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Overview of the Strategic Planning Process
The Whitinsville Social Library is the sole public library for the town of Northbridge, Massachusetts. It is administered by the Whitinsville Social Library Corporation and is funded by the Corporation and the town of Northbridge. 

A Whitinsville Social Library Strategic Plan had been developed by the Board of Trustees and the Library Director for fiscal years 2006-2011. In 2008, the Library was decertified due to the withdrawal of town funding and recertified in 2010. A new full-time Library Director was appointed in November 2012 and, at that point, the Library had been without a full-time professional librarian for 4 years. During that same period, the Library also joined the C/WMARS network and underwent two conversions of their integrated library system. The director felt it was prudent to develop a strategic plan in order to determine the priorities of the community and the Board, as well as delineate the areas where the Library had improvements to make in order to meet current public library standards. The Board agreed and the process began in April 2013. 

The director attended a Massachusetts Library System (MLS) Strategic Planning Roundtable in March 2013 where the framework for a planning process created by MLS staff that satisfies the certification requirements of the Massachusetts Board of Library Commissioners was presented.  This framework can be found online at http://www.masslibsystem.org/long-range-planning-resources/. The framework was reviewed by the director and two trustees, Dennis McCowan and Janyce Murray, to determine its suitability for the Library and in April, the Board adopted the framework. A planning timeline was established by the director and the roles desired of potential planning committee members was agreed to by the Board, with the goal of creating a varied group of community and library stakeholders. The director recruited the committee members during May/June 2013. 
In June 2013, the strategic planning committee and Library Director, Jennifer Woodward and Trustees, Dennis McCowan and Janyce Murray, met along with Ruth Kowal, Library
Consultant. Kowal discussed the planning process and led the group in defining a

vision for the community and determining community needs. Woodward provided an overview of Northbridge demographics, library structure, current activities, and the results of a community survey. These documents were later shared with the Library staff. Kowal led the committee in exercises examining the strengths and opportunities and visions for the community and the Library. Main points established by the group were:

· The Library remains underfunded and understaffed compared to other Massachusetts towns.
· The Town is not likely to be a source of additional operating funds, but may be a source of capital funds.

· Commuters and teens are not well-served and generally are not users of the library.

· Library is not visible in the community nor is it well-connected to other community groups and organizations. 

· The Library’s current collaborations with schools could be extended and include daycare centers. 

Information on sample goals and current activities of nearby public libraries were distributed to the committee members for at home review.
The Library staff met in July 2013, prior to the second meeting of the strategic planning committee, to discuss the results of the first strategic planning session, the community survey, and added their thoughts on the vision of the ideal community/library, as well as the strengths and opportunities. The staff also supplied additional background on the community. 

In July 2013, the committee met again with Ruth Kowal, the Director and Dennis McCowan and Janyce Murray. With Kowal facilitating, Woodward presented draft goals based on information from the first meeting and library staff feedback. The goals were tied to overarching values of Sustainability, Inviting Space, Literacy, Community Engagement and Technology, with the belief that a focus on these values would allow the library to make the most impact in the community. The group provided a large amount of detailed feedback on the draft goals. Kowal then led the group in a review of the Library’s current mission statement, along with other organization’s mission statement and a discussion of a proposed mission statement. 
Community Survey
The Community Survey was run from April-June 2103 both in the Library and online. A $50 gift card raffle was used as an incentive to complete the survey. Overall the survey responses were a mix of positive and aspirational. Respondents expressed a consistent desire for change, as well as a conflation of library services with the building itself.
· 87% of respondents are usually or always able to find what they are looking for

· Of respondents that were not library users, a clear majority choose “lack of habit of library use” for the reason. However, 9% also indicated the collection was inadequate for their needs.

· The highest desired use of the library was it collections (books 95%, movies 68%, museum passes 56%), followed by attend a program (kids 32.5%, adult 28%), then by study or research (30.5%), and use the library’s technology (computers 30%, free wifi 21%). 

· Comments on the library’s physical space were 21% negative and 12% neutral, which indicates that there is much room for improvement. 

· Respondents said the best thing about the library was its friendly staff and volunteers. The collection and ambiance were also frequently mentioned. 
Demographics of Respondents

The survey asked questions about zip code & age. Only zip code was mandatory. 

· Residents of the village of Whitinsville were over-represented 11% compared to their percentage of Northbridge residents. 

· Non-residents were 4% of the respondents. 
· 54% percent of the respondents were out of high school up to age 49. Only 6.7% were 65 or older. 
· Customer base is 
· Families with children at home

· Empty-nesters and active seniors

· Adult readers (usually women)

· Individuals with specific needs, not necessarily reading materials (ex: computer access, quiet space, save money on entertainment)

The top priorities established from the community survey responses were: 

· Add more hours

· Update/reconfigure space, including quiet areas

· Maintain historic feel of the space

· Align collection with current needs

Mission Statement

The Whitinsville Social Library serves the entire Northbridge community as a welcoming place that enlightens, informs, and entertains. We strive to connect people to a variety of library materials, resources and experiences that support lifelong learning and literacy. 

Goals and Objectives, FY2015-2019
Goal 1: Sustainability - The Library will implement efficient operations and seek financial opportunities which will allow it to grow and maintain services.

The Library will promote efficient operations to balance proper governance with an acceptable level of customer service.
Activity 1: Perform complete inventory of physical collection to lessen instances of non-recorded and missing materials, both of which occur at unacceptable high levels and impact staff and patrons.  

Activity 2: Create procedures & simple training aids for principle areas of operations. Train Staff on procedures & provide ongoing staff training.
Activity 3: Create & revise policies as necessary. Topics may include, but are not limited to, card registration, appropriate patron behavior, collection development, material holds, patron privacy, use of library resources (ex: passes, library space, historical materials, and social media).
Activity 4: Perform and regularly review workflow assessment of customer facing tasks, adjusting workflow to balance staff effort with customer service levels. 
Activity 5: Provide staff with sufficiently updated computing and technological resources and training to allow efficient services to patrons.
Activity 6: Explore feasibility of increasing patron self-service options including self checkout, holds pickup, and online card registration and implement if necessary.
The Library will seek ways to increase revenues and fundraising efforts.
Activity 1: Explore new revenue opportunities.
Activity 2: Review donor giving practices annually and seek to increase donations every year.

Activity 3: Apply for grants that support the Library’s mission and goals.
Activity 4: Seek community support of organizations and businesses for Library initiatives, including the consideration of a formal sponsorship or partnership program.
Activity 5: Explore resurrecting Friends of the Library group to have the primary goal of fund-raising in support of a robust collection of Museum Passes. 
The Library will build upon our current volunteer program to provide staff with additional help with regular tasks and special projects.

Activity 1: Create and maintain descriptions of volunteer positions & publish online.
Activity 2: Write procedures for technical services & inventory maintenance tasks.
Activity 3: Create simple training guides for recurring technical services & inventory maintenance tasks for volunteer training and referral.
Activity 4: Celebrate and reward volunteer contributions to the Library.
Goal 2: Inviting Space - Residents will have a safe and welcoming physical place to meet and interact with others or spend time in solitary pursuits.

The Library will redesign and update the Children’s Room to meet the functional and esthetic needs of children from toddlers up through age 12.

Activity 1: Shelving replaced with appropriately sized, attractive shelving.
Activity 2:  Update furniture to facilitate shared parent/child activities and more seating for older children for shared activities.
The Library will update the Teen Area to meet the functional and esthetic needs of teenagers from 13-19. 

Activity 1: Add furniture to facilitate shared small group activities and solitary quiet activity. 
Activity 2: Further define the Teen Area as separate from the Main Reading Room.
The Library will design and update Main Reading Room & Lobby to increase function according to current uses. 

Activity 1: Add furniture to create “living room” feel in new book area.
Activity 2: Add attractive shelving specifically designed for media storage.
Activity 3: Add table and chairs specifically designed for computer use.
Activity 4: Replace current tables and chairs in Main Reading Room with smaller, light-weight ones for use by adults and children. 

The Library will refurbish non-public areas of the Library for use as public meeting rooms and quiet areas as appropriate. 

Activity 1: Basement Stacks converted into public use for Adult non-fiction materials.
Activity 2:  Explore converting Third Floor Room (accessed through work room) for use as a Small Program/Meeting Room.
Activity 3:  Historical Room converted into dual use as a secured Historical Room and unattended Small Meeting Room which includes securing historical materials and items. 
Activity 4: Explore converting the Director’s Office for dual use as Director’s/Treasurer’s Office and unattended Adult Reading Room.
The Library will perform necessary replacement, repairs and updates to public areas for functional or esthetic improvements.
Activity 1: Create prioritized master list and schedule of needed repairs/replacements and update list annually.
Activity 2:  Budget for and perform repairs/replacements according to master schedule.
Goal 3: Literacy - Children, Teens and Adults will have the support they need to attain and improve literacy skills in order to reach educational and personal goals and fulfill their responsibilities as students, parents, citizens and workers. 
The Library will become the most valuable institutional partner for increasing literacy of children in local schools and preschools/daycares. 

Activity 1: Add programming designed to support literacy for middle school students or teens.
Activity 2: Increase current school collaboration through additional school visits when allowed and publication of library service through school instruments (ex: website, newsletters, announcements, bulletin boards).
Activity 3: Establish contact with all local preschools/daycares and increase ongoing collaboration. 
The Library will increase programs and add materials, technology and online services to assist independent learners increase multiple literacies in gaining the skills and knowledge to equip people to participate in economic, cultural and civic life. 

Activity 1: Purchase online services designed for learning (ex: languages, test prep, computer instruction).
Activity 2: Increase the number of programs that are informative/educational in nature for adult and/or older teen audiences.
Activity 3: Collect and disseminate information on local learning opportunities.
Activity 4: Organize, perform or facilitate, as appropriate, tutoring program for computer use and educational topics.

Goal 4: Community Engagement - The Library will increase recognition of the Library as an essential community service and gathering place and build awareness and visibility of its resources and offerings.

The Library will become a more visible presence in the community. 

Activity 1: The Library will develop at least three large-scale events to be held annually with goals of add visibility and increase local interest in the Library.
Activity 2: The Library will increase monetary or other support of local organizations to increase reputation as a community partner and supporter. 
Activity 3: Library staff will seek out additional opportunities for community involvement.
The Library will be proactive in informing the public and town officials about its governance, funding, oversight, and decisions. 
Activity 1: Information about the Corporation and its role will be published online and posted in the Library.
Activity 2: Board meetings and agendas will be posted online. 
Activity 3: The Board of Trustees will make an annual report about the Library to the Board of Selectmen .
Goal 5: Technology - The Library will be a resource for access to technology and high speed internet for the community, offering access to current and emerging technologies.

The Library will have an engaging online presence to communicate and share information with the public and allow more patron self-service. 
Activity 1: Increase and optimize social networking uses.
Activity 2: Purchase & implement relevant web services for services such as new book notification, event sign-ups, pass self-registration, or other similar services. 
Activity 3: Enhance current website, including increase findability of site.  
Patrons will have access to current technology to locate desired information and create new works.
Activity 1: Create and implement schedule for upgrading/replacement of public computers to ensure continued access to updated technology.
Activity 2: Expand technologies offered to the public on-site and for loan and promote available technologies widely. Possibilities include, but are not limited to, tablets, wireless printing, fax service, and mobile apps.  
Activity 3: Train staff on available technologies. 

Activity 4: Add additional staff in role of Technology Librarian.
Assumptions
The successful completion of these goals assumes the following to be true: 

· Funding and current service levels provided from the Town will not decrease.
· Funding from the Whitinsville Social Library Corporation will not decrease.
· Funding by the Commonwealth of Massachusetts will not substantially decrease.
· Increased costs of C/WMARS network membership or purchase of e-book and other online resources will not impact the Library’s budget disproportionately.
· Staff levels will be maintained or increased.
· The Northbridge Public Schools will remain open to collaboration with the Library.
Appendices

Appendix 1: Northbridge Demographics

The primary source of the following data is the US Census Bureau’s American FactFinder website, which uses a variety of data sources to create profiles of communities in America. Central Massachusetts Regional Planning Commission’s community profile for Northbridge was an additional source. 

Northbridge is a Massachusetts town located in south central Worcester county and the Blackstone River Valley. It is roughly 17 square miles and includes several villages, including the village of Whitinsville, which is also the historic town center. Located 13 miles south of Worcester, 34 miles north of Providence RI and 43 miles southwest of Boston, Northbridge is bordered by the towns of Sutton, Grafton, Upton, Mendon and Uxbridge.  The reported 2010 Census population of 15,707 is a 19% increase from the 2000 Census figure of 13,182. 
Northbridge is a local center of commerce. It has more than 3,000 jobs and more than 1,000 businesses, which is similar to its local neighbors of Millbury and Grafton. The economy is mixed and includes health care, retail, manufacturing, government (including education), and services. Health care and manufacturing are dominate businesses. 

Age & Gender & Fertility
	Age 
	%
	Change from 2000-2010

	Less than 15
	21.1%
	-2.2%

	16-24
	11.8%
	1.6%

	24-44
	26.2%
	-4.9%

	45-64
	27.7%
	6.3%

	65+
	13.2%
	-3.2%


Northbridge’s comparatively high fertility rate of 67 per 1,000 women, combined with the aging of the Baby Boom generation, predicts a future increase in both the youngest and oldest age groups, and a decrease in the 45-64 age group at the next Census.

The median age in 2010 was 39.5, a 2.6% increase from 2000. In 2010, female residents were 51.8% and males were 48.2% of the population.

42.9% of births in 2010 were to unmarried women, but only 7.1% were teenagers. This reflects the nationwide trend of increased unwed motherhood for women in their 20s. In comparison, Grafton’s births to unmarried women are 19.9% and 6% in Millbury and 32.4% in Worcester. 
Race & Language & Nationality
Northbridge is not a diverse community. For the 2010 Census report, 98.5% of the population reported one race, and 1.5% reported their background as two races. Among those reporting one race: 

· White 96% 

· Black or African American .7% 

· American Indian/Alaskan Native .1% 

· Asian 1% 

· Native Hawaiian/Other Pacific Islander 0.1% 

· Some other race .7% 

94.1% of residents reported that they spoke English exclusively at home. Of the 5.9 % of residents who also speak another language at home, only 2.2% reported that they speak English less than “very well.”
However, foreign-born residents numbered 394 in 2000 and 745 in 2010, which is 18% more than the general population increase of 19%. 

Income

Northbridge is a community of 5,896 households. Family households number 4,096 (69.45%) while non-family households are reported at 1,799 (30.5%). 

A family household is defined by the Census as a household which has at least two persons— the householder and at least one other person related to the householder by birth, marriage, or adoption. 

The median income among the 5,896 Northbridge households was $68,981, which put it above the median income ($65,772) of all Worcester County households. However, it has both one of the lowest median household incomes in the immediate Blackstone Valley area, and also has one of the lowest poverty rates of 4.8%. 
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Housing

Due to its prior incarnation as a mill town, Northbridge has a high rate of multi-family housing (41%) as well as an older housing stock with 35.8% built prior to 1940. Because of the existence of this housing stock, Northbridge has almost the identical home ownership-to-rental ratio as the city Worcester at 68.3% to 31.7%. Housing cost burden for both owners and renters are within 5% of other Blackstone Valley towns. 
Education
Northbridge is less educated in comparison to both Worcester County and Massachusetts. 

Northbridge residents ages 25 and over: 

	Less than HS
	10.6%

	High School Graduate (or equivalency) 
	32.2%

	Some College, no degree 
	19.0%

	Associates degree 
	9.7%

	Bachelor’s degree 
	18.2%

	Graduate or Professional degree 
	10.3%


School Enrollment

4,189 (26.6%) of Northbridge residents over the age of 3 years are enrolled in school. 

38.1%  enrolled in grades 1-8
23.3%  enrolled in grades 9-12
20.5%  enrolled in college or graduate school

Appendix 2: Results of Community/Library Visioning Exercise

Community Strengths

· Affordable (also a weakness in terms of tax base)

· Condensed, easy to move around in

· Long and strong history

· Attractive little “gem”

· Outdoor recreation

· Family town

· New construction

· Originality

· Whitin Community Center 

· Lots of kids of different ages+ special opportunities

· Lots of kids activities (art, sports, library, Whitin Community Center) and lots of activities for adults

· Active church groups

· Strong support for families in need

· Seniors (60+) are important to town

· Well-managed, town manager form of government

Community Opportunities

· Improve the tax base to support town service delivery

· Deliver improved public services to residents

· Make better use of seniors for volunteering

· Day care connection to promote services to families 

· Create a stronger community sense for people who work outside of town 
Community of the Future

· Roads could be better, locally and beyond the community

· Better public transportation, locally and beyond the community

· People would be willing to support (increased taxes) services they want

· Keep the strengths

· Strong leadership and vision for the community as a whole

· Kids will be engaged in the community and productive as the group up, including teens

· More businesses

· People would be involved in the community

· Vibrant downtown

· Maintain open space

· Town better connected to rest of the state
Library Strengths

· New library director

· Location-within walking distance for many

· Children’s’ summer programs

· Physical building-historical

· Building works for public service

· Staff outreach to schools

· Availability of museum passes

· Town volunteers

· Last few years more welcoming to kids

· Staff helpful and friendly

· Change of direction has been positive

· Calm and peaceful atmosphere

· Support of the endowment by individuals and groups

· Existence of endowment

· Endowment is well-managed

· Business support

· Library has survived through very tough times

Library Opportunities

· Work with local group cable production 

· Expand electronic access to resources

· Use community social media to promote the library

· Use capital exclusion for extra funding to special projects to boost library

· Increase number of registered users

· Participate in open house nights and other school events

· Big events targeting teens and other populations

· Grandparents can’t sign for cards for grandchildren, need flexibility in rules (policies)

· Library name to represent town of Northbridge, need to be able to search online  by “Northbridge” and find library

· Value representation

· Analyze how each piece of marketing works

· Have a link on the school website

· Marketing C/W MARS network capability

Library of the Future

· All ages would come to the library

· Dedicated programming space (keep noise away from quiet areas)

· Responsive building design/layout

· Open more hours

· Sunday hours

· Open 24/7

· People know what they can do with technology

· Separate room for meetings and discussions

· Better access to the historical collection

· Book groups for all ages; local author talks

· Classes, adult education programs/lectures; how to use technology

· Digital

· Comfortable furniture and good lighting

· Information on what’s going on in other libraries

· Writing discussion group/writing club

· Sufficient money to implement new services

· Double the library budget

· Staff will be a strong technology resource

· More staff

· Library have more control of its own technology

Appendix 3: Results of Community Survey

153 responses - 13% online, 87% in the library

QUESTION 1: When you visit the library, are you able to find what you are looking for?
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QUESTION 2: If you are not a library user, indicate why (choose ANY that apply)[image: image3.png]60.9%
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QUESTION 3: What would you like to use the library for? Choose ALL that apply. 
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QUESTION 4: Do you have any comments about the library building and our physical space?
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QUESTION 5: What would you change or improve about Whitinsville Social Library?[image: image7.emf]Of 106 responses...
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· Hours: To be open on Fridays was the most requested change for hours. 

· “Operational” refers to small specific changes in how the library does things, such as keep newspapers available longer, or make a bigger Open sign. 

· Technology is mostly updating of the public computers, which is underway, but making an ipad available for circulation was also requested. 
QUESTION 6: What do you like best about the Whitinsville Social Library?
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QUESTION 7: What is your zip code? 
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QUESTION 8: What is your age group?
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Additional Survey: The library also ran a survey at Northbridge Middle in spring 2013 to get some insight into what kids in grade 5-8 think. Their most requested improvements were more events, ideally monthly, for kids their age & to update the library space. 
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