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Vancouver Public Library is changing. This strategic plan, which guides our work to 2020, explains how.

Grounded in tradition, we will continue to offer free access to robust collections of books, music, 
movies, and magazines in physical and digital forms. We will always offer free programs and spaces to 
discover, create, and imagine.

Guided by public input, we’ll work to ensure that, by 2020, everyone in Vancouver is connected to the 
ideas and information they need to be inspired and thrive. This will happen by connecting people not 
only to the library, but also to each other. 

Free your mind of old notions of what a public library is, 
and imagine what Vancouver Public Library will become. 
Shaped by thousands of Vancouver residents, VPL 
patrons, and staff, this plan holds our collective vision of 
the future of our library.

PROUD OF OUR PAST. 
PREPARING FOR OUR FUTURE.
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4

Gregor Robertson Mayor of Vancouver

The Vancouver Public Library plays a vital role in 
ensuring every resident has free access to ideas 
and information, helping to make Vancouver a 
more connected, creative, and innovative city. 
Whether it’s an aspiring musician recording 
an original track in VPL’s Inspiration Lab, 
Indigenous storytellers sharing their culture 
here on their unceded territory, or a child 
reading their sixth bedtime story of the evening 
with their dad, the library ensures that everyone 
in our city has access to the resources they 
need to grow and thrive. 

As one of Vancouver’s oldest institutions, 
the Vancouver Public Library has long been 
a cornerstone of our communities. Now, 
Vancouver is changing and our library is 
changing too. I’m excited about the future 
direction outlined in this strategic plan, and 
would like to thank the thousands of residents 
who contributed to it. Together, we’re  
re-inventing our library for the future.

WELCOME FROM THE MAYOR
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Mary Lynn Baum VPL Board Chair 

Sandra Singh VPL Chief Librarian

We’re delighted to share the VPL 2020 Strategic 
Plan with you because it holds the collective vision 
of thousands of Vancouver residents, VPL patrons, 
and staff. 

Over the past year, we connected with thousands 
of people in person and online. From those 
conversations we heard two clear themes. First, 
protect the library we all love – the one filled with 
books on shelves and spaces for contemplation. 
Second, help Vancouver residents thrive in the 
future by providing tools to create, opportunities 
to connect, and ways to be inspired and included 
as the world around us changes.

VPL is, and always will be, a free place for 
everyone to access ideas and information. VPL will 
increasingly become a place of connection and 
understanding. We’re about more than books on 
shelves. We’re about the possibility in each of us. 

An active mind becomes smart. An open mind 
becomes wise. Free your mind as you read about 
what VPL will become. 

WELCOME FROM THE BOARD  
CHAIR AND CHIEF LIBRARIAN
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Our MISSION, which explains our purpose, is:

A free place for everyone to discover, create, and 
share ideas and information.

 
Our VISION, which describes what we want to 
achieve in our future, is:

An informed, engaged, and connected city.

Vancouver Public Library (VPL) has been meeting the lifelong 
learning, reading, and information needs of Vancouver residents 
for more than 100 years. 

Our VALUES, which outline what we support and 
guide how we work, are: 

• diversity
• access for all
• intellectual freedom
• learning and curiosity
• patron-centred services
• community-led 

planning
• community 

partnerships

• innovation and 
creativity

• respectful spaces and 
communication

• staff development and 
collaboration

• effective use of 
resources

• sustainability

WELCOME TO THE 
VANCOUVER PUBLIC LIBRARY
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We are one of Vancouver’s oldest public institutions,  
and we’re evolving for the future.

From our beginnings as the Hastings Literary 
Institute, a library created for employees of the 
Hastings Mill, Vancouver Public Library has been 
an integral part of life in the city. Over time, VPL 
has grown from a one-room library to a system 
of 21 locations serving residents across the city.
As Vancouver’s library, we provide the only free 

indoor public spaces in the city open to all. We’re 
a free place for everyone to read, discover, create, 
and share ideas and information.

We provide Vancouverites with access to 
information, ideas, stories, culture, and 
entertainment. We help build Vancouver’s 
communities by connecting people to each other 
and to ideas. Residents use our spaces to come 
together to learn, exchange stories, explore new 
thinking, collaborate, discover, and imagine.

INTERESTING FACT:

VPL is the most-visited 
major urban library per 
capita in Canada.

We don’t do this alone. VPL partners with 
hundreds of community groups to enrich the 
services we offer, reach more people, and share 
resources.

VPL is the most-visited major urban library per 
capita in Canada. In 2015, we had more than 6.8 
million visits, with patrons borrowing almost 9.4 
million physical and digital items, including: books, 
ebooks, movies, music, and magazines. In the 
same year, our staff answered more than 770,000 
questions, our lifelong learning programs reached 
276,595 participants of all ages, and our Accessible 
Services staff made over 250 individual home visits 
each month to people who are homebound.

In addition to these core services, VPL is evolving 
to meet the changing needs of the community. 
In addition to books, we lend tablets and musical 
instruments. Beyond our physical collections, 
we offer a growing array of digital collections. 
In addition to traditionally published titles, we’re 
expanding opportunities for local self-published 
authors to showcase their work.

VPL continues to change to meet changing needs 
in our city. This strategy explains how. You know 
what a public library is today. Free your mind as 
you read about what VPL will become.
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When we think of libraries, most of us think about books. But in 
a world where the way people learn and access information is 
dramatically changing, the services offered by public libraries  
have also changed and continue to evolve. 

Given this evolution, what role should a modern 
library play in learning, information exchange, 
knowledge generation, recreation, and community 
building? How do we maintain our commitment 
to supporting intellectual freedom, sustaining 
communities of knowledge, and providing free, 
equitable access to information and ideas when 
there are such profound changes in the way these 
things are generated, shared, and accessed? These 
were the critical questions we considered as we 
developed a plan to guide our activities to 2020. 

We wanted to create a plan that ensures the 
services we offer remain relevant as the world 
around us changes. We knew we needed to listen 
carefully to our community, our staff, and our 
partners to make that happen. We also knew 
that we needed to do some research to fully 
understand the nature of these changes and how 
they might shape the library of the future.

3. PLAN 
 DEVELOPMENT
 AUG – DEC 2016

1. RESEARCH & 
 ANALYSIS
  MARCH – MAY 2016

2. FRAMEWORK 
 DEVELOPMENT
 APRIL – SEPT 2016

PLAN DEVELOPMENT



VPL 2020 STRATEGIC PLAN: INTRODUCTION 9

We analyzed the results of the last strategic plan, 
benchmarked VPL against other Canadian libraries, and 
conducted research to:

 • Look at world-wide leading library practices;

 • Understand what people use as alternatives to library 
   services; and

 • Examine how we must adapt to meet the current  
  needs of Vancouver residents.

1. In March, we surveyed staff and 
the public for ideas about what the 
Library should become. 1,919 people 
responded providing over 16,000 
ideas and suggestions that helped us 
understand residents’ priorities for 
their library. We also spoke in person 
with 767 members of our community, 
hosting 47 sessions across the City.

2. In the spring and summer of 2016, 
the VPL Board met several times to 
reflect on input received and develop 
outcomes and goals to guide VPL to 
2020. These were tested through 12 
in-person public and staff sessions in 
June, and refined. 

3. In September, we tested the 
outcomes and potential goals and 
actions with staff and the public 
through an additional survey, 
receiving feedback from 1,114 people. 
Feedback was exceptionally positive 
and comments received helped us to 
shape our final plan so that it truly 
reflects the needs and aspirations of 
our community.

Keeping our long-term vision in mind, and taking 
into consideration key things we learned from our 
stakeholders and our research activities, the VPL Board 
and Management drafted outcome statements and 
goals to focus our planning. We then tested these with 
the community.

An overview of the strategic plan was developed 
and refined based on input from the VPL Board and 
management then tested broadly in a survey open to 
employees, patrons, and the public. Considering feedback, 
the plan was drafted, refined, and approved.

PERSPECTIVES FROM 
THOUSANDS OF 
OUR STAKEHOLDERS 
SHAPED THIS PLAN
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OUR 2020 STRATEGIC FRAMEWORK

Vancouver Public Library’s strategic framework summarizes our 
priorities for the next three years. It is an overview of what we 
want to achieve and how we are going to get there. 

Our overarching goal for 2020, which helps 
us gauge how successful we’ve been with this 
strategic plan, is:

By 2020, we are all connected to the ideas and 
information we need to be inspired and thrive.

To focus our efforts, we have identified four 
outcomes that are grounded in VPL’s mission, 
vision, and values:

• Learning, Creativity, and Innovation 
• Access and Equity 
• Sharing and Collaboration 
• Organizational Strength

Progress on meeting these outcomes will be 
measured through a set of key performance 
indicators (KPIs).

Each outcome has two main goals and each goal 
has a number of actions that we will take to help us 
reach our goals and, ultimately, our outcomes.

All four outcomes are priorities for VPL and, while 
each has a unique focus, they are all connected to 
each other. Actions taken under one outcome will 
support activities across the others, and they all 
work together to get us to our 2020 goal.

Each outcome, and its associated goals and 
actions, is explained in detail in this plan.

Key performance indicators (KPIs) are quantifiable measures we can use to help us monitor our 
progress and understand whether the things we are doing are helping us get where we want to go. 
KPIs measure progress and performance at the strategic level – they focus on our 2020 goal and 
the four outcomes we want to achieve. These KPIs are not the only measures VPL will use – we will 
continue to monitor progress on a variety of operational measures that help us understand whether 
specific activities or initiatives we undertake are giving us the results we want to see. All of these 
measures work together to help us figure out where we need to improve.

WHAT ARE KPIs?
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Every day, we are exposed to new information, ideas, and ways of 
doing things. Life in the digital age has brought changes in how 
people access and assess information, how they want information 
packaged and delivered, and how they connect and engage with 
each other and with ideas and information. 

By 2020, VPL will be recognized as a go-to venue for learning, 
creativity, and innovation in Vancouver.

To help us navigate this information-rich world, 
people of all ages need new skills, knowledge, and 
language. 

The creative economy is growing, and libraries 
worldwide continue to have an important 
supporting role to play by providing spaces, 
resources, and services that promote creativity 
and innovation. Vancouver Public Library 
initiatives such as the Sun Life Financial Musical 
Instrument Lending Library and the Inspiration 
Lab help Vancouverites express themselves and 
create new knowledge and content.

Lifelong learning is fundamental to a healthy 
community, and VPL has been charged with 
helping the City of Vancouver increase access 
to free learning opportunities. We know that 

the ways people prefer to learn and explore new 
knowledge are changing. Learning trends indicate 
a significant shift towards more hands-on learning, 
more learner-driven content creation, and an 
increase in online training. 

Our community has told us that supporting literacy 
development is an important library role, and one 
they want us to continue to focus on. In the 21st 
century, literacy encompasses both the traditional 
ability to read and write, as well as proficiency in a 
range of other areas such as information literacy, 
digital literacy, civic literacy, and media literacy. 

These considerations will impact the services, 
programs, amenities, and resources we offer over 
the next three years. With this in mind, we have 
established the following outcome: 

We will work collaboratively with Vancouver’s learning, creative, cultural, and community 
organizations to provide spaces, resources, collections, and programming to help Vancouverites 
learn, create, and innovate.

LEARNING, CREATIVITY,  
AND INNOVATION


 For filmmakers like Derek Kwan, VPL’s Inspiration Lab is a hub for learning and creativity in the city.
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To help us achieve our learning, creativity, and innovation 
outcome, we’ve set two goals and outlined several actions to 
focus on between now and 2020.

21ST CENTURY LEARNING
We will use our spaces, resources, 
collections, programming, and expertise 
to support lifelong learning and literacy 
development in Vancouver.

1

1.1  HELP BRIDGE THE DIGITAL  
DIVIDE IN VANCOUVER

Usage of VPL’s digital services is high and rapidly 
growing, and our survey results indicate that 
this is one of the most important community 
needs to meet over the life of this plan. While 
most households in Vancouver are ‘connected,’ 
costs associated with Internet access and device 
purchase make connectivity impossible for some 
residents. For many Vancouverites, it’s not just 
access that’s important; it is also knowing how to 
make the best use of digital and online resources.

1.3  STRENGTHEN COLLECTIONS TO SUPPORT 
LEARNING AND LITERACY DEVELOPMENT

Our collections (for example the books, journals, 
magazines, newspapers, movies, and music we 
offer in both physical and digital formats) are at 
the heart of what we do. The currency, quality, 
availability, and breadth of these collections remain 
important to our patrons, as does the need for the 
library to foster a love of reading. 

We will build and maintain diverse and relevant 
collections in popular formats in consultation with 
our community, and we will continue to celebrate 
the joy of reading.

1.2  PROVIDE ACCESS TO ENGAGING ACTIVITIES TO 
SUPPORT LEARNING AND LITERACY DEVELOPMENT

We champion learning and literacy in all its forms. 
Our patrons value the programming and learning 
resources we offer, and they would like to see 

Learning, Creativity, and Innovation

GOALS AND ACTIONS

us expand access to learning opportunities, in 
different forms, over the next three years.

We will offer a range of programs, resources, and 
lifelong learning opportunities in a variety of ways 
so that Vancouverites can build the new skills 
and literacies they need to help them succeed in 
the 21st century. Together with local education 
institutions and other community partners, we will 
meet residents’ learning needs regardless of age, 
socio-economic status, or skill level.
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MADE @VPL
We will collect, curate, showcase, and support 
the creation of user-generated local content, 
particularly digital creations. Through the 
resources, services, amenities, collections, 
partnerships, and programming we offer, 
we will encourage and promote innovation 
and creative activities; in particular, over the 
next three years, we will provide support for 
Vancouverites who want to publish their work.

2

2.1  PROVIDE ACCESS TO OPPORTUNITIES AND 
SPACES FOR LEARNING, CREATIVITY, AND 
INNOVATION ACROSS THE CITY

Libraries around the world have always been 
creation and innovation centres, places where 
people go to not only get information and content, 
but to create it too. We want to expand the 
tools available to Vancouverites to create and 
share information and ideas. High usage of our 
Inspiration Lab demonstrates the great appetite in 
Vancouver for spaces where residents can explore 
their creativity and let their imaginations soar, 
and respondents to our survey indicated that they 
would like to see more of these kinds of amenities 
in the future.

We will harness the success of our Inspiration Lab 
to offer more opportunities around the city for 
residents to imagine, experiment, create, and share.

2.2  COLLECT, CURATE, AND SHOWCASE  
USER-GENERATED LOCAL CONTENT

Vancouverites are justifiably proud of our city, our 
history, and our local creative talent. Libraries have 
always supported, promoted, and celebrated local 
and national authors and contributed to a vibrant 
cultural sector.  

We will collaborate with local cultural organizations 
and publishers to promote and encourage 
established and emerging Vancouver writers, 
artists, and creators, and we will continue to collect 
and share community stories and creativity.

WHAT IS…?
INFORMATION LITERACY DIGITAL LITERACY

MEDIA LITERACYCIVIC LITERACY

The ability to access, 
evaluate, create, and 
communicate facts 
and ideas.

The ability to use 
technology to access, 
evaluate, create, 
and communicate 
information.

The ability to 
access, evaluate, 
and create media in 
a variety of forms.

The ability to 
actively participate 
and initiate change 
in the community 
and society.
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Learning, Creativity, and Innovation

ACTIVITY: NUMBER OF VISITS  
(PHYSICAL AND DIGITAL)

ADOPTION: PERCENTAGE OF THE PUBLIC WHO 
AGREE THAT VPL IS A GO-TO VENUE FOR LEARNING, 
CREATIVITY, AND INNOVATION

To help us monitor our progress and understand whether the things 
we are doing are really helping us to be recognized as a go-to venue 
for learning, creativity, and innovation in Vancouver, we will track and 
report on the following key performance indicators (KPIs).

2015 Baseline:

Physical Visits: 6,811,877 
Digital Visits: 6,424,908 
Total Visits: 13,229,804

Desired Trend: Increase number by 2020

Tracking the number of visits to our branches and 
online will tell us whether people are actively using 
VPL. A steady or upward trend in the number 
of visits indicates that people value our spaces, 
services, and resources. 

This measure will also be used to help us assess 
our performance on our Access and Equity, 
Sharing and Collaboration, and Organizational 
Strength outcomes.

2016 Baseline: 65%

Desired Trend: Increase percentage by 2020

Knowing that people are using VPL is one thing; 
we also need to understand what they are using 
us for. To know if we are doing the right things 
to inspire learning, creativity, and innovation and 
therefore achieve our target outcome, we need to 
ask the public if they see us as a go-to venue for 
these things.

Viewed together, results on these two KPIs will indicate whether VPL has achieved the desired outcome 
of being recognized as a go-to venue for learning, creativity, and innovation in Vancouver. We can also 
use other KPIs in the plan—the number of active cardholders we have, the percentage of patrons who 
believe VPL connects them to the ideas and information they need to be inspired and thrive, and public 
awareness of VPL services—to help us understand how well we are doing on this outcome.

MEASURING PROGRESS



VPL 2020 STRATEGIC PLAN: LEARNING, CREATIVITY, AND INNOVATION 17

Inspiration Lab
SUCCESS STORY

The creative community in Vancouver is not 
only thriving, it’s become a part of the city’s 
identity, with organizations like TED and Sony 
Pictures Imageworks and top creative talent from 
around the globe now calling Vancouver home. 
Supporting Vancouver residents’ participation in 
the growing creative economy is a focus for the 
Vancouver Public Library. 

That’s why VPL opened the Inspiration Lab in 
2015, a 7,500 square foot public space providing 
free access to digital production tools. Complete 
with fully-equipped recording studios and current 
audio and video editing software, the Inspiration 
Lab is a natural extension of the public computers 
and technology training VPL has offered for many 
years. With skilled staff to get users started, the 
public can use Lab facilities to produce audio, 

“I’ve recorded more than 20 
songs already. I have a CD 
that I’m selling now. It’s turned 
out great.”

video, and digital creations that would cost 
thousands of dollars to create in a commercial 
studio. The Lab also supports writers, providing 
classes and support for creating ebooks, book 
cover design, and self-publishing.

Public support for the Lab has been tremendous. 
In the Lab’s first year, over 4,700 recording 
sessions were held, and over 2,000 people 
attended 365 classes, tours, and workshops. Since 
then, the Lab has continued to rise in popularity. 
An award-winning short film, regular podcasts, 
and numerous tracks and albums have all been 
produced in the Lab.

“I’ve recorded more than 20 songs already,” said 
Alfredo Flores, a Vancouver musician, “I have a CD 
that I’m selling now. It’s turned out great.”

 Alfredo Flores, musician and Inspiration Lab user 
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Our city is unaffordable for many. Vancouver has the third-least 
affordable housing market in the world. In 2013, 21 per cent 
of us lived below the low-income threshold. Vancouver Public 
Library plays a critical role in helping to make Vancouver more 
affordable by offering spaces and places, services, resources, and 
programming to everyone – free of charge.

By 2020, VPL will be accessible and inviting to everyone.

Vancouver’s population is growing, greying, and 
increasingly multi-cultural. Our services must 
anticipate and respond to new community needs 
and interests. As the city changes, so must we. 

Even though we’ve worked hard to be welcoming 
and accessible for everyone, we know that there 
are members of our community who find it 
difficult to use our services or who are unsure 
if they are really welcome. Survey respondents 
noted how important the library’s outreach 
services are and appreciated the efforts made 
to reach people who face barriers to accessing 
public services and as a result may not otherwise 
come to VPL. As we look to 2020, we need to 
consider how we address barriers to library use 
and how we evolve to make more diverse groups 
feel welcome.

With more and more demands on people’s 
time, library services must be delivered in ways 

that are convenient. Our research shows that, in 
general, VPL is not seen as convenient and many 
respondents said that this is a barrier to increased 
use of our services. To truly meet the needs of our 
community, we need to increase convenience and 
bring the library to people where we can.

Despite technological advances and the fact that 
many resources are available online, library spaces 
continue to be important to the community. In 
Canada, public libraries as spaces are frequently 
visited and play a key role in community building. 
Welcoming, safe, and well-kept library space is an 
important community resource and is one of the 
top features Vancouverites valued about VPL. 

These considerations will impact the services, 
programs, amenities, and resources we offer over 
the next three years. With this in mind, we have 
established the following outcome:

We will work to improve our spaces, resources, collections, and programming and continue to ensure 
that they are welcoming, inviting, and comfortable.

ACCESS AND EQUITY


 Seniors can pair up with teens at Tech Buddies to learn about digital devices and technology.
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PATRON-CENTRED 
EXPERIENCE
We will work to better understand the unique 
needs of the different people who use our 
services and support their needs and usage 
preferences where feasible. Future changes to 
services will be made with the goal of improving 
library users’ experience wherever possible.

3

3.1  INCREASE ACCESS AND EASE OF USE IN 
BRANCHES, ONLINE, AND IN THE COMMUNITY

We want to make sure that every interaction with 
us is a positive experience and that residents have 
easy access to the library services they need and 
want – when, where, and how they want them. 

We will identify and remove financial, operational, 
technological, psychological, and physical barriers 
so that using the library is seamless and easy.

3.2  IDENTIFY NEEDS AND DEVELOP SERVICES WITH 
COMMUNITIES THAT EXPERIENCE BARRIERS TO 
USING THE LIBRARY

We always want to ensure we’re relevant and 
responsive to residents who use us most. 
Likewise, we know that there are some residents 
who want to use our services, but find this hard 
to do. This could include Indigenous residents, 
newcomers to Canada, people with disabilities, 
people living in social isolation, and others who 
can’t get to a library or access online services 
easily. We want everyone in Vancouver to feel 
they are a part of our library, no matter what their 
circumstances.

Working with our partners and community 
members, we will provide access to knowledge, 
learning, and experiences so that all 
Vancouverites are able to participate fully in all 
aspects of our society.

To help us achieve our access and equity outcome, we’ve set 
two goals and outlined several actions to focus on between 
now and 2020.

Access and Equity

GOALS AND ACTIONS
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Source: 2016 Public Survey conducted by NRG Research 

PERCENTAGE OF VANCOUVER 
RESIDENTS WHO AGREE THAT VPL 
IS ACCESSIBLE AND INVITING

WELCOMING SPACES
We will be a desirable destination because our 
physical and digital spaces are easy to use, 
convenient, and comfortable.

4

4.1  REVITALIZE AND REFURBISH OUR  
PHYSICAL SPACES

Our community has told us that VPL’s physical 
facilities, particularly older branches, need 
upgrades to improve accessibility and to create 
a more welcoming ambience. We know that 
our patrons use our facilities for many different 
activities: to read, relax, study, research, spend 
time together as a family, meet other people, or 
participate in cultural and learning programs. We 
know that sometimes these activities don’t work 
well together, especially in our smaller branches 
where space is limited.

We will provide accessible, comfortable, flexible, 
and multi-functional spaces that meet the evolving 
needs of our patrons.

4.2  ENSURE OUR SPACES ARE INCLUSIVE  
AND WELCOMING FOR VANCOUVER’S  
DIVERSE COMMUNITIES

Vancouverites of every background should feel 
welcome at any of our branches or online. Our 
library belongs to everyone. 

Working with our partners, we will remove 
barriers to using our services. We will showcase 
the rich diversity in our city, promoting mutual 
understanding and appreciation.

Strongly agree

Agree

Neither agree  
nor disagree

Disagree

Strongly disagree
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Access and Equity

To help understand whether the things we are doing are really 
helping us to be accessible and inviting to everyone we will track and 
report on the following key performance indicators (KPIs).

ACCESS: NUMBER OF ACTIVE CARDHOLDERS

2015 Baseline:

Active in last 12 months: 257,832 
Active in last 3 years (CULC comparable): 432,355

Desired Trend: Increase number by 2020

While the number of visits to VPL is measured 
under the Learning, Creativity, and Innovation 
outcome, this KPI goes one step further: to track 
how many ‘members’ we have. Attracting and 
keeping more active cardholders over time tells us 
that we are making the VPL experience a good one 
for our patrons.

This measure will also be used to help us assess 
our performance on our Sharing and Collaboration 
and Organizational Strength outcomes.

ACCESSIBILITY: PERCENTAGE OF THE PUBLIC WHO 
AGREE THAT VPL IS ACCESSIBLE AND INVITING

2016 Baseline: 82%

Desired Trend: Increase percentage by 2020

To increase access and use, we need people to 
feel comfortable using the library and its services. 
Asking the public to share their opinions with us 
will help us identify how we can make the library 
more welcoming and where we need to improve.

EQUITY: PERCENTAGE OF PATRONS WHO ARE 
SATISFIED WITH VPL’S SERVICES

2016 Baseline: 91%

Desired Trend: Maintain percentage through 2020

We want our patrons to be satisfied – to easily 
access what they need and want from us and to 
enjoy the experience. By tracking how satisfied 
our patrons are, we will identify issues and 
opportunities early so we can act on them.

This measure will also be used to help us assess our 
performance on our Organizational Strength outcome.

Viewed together, results on these three KPIs will indicate whether VPL has achieved the desired 
outcome of being accessible and inviting to everyone. We can also use other KPIs in the plan—the 
number of visits (physical and digital), the percentage of patrons who believe VPL connects them to 
the ideas and information they need to be inspired and thrive, and public awareness of VPL services—
to help us understand how well we are doing on this outcome.

MEASURING PROGRESS
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A visit to the library is something most of 
us take for granted, but for those whose life 
circumstances make it difficult for them to 
come to Vancouver Public Library, community 
librarians are some of the staff at VPL that bring 
the library to them.

VPL’s community librarians bring library services 
to hard-to-reach communities, including people 
with a developmental disability, people who are 
homeless, or those living in recovery facilities.

At New Dawn, a first-stage addiction recovery 
transition home, Sarah, a VPL community 
librarian, helps residents feel comfortable using 
VPL services, helps them get library cards, and 
helps them access books, movies, and other 
library materials.

For those whose 
life circumstances 
make it difficult for 
them to come to 
Vancouver Public 
Library, community 
librarians bring  
the library to them.

In Oppenheimer Park, Randy, a VPL community 
librarian, issues cards, restores access privileges, 
and in some cases, forgives late fees so that 
those who may be cut off from other parts 
of the community are still connected to the 
library. “People are often incredulous that I can 
help them regain access,” explained Randy. “It 
seems like a small thing for many of us, but for 
them it falls so far outside of their perception 
of an organization like VPL that it’s almost 
unbelievable. As one woman, who was facing 
eviction, said to me on my last visit: ‘You just 
made an old lady happy. I may be losing my 
home, but I just got my library back.’”

 VPL’s community librarians bring library
    services  to hard-to-reach communities.

Community Librarians
SUCCESS STORY
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SHARING AND COLLABORATION
Many people in our city feel isolated from their communities and 
from each other. A 2012 Vancouver Foundation study found that 
one in four residents reported feeling alone more often than 
they’d like, and a third said that Vancouver is a difficult place to 
make friends.
Libraries as ‘place’ serve many purposes: 
exploring information, reading, socializing, 
learning, and creating. Along with venues like 
community centres, libraries are a third place 
where people can go to be with other people. 
Successful third places add vibrancy to a 
community and help people connect with each 
other and their community. 

The role libraries play in building communities 
and reducing social isolation is important in a city 
where people are paying increasingly more to 
live in smaller spaces, often away from extended 
family. Many of our survey respondents noted 
that the library is a place they come to meet 
new people and to share ideas and experiences. 
Like people, libraries don’t thrive in isolation. 
We are part of a community that supports 
discovery, creativity, and the sharing of ideas and 
information.

Sharing isn’t new (libraries have been doing this 
for centuries), but technology advances allow 
us to share more, and share more easily. This 

can help people get easy access to things they 
may not normally have or be able to afford. More 
than 50 per cent of Vancouverites anticipate 
that their sharing of physical objects and spaces 
will increase over the next five years, and as 
Vancouver’s original sharing institution, we want 
to facilitate this growing trend in ways that fit with 
our mission and vision. The success of our Sun 
Life Financial Musical Instrument Lending Library 
shows us that there is a high level of community 
interest in looking at new ways of sharing. 

It’s not just the sharing of physical objects that’s 
important. In an increasingly diverse society, 
it is also important that we share experiences, 
culture, and heritage with each other so that 
we can understand each other and appreciate 
our differences as something that makes our 
community stronger. 

These considerations will impact the services, 
programs, amenities, and resources we offer over 
the next three years. With this in mind, we have 
established the following outcome:

By 2020, VPL will be at the centre of a community that shares 
information, ideas, and stories.

We will work collaboratively with Vancouver’s community organizations to provide spaces, resources, 
collections, and programming to help Vancouverites share.

 For VPL's 2016 writer in residence, Sam Wiebe, the library is a place for local 
  writers and the community to share stories and collaborate through writing.
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COMMUNITY 
CONNECTIONS
VPL will be a home for civic dialogue, will 
support formal and informal knowledge 
sharing of all kinds, and will encourage 
mutual understanding among diverse groups 
in Vancouver.

5

5.1  ENABLE INFORMED COMMUNITY 
CONVERSATIONS ON ISSUES THAT MATTER

Libraries around the world uphold and protect the 
principle of intellectual freedom, where patrons are 
free to explore all aspects of an opinion or idea. 
We promote informed involvement by providing 
resources to help people understand and engage 
in society and by encouraging civic participation. 

We will provide spaces and opportunities for 
residents to exchange ideas, information, and 
knowledge with each other on issues that matter 
to their communities.

5.2  CONTINUE TO ACT ON THE RECOMMENDATIONS 
OF THE TRUTH AND RECONCILIATION COMMISSION

The Truth and Reconciliation Commission Calls to 
Action (2015) outline key steps that government 
and community organizations should take to 
redress the legacy of residential schools and 
advance the process of Canadian reconciliation 
with Indigenous peoples. VPL has an important 
role to play in contributing to reconciliation.

We will deepen our commitment to addressing 
the Truth and Reconciliation Commission Calls to 
Action within VPL and to working with community 
partners to explore and identify further areas of 
activity and change.

To help us achieve our sharing and collaboration outcome, 
we’ve set two goals and outlined several actions to focus on 
between now and 2020.

Sharing and Collaboration

GOALS AND ACTIONS
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6.1  PROVIDE SPACES AND RESOURCES FOR  
PEOPLE TO SHARE INFORMATION, IDEAS,  
CULTURE, AND STORIES

Sharing is what libraries do. Technology allows us 
to share in new and different ways. It also allows 
us to share in traditional ways more effectively and 
efficiently. 

We will explore how we can expand sharing 
possibilities and how we can be more responsive 
to community demands for new types of lending. 
We will continue to investigate ways we can use 
technology to bring local stories, history, and 
expertise to a larger community.

6.2  SUPPORT VANCOUVER’S CULTURAL AND 
COMMUNITY ORGANIZATIONS TO EXTEND THEIR 
REACH AND IMPACT

Our city is enriched by a huge diversity of 
community, cultural, and social organizations. 
These organizations contribute to our collective 
well-being, health, social development, and 
enjoyment. 

We are committed to helping local organizations 
reach wider audiences and to supporting them to 
increase their impact, so we all continue to benefit 
from their important work.

PLATFORMS FOR 
SHARING
VPL will use its expertise to support 
Vancouver’s sharing economy by facilitating 
the sharing of human, physical, and 
intellectual resources across multiple, easy 
to use, and convenient platforms.

6

WHAT ARE…?
THIRD SPACES/THIRD PLACES

‘Third spaces’ or ‘third places’ are 
distinct from home and work spaces 
which are the ‘first’ and ‘second’ places 
many people spend time. This is a term 
used to describe community spaces 
where people meet to share information 
and talk about things that matter to 
them and their community. They help 
build and maintain community identity.
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Sharing and Collaboration

MEASURING PROGRESS
To help us monitor our progress and understand whether the things 
we are doing are really helping us to be at the centre of a community 
that shares information, ideas, and stories, we will track and report on 
the following key performance indicator (KPI).

PERCENTAGE OF PUBLIC WHO BELIEVE THAT  
VPL CONNECTS THEM TO THE IDEAS AND 
INFORMATION THEY NEED TO BE INSPIRED  
AND THRIVE

2016 Baseline: 66%

Desired Trend: Increase percentage by 2020

We can only know if we are a connector by asking 
the public if they believe we fulfill this role. From 
the baseline results established in 2016, we want 
to see an increase over time in the percentage of 
patrons who believe that we connect them to the 
ideas and information they need to thrive. 

Results on this KPI will indicate whether VPL has achieved the desired outcome of being at the centre 
of a community that shares information, ideas, and stories. We can also use the following KPIs—
number of visits (physical and digital), the number of active cardholders, and public awareness of VPL 
services—to help us understand how well we are doing on this outcome.

This measure will also be used to help us assess 
our performance on our Learning, Creativity, and 
Innovation; Access and Equity; and Organizational 
Strength outcomes.
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Encouraging understanding and collaboration 
between people of all backgrounds is a tradition 
at Vancouver Public Library. One example of this is 
VPL’s Aboriginal Storyteller in Residence program, 
which promotes intercultural understanding 
and story sharing among Indigenous and non-
Indigenous Peoples.

The seven storytellers who have served in the role 
since the program began in 2008 come from a 
diverse set of backgrounds that highlight the wide 
breadth of Indigenous communities across Canada. 
Storytelling can take many forms: the residency 
has featured writers, oral storytellers, film-makers, 
carvers, theatre professionals, and even a stand-up 
comedian. 

“We’re at an exciting time for innovative storytelling 
between Aboriginal and non-Aboriginal Peoples 
in Canada,” said Renae Morriseau, 2016 Aboriginal 
Storyteller in Residence. “This is a great opportunity 
to invigorate Canadian consciousness on 
reconciliation and understanding what it means 
to be an Indigenous person in Canada in the 21st 
century.” The participants in her many events agree. 
As one noted: “This was a beautiful and insightful 
experience. I learned a lot and was able to connect 
in a way that I will take with me in my daily life.”

“We’re at an 
exciting time 
for innovative 
storytelling 
between 
Aboriginal and 
non-Aboriginal 
Peoples in 
Canada.”

2016 Aboriginal Storyteller in Residence, Renae Morriseau  

Aboriginal Storyteller 
in Residence

SUCCESS STORY
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ORGANIZATIONAL STRENGTH
As a municipal resource funded by tax dollars, we are accountable 
to the residents of Vancouver and must show that we are making 
the best use of the funding we receive. 

 We will work to strengthen our organization so that we can deliver on the plan we’ve developed, and 
we will keep Vancouverites informed of our progress and the value we are creating.

To ensure value for money, libraries worldwide 
are focusing on being more efficient and on 
identifying the real contributions they make to 
the communities they serve. 

Vancouver Public Library enjoys strong public 
support, with 84 per cent of residents supporting 
spending tax dollars on library services, 
regardless of whether they use them or not. 
However, in a constantly changing landscape, it’s 
important to continue to evolve the services VPL 
offers to continue to meet the evolving needs of 
the community. 

Vancouverites tend to think traditionally about 
VPL, with the number one word used to describe 
VPL being ‘books’. Many people don’t know 
about the range of services we provide or 
how we have evolved to meet the needs of a 
changing world. There is a need to proactively 
communicate with our communities.

A major influence on our future direction is 
our role within the City of Vancouver and our 

contribution to City priorities. For example, we 
support the City’s Digital Strategy through our 
work to minimize the digital divide in Vancouver. 
We increase participation in lifelong learning, in 
support of the City’s Healthy City Strategy. Going 
forward, we will continue to work closely with 
the City and our community partners to increase 
mutual reach and impact.

While VPL can set grand plans, we know that 
if we don’t have the capacity and capability 
to implement, we won’t be able to make them 
happen. Without a strong organization we won’t 
succeed. With this new strategy, we have an 
opportunity to create an organizational culture 
that more fully supports and rewards the actions 
we want to see. 

All of these considerations will impact the 
services, programs, amenities, and resources we 
offer over the next three years. With this in mind, 
we have established the following outcome:

By 2020, VPL will be seen as a vital civic service and will be 
adaptable in the face of change.

 Vancouver Public Library staff welcome patrons at locations across the city.
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PEOPLE AND CULTURE
VPL will continue to nurture a responsive 
and innovative organization that encourages 
employee enablement, diversity, and well-
being. Patrons frequently tell us how much 
they appreciate VPL staff and how much staff’s 
expertise and dedication is valued.

7 7.1  DEVELOP SYSTEMS THAT SUPPORT  
CONTINUOUS IMPROVEMENT AND INNOVATION

We are always learning. We are constantly 
exploring how we can better meet patron needs. 
To make sure we can achieve the outcomes we’ve 
set for ourselves, we must continue to build an 
organization that embraces new ways of doing 
things.

We will create new ways for VPL staff to 
experiment and innovate to improve the services 
we offer.

7.2  NURTURE AN ORGANIZATIONAL CULTURE 
WHERE STAFF CAN THRIVE

To do their jobs well and to make change happen, 
employees must have access to the training, 
support, tools, and resources they need. 

Together, we will build organizational and staff 
capacity so we can provide 21st century library 
services efficiently, and be able to continue to 
adapt and respond to the changes we will face.

To help us achieve our organizational strength outcome, we’ve 
set two goals and outlined several actions to focus on between 
now and 2020.

Organizational Strength

GOALS AND ACTIONS

Source: VPL Employee Engagement Survey Conducted by Hewitt

EMPLOYEE ENGAGEMENT

2010 2013 2015

Favourable Neutral Unfavourable
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VALUE AND IMPACT
VPL will measure and report its value and 
performance so that residents understand 
the positive contributions of the library to the 
broader community.

8

8.1  DEMONSTRATE IMPACT

We know the economic and social benefits of our 
services to the community are significant and we 
want to continue to increase that positive impact in 
every way we can. Understanding how and where 
we bring the most benefit will allow us to focus on 
delivering those services that make a difference 
in residents’ lives and enhance the part we play 
in making Vancouver a successful, thriving, and 
livable city. 

We will measure and report on the impact of  
our services.

8.2  PROMOTE VPL SERVICES AND OFFERINGS

We help Vancouverites access knowledge by 
opening up opportunities for learning, creativity, 
possibility, and personal growth. Respondents to 
our survey told us that often they simply don’t 
know about all the things we do. If our services 
and programs are not being communicated 
effectively to the people looking for them, we need 
to identify why and make that connection happen.

We will increase efforts to help people discover all 
the great things going on at VPL. Where possible, 
we will target our communication efforts so that 
people hear about the things in which they are 
interested in a way that suits their communication 
preferences.

ENABLED EMPLOYEES

Enabled employees have the training, 
skills, tools, equipment, information, and 
support needed to do the job they are 
being asked to do.

WHO ARE…?
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Organizational Strength

MEASURING PROGRESS
To help us monitor our progress and understand whether the things 
we are doing are really helping us to be recognized as a vital civic 
service and continue to adapt in the face of change we will track and 
report on the following key performance indicators (KPIs).

PEOPLE AND CULTURE: EMPLOYEE  
ENGAGEMENT SCORE

2016 Baseline: 66%

Desired Trend: Increase score by 2020

A strong organization requires engaged employees 
who understand how they make a difference 
and how they need to continue to adapt as the 
world changes. Measuring employee engagement 
over time helps us to understand whether we are 
doing a good job at both motivating our staff and 
equipping them to do a good job. If we are doing 
the right things, our employee engagement score 
should track upwards over time.

VALUE AND IMPACT: PERCENTAGE PUBLIC 
AWARENESS OF VPL SERVICES

2016 Baseline: Median awareness = 15%

Note: Awareness ranged by service from a high 
of 78% for book lending to a low of 9% for the 
Inspiration Lab.

Desired Trend: Increase percentage by 2020

When we talked with people about this strategic 
plan, many told us that they felt Vancouverites 
miss out on the library because they just don’t 
know what is available. It is critical that we do 
more to create awareness of all that we offer to 
ensure that VPL is benefitting the greatest number 
of people possible. By measuring whether the 
public is aware of VPL’s evolving services, we will 
know whether lack of awareness is a barrier to 
increased uptake and use.

This measure will also be used to help us assess 
our performance on our Learning, Creativity, and 
Innovation; Access and Equity; and Sharing and 
Collaboration outcomes.
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VALUE AND IMPACT: IMPORTANCE

2016 Baseline:

Percentage of Vancouver residents who believe 
VPL is very or somewhat important to the larger 
community: 91% 

Desired Trend: Maintain percentage through 2020

Gathering public perspectives about the value that 
the library brings to urban life is an important link 
to tell us if we are making a demonstrable impact. 
Each year, the City of Vancouver surveys residents to 
see how much they value City-funded services. VPL 
consistently ranks in the top 10 of most valued civic 
services and our desire is to strengthen this further. 

Viewed together, results on these three 
KPIs will indicate whether VPL has achieved 
the desired outcome of being recognized as 
a vital civic service and continuing to adapt 
in the face of change. We can also use the 
following KPIs in the plan—number of visits 
(physical and digital), number of active 
cardholders, patron satisfaction score, and 
percentage of patrons who believe VPL 
connects them to the ideas and information 
they need to be inspired and thrive—to help 
us understand how well we are doing on 
this outcome.

BOOK LENDING

Source: 2016 Public Survey conducted by NRG Research

PUBLIC AWARENESS OF VPL SERVICES

FREE WI-FI
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SUCCESS STORY

When it comes to Vancouver’s public libraries, 
eight-year-old Caitlin Lee is an aficionado. On 
most weekends, she heads off, parents in tow, to a 
different branch to return or replace some of the 50 
books and movies she often has on loan. “She reads 
a lot,” said her proud father, Jason Lee. He believes 
the library’s decision to expand its Sunday openings 
across the system has been like a gift of time to his 
family. Like many parents, Lee and his wife Teresa 
Gray hold down full-time jobs during the week, so 
quenching their daughter’s thirst for books and 
movies used to be something they had to squeeze in.

“Depending on what’s going on in our lives, we 
sometimes go Sundays and sometimes Saturdays,” 
he explained. “Sunday hours give our family much-
needed flexibility. For people who work Monday to 
Friday, evenings and weekends are the prime times 
to access City services and facilities. Sunday hours 
provide our community with better access and 
enhanced flexibility to our entire system. 

To enable Sunday openings, VPL invested in 
technology designed to increase self-service check-
out. Over three-quarters of patrons now check out 

Sunday Hours

Organizational Strength

Extended Sunday hours have increased    
accessibility at all VPL branches.

materials using the self-service kiosks. This allows 
some staff positions previously dedicated to this task 
to be re-allocated to extend library hours.

The Lee-Gray family, residents of Vancouver’s Mount 
Pleasant neighbourhood, visits a variety of library 
locations to explore the unique features of each 
branch, its community and nearby playgrounds. 
“Because we go every week, we like switching it up,” 
explained Lee. “Each of them has a unique feel and 
different books in its collection.”

Caitlin’s first move when she gets to any branch is 
to head to the children’s section while her parents 
browse stacks geared to adults. They’ll lend Caitlin 
a hand if she needs help finding something, but it’s 
their daughter who handles the automated checkout 
as she’s done for several years.

“It’s a great system,” Lee said of the self-serve 
arrangement. “There’s always a little lineup of kids 
waiting to check their books out. It helps them 
become self-reliant.”
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HOW WE WILL MAKE 
IT HAPPEN
The Vancouver Public Library 
2020 Strategy is implemented 
through a series of projects 
involving library staff, partners, 
and the community.

PLAN
DEVELOP OPERATING PLAN

By early 2017, VPL will develop an 
operating plan, outlining specific projects 

to be delivered to achieve the 2020 
outcomes, goals, and strategic objectives.

IMPLEMENT
DELIVER PRIORITY PROJECTS

VPL staff from across the system 
collaborate internally and externally to 
deliver projects in the operating plan.

REFINE
MEASURE RESULTS. REFINE DIRECTION.

Implementation progress is reported to 
the VPL Board quarterly. Key performance 

indicators are reported on annually. 
Refinements to the operating plan are made 

as needed to ensure we stay on track.

The continued support, 
input, and active 
participation of our 
patrons, partners, and 
staff in shaping library 
services of the future will 
be key to our success.

VPL is Vancouver’s library and so we all have a role 
to play in bringing this plan to life. We need our 
community, our staff, and our partners to bring their 
ideas, imagination, passion, and creativity to the 
table as we move from planning to delivering library 
services for the future. 

We will continue to review and refine our work 
as we implement this plan so that we listen and 
respond to the needs of our communities as we 
move forward.
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To the thousands of Vancouver 
residents who participated in 
the development of this plan, 
thank you for shaping the 
future of our library.
We are also grateful for the 
expertise, leadership, and 
creativity offered by our staff, 
our leadership team, and our 
Board of Trustees.

THANK YOU
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