parking; a 
community information centre; art displays; meeting rooms for small groups; study rooms; 
and outdoor activity area; cooking education space; a fireplace; and a sensory room. 

 
8) Most respondents would like to see an additional branch in the system, in the south end 

of the City:  Over half (52%) of respondents would like to see a new branch in the Library 
system.  (Only 18% of respondents felt a new branch was not needed.) The preferred 
location for a new branch would be somewhere in Zone 4 (see the map below) which was 
preferred by 45% of respondents (16% preferred Zone 1; 9% Zone 2; 18% Zone 3; and 29% 
didn’t know where).  Ideally, a new branch would be co-located with a community centre 
(68%) or a recreation facility (60%) 

 

 
© OpenStreetMap contributors 

 
 

https://creativecommons.org/licenses/by-sa/2.0/
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9) Car access to the Library is critical: Ninety percent of respondents get to the Library by car. 
22% reported that they always or sometimes walk. Nearly two-thirds (64%) of respondents 
report that it takes 10 minutes or less to get to the Library. 

 
10) A range of programming partnerships between the Library and other community 

organizations was suggested:  Suggestions for such partnerships were the YMCA, schools, 
Indigenous organizations, public health agencies, arts and culture organizations, 
horticultural society, conservation areas, early learning centres, Fanshawe, Business 
Improvement Area, Chamber of Commerce, hospitals, service clubs, employment agencies, 
Railworks Coalition. 

 
As earlier noted, Appendix A (provided under separate cover) contains the detailed results to 
the community surveys. 
 

2.5. Staff Survey Highlights  
 
Staff are key contact points between the Library and the public, and their perceptions of issues 
and opportunities are hugely important in the development of a strategic or a master plan.  The 
confidential staff survey that was undertaken provided all staff members with an opportunity 
to provide input to the plan – and all staff took advantage of this opportunity.  Below are 
presented the highlights of the survey; more detailed responses can be found in Appendix B 
(provided under separate cover). 
 
Key strengths of the Library system (before the pandemic). The top responses mentioned by 
staff were: 

• Customer service, patron focused, staff 

• Collection, programming, technology 

• Great building, windows, welcoming space 

Key weaknesses of the Library system (before the pandemic). The top responses mentioned by 
staff were: 

• Safety of staff, patron behaviour 

• Lack of quiet study space 

• Internal communication – management-frontline 

Did the last year (during pandemic) change any of the strengths or weaknesses? 

• Safety and security have improved because no customers in 

• Strengthened the staff, organization (flexible, adapting to change) 

• Creative programming 

How well are the following groups served?  Least well served are: 
1. New Canadians & Newcomers to St. Thomas 

2. BIPOC 

3. Teens 
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Is the Library as welcoming space for diverse groups or individuals?   
Most agreed that it was, although there was always room for improvement.   
 
What are the opportunities to strengthen lending collection, including ‘non-traditional items? 
Specific suggestions were: 
 

• E-books, e-audiobooks 

• Braille 

• more large print books 

• children’s video games 

• baking equipment 

• musical instruments 

• basic tools 

• portable wifi hotspots 

• small kitchen appliances 

• tools 

• Cricut 

• kayaks 

 
Are there opportunities to cull or reduce the collections?  Specific suggestions were: 

• Local history 

• French materials 

Are staff confident in promoting online resources? For the most part, staff indicated they were.  
Areas where they reported being least confident were: 

1. Online research 

2. Kid’s resources 

Other electronic resources that staff thought would be demanded in future.  The most 
common mentions were:  

• Pressreader 

• Music 

• Hoopla for movies (however, access is available from Elgin County Library) 

Areas where staff were least satisfied with the provision of services to the public: 
1. Teen programs 

2. Organization of materials 

3. Makerspace 

Ideas for new programs or services for the future? 

• Lots of ideas already just waiting for pandemic to end 

• Writing, art, workshops 

• Intergenerational programming  

Any pandemic programs to be continued? 

• Online book clubs 

• zoom programs  

• author talks 

• “little zoomers” program 

Hybrid programs?  Staff saw that hybrid programs (where part is in-person and part in online) 
could be very successful and would likely be part of on-going program offering.  However, there 
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was caution suggested about too much screen time, and that people are really wanting in-
person programs. 
 
Staff thoughts about the Library as community hub: 

• Important for safe space, relax, study, participate in event, meeting spot, less 

important for private rental 

• However, some concern that also used as place to do drugs 

Perceptions about changes in the workplace due to COVID-19 that will enable staff to work 

better: 

• Working from home, works 

• We are adaptable, flexible 

• Awareness of space, cleaning 

• Virtual programs 

• Concern about return of homeless and drug users 

Suggestions for procedural and physical changes in the workplace that should continue: 

• Cleaning, Plexiglas at desks 

• Leave lower door as exit only 

• Check-ins at main circulation desk 

• Time limit on computers 

Major suggestions regarding how to change the Library: 

• Moving between floors is tiring 

• Evolve to meet the needs of community 

• Go back to more departmental system to create connections with patrons 

• Makerspace and teen area, rethink some of the physical spaces 

• Too much change, need direction 

Areas of city that are staff feel to be underserved.  The two areas mentioned in this regard 
were (refer to Section 2.2 for the map of the Zone system used in the surveys). 

1. Zone 1 (north) 

2. Zone 4 (south) 

Thoughts regarding Alternative Service Delivery (ASD): Staff thought generally that it made 
good sense to consider ASD options prior to a new branch being built.  The most popular 
options suggested were: 

1. Book locker to pick up holds 

2. Book kiosks 

3. Bookmobile 
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Generally positive feelings about their work environment.  Overall, the majority of staff have 
positive feelings about their work environment, as shown by the following.  The weakest area in 
this regard is with respect to safety and security, followed by staff training (several specific 
comments were made in the detailed survey results relating to training required). 
 

Statement about work environment 
% that ‘somewhat agree’ or 

‘strongly agree’ 
I am satisfied with my overall work environment 95% 

I know what is expected of me in my job 87% 

My job description is accurate 71% 
I have the technology I need 73% 

I have the training I require 55% 
I feel safe and secure in my work environment 46% 

 
Additional policies required? Staff were asked what sorts of additional policies or related 
resources they might require; the most frequent responses were: 

• Need Human Resources dept.  

• Diversity and Inclusion Policy needs updating 

• Need to assess service model for effectiveness and to ensure continuous 

improvement 

Most pressing issues: When asked about the changes that staff would most like to see, the 
most common responses were:  

• reconfigure work spaces, including off-desk, second staff downstairs 

• assess current service model for effectiveness 

• need for new branch, and/or outreach van to more effectively reach community 

• ensure that managers are more accessible 

• put safety measures in place 

• more staff input into planning 

 

2.6. Technology Review 
 
The technology review broadly included a review of technology available to the public as well as 
a review of technology infrastructure required to support the Library operations.  In the latter 
case, typically this technology may be provided by the Library and/or the City to support day to 
day Library operations.  In this respect, the focus is more on technology used, maintained, and 
supported by IT and Library staff as opposed to technology such as computers, tablets, 
technology devices, etc. that are used by the public. 
 
Some themes that emerged from the interviews included: 
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Technology Available to the Public 
 

• Generally, there is a good supply of technology available to the public: The Library has 
an adequate quantity of technology for the public including 15 adult, 9 children’s 
computers, literacy stations, and mobile laptops for workshops.  Three-year-old staff 
PCs are repurposed for public use.  It is preferrable to have new dedicated equipment 
for the public, rather than old hardware. 
 

• Technology plays a critical role in supporting the Library’s goal of increasing digital 
literacy:  The Library recognizes its key role in increasing digital literacy for all 
demographic groups.  There are groups of all ages in the community who lack access to 
technology or wifi in their homes and the Library is a critical resource for these groups.   
 

• Technology supports social and economic objectives:  Related to the above, those with 
socioeconomic barriers come to the Library to use the internet, conduct job searches, 
prepare resumes, and complete government and legal forms, (e.g., proof of COVID 
vaccination, etc.).  For these individuals, their computer/technology needs are basic and 
one-on-one technology help is often required. 
 

• Wifi connectivity is good inside the Library but poor outside:  Connectivity is poor 
outside, in the courtyard and park. Potentially, the City could help improve external 
connectivity which would allow more programming outside the Library which may be in 
increased demand with the potential continued prevalence of COVID variants.  The 
Library has also been attempting to work with the STEAM Education Centre, Elgin 
County and London to obtain grants for wifi hotspots. 
 

• COVID is causing a ‘rethink’ of providing technology to the public.  Whereas previously 
technology was offered in workshops and a classroom setting, in more recent years 
there has been a demand for one-on-one help.  In the past, there was a focus on getting 
people into the building for IT help.  More recently with COVID, the Library has offered 
virtual programming and virtual techtalk.  There has also been more emphasis on 
outreach generally, for example at retirement homes where the Library helps seniors 
with how to use technology especially with one-on-one technology help.  Digital 
outreach to teens is also an emerging need. 
 

• STPL wishes to continue to develop its makerspace:  A reorganized multipurpose 
makerspace would help expand the Library’s technology and non-traditional service 
offering.  This would also require skilled staffing support with dedicated staff hours and 
appropriate space.  Ideally staff would offer technology skills, website support and could 
help with software integration of different platforms. 
 

Library Technology Systems and Support 
 

• There is a history of good cooperation between the City and STPL for IT and 
technology issues: The City is responsible for security, internet connection, shared 
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drive, network, security audit, cyber insurance, and disaster preparedness.  The Library 
has been careful to work cooperatively with the City on technology service goals.  
Generally, this relationship has been successful but may need to be formalized in the 
future.  While the City is supportive of the Library’s technology needs, the City itself is 
sometimes under-resourced which affects Library’s ability to keep current with its 
technology. 
 

• The Library will need to ensure skilled staffing and training to support its technology 
goals:  For makerspace and backend support, the Library will need to ensure it has staff 
who have the skills to support these emerging needs.  Apart from these specialized staff, 
other Library staff will need technology training on an ongoing basis. 
 

• The Library needs to plan for its ongoing ILS needs:  STPL shares a license to use Sierra 
(iii) in partnership with local libraries and BiblioCore (Bibliocommons) is the public 
catalog. The group contracts with London Public Library for server hosting. This 
agreement ends in 2022, providing STPL with an opportunity to explore other options, 
such as another ILS or cloud-based hosting, making the vendor responsible for upgrades 
of hardware and software, reliable backups of critical Library data, system failure, and 
security. 
 

• There is a need to develop a Technology Plan to ensure efficient provision of 
technology that is consistent with the Library’s strategic goals.  Staff agreed there is a 
need to develop a Technology plan that would ensure technology remains current for 
both the public and the Library’s inhouse needs.  The development of the Plan will also 
help to ensure appropriate financial management of its technology investment and a 
more formalized partnership with other IT stakeholders. 

 

2.7. Benchmarking Assessment  
 
Benchmarking is a way of comparing one’s library with similar or nearby libraries to see if there 
are gaps in service that a Master Plan can address. Ontario’s public libraries report usage and 
related statistics to the Ministry of Heritage, Sport, Tourism and Culture Industries on an annual 
basis, which allows for some comparisons that are of interest to libraries and their funders.  The 
data set used here is from 20191, to avoid the impact of the COVID-19 pandemic on public 
libraries’ activity levels, which responded variably to the changing requirements of the Province 
of Ontario, their local public health units, and the resources available to them.  The Library 
space measures reported are from the 2020 provincial statistics as that year was the first time 
since 1999 that space was reported.  
 
Many factors can affect the variation in library data, such as the size and condition of the library 
building, which can influence both costs and ability to provide programming and accessible 
space. Some municipalities provide in-kind services such as financial, facility, and IT services, 
which may or may not be accounted for in the costs. Low investment by the funders, affecting 

 
1 Data from Ontario Ministry of Heritage, Sport, Tourism and Culture Industries, Ontario Public Library Statistics, 
see: http://www.mtc.gov.on.ca/en/libraries/statistics.shtml 
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staffing levels, hours of operation, and materials budget, may result in commensurately low 
outputs of material circulation and program attendance. Quantitative measures are just one 
way that a library can demonstrate its value. Qualitative measures are indicated elsewhere in 
this report through the community survey responses. 
 
The “per capita” measure uses the population of the municipality and does not include 
residents of other municipalities who may use the libraries either through contracts for library 
service or reciprocal agreements. This needs to be borne in mind when comparing figures – a 
ratio that seems unduly high for a given community may simply reflect that it has a large 
effective service population through such agreements.  For example, higher circulation per 
capita figures may reflect the fact that there is a large population of actual users living outside 
the municipality by virtue of service agreements. St. Thomas Public Library memberships are 
also available to people who live in Elgin County, London, Middlesex County, and surrounding 
areas. Likewise, residents of St. Thomas can use the same libraries.  
 
The libraries selected for comparison are single-site (no additional branches) and similar 
populations, between 23,000 and 50,000 residents. These include Bradford West Gwillimbury, 
Collingwood, North Bay, Orillia, Owen Sound & North Grey, Stratford, and Woodstock public 
libraries.  
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The first set of measures is the investment in the public libraries by the local municipality, i.e., 
the taxes raised locally for operating expenditures. As mentioned above, some libraries receive 
in-kind support in areas such as information technology and facility costs, which can skew the 
overall costs of the library.   
 

 
 
Another measure of investment is the amount of money the library spends on materials such as 
books, DVDs, and electronic resources, which can be a more equitable way to compare the 
libraries.  
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As mentioned earlier in this section, the Province started reporting space for public libraries in 
2020, which is relevant to this study. 
 

 
 
It is also noted that industry guidelines for public library space are generally accepted at 0.85 
square feet per capita to meet current accessibility, collections, and programming goals. 
 
The above graphs show the investment or inputs into the public libraries, which essentially 
show STPL to be at or near average levels for comparable library systems. Next we examine the 
results (outputs), how well the community uses the library, including percentage of the 
population of the municipality with library cards, circulation of materials per capita, in-person 
visits per capita, and program attendance per capita.  Again, 2019 data was used to avoid the 
effect of the COVID-19 pandemic on library operations and use. 
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Community Use of the Library  
 

 
 
It is the consultant’s observation that North Bay is an anomaly due to its large number of 
seasonal residents that have Library cards that are not included as permanent residents. 
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In-person visits can be linked to the programs available as well as the Library’s seating for 
casual or study space.  The graphs above indicate that St. Thomas Public Library ranks around 
average for municipal investment but below average in use by the community. This can show 
where the Library and the Municipality may want to redirect priorities and resources to ensure 
that the Library meets the community’s needs. 
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2.8. Review of Trends in Modern Libraries 
 
Managers engaged in the task of planning today for the future of their library services are 
naturally interested to know what other libraries are doing. What have been the trends in 
library services over the past 20-30 years that are likely to continue, and which are the ones 
likely to end? Such trends are much discussed in library literature, and touch all aspects of 
library service. Such aspects include location of branches, collection policies, community 
engagement, programming, adoption of new technologies, staffing arrangements, and 
governance. 
 
Observers of library service trends note that they generally emerge over time in response to 
changes in the economic and social environment.  Just as a rising tide will lift all boats, large-
scale changes in our environment will naturally affect the demands placed on libraries, and the 
responses that those demands require. Just as the tide comes in, it also goes out, and those 
who have designed their library on the assumption that current trends will continue indefinitely 
may find themselves at a disadvantage. For this reason, planners may want to ask themselves 
whether the larger social and economic trends on which their library depends for direction and 
guidance are likely to remain unchanged for the foreseeable further. 
 

2.8.1. Global Trends 
 
The unexpected emergence of a global pandemic would seem to suggest a good degree of 
caution is called for when it comes to confidently predicting that present trends will continue 
unchanged. 
 
With that said, though, there do seem to be a few trends that are now so firmly entrenched in 
people’s expectations of library service that they can be counted on to continue. The 
International Federation of Library Associations recently published a 2021 update to its trend 
report listing 20 trends.2 These will be presented below using the sorting scheme employed by 
the American Library Association in their 2014 Trends document. 
 
Following the lead of the American Library Association, trends will be organized into seven 
categories3:  
 

• Society,  

• Technology,  

• Education,  

• Environment,  

• Politics (and Government),  

• Economics,  

• Demographics.  
 

 
2  IFLA Trend Report 2021 Update. https://trends.ifla.org/update-2021 (Accessed January 2022) 
3 "Trends", American Library Association, August 8, 2014. http://www.ala.org/tools/future/trends (Accessed 
January 3, 2022). Document ID: 8fbf22e4-7906-19a4-3952-5e79077a9596 

https://trends.ifla.org/update-2021
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Society 
 
IFLA TREND #5. Diversity gets taken seriously: A growing awareness of the existence and 
impacts of discrimination leads to a radical reform of our collections, services and practices. 
 
IFLA TREND #7. A mobile population: With people ever more nomadic, the concept of a ‘local’ 
library becomes less relevant, and the need to provide joined-up services across borders rises. 
 
IFLA TREND #10. Scale matters: The cost of providing full and modern services means that it is 
only possible for larger institutions to do so, leaving smaller ones behind. 
 
IFLA TREND #16. The privatisation of knowledge: The use of technological tools, as well as slow 
reforms to copyright, mean that it is possible for private actors to restrict and control 
information, even at a granular level, obliging permissions and payments. 
 
IFLA TREND #19. ‘Open’ raises questions about libraries’ unique selling point: With a growing 
share of scientific information available freely, libraries are forced to adapt their role or lose 
their unique selling point (USP) and relevance. 
 
IFLA TREND #20. Inequalities deepen: With technology creating new possibilities for those with 
access to it, the gap between them and those without grows, risking confining large shares of 
the population to poverty unless action is taken. 
 
 
Technology 
 
IFLA TREND #2 Virtual is here to stay. People continue to prefer to access library services 
remotely, putting into question the value of spaces and physical offerings. 
 
IFLA TREND #9. An analogue backlash: A new generation, traumatised by the stresses of 
constant social media connectivity, rediscovers physical resources – including books – as an 
escape. 
 
IFLA TREND #12. Search transformed: Artificial intelligence revolutionises the way in which we 
find information, making it possible to provide more and more accurate results for users. 
 
IFLA TREND #15. A single, global collection: With digitisation of resources and possibilities to 
work across institutions, it is no longer so relevant to talk about local collections, but rather 
access to universal resources. 
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Education 
 
IFLA TREND #4 The rise of soft skills. At a time of rapid evolution in technologies, it becomes 
more and more important for librarians to be able to innovate and adapt to unpredictable 
situations. 
 
IFLA TREND #11. Data domination: New uses and applications of data change our economic 
and social lives dramatically, making it more and more essential for people to become data 
literate in order to cope. 
 
IFLA TREND #14. Lifelong learners: There is no such thing as a job for life any more, meaning 
that more and more people need to retrain throughout life. Libraries intensify learning activities 
in response. 
 
IFLA TREND #17. Qualifications matter: As the complexity of the information environment 
increases, the need for library workers to benefit from a high level of education also rises. 
 
 
Environment (Built, Urban, and Natural) 
 
IFLA TREND #2 The comeback of physical spaces. People rediscover the value of spaces that 
offer opportunities for meaningful exchange and discussion. 
 
IFLA TREND #6. An environmental reckoning: Climate change brings new threats to libraries 
and the communities they serve, forcing radical adaptation in order to avoid disaster. 
 
 
Politics and Government 
 
IFLA TREND #13. Race to the extremes: Political debate becomes more polarised, making it 
more difficult to find consensus in politics and society alike, undermining the case for shared 
institutions. 
 
IFLA TREND #18. Information literacy recognised: Governments and others recognise fully the 
importance of information literacy as a long-term response to the rise of misinformation. 
 
 
Economic Development 
 
IFLA TREND #1 Tough times ahead. A slow recovery from COVID will put pressure on all forms 
of public spending, requiring libraries to intensify advocacy efforts. 
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Demographics 
 
IFLA TREND #8. The impatient user: Library users, in particular from younger generations, 
expect the most modern technologies and service, and risk turning away from libraries if they 
cannot find them there. 
 
 

2.8.2. The Canadian Context 
 
Society 
 
The trend toward a multicultural Canadian society seems likely to continue in the years ahead, 
especially as immigration is now seen as a primary way to keep the Canadian labour force large 
enough to keep the Canadian economy healthy and capable of supporting the growing number 
of adults who have left the workforce. 
 
Related to this has been the change in public attitudes toward the Indigenous people of 
Canada. There is growing awareness of the history of institutional neglect and mistreatment 
they received for the past 100 years at least. It seems likely that policies and initiatives intended 
to redress some of that mistreatment and encourage a spirit of reconciliation will continue. 
 
Income inequality has become a significant concern in our society, and seems likely to continue 
unless economic conditions change significantly. At on the ends of this inequality is the growth 
of homelessness on the streets of small towns and large cities. The closure of public libraries in 
large and small communities highlighted the library’s role as the only free public space in the 
community for people who experience homelessness. This inclusivity of the library also comes 
with the challenges of ensuring that all staff and visitors to the library feel welcome and safe. 
 
Technology 
 
Public libraries have embraced technology, becoming the bridge between technology and 
people. Public library service delivery has evolved significantly in response to the digital age and 
arrival of the Internet. To the extent that technology is the sea we all swim in now, it seems 
certain that library service will continue to adapt to the requirements of this environment.  
 
Some writers have pointed out that the money spent on digital resources continues to go up 
every year, while the purchase of printed materials remains stagnant. If both the cost and use 
of digital materials continues to rise, this trend seems likely to have serious implications for the 
size and use of physical library buildings.  
 
Education 
 
The development of educational benchmarks for library staff is likely to continue in the years 
ahead, especially as the provision of library service grows more complex each day. The 
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complexity is created by the convergence of social, economic, political and demographic forces 
are felt by library staff and managers. 
 
Libraries continue to be a safe and free destination where people come to borrow books, DVDs 
and other materials, as well as consult reference resources.  
 
Libraries are learning centres for all ages and abilities. Libraries support learning both through 
the loaning of materials and the presentation of programs.  As the population ages, more 
seniors will be coming to the library to support their learning projects. 
 
Environment 
 
During the pandemic lockdowns, libraries switched to online services, including programming, 
training, and expanding digital collections, then curbside materials pickup, quarantining of 
materials, personal protective equipment, sanitizing, and limited browsing and in-Library 
access.  
 
Going forward, people may continue to be reluctant to be in close proximity with strangers and 
may be uncomfortable spending much time together. They may have enjoyed the convenience 
of curbside pickup, not only of holds they requested, but of curated selections of materials, 
particularly for families. On the other hand, when they feel safe, they will enjoy the personal 
contact of in-person visits and programming.  
 
Early experiences from several libraries (July 2021) indicate that people are keen to get back 
into the libraries for browsing and to attend programs. This may be temporary due to high 
vaccination levels and low infections at that time or a consistent trend for the future. 
 
This underlines the importance of staff flexibility, creativity, and resilience to continue to 
provide service to the community in changing circumstances. These skills and competencies will 
continue to be important as the library engages with the community.   
 
Politics and Government 
 
One trend that seems likely to continue is the lack of continuity of public policy when 
governments change. Soon after the Conservatives formed the government in Ontario, they 
moved to withdraw services from the provincial inter-library loan system. This lack of support 
was a significant change from the policy of the previous government. This episode showed how 
vulnerable public library service is to changes of Provincial policy and priorities.  
 
We don’t yet know what effect the pandemic is going to have on the budgets of local, 
provincial, and national governments. The huge debts these governments have incurred are 
certainly going to limit the ability to governments to spend in pre-pandemic ways. Given that 
public libraries are dependent on public financing, public libraries will surely be impacted by 
any decrease in public funding. 
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This means that libraries will have to learn how to make the case for their value and mobilize 
support for services that are threatened by governments seeking easy ways to reduce their 
budgets. This in turn means they have to learn how to provide value that generates broad 
community support. 
 
Economic Development 
 
Because libraries are dependent for financial support from their local communities, the 
economic health of those communities is of high concern. 
 
As we emerge from the pandemic, we will begin to discover what damage the pandemic has 
done to these local economies. One thing seems likely though if the damage is significant; 
municipal tax receipts will be lower in the years to come. 
 
Libraries do have a role in helping support their local economies though, and that role may 
need to be emphasized in the years ahead so that the politicians who determine how much 
money libraries will receive can appreciate the contribution that libraries are making. 
 
Demographics 
 
An aging workforce and population are changing Canada and other developed nations, 
impacting the workplace, government budgets, policy, family life, and more. 
 
An aging population will challenge governments to balance support for pensions against 
funding for programs that benefit all citizens and/or younger citizens. Younger populations’ 
interest in investments for education, transportation, and infrastructure may be challenged by 
the interests of older adults. 
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2.9. Synthesis of Key Research Themes 
 

2.9.1. SWOT Assessment as the Basis for a Master Plan 
A SWOT analysis can provide the basis for a Master Plan.  Different elements (strengths, 
weaknesses, and so on) will logically imply different types of strategic actions and initiatives, as 
shown in the chart below: 

 
  

How Defined Strategically? 
 

 
Strategic Actions 

 
Strengths 

 
• unique or very strong factors that 

provide current competitive 
advantage 

 
• protect an advantage 
• further develop or capitalize upon 

an existing advantage 
 

 
Weaknesses 

 
• areas of current competitive 

disadvantage relative to 
competition 

 
• strengthen areas of weakness 
• reposition to eliminate weakness (in 

reality, or through the creation of 
alternative perceptions) 

 

 
Opportunities 

 
• situations that present 

opportunities for future 
competitive advantage 

 

 
• feasibility testing 
• implementation planning 

 
Threats 

 
• situations that present dangers of 

future competitive disadvantage 
 

 
• risk assessment 
• contingency planning 

 

2.9.2. Synthesis: SWOT Assessment for the STPL 
In this assessment, the specific findings and perceptions identified through the extensive 
consultation process are assessed through this SWOT Assessment lens.  The matrix table below 
specifically identifies these findings showing the source from which the finding came (as 
indicated by a checkmark in the relevant cell).  The sources from which these findings come are: 
 

• the community survey (identified as CS in the table) 
• the staff survey (SS) 
• the interviews with key stakeholders (KS) 
• the benchmarking review (BR) 
• the consultant’s judgment (CJ) 
 

The key findings in this regard are presented below: 
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Finding CS SS KS BR CJ 
Strengths 
• very high levels of satisfaction with programs and services      
• comprehensive collections      
• great range of programs available for the public      
• building is very welcoming to the public: open and airy      
• Library is recognized for offering highly creative programming      
Weaknesses 
• staffing configuration in the Library is not optimally efficient in 

terms of staff placement      
• need for more meeting and study spaces      
• insufficient space to meet current needs for programs and services 

(especially regarding program and meeting space) 
     

• lack of awareness of community overall as to range of programs 
and services available      

• lack of profile of the Library at City Hall      
• below-average metrics on key dimensions of circulation, 

attendance and program participation 
     

• safety of staff and patrons is at times an issue (perceived and real)      
• some lack of communications between senior management/staff      
• perception that some groups in the community not well served: 

newcomers to community; new Canadians; BIPOC individuals; 
LGBTQ+; teens 

     

• staff training in particular areas may be lacking (e.g. confidence in 
providing technology-related assistance to the public) 

     

• some underserviced areas in the City (south end)      
• some barriers to use exist for some (feelings of safety; presence of 

homeless; hours of operation; parking)      

Opportunities 
• need for a new branch in future to accommodate population 

growth – possibility of co-location with another community facility 
should be explored 

     

• opportunity to explore alternative service delivery options should 
be explored (n book lockers, book kiosks, possibly bookmobile)      

• opportunities to provide greater range of programming (teens, 
makerspace, intergenerational programming)      

• opportunities to further develop and expand the collections (many 
specific suggestions) – also opportunity to cull the collections in 
some areas – overall need for collections plan 

     

• opportunities for additional partnerships with community groups 
and organizations      

• philosophy of continuous improvement should be recognized and 
further embraced 

     

Threats 
• cutbacks in municipal funding, which might affect both on-going 

operations as well as capital funding for any new facilities 
     

• potential community backlash if staff and/or Board not seen to be 
representative of community 

     
• public may not return to physical visits post pandemic      
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3. MASTER PLAN ELEMENTS 
 

The third section of this Report presents the analysis underlying the Master Plan itself. First, 
various strategic considerations are presented from the Library’s previous Strategic Plan 
(while this Master Plan is not formally a Strategic Plan, it does contain various strategy 
directions).  A program and services plan is then presented, followed by facility 
considerations. Next, technology aspects are addressed. This Master Plan discussion 
concludes with staffing and organizational considerations, which enable the foregoing areas 
to be activated.  Finally, a discussion of policies and procedures which provide the 
operational context for the Master Plan is presented.  

 

3.1. Strategic Considerations  
 
As previously explained, this Master Plan is not a Strategic Plan per se, but does contain many 
strategic elements.  St. Thomas Public Library did have a Strategic Plan that covered the 2018 - 
2021 period.  Despite being slightly past its timeline now, it nonetheless does have certain 
strategic directions that still have force and have continued to be relevant in terms of guiding 
the overall direction of the Board and senior staff. 

In the Plan, the Mission of the STPL was stated to be simply: “We Connect”. 

Five areas of strategic action were created to achieve this mission.  These are listed below, 
along with the specific actions (framed as ‘promises’) outlined for each. 

1) Deep Awareness of the Community 
• we will make time to get to know you 
• we will work with other community organizations and City departments to understand our 

community’s needs 
• we will be aware of the changing demographics and culture of our community 

 
2) Supporting Fearless Exploration 

• we will inspire you to constantly explore 
• our dynamic collections will keep you engaged 
• we will work with you to navigate the seas of learning 
• you will be inspired and surprised by what you find in the Library 

 
3) Making Meaningful Connections 

• we will keep you informed on what is happening in and around St. Thomas 
• we will invite you to showcase your talents and skills and to connect with each other 
• we will work with other organizations and City Departments to ensure your access to a broad range of 

services 

 
4) Developing Flexible Spaces 

• we will grow with you 
• Library spaces will be made more active, engaging, flexible to meet your needs 
• we will meet you where you are, finding creative ways to the Library outside the walls of our building 
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5) Redefining Library 
• you will hear about us in the most unexpected ways 
• you will be surprised by what the Library can do for you 
• you will brag about your Library 

 
The Master Plan developed here is very much oriented towards continuation and fulfilment of 
these directions.  While not directly a focus or recommendation stemming from this Master 
Plan, St. Thomas Public Library should consider updating and refining its Strategic Plan in light 
of the Master Plan developed here, to ensure momentum and consistency.  
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3.2. Program and Services Plan 
 
Collections 
 
The following chart shows the size of collections of the seven comparator library systems 
compared to STPL. These include books, DVDs, and other physical materials as well as e-books 
and e-audio books available. St. Thomas Public Library is slightly above average in the number 
of items per capita in the collection. In the previous benchmarking section of this report, a chart 
also reports that STPL is slightly above average in expenditure on materials as well.  

 
 
However, if we look at the physical items per capita held by the library, such as books, DVDs, 
and CDs, St. Thomas ranks last among its peers. 
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An important qualitative measurement in the assessment of a library collection is the turnover 
rate, which is the average circulation per item. A high turnover rate indicates the overall 
popularity of a collection. A lower turnover rate can indicate that the collection may need 
weeding or refreshing. St. Thomas has a low turnover rate in comparison to its peer libraries. 
 

 
 
The Community Survey and Staff Survey results indicated a high level of satisfaction with the 
Library collection. There was some acknowledgment that some parts of the physical collection 
would continue to be reduced, such as reference and non-fiction books, and DVDs, while 
electronic access to current information is expected to continue to increase.  Non-traditional 
collections are an emerging collection in libraries and there is interest in the Library providing 
non-traditional items such as small tools, musical instruments, sports equipment, and wifi 
hotspots.  Many other libraries do provide these collections. This type of collection requires a 
lot of space for storage and display. 
 
St. Thomas Public Library uses Automatic Release Plans (ARPs) for approximately 70% of its 
collection development. This enables an efficient use of staff resources. Attention should be 
paid to ensure that the plans meet the needs of the community, and that there are adequate 
resources available to enhance the core collection with materials of special local interest and to 
meet community needs.  
 
As mentioned in the facilities section of the report, St. Thomas Public Library is too small for the 
community it serves both currently and for the future. In order for the collection to meet 
accessibility guidelines for shelf height, and to give the collection a refreshing look and the 
Library a more open feel and better sightlines, the Library recently weeded the book 
collection4, reduced shelf height, and realigned the shelving.  This should make the collection 
more attractive and accessible, and provide better sightlines and natural lighting in the area.   

 
4 Possibly a reason for the ‘low physical items per capita’ comparison shown earlier. 
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Programs 
 
Library programs require two main components, staff time and space for the programs. The 
Carnegie Room functions well for programming; as well, some programming takes place in the 
Children’s Department, and in the outdoor spaces. On the main floor at the front of the building 
is an open seating area flexible enough for programming as well. Ideally the forthcoming new 
courtyard space will also lend itself well to library programming. Not all library programs take 
place in-house; they can be delivered in other public spaces or places such as retirement 
homes. 
 
Programs in Comparison with Other Libraries 

 
 
The community and staff value the programs available at the Library. Staff report that 
assessments are done of programs and if unsuccessful, are dropped in favour of more 
successful ones.  They have lots of ideas for programs to be started once the pandemic 
restrictions and people’s comfort levels bring the public back to the Library (and certainly the 
community survey results provided additional ideas).  There was interest in some of the virtual 
programs such as online book clubs and author talks continuing after the pandemic but most 
people were keen to get back to person-to-person programs.  
 
Recent experiences with the COVID-19 pandemic and other social issues highlight the 
importance of the public library as a neutral and safe place for all members of the community 
and its as a provider of trustworthy information on issues such as climate change, public health, 
and social justice. The Library can provide training to community members on how to assess 
reliable sources of information. 
 
New technologies such as Virtual Reality and Augmented Reality equipment are potential 
resources for additional programming such as armchair travel. 
 
Continued monitoring of successful programs before the pandemic and during it will ensure the 
effective use of programming resources for the community. 
 
Services  
 
Like many contemporary libraries, STPL has moved from transaction-based services to 
customer-focused ones.  Library automation and more efficient procedures free up desk staff to 

Bradford West 

Gwillimbury Collingwood North Bay Orillia

Owen Sound 

& North Grey St. Thomas Stratford Woodstock

Programs 1,201                 1,421              252             1,081          396                   477             887             1,416          

Program Attendance 27,810              15,111            6,201          22,340       11,132             10,878       21,215       28,014       

Average Attendance 

per Program 23 11 25 21 28 23 24 20

Library average 22
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enhance the customer experience rather than check in and out materials. Many libraries are 
still aspiring to this service model.   
 
In addition to collections and programs above, other Library services include the availability of 
computers and training for the public, and the Maker Lab (formerly Creators’ Corner). STPL 
currently has 3D printers, vinyl cutters and maker kits. Some libraries have expanded this 
service to include recording studios and other forms of technology. Again, these initiatives 
require resources such as space and trained staff.  
 
Libraries can also provide space, similar to bookable study rooms, and services to small 
businesses and people who work from home. There is little available space at the STPL but the 
Library should consider what services might be useful to the business community.  
 

3.3. Facilities Plan 
 
No matter what future development scenario, this facility will continue to function as the St. 
Thomas Library’s Main Branch.  In order to maximize the building’s use-ability, we have 
prepared the following list of potential renovation ideas with the goal of making the building 
operate more efficiently and provide a safer environment for patrons and staff. 
 
Site Options 

- Renovate sunken courtyard to separate traffic flow from useable space 

Interior Spaces 
- The spaced-out locations for stairs and elevator require a lot of circulation room and 

make sightlines a challenge.  A Library reorganization is recommended to move flexible 

program areas closer to the core of the building and moving the stacks to the edges to 

improve visibility to spaces from the central circulation/welcome desk so staff can 

better supervise program areas and uses. 

- Make the upper level dedicated for staff functions with no public access 

- Re-organize facility to focus public areas on lower and main level only 

The suggested interior spaces changes can be done in different stages.   
 
Renovation Work 
 
The larger relocation of the facility to focus public areas on the lower and main level only will 
require some renovation work.  The stages of this would be as follows: 

- Relocate Staff Areas from lower level up to the upper floor within the open program 

space to keep all staff work areas on the same level and to lessen the floors used 

regularly for public use.  A small program classroom should still be able to be 

maintained on the upper level for pre-scheduled programs use with assigned staff. 

- With the relocation of the staff areas upstairs, the lower-level floor area can be opened 

up to provide improved sightlines to washrooms and elevator, improving accessibility 

and lessening security concerns.   
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- The teen area needs a more suitable space which should be evaluated at the same time.  

One option is to relocate the teens area to this opened space providing more of a 

separation between children’s and teens, and to give teens their own unique space 

close to the staff welcome desk. 

- This move will allow more open areas within the children’s area to provide more 

opportunities for reading areas and children’s play spaces. 

- During this renovation work we recommend that the Library make space to create some 

private work/study spaces and or small meeting rooms on the main and lower levels as 

the ones that currently exist on the upper level will no longer be accessible to the public. 

Main Level Reorganization 
 
The reorganization of spaces on the main level can mostly be done by reorganizing stacks and 
furnishings and can be done as staff and resources are available: 

- On the main floor pull all the reading, lounge, and computer access areas into the centre 

of the floor closer to the new Welcome desk so those locations are easy for patrons to 

find and easy for staff to supervise. 

- Move book and media stacks into the back corners to block any loitering opportunities. 

- Bring the makerspace out of the back north corner to the more visible south side 

location which has sightlines to the new future park and street frontage.  This space can 

be multi-functional providing a venue for Maker programs or music in the stacks events 

or other community related activities.  It is more accessible from the front entrance and 

has great sightlines to and from the surrounding community. 

Future Branch Options 
 
As St. Thomas is growing and not all residents want to drive downtown to go to the Library, we 
would instead recommend the development of a second smaller community branch.  
Investigating opportunities to create a branch close to a new community centres development 
would create a good community synergy.   
 

3.4. Technology Plan 
 
With population growth and service changes due to Covid, STPL can explore innovative 
technology strategies for the public and library system. It has achieved much success with its 
technology, IT budget, and history of partnerships and informal cooperation. There is a 
conscious practice to coordinate and not compete with partners, and a long history of quiet 
cooperation and handshake agreements.  
 
Over time, the lack of formal documents can result in missed opportunities and lead to a 
reactive approach to technology. STPL can create a technology plan to proactively guide its 
services over a set timeline and assess the results. It can use local expertise to collaborate with 
the City and IT department. Its mission and objectives will focus the development of technology 
programs and services for maximum impact and community development. 
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Pandemic times encourage a rethink where the previous focus was on getting people into the 
building. There are innovative opportunities to offer people a physical alternative. STPL can 
expand outreach and highlight services that meet the needs of the community. For example, 
“Librarian on the go” is equipped with reliable technology to highlight library services and 
register new users at senior homes and Ontario Works. Pop-up libraries at City venues can 
market services at alternate locations. 
 
Library IT positions are changing as technology service expands. STPL can review the primary 
roles and skills required and provide for necessary training. For example: public facing (ILS 
management and public workstations), infrastructure (hardware, networks), marketing (digital 
and outreach).  
 
We reviewed two areas of library technology services:  
 

1) Technology available for the public: a variety of hardware devices are available in the 
Library and for loan, and there are plans to add more such as makerspace resources. The 
community profile can guide the purchase of technology to ensure that they are needed 
and used. Funding for some equipment is unstable and there is no loss replacement 
strategy. Network connectivity is good within the Library walls, but poor outside in the 
courtyard and park. 
 
Training for the public is provided by designated staff with additional virtual sessions. The 
stated goal is for STPL to act as the gateway and guide patrons on their learning journey. 
Continued associations with other organizations will coordinate – and not compete – on 
technology training. Users enjoy the personal connection and STPL can train staff for one-
on-one sessions or outsource. 
 
The virtual library is open 24x7 and the pandemic has increased use of electronic 
resources. The service requires funding and staff time. For instance, the demand for digital 
collections has resulted in duplicate checking with neighbours and intentional buying.  
 
2) The Library needs to plan for its ongoing ILS needs:  STPL has its own ILS license and 
uses Bibliocommons as the public catalog. The group contracts with London Public Library 
to provide server hosting and this agreement ends in 2022. STPL has an opportunity to 
explore other options, such a different ILS or cloud-based hosting, making the vendor 
responsible for hardware and software upgrades, backups, system failure and security.  
 
Library IT staff provide ILS management, technical support, and staff training. The reliance 
on local expertise can leave STPL vulnerable if there is inadequate staffing or succession 
planning. On a regular basis STPL can consult with the ILS vendor and review modules for 
enhanced service and strategies to reduce inefficiencies. 

 

3.5. Staffing and Organization Model 
 
St. Thomas Public Library is governed by a Library Board under the Public Libraries Act. The CEO 
reports to the Library Board, and three managers report to the CEO. Under the managers are 



 53 

co-ordinators in charge of specific areas, as well as frontline library assistants and other library 
staff.  
 
In 2019, before the COVID-19 pandemic, the Library had 16 full-time staff and 21 part-time staff 
working 400 hours per week for a total of 27.4 Full-time Equivalents. Most staff report directly 
to the three Managers.  The following chart demonstrates the current organizational structure: 
 
 

 
 
Staff requirements are often dependent on the size and layout of the building, the type of 
transactions handled by staff, hours of operation, and level of programming commitment. STPL 
has three floors to supervise and provide service to, has self-checkout stations, and a 
commitment to customer-focused service.  
 
In comparison with its peer libraries, STPL has slightly above average open hours. 

 
 

However, it has a slightly below average staffing level for the size of the population. 
 

2019

Hours Open 

per Week

Bradford West Gwillimbury 66.5

Collingwood 64

North Bay 64.5

Orillia 59

Owen Sound & North Grey 64

St. Thomas 65.5

Stratford 62.5

Woodstock 63.5

Average 63.7



 54 

 
  



 55 

New Service Model 
 
STPL implemented a new service model just before the COVID-19 pandemic hit, changing the 
focus from transaction-based (check in, check out at circulation desk plus a separate reference 
desk), to a customer-focused model with one service desk, where front line staff became 
generalists (well -trained Library Assistants instead of Circulation Assistants). STPL is a leader in 
this thinking with many libraries aspiring to this model. This also resulted in teams known as 
“pods” for program planning and communication, with different Managers supervising staff 
such as Library Assistants, and the Co-ordinators not having any direct reports, resulting in a 
very flat organization as showed in the organization chart above. STPL as well as many other 
public libraries relies on part-time staff to fill the long open hours of operation. The Leadership 
Team (CEO and three managers) supervise approximately 33 employees, working shifts which 
cover 65.5 hours per week. Additionally, this team is responsible for the leadership of the 
organization. 
 
Online holds and renewals and self-checkout results in fewer transactions required at the 
service desk. Well trained front-line staff and reliable online resources can ensure that the 
Library’s service model is customer focused. Pods and teams work together well to plan and 
execute Library programs and initiatives. 
 
The COVID-19 pandemic hit just as the new service model was being implemented, resulting in 
many changes to the work environment in a very short time. Some staff found this difficult to 
implement. Others found creative ways to work together to continue to provide excellent 
service to the community. Concerns that front-desk staffing left little time for the pods to plan 
and implement programs and activities were mentioned. 
 
The staff survey and interviews highlighted a few areas for further scrutiny. People experiencing 
homelessness and drug addiction in the Library had been of concern to staff and the public. 
Library policies such as Working Alone and Code of Conduct support the staff and Library 
visitors. The recent move of a homeless shelter to the downtown should also take some 
pressure off the Library as a free and neutral place to be. Recommendations elsewhere in this 
report highlight opportunities to improve sightlines throughout the Library and include the 
recommendation to reallocate space in order to open up the lower floor, and move support 
functions (i.e., check in, acquisitions and processing) to the top floor so that all public areas are 
on two floors only. This should reduce the need for staffing and supervising/roving public areas 
on three floors. 
 
The staff survey also indicated that staff felt that they had training to do their jobs. The one 
weakness identified by some was in their confidence in assisting the public to use online 
resources. These as well as other technology are ever changing requiring ongoing training for 
everybody, especially in a customer-focused generalist environment.  
 
Supervisory staff could benefit from training and resources to assist with leadership and 
supervisory responsibilities. The Library could also consider making one of the Co-ordinator 
positions a Manager level position to enhance the leadership team. As the Library emerges 
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from the current situation and adjusts to a post-pandemic environment, all Library staff could 
benefit from some team building activities.  
 

3.6. Policies and Procedures  
 
St. Thomas Public Library received accreditation under the Ontario Public Library Guidelines 
Program in November 2013, which included scrutiny and assessment of Library policies. The 
Library is due to be reaccredited. Key benefits of accreditation include: 
 

• Evaluation of local library service and direction for development; 
• Improved accountability; 
• Assistance in the planning process; 
• Consistency of public library service across Ontario; 
• Enhancement of the library’s position in the community and with funding bodies. 

 
The policies posted on the STPL website were reviewed at a high level relevant to the areas 
studied for this Master Plan. The policies are reviewed by the Library Board on a four-year basis 
and revised as required. By posting them on the Library website, they are transparent to the 
community.  
 
Timely policies include Diversity, Equity, and Inclusion (updated 2021), Face Covering in 
Enclosed Space, and Rules of Conduct Policies.  Policies appear to be up to date and relevant to 
the Library’s commitment to the community with regard to programs, services, and collections.  
 
The Library Board also has a set of policies, as well as an information brochure for board 
recruitment on the Library website. This is timely as library boards’ terms are concurrent with 
terms of municipal council. The St. Thomas Public Library Board consists of nine members, 
including two members of Council.  
 
The Public Libraries Act, requires that library boards be composed of at least five members. 
There is no longer a requirement for members recommended by school boards.  
 
The Library’s Strategic Plan includes a direction “Deep Awareness of the Community” and a 
promise to “be aware of the changing demographics and culture of the community.” This is also 
in line with the concept of Diversity, Equity, and Inclusion. The Library board should actively 
attempt to recruit more diverse board members and welcome new members with energy.  
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4. RECOMMENDATIONS 
 

This final section of the Report discusses recommendation and implementation 
considerations.  First, the Master Plan recommendations are presented together with their 
rationale.  Second, a proposed timeframe for the various actions is outlined (short-, medium- 
and long-term actions).  Next, the high-level resource requirements, in terms of human and 
financial resources, are presented.  Finally, suggested targets and outcomes for each of the 
strategic initiatives are listed.  We note that, as the Library gets into the implementation of 
the plan itself, and other issues and opportunities intervene, the suggestions for 
implementation presented here will inevitably need to be changed.  Some actions will be fast 
tracked, others delayed, as other priorities intervene.  Nevertheless, this implementation 
advice contained here will provide a broad general guide to the Board and staff regarding 
considerations involved in generating momentum for the plan.  

 
 

4.1. Recommendations and Rationale 
 
This Master Plan consists of recommendations made in seven categories.  First, facilities are 
addressed, followed by collections, programs and services, partnership development, 
technology, marketing and promotion, and Board development. 
 
Facility Recommendations 
 
1) Optimize Utilization of Existing Facility: There are a number of improvements that should be 
made to the existing Library facility.  All staff spaces should be relocated to the second floor, to 
reduce the number of staff needed who are currently servicing three floors, to open up public 
area space on the ground floor, to open up site lines, as well as enhance the communications 
and interaction between staff.  The ground floor area should be reconfigured along the lines 
suggested in this report, for optimal use.  Part of this reconfiguration should be to create 
additional study rooms and meeting spaces as well as rethinking the makerspace, learning and 
programming spaces. To the extent possible, public spaces should be as flexible as possible, to 
improve flow and cohesiveness, allowing for multiple and different kinds of uses.  Efforts should 
be made to provide better access to and utilization of the courtyard. 

 
2) Begin Planning for a New Branch: The STPL should undertake a feasibility study for a new 
branch to be built some time over the coming decade.  This analysis shows that, by 2031, an 
additional 13,000 square feet of library space will be needed to serve the community 
adequately (according to contemporary standards) and by the following decade (i.e., by 2041) 
this need will have grown to approximately 18,000 sq. ft.  We recommend planning for a 15,000 
to 20,000 square foot additional facility, likely in Zones 1 (the northern part of the municipality) 
or Zone 4 (the southern part).  

 
3) Co-location with another community facility should be explored:  Over half of the 
respondents to the survey felt that co-location with another facility such as a recreation 
complex or a community centre should be explored. The City is currently exploring the addition 
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of an aquatic/community centre which may present an opportunity for a new Library facility as 
part of the complex.  Certainly this option, if possible, would generate economies of scale in 
terms of operating costs – as well, it could generate increased traffic to the branch through 
making family trips more convenient and exposing more people to the Library than would 
otherwise be the case.  Public-Private partnerships (PPPs) could also be explored as a means of 
developing a new facility. 

 
4) Alternative service delivery options should be employed in the meantime, prior to a new 
branch being established:  The use of alternative service delivery options such as a mobile van 
to facilitate pop up programs and services, holds lockers, and possible pop-up locations, should 
be explored as interim service delivery options throughout the community and particularly in 
Zones 1 and 4, prior to a new branch being established.  Temporary pop-up branches could be 
located in empty retail space similar to the temporary branch that was operated as the existing 
Library was renovated.  A mobile library service such as might be provided by a Library branded 
cargo van or SUV is also an option that could be utilized effectively to increase the Library’s 
outreach and visibility.  The virtual branch could be enhanced with after-hours information 
service through a third-party vendor, and additional content such as TechTalk and Storytime 
videos.  Mobile library service such as a Library branded cargo van or SUV, portable makertech 
lab, and roving librarian are options that will increase the Library’s outreach and visibility.   
 
Collections 
 
5) A specific collections plan should be developed:  Many suggestions were made for 
additional collections that were needed in order to respond to growing and changing 
community demand – in particular among children, teens, and young adults. Investment in 
digital collections and online resources will grow.  The plan would focus particularly on 
approximately 30% of the collection that is not sourced using Automatic Release Plans (ARPs).  
The collections plan will also need to focus on the needs and interests of newcomers as well as 
ensure that a portion of the Library’s collections reflects its commitment to diversity, equity 
and inclusion.  Policies and practices relating to culling of books should be reviewed with a view 
to ‘weeding out’ lesser-used items in the collections (which will free up space for new items).  
Regular communication between staff involved in collections should continue to ensure 
maximum efficiency and effectiveness.   

 
6) A mechanism for ensuring community input into collections development should be 
developed: The Library should optimize the use of ARPs and supplement this with attention to 
local and unique needs. This could take several forms: a regular community survey; an in-
Library poll; an on-line survey of Library members/cardholders; focus group sessions with 
members of the general community); a ‘recommend a book’ link on the Library’s website, etc.  
This would also provide a mechanism to determine what sorts of non-traditional collections 
(e.g., musical instruments, tools, small appliances, park passes, etc.) might be desired by the 
community.   
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Program and Service Recommendations 
 
7) Continue to ask the community what kinds of programs and services are desired: STPL 
should continue its efforts to consult the community as to the types of programs and services 
that it desires. This could be done on a more formal basis than is employed at present, using 
the mechanisms described in obtaining community input into collections development 
(probably using the same survey instruments and methods).  The Library should be encouraged 
to continue offering programs to improve digital literacy.  At the same time, the Library should 
be encouraged to experiment with more innovative programs or encourage individuals with 
unique skills to experiment with programs to determine if these generate sustained community 
interest.  
 
8) Continue to embrace a philosophy of continuous improvement for programs and services:  
The Library has a well established mechanism to evaluate its programs and services offered.  
These help to ensure that services and programs continue to be relevant and improve over 
time.  The evaluation process includes a form completed by staff.  It is important to ensure that 
user feedback is solicited and incorporated into program and service improvements.  Other 
traditional methods of program evaluation undertaken can include sign-up/participation rates; 
financial measures; staff evaluations; etc.  It is important the Library continue to build on its 
continuous improvement initiatives.  At the same time, the Library should continue to be 
flexible, innovative and entrepreneurial in its approach to program development and delivery, 
particularly as it emerges from the pandemic environment and the Library seeks to respond to 
the growth and changing community needs.   

 
Partnership Development 
 
There is a spectrum of involvement of existing and potential new partners that can be imagined 
in terms of the Library working with other groups and organizations in the community.  At the 
most basic ‘transactional’ level, it could involve an organization simply using the Library space 
for a meeting or event, and getting the space for free (or at a very reduced rate) because the 
purpose of the meeting or event was somehow community-based.  At this level the role of the 
Library is simply to provide the space (and likely clean up afterward).   
 
At a more substantive ‘participatory’ level, the Library would be involved with the partner 
organization in the development and delivery of the event itself.  This could be on a reactive 
basis, where the Library participates actively in a program or event that is the other 
organization’s initiative, or a proactive stance, where it is the Library who has the idea, takes 
the initiative in approaching the potential partner organization, and co-ordinating the activity.  
As a general rule in the foregoing, we would define partnership activity at the Library that is the 
focus of these recommendations to be more of the participatory than the transactional kind.  
This is not to say that the Library does not have a role in providing space to community groups 
for their own activities – they clearly do, and this is one of their roles as a ‘hub’ of the 
community.  It is not however, to be a strategic activity of the Library. 
 
9) A Partnership Plan and Partnership Agreement should be developed: A partnership plan 
should be developed to encourage a more strategic and outreach oriented approach to working 
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with partner organizations.  Partner organizations would potentially include community, 
cultural or business organizations.  A component of the plan would be to ensure that there is a 
proper ‘quid pro quo’ in place in the relationship.  Any partnership arrangement should be 
formulated so that there is a clear ‘win’ or benefit to the Library in the arrangement, beyond 
perhaps a small amount of revenue from a subsidized rental.  The kinds of metrics that are 
most relevant in this regard will be additional Library utilization; more memberships; 
demonstrable community good; greater community use of the Library; etc. 
 
10) Expand number and range of partnerships with community organizations: While the 
Library already has an impressive number of partnerships with various community groups, this 
is a strategic initiative that should be an on-going effort.  In particular, the STPL should make 
overtures to groups representing marginalized or disadvantaged communities, in an effort to 
find additional ways to connect proactively to these groups and provide meaningful and 
relevant services to their members or constituencies.  (The surveys revealed that groups that 
respondents felt were underserved by the Library included newcomers to the community; the 
physically disabled; home schoolers; the BIPOC community; persons with intellectual disabilities 
or mental health issues; and the LGBTQ+ community.) 
 
11) Explore fundraising opportunities such as sponsorships: Many of the facility upgrades and 
equipment improvements suggested in this plan (and others that will come to the fore in years 
to come) will lend themselves to philanthropic efforts to assist the Library.  When the time is 
appropriate, the Library should work with an individual(s) knowledgeable of fundraising and the 
community to assist in exploring and investigating ways and means of funding selected projects 
as well as the Library’s donor stewardship activities.  The individual may wish to establish an ad 
hoc committee to assist with this activity.  (It is recognized that a Friends organization already 
exists, but this proposed new committee would operate at a different level than the general 
public, and would likely have a dedicated project(s) focus with specific revenue target(s).  
 
12) Enhance profile with the City: The City of St. Thomas is clearly the premier partner for the 
STPL in many respects.  Even though the Library CEO meets with the senior management team 
of the City at its regular sessions, various forms of feedback received suggest that the Library is 
not seen as a ‘top of mind’ community asset by the City and not used to its full potential. The 
Library should strive to be part of City initiatives wherever possible and be proactive about 
suggesting ways of participating in this regard.  As well, the Library should be creative about 
occasionally presenting to Council or seeking ways to bring elected officials and City staff into 
the facility (e.g., a holiday social some afternoon before the Christmas or other seasonal 
holidays, or using the Library as a venue for public meetings and other events).  In addition, the 
Library should determine if there are additional municipal services that it could be a vehicle 
through which to provide them to the community as an additional public service.  If the Library 
proceeds with the acquisition of a mobile service (see Recommendation 4), this will also allow 
the Library to increase its profile and visibility at City events and locations. 
 
Technology 
 
13) Create technology plan for the Library: ‘Technology’ has a dual focus: on the one hand, 
ensuring that staff have access to the tools, software programs and training that they need to 
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do their jobs properly, and on the other, providing (again) the tools, software and training to 
users of the Library so that they are able to gain or upgrade digital literacy, as well as access the 
information they need and are confident in their ability to embrace the digital age.  The high-
level review of both these dimensions of technology revealed several opportunities for 
improvement and further development, beyond the specific scope of this Master Plan.  
Accordingly, it is recommended that a technology plan be developed, considering both the 
internal and external technology needs of the STPL. Matters to be considered should include: 
 

• a defined path for research, procurement, implementation, training and support; 

• working with the City to ensure continued service and support, possibly through a 

formal agreement;  

• resources for a marketing plan for innovative services and collections; 

• Investigation of alternate server hosting options.  

 
14) Continue to invest in digital literacy and technology:  As part of the technology plan and its 
focus on providing digital literacy for the community, the Library will need to continue to invest 
in technology, software, human resources, security and supports to carry out this initiative.  It 
will be important that marginalized groups such as those who may lack access to technology, 
are low income, or may face other barriers (i.e., the ‘digital divide’) are included in the Library’s 
digital programming and outreach.  It may be necessary for the Library to partner with the City 
or seek sponsorships to help creatively invest in and support some of these initiatives.  For 
example, lending of digital hotspots, investment in makerspace technologies, provision of 
additional staffing to support technology objectives will require additional capital and operating 
funding requirements. 

 
Marketing and Promotion 
 
15) Develop a Library marketing plan:  The community survey showed some lack of awareness 
of the Library’s programs and offerings.  The Library should develop a marketing plan to 
articulate and raise the profile of its ‘brand’ in the community.  This would focus on ways to 
articulate, support and invest in the Library’s identity and image as well as continue to build 
communications and conversations with the community, including marginalized or 
disadvantaged populations as well as partner organizations.  The marketing plan needs to build 
on and support the other recommendations outlined in this Master Plan to achieve maximum 
impact.  The pandemic has also reduced the community’s usage and awareness of the Library’s 
programs and services.  In the short term, marketing efforts will need to focus on re-engaging 
the community with the Library. 

 
16) Undertake marketing and awareness-building campaign: As noted above, the community 
survey showed that a key reason for non-usage of the Library was lack of awareness of the 
programs and services available.  While this is always an issue with community libraries 
everywhere, there were several innovative suggestions made about how to increase awareness 
and interest (improved signage; the photo contest; a regular newsletter; equipping local real 
estate agents with information packages and invitations to the Library for new homeowners; 
and several others mentioned in the body of the report).  The Library should continue to 
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creatively use social media to support its marketing objectives.  The pandemic has also reduced 
the community’s usage and awareness of the Library’s programs and services.  In the short 
term, marketing efforts will need to focus on re-engaging the community with the Library. 

 
17) Improve circulation, attendance and program participation: The benchmarking analysis 
revealed that STPL is investing at a reasonable and average level in its Library services on such 
measures as library budget per capita, and materials expenditure per capita.  However, it is 
underperforming somewhat on measures such as circulation per capita and program 
attendance per capita.  So it is not seeing the return on this investment that is realized in other 
communities. This underscores the importance of developing a marketing plan and awareness-
building campaign (see previous recommendations) as well as focusing upon metrics and 
outcomes such as library cards issued, circulation, attendance and program participation in 
evaluation and reporting efforts, impacts on users, etc.  This likely will require supporting the 
new organizational model with enhanced operating resources to achieve these results. 
 
Board Development 
 
18) Revise Board Governance: Many library boards are now critically re-examining their own 
governance structure and operations in order to ensure that they reflect good practice and 
contemporary sensibilities.  For example, although not required by provincial legislation, some 
Boards are imposing term limits on members or seeking ways to recruit broader board member 
participation from the community in order to ensure a constant infusion of new energies and 
new ideas.  As well, depending upon the community, some boards are very mindful of diversity, 
equity and inclusion (DEI) considerations, and actively attempt to recruit more diverse board 
members who are representative of the entire community.  STPL’s Board should consider these 
matters and develop a plan to embrace diversity as well as good governance practice in this 
regard. 
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4.2. Timing and Critical Path Considerations 
 
The charts below outline a suggested timeframe for the implementation of the various actions 
comprising this Master Plan.   A ten year plus timeframe in envisaged, with the short term being 
the current and next year (2022 & 2023), a medium term comprising 2024 through to 2026, and 
a longer-term being 2027 and beyond.  This is simply a suggested schedule; senior staff and the 
Board will need to consider this in greater detail and weigh the implementation of specific 
items with new priorities and opportunities as they arise over the period of the plan. 
 

Recommendation 
Short-Term 
(2022, 23) 

Medium 
Term  

(2024 – 26) 

Longer 
Term 

(2027+) 

1. Optimize Utilization of Existing Facility    
2. Begin Planning for a New Branch    
3. Explore Co-location with another community facility     
4. Prior to a new branch being established alternative service 

delivery options should be employed  
   

5. Develop a specific collections plan     
6. Develop mechanism for ensuring community input into 

collections development 
   

7. Continue to ask the community what kinds of programs and 
services are desired 

   

8. Develop and embrace a philosophy of continuous improvement 
for programs and services 

   

9. Develop a Partnership Plan and Partnership Agreement     
10. Expand number and range of partnerships with community 

organizations 
   

11. Explore fundraising opportunities such as sponsorships    
12. Enhance profile with the City    
13. Create technology plan for the Library    
14. Continue to invest in digital literacy and technology    
15. Develop a Library marketing plan    
16. Undertake marketing and awareness-building campaign:    
17. Improve circulation, attendance and program participation    
18. Revise Board Governance    

 
 

4.3. Resource Implications 
 
The section below suggests some resource requirements implied by the implementation of the 
plan.  For each strategic action recommended, we comment on the human and financial 
resource requirements implied.  These estimates are very high-level and ‘ballpark’ in nature at 
this point and are just meant to be indicative of the general order-of-magnitude of effort 
involved. More specific estimates will need to be developed once the timeframe for each draws 
near.   
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Recommendation 
Human Resource 

Requirements 
Financial Requirements 

1. Optimize Utilization of Existing 
Facility 

- will free up staff time and result in 
more efficient operation overall 

- could be significant: suggest target budget of 
$250,000 to $500,000 

2. Begin Planning for a New Branch - some staff time for management 
and guidance to consultant 

- feasibility and planning study likely to cost in 
the order of $40,000 - $50,000 

3. Explore Co-location with another 
community facility  

- would be part of investigation in 
Recommendation #2 

- would be part of investigation in 
Recommendation #2 

4. Prior to a new branch being 
established alternative service delivery 
options should be employed  

- significant staff time to study 
options and determine best 
approach 

- could be significant capital costs involved, 
especially if mobile option is pursued (unless 
donated, which is an option to be pursued) 

- budget reserve of up to $50,000 suggested 

5. Develop a specific collections plan  - staff time required to develop 
plan  

- minimal, to undertake the development of 
the plan itself 

- afterwards, depending upon nature of plan, 
costs may be higher or lower than current 
budget amounts for collections 

6. Develop mechanism for ensuring 
community input into collections 
development 

- some staff time to gather and 
assess input 

- likely small, depending upon nature of 
consultation vehicles employed 

7. Continue to ask the community 
what kinds of programs and services 
are desired 

- could run simultaneously with 
Recommendation #6, in which 
case costs would be minimal 

- could run simultaneously with 
Recommendation #6, in which case costs 
would be minimal 

8. Develop and embrace a philosophy 
of continuous improvement for 
programs and services 

- staff time involved to identify 
opportunities and (possible) 
develop training materials 
accordingly 

- possible some financial cost if external 
facilitator or trainer used to train staff in 
continuous improvement methodology 

9. Develop a Partnership Plan and 
Partnership Agreement  

- small amount of staff time (1-2 
days, including examination of 
precedents elsewhere) 

- minimal 

10. Expand number and range of 
partnerships with community 
organizations 

- some staff time to identify likely 
participatory partners, 
undertake dialogue, and develop 
program or service 

- very case-dependent, according to the nature 
of the partnership 

- one possible approach would be to establish 
maximum budget amount for partnership 
development and work within that  

11. Explore fundraising opportunities 
such as sponsorships 

- staff time involved in identifying 
opportunities and developing 
plan of approach 

- could be minimal if only staff were used  
- however, if a fundraising consultant were to 

be involved, costs could be in the $30,000 - 
$50,000 range (offset of course by an 
expectation that far in excess of this amount 
would be raised) 

12. Enhance profile with the City - staff time primarily, in meeting 
with municipal officials 

- likely minimal, although will depend upon 
the specifics of any joint initiatives 
undertaken 

13. Create technology plan for the 
Library 

- potentially significant amount of 
staff time to be involved in the 
development of the plan 

- if external consulting help used, some cost 
involved in the creation of the plan ($10,000 
- $15,000) 

- after plan developed, likely increase in 
Library’s technology budget 

14. Continue to invest in digital literacy 
and technology 

- will depend upon the plan 
developed (Recommendation #13) 

- will depend upon the plan developed 
(Recommendation #13) 

15. Develop a Library marketing plan - potentially significant amount of 
staff time to be involved in the 
development of the plan 

- if external consulting help used, some cost 
involved in the creation of the plan ($20,000 
- $25,000) 

- after plan developed, likely increase in 
Library’s marketing budget 

16. Undertake marketing and 
awareness-building campaign: 

- will follow from Recommendation 
#15 

- will follow from Recommendation #15 

17. Improve circulation, attendance 
and program participation 

- small amount of staff time 
involved to collect and assess 
metrics  

- likely minimal 

18. Revise Board Governance - minimal - minimal 

Total costs over the implementation period would be in the range of $400,000 to nearly $700,000. 
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4.3. Targets and Anticipated Outcomes 
 
The section below suggests some resource requirements implied by the implementation of the 
plan.  For each strategic action recommended, we comment on the human and financial 
resource requirements implied.  These estimates are very high-level and ‘ballpark’ in nature at 
this point and are just meant to be indicative of the general order-of-magnitude of effort 
involved. More specific estimates will need to be developed once the timeframe for each draws 
near.   
 

Recommendation Targets and Expected Outcomes 

1. Optimize Utilization of Existing Facility - complete optimization improvements by end 2023 
2. Begin Planning for a New Branch 

- complete feasibility and planning study by 2026 
(medium-term) 

3. Explore Co-location with another community 
facility  

4. Prior to a new branch being established 
alternative service delivery options (ASD) should be 
employed  

- have selected ASD options in place by end 2023 
(short-term) 

5. Develop a specific collections plan  
- have plan developed by end of short-term (2023) 6. Develop mechanism for ensuring community 

input into collections development 

7. Continue to ask the community what kinds of 
programs and services are desired 

- have mechanism developed by end 2022 
- be using approach in 2023 and thereafter 

8. Develop and embrace a philosophy of continuous 
improvement for programs and services 

- have philosophy and program in place in short-term 
(by end 2023) 

9. Develop a Partnership Plan and Partnership 
Agreement  

- have agreement in plan early in the medium-term 
(by end 2024) 

- undertake evaluation of first partnership agreement 
(2024) 

10. Expand number and range of partnerships with 
community organizations 

- aim to have one new partnership agreement forged 
annually by 2024 and on 

11. Explore fundraising opportunities such as 
sponsorships 

- have approach finalized by 2024, and at least one 
successful fundraising / sponsorship initiative in 
place by 2025 

12. Enhance profile with the City - compile list demonstrable examples and anecdotal 
evidence where profile has been enhanced for 
future reference 

13. Create technology plan for the Library - have plan in place and being implemented by end 
2022 

14. Continue to invest in digital literacy and 
technology 

- undertake evaluation of ROI of investment in digital 
literacy and technology (may involve retaining 
external expertise) 

15. Develop a Library marketing plan - have plan in place and being implemented by end 
2024 16. Undertake marketing and awareness-building 

campaign: 

17. Improve circulation, attendance and program 
participation 

- annually track these metrics, and evaluate the 
change from year to year 

18. Revise Board Governance - undertake review, and implement changes in 
medium-term (suggest by 2025) 
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4.4. Next Steps 
 
The recommended next steps for the St. Thomas Public Library Board are as follows: 
 

• approve this Master Plan in principle, and refer to Library staff for implementation 
(following the Implementation Plan presented in this Report as an initial guide) 

 
• review progress annually on the extent to which the Master Plan is being followed 

(using the ‘Targets and Outcomes’ part of this Report as an initial guide) 
 

• present the approved plan to the current municipal Council for information purposes 
 

• plan for a refresher presentation to the new Council in early 2023 (after the municipal 
elections in the Fall of this year) 

 
The Master Plan presented here provides a solid foundation for the St. Thomas Public Library 
Board to ensure it continues to meet the diverse and evolving needs and values of its growing 
community. 

  



 67 

APPENDICES 
 

A. Community Survey Results (under separate cover) 
 

B. Staff Survey Results (under separate cover) 
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C. Benchmarking Assessment 
 

 
  

2019 Key Indicators Bradford West 

Gwillimbury Collingwood North Bay Orillia

Owen Sound & 

North Grey St. Thomas Stratford Woodstock

Resident Population Served 38,559                     23,815                    51,553                   31,128                   34,585                   41,813                     31,465                    40,902                 

No. of Active Library Cardholders 24,164                     9,160                       48,884                   17,026                   11,457                   13,537                     8,582                       12,361                 

Local Operating Funding 2,313,478              1,580,597            2,365,444            2,118,576           1,397,222            2,346,815              2,467,969             2,450,436          

Total Materials Expenditure 248,722$               100,414$              188,812$             168,087$             140,837$             220,674$               199,424$              226,621$           

Materials Exp. Non-electronic 194,832$               70,435$                 154,946$             91,748$                85,710$                152,129$               100,825$              226,621$           

Materials Exp. Electronic 53,890$                  29,979$                 33,866$                76,339$                55,127$                68,545$                  98,599$                 -$                       

Staff Expenditures (inc. benefits) 1,790,493$           1,117,915$         1,972,882$         1,631,120$        1,282,623$         1,926,313$           2,129,029$          1,925,677$       

Total Print Volumes Held 90,783                     49,568                    171,322                71,103                   83,505                   76,718                     74,113                    77,030                 

Total CD and DVD Copies 16,758                     7,575                       21,331                   11,882                   9,874                      10,308                     11,417                    22,388                 

Total E-book and E-audio Copies 35,968                     14,958                    149,858                149,858                151,126                151,981                  56,968                    150,474              

Total Annual Circulation 308,413                  245,153                 226,081                329,186                278,311                298,039                  344,235                 453,766              

No. of programs held annually 1,201                        1,421                       252                           1,081                      396                           477                             887                            1,416                    

 Annual program attendance 27,810                     15,111                    6,201                      22,340                   11,132                   10,878                     21,215                    28,014                 

2019 Staff Comparisons Bradford West 

Gwillimbury Collingwood North Bay Orillia

Owen Sound & 

North Grey 

Union St. Thomas Stratford Woodstock

Full-time Staff

Professional Librarians 7 2 5 5 2 3 9 8

Library Technicians 4 7 4 2 4 2 1 0

Other Specialized Professional Staff 1 2 2 0 2 0 4 0

Other Staff 2 2 7 8 4 11 0 5

TOTAL Full-time Staff 14 13 18 15 12 16 14 13

Part-time Staff

Number of Professional Librarians 0 0 0 0 0 0 4 6

Hours worked per week 0 0 0 0 0 0 63 126

Number of Library Technicians 3 0 0 2 1 0 1 0

Hours worked per week 55 0 0 30 16 0 14 0

Other Specialized Professional Staff 1 0 2 0 2 0 0 0

Hours worked per week 24 0 46 0 32 0 0 0

Other Staff 19 11 18 22 14 21 15 16

Hours worked per week 274 173 200 254 169 400 51 225

Total Hours worked per week by part-

time staff 353 173 246 284 217 400 128 351

Full-time Equivalents 10.1 4.9 7.0 8.1 6.2 11.4 3.7 10.0

TOTAL FTE Full-Time and Part-Time 24.1 17.9 25.0 23.1 18.2 27.4 17.7 23.0
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D. Recommended Space Standard for New Library Planning 
 
A decade ago, the Ontario Library Service had recommended a general standard of 0.7 square 
feet of library space per person in the planning of new library spaces to meet the needs of new 
populations.  However, in our view that standard is now too low. 
 
There are several factors that explain a revised square-foot-per-person standard of library 
space provision (resulting in a higher figure than the 0.7 per sq. ft. standard espoused by the 
OLS and used in many library studies a decade ago).  These factors are: 
 

1. Additional space to accommodate new accessibility standards; 
2. Additional public space required for meeting rooms, study spaces, etc.; 
3. Additional space required for administrative purposes; and  
4. Additional space required by the impact of Covid. 

 
The rationale for additional space in each of these areas is outlined below. 
 

1. Additional space to accommodate new accessibility standards:  As outlined above, the 
AODA5 and FADS6 standards require that books and other materials on shelves be 
accessible by a person in a wheelchair.  This means that, for a library with five shelves 
from top to bottom (a very common configuration in modern libraries), the top shelf 
and the bottom shelf are not accessible.  Accordingly, an accessible library might only 
have three shelves, all reachable by a person in a wheelchair (see diagram below).  
Library aisles also have to allow for wheelchair travel and turning room.  Note that the 
AODA standards, previously discussed, would require 43% more space, to house the 
same number of items. 

 

 
5 The Accessibility for Ontarians with Disabilities Act. 
6 Facility Accessibilities Design Standards (FADS), adopted by many municipalities.  London was the first 
municipality to adopt these and has now produced its third edition.  https://pub-
london.escribemeetings.com/filestream.ashx?DocumentId=86723 
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Offsetting this to some extent, is a countervailing trend seen in many libraries to reduce 
the amount of material on the shelves.  Many libraries are downsizing their reference 
collections, no longer keeping hard copies of magazines, eliminating their CD and DVD 
collections (in favour of making streaming services available to patrons), and generally 
taking a more rigorous culling approach to the materials they keep in the stacks).  As a 
very general rule of thumb, a more proactive approach to culling may result in (say) 10% 
downsizing of the space requirements of the library. 

 
So, putting this all together, the amount of additional space required in a modern 
accessible library compared to what it might have been 10 to 15 years ago could be 
calculated as follows (this example is based upon a hypothetical example of a library 
with 10,000 sf of space at present devoted to collections): 

 
Space currently devoted to collections under 0.7 sq. ft. per capita 
standard 

10,000 sq. ft. 

Space required to meet current accessibility standards (40% more) 14,000 sq. ft. 

Space saved as result of more intensive culling approach (10% of ‘new’ 
total of 14,000 sq. ft.) 

1,400 sq. ft. 

Net total space required 12,600 sq. ft. 

Percentage increase over space required under ‘old standard’ 26% more 

 
2. Additional public space required for meeting rooms, study spaces, etc.:  A second 

factor contributing to an increase in the per-square-foot standard stems from the 
changing role of libraries as being not just places to store information and books, but 
places to encourage social interaction, creative activities, workshops, learning 
experiences and community gathering places.  This results in an increase in demand for 
meeting rooms, study spaces, creative spaces (e.g., makerspaces, etc.) as libraries have 
increasingly come to play the role of community hubs and gathering spaces.  This is 
more difficult to quantify empirically, but a 25% increase in the amount of space 
allowed for this critical function of libraries, over what it was a decade ago, is in our 
view reasonable. 

 
a. Additional space required for administrative purposes: Nearly every library system 

with which we have worked is under-resourced when it comes to space for essential 
administrative and ‘behind the scenes’ functions.  Again, while strong empirical 
evidence is lacking, in our experience a 25% increase in the amount of space 
historically allocated to this function is warranted (and perhaps, if anything, 
conservative). 
 

b. Impact of Covid:  While the impact of Covid has yet to be fully determined; it is 
reasonable to assume that it will not dissipate quickly.  Assuming there are long term 
impacts, then additional space will be required for study rooms, programming areas 
and meeting spaces in order to accommodate the same number of persons as was the 
case prior to the pandemic. 
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Revised Standard: As mentioned, a commonly used standard a decade ago was 0.7 square feet 
per capita.  There are also several standards (e.g., ARUPLO, SOLS, etc.) that are much higher 
than this level which are discussed in the previous section.  Increasing the 0.7 square feet per 
capita standard used a decade ago by 26% yields approximately 0.87 square feet per capita.  
Rounding down to 0.85 square feet per capita is in our view a reasonable approach. 
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