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Background

In July 2003 the Waupaca Area Public Library Board adopted a library service plan intended to guide
the library through 2007. The Plan adopted in 2003 has served the library well. It has provided
direction for library decision-making and a rationale for many of the library’s activities. The library
board and staff have annually updated the Plan’s goals and objectives, allowing the Plan to continue
to be vital and important throughout its lifetime.

An objective of the 2007 Plan was to engage in a new planning process in 2008 “that will yield new
goals and objectives for the library’s 2009-2014 plan.” In the Spring of 2007, a meeting was held to
discuss a new planning process. It was the consensus of those in attendance at that meeting that
the library should engage in a planning process to develop a new plan. It was also agreed that the
library would need assistance from OWLS in order to complete a planning process in a timely
manner. There was interest expressed in building on the current plan, rather than starting over from
scratch. It was also agreed that the process should include a high degree of staff involvement and
that an attempt should be made to secure input from people who don’t currently use the library.
Due to the retirement of Director Jerry Brown, it was decided to delay working on a new plan
because the Board would need to focus its attention on hiring a new director.

In March 2008, it was decided that the time was right for the Waupaca Area Public Library to embark
upon the planning process. A planning committee was appointed consisting of Peg Burington, Sue
Abrahamson, Dominic Frandrup, Henry Veleker, Shari Camann, Cat Trice, and Julie Eiden. Rick
Krumwiede agreed to assist with the process. The Committee agreed that the 2008 planning process
would include three phases:

e Evaluation of current services
e Analysis of community needs
e Development of service plan

A goal of the Committee was to develop a proposed plan for Board approval late in 2008 or early
2009.

Evaluation of Current Library Services

The first step in the planning process was to evaluate the present programs and services of the
library. A variety of processes and tools were used to conduct the evaluation:

e Input about the library’s programs and services was solicited from the public via an online and
in-house survey.

o The Committee reviewed statistical information regarding the library’s services, patrons, and
collections and how the library compared with other libraries.

o The Committee evaluated how well the library meets the Wisconsin Public Library Standards.



e The Committee compared the library’s current space with a space needs assessment.

e The Committee reviewed progress made toward achieving the annual goals and objectives of the
current plan.

e Input was solicited from library staff about the library’s programs and services by means of an
anonymous staff survey.

e A cost analysis of library programs was prepared by library staff and presented to the Committee
for discussion.

The general conclusion reached by the Planning Committee about the programs and services of the
Waupaca Area Public Library is that they are very strong, well-liked and very much appreciated.

Public Survey (Appendix A)

The public survey found that library users are very happy, and even impressed, with the library’s
programs and services. Ninety-nine percent (99%) of survey respondents said that they were very
happy or extremely happy with the overall services of the library, and nearly 97% of respondents
indicated that they found the library’s staff to be very helpful or extremely helpful. Furthermore,
most respondents (91%) said that they always or frequently find what they’re looking for at the
library.

Generally, those who know about the library’s services are very satisfied with them. However, some
respondents didn’t know about all of the services that the library offers, e.g., wireless Internet (53%),
adult programs (44%), children’s programs (38%), public computers (31%). Very few respondents
were dissatisfied with the library in any way, e.g. hours (10%), public computers (5%).

Statistical Data (Appendix B)

Using data from 2006 Wisconsin public library annual reports, groups of peer libraries were selected
with levels similar to Waupaca’s on the following twelve measures: municipal population, service
population, municipal equalized assessed valuation, square footage, hours open annually, library
visits, circulation, program attendance, public computers, materials owned, staff full time
equivalents (FTEs), operating expenditures.

The number of libraries in a particular peer group ranged from eight (8) to thirty-three (33). The
averages on all twelve service measures were calculated for all of the libraries in a particular peer
group and compared with Waupaca’s levels. Examination of this data shows that Waupaca’s peer
libraries are not generally from similar-sized municipalities. On all measures, Waupaca’s numbers
are larger than those of libraries in similar-sized communities. Both the library’s inputs (e.g., square
footage, hours, collections, computers, staff, expenditures) and outputs (e.g., visits, circulation,
program attendance) tend to be similar to those of libraries located in much larger cities.

Clearly, the library offers programs and services beyond the level that would ordinarily be expected
in a community the size of Waupaca. One factor contributing to the size of the library’s service
measures is its relatively large service area, i.e., the City of Waupaca and the surrounding towns.
However, the library also tends to have larger inputs and outputs than libraries with similar service
area populations.



It’s interesting to note that libraries with similar annual operating expenditures were located in
municipalities that typically have an equalized assessed valuation nearly five time that of Waupaca’s.
This disparity may be due in part to Waupaca’s large non-resident service area. In fact, 66.5% of the
library’s use in 2007 was by non-residents, and only 33.5% of use was by City of Waupaca residents.
However, the City contributed 58% of the library’s total income. This points out a serious inequity in
library funding, i.e., City residents subsidize library use by non-residents.

Wisconsin Public Library Standards (Appendix C)

The Waupaca library meets or exceeds all recommended quantitative service targets. When
comparing the library’s service levels to state standards based on municipal population, the library
achieves the rank of “Excellent” in all categories, except for hours. Based on service population, the
library’s service targets, except hours, rank “Moderate, “Enhanced, or “Excellent.” While the
library’s winter hours meet the “Enhanced” service level, summer hours only achieve the “Basic”
level of service.

Also included in the Wisconsin Public Library Standards are checklists of recommended minimum
standards. Each item in a checklist is presented as a simple statement; either a library meets the
recommendation or it does not. The Planning Committee was able to answer “yes” to the vast
majority of the questions in the checklists. There were a few exceptions, primarily regarding
accessibility of the facility and accessibility of various library programs and services.

Space Needs (Appendix D)

The Committee did not attempt to project future space needs. Rather, the Committee looked at
how well the current facility measures up to the recommended size for a facility providing the level
of services offered by the Waupaca library. The current library facility contains 24,000 square feet of
space. According to state standards, the library should be over 27,000 square feet to adequately
provide the services that the library now offers.

Progress Meeting Goals and Objectives

The Planning Committee reviewed a list of all of the annual objectives contained in the library’s plan
between 2004 and 2008. The library was successful in achieving many of its objectives, but a
number of them continue to be ongoing. The Committee determined which objectives should be
considered for inclusion in the 2009-2014 Plan.

Staff Survey (Appendix E)

A staff survey was conducted in order to solicit opinions regarding the state of the library and
employee satisfaction. Responses to the survey remained anonymous to encourage staff to respond
to questions as openly and honestly as possible.

Generally, the staff believes that the library is a safe and supportive environment that is a good place
to work. Staff believes that they are provided with the tools and training they need to do their jobs
effectively, and they generally believe that their ideas are heard and supported.



While a few individuals believe that they don’t receive sufficient administrative support, that the
board isn’t in-touch, that they aren’t paid enough, or that their co-workers don’t work as hard as
they do, the range of responses was typical for any organization with more than a handful of
employees. Of more concern were the responses that communication within the library isn’t always
effective and that many employees don’t believe City officials adequately appreciate and support
the library. Not surprisingly, two-thirds of the employees do not believe that the library has
adequate patron parking.

Library staff finds helping library users and working with their colleagues to be the most satisfying
aspects of their jobs. Staff responses to questions about frustrations, challenges, improvements, job
enjoyment, patron complaints, supervision, and training were varied, and have been considered by
the Planning Committee in developing goals and objectives for the Plan. It is important to note that
staff ideas for improving productivity and customer service centered on staffing and workflow
issues, particularly in the area circulation.

Program Cost Analysis

The library is known for the significant number of programs that it offers to persons of all ages. Staff
collected data and presented to the Committee an analysis of the costs of sixteen (16) different
library programs. While the cost per attendee varied from program to program, the average cost
per attendee seemed quite reasonable at approximately $1.18 per person. The Committee agreed
that the programs are a valuable service and a worthwhile investment, but it was also agreed that
programs with lower results and correspondingly higher unit costs (e.g., Kids Only Book Club, Teen
Book Discussion) should be reevaluated.

Analysis of Community Needs (Appendix F)

On October 15, 2008 a focus group session was held with 19 people representing organizations that
work with a good cross-section of the community. The session, which was facilitated by Connie
Abert of UW-Extension, was very successful at identifying significant issues facing the community.

Based on their experience and expertise, attendees at the focus group session compiled the
following information:

e The most significant challenges facing the community in the next five years.
o The most significant challenges facing the people served by their agencies.
e The community needs that are most important for the library to address?

It is not surprising that these organization representatives were able to identify a wide array of
economic and social challenges facing the community and its residents. The current national and
global economic crisis also presents many economic challenges for Waupaca. Attendees have seen
declining personal income and increasing levels of poverty. Facilitating industrial and community
growth, maintaining employment stability, enabling the health of small businesses, and dealing with
increasing consumer costs, especially energy costs, are viewed as significant challenges for the
community.



The attendees also identified many social and demographic changes. Waupaca is an aging
community, and the senior population is becoming more diverse. There are an increasing number of
persons with disabilities, and many area residents have inadequate healthcare coverage. There is
growing cultural diversity, and an increasing number of persons for whom English is not their
primary language. People are also becoming increasingly isolated, and there is a lack of and need for
good public transportation.

Increasingly complex family issues also challenge the community’s residents. There is a need for
more and affordable child care. Increased services for children and teens are needed. Alcohol and
drug abuse are increasing problems. There is a decline in reading and financial literacy. There are
insufficient mental health resources, and there also appears to be a decline in civility and respect for
formal authority.

As a result there are an increasing number of people who are not engaged nor integrated into the
life of the community. In fact, there seems to be a decline in general living skills. An increasing
number of people don’t possess some of the basic skills (e.g., preparing a meal, banking, completing
forms) necessary to live a healthy life or function successfully in society. Unfortunately, there is also
a lack of public services and resources to adequately help all of the individuals who are facing the
many challenges identified by the group.

Focus group attendees did agree that the library could help in several different ways. First, the
library can be a resource for the organizations and agencies that are dealing directly with these
issues. The library already has materials and offers programs that could be of value to organization
staff, members, or clientele. Second, the library could offer programs and services directly to the
people in the community who are facing challenges. Adult literacy was identified as a major area
where the library could help, but a number of other areas were also suggested, e.g., job skills, life
skills, tutoring, library skills, post-graduation planning, home delivery. Finally, having an open and
accessible facility as a community gathering place also contributes to addressing challenges. The
availability of meeting room space and public Internet computers were identified as especially
important contributions.

Clearly, the Waupaca community faces significant challenges, but they are not unlike those faced by
many other communities. However, the Waupaca area is very fortunate to have a strong public
library that may be able to leverage its resources to assist area governments, organizations, and
agencies successfully address these challenges.

Statement of Library Values

As a result of evaluating the library’s current services and programs, conducting a community
analysis, and reviewing the current values statement the Planning Committee recommends the
following Statement of Library Values for approval by the Library Board. The recommended values
statement is very similar to the statement originally adopted in 2003 and is intended to guide the
development of library planning and decision-making by the board and the staff for the next five
years.

o The library’s primary function is to be a community learning center for the Waupaca area. It



needs to continue to provide a variety of resources, programming, meeting space, and exhibits.

o The positive perception that the community currently has of the library can best be maintained
by providing a high level of service to patrons.

e The library will focus on optimizing the space it now has rather than seeking to expand in the
near future.

e The library will actively promote broader awareness of the services that it offers.

e The library needs to make the availability of current technology an ongoing priority in order to
serve the public’s needs effectively, to bridge the digital divide, and to help the staff work
smarter.

e The library will maintain its collection at approximately the same size, but keep it current and
attractive by weeding old materials and adding new ones.

e The library will continue its strong programming for children, teens, and adults.

o The library will make a special effort to collaborate with community organizations to address
literacy needs.

e The library will be supported equitably by those who use it.

e The library is a safe environment for patrons and staff.

e The library enhances the quality of life and contributes to the economic viability of the
community.

Development of Service Plan

It is evident from the evaluation of current programs and services that the Waupaca Area Public
Library is providing exceptional library services to the greater Waupaca community. The library
provides an exceptionally high level of programs and services, and the public is extremely satisfied
with those programs and services. The use of the library and it services continues to grow, and, at
the same time, many library users would like to see service levels increased.

It is also clear that the community faces significant social and economic challenges. Economic
challenges are likely to limit the library’s ability to provide any new services in the future. Itis also
likely that limited resources will require the library to operate as efficiently as possible in order to
keep pace with the increasing demand for current services. The library certainly cannot address all
of the community’s challenges, and it’s unlikely that it will be in a position to “take the lead” in
addressing any particular challenge. However, the library is a strategic asset for the community, and
it can collaborate with community organizations to address community concerns by making its
resources available to the organizations. Collaborative efforts built upon the library’s strengths can
go a long way toward dealing with the challenges facing the community.

The recommended Mission Statement, Goals, and Objectives contained in this plan have been
developed in the context of the library’s strong service program and its role in the community.
Mission Statement

The Waupaca Area Public Library is committed to being an educational and cultural center for the

community, providing resources, programs, and services for all area children, teens, and adults that
will enrich their lives.



Goals and Objectives

Goal A: The Library will serve as a resource to assist in meeting the literacy needs of the community.

10.
11.

Make available and market library materials and services to English as a Second Language (ESL)
patrons. (2009-2014)

Work with the Fox Valley Literacy Coalition to assist in gaining a greater presence in Waupaca.
(2009-2014)

Plan programs with diverse interests and literacy needs in mind. (2009-2014)

Apply for LSTA (Library System and Technology Act) and other grants to promote literacy.
(2009-2014)

Bring in a Library System consultant to help create a welcoming environment for those with
limited literacy. (2009)

Teen and Children’s Staff take part in the State Adolescent Literacy initiative. (2009)

Seek input from patrons to maintain a collection that meets a broad range of interest and need.
(2009-2014)

Weed, collect, re-catalog and market Literacy Collection for relevancy and accessibility. (2010)
Staff offers computer literacy classes (2010)

Continue working to create a welcoming environment for those with limited literacy. (2010)
Organize a focus group to evaluate efforts to create a welcoming environment for those with
limited literacy. (2010)

Goal B: The Library will stay current with developments in technology and use that knowledge to
enhance programs and services.

10.

Continue to participate in OWLSnet and other technological services provided by OWLS. (2009-
2014)

Provide and promote computer training for patrons, as well as individual help when requested.
(2009-2014)

Investigate new technologies (self check, RFID, etc.) that could streamline circulation processes.
(2011-2014)

Explore, and implement when feasible, Web 2.0 technologies that are likely to improve service
to patrons. (2009-2014)

Apply for grants to bolster technology budget. (2009-2014)

Provide training for staff to improve their technology competencies. (2009-2014)

Implement new technology to enhance website and train staff to use it to promote library
programs and services. (2009)

Develop and adopt a computer replacement policy, and begin replacing aging computers in
accordance with the policy. (2009)

Budget or fundraise to implement new hearing assistance technology throughout the building.
(2010)

Explore the feasibility of digitizing the library’s microfilm collection. (2011)

Goal C: The Library will build partnerships with area agencies and organizations to benefit the
community.

1.

Continue delivery service to the homebound. (2009-2014)



2. Continue to provide honor materials, including audio books, to area nursing homes. (2009-
2014)

3. Actively seek partnerships with area organizations, businesses and rural municipalities to
support the library’s service to the community. (2009-2014)

4. Participate in community events as feasible. (2009-2014)

Maintain and improve relationships with area educators. (2009-2014)

6. Identify and meet with representatives of organizations that serve disabled patrons to
determine their library needs. (2010)

g

Goal D: The Library will create a broader awareness of its programs, services, and resources.

1. Work with a Library System consultant to assess and make recommendations about
accessibility and signage, and develop a plan to implement appropriate recommendations.
(2009)

2. Add slat wall to shelving ends for display. (2009-2010)

3. Train staff in customer service principles and provide scripts for promoting services and
resources. (2009-2014)

4. Write a monthly article for the newspaper to promote new materials, answer reference
questions, and provide other information about the library. (2009-2014)

5. Make regular radio appearances to promote the library’s activities. (2009-2014)

6. Promote reading and library materials with regular book talks for all ages. (2009-2014)

7. Update library promotional materials through the Chamber of Commerce Visitor information
Center and library kiosks at the Waupaca Woods Mall, as needed. (2009-2014)

8. Make local agency representatives aware of library resources. (2009-2014)

9. Evaluate current public relations activities and develop a public relations plan to brand the
library and deliver a consistent message to the public. (2010)

Goal E: The Library will be sensitive to staff and patron needs in administering a safe, cost effective,
and efficient library.

1. Work with staff and a Library System consultant to evaluate work flow and make changes for
improvement. (2009)

2. Recruit, train, and use volunteers to assist in providing library services, and regularly recognize
volunteers for their contributions. (2009-2014)

3. Continue to provide staff development and training. (2009-2014)

4. Maximize space by conducting collection development activities. (2009-2014)

5. Build advocacy with Waupaca County Board, City Council, OWLS and other Waupaca County
libraries to achieve equitable funding for providing countywide library service. (2009-2014)

6. Library staff will regularly attend meetings of the Friends of the Waupaca Library and the
Waupaca Library Foundation. (2009-2014)

7. Advocate for changes in the public library records statute that would allow the use of a
collection agency. (2009-2014)

8. Annually review Library Board Bylaws and Code of Ethics with the Library Board and staff.
(2009-2014)

9. Annually review the confidentiality policy with all library staff and volunteers. (2009-2014)

10. Improve communication with staff through regular meetings, use of technology (blogs, email,
etc) and face-to-face interaction. (2009-2014)



11.
12.

13.

14.

Investigate replacement of library flooring and wall covering (paint). (2010)

Work with the City to address parking issues (2010) and exterior signage. (2011)
(Main/Jefferson Streets & Main/Fulton Streets)

Investigate the need and feasibility for additional electrical outlets (2010) and budget
accordingly. (2011)

Work with the City to assess lighting and HVAC throughout the building and make
recommendations for improvements. (2011)

Goal F: The Library will continually evaluate and revise the library’s plan of service in order to meet
needs and challenges as they arise.

1.
2.

Annually review, revise and report progress on objectives for Board approval. (2009-2014)
Engage in a new planning process that will yield new goals and objectives for the library’s 2015-
2020 plan. (2014)



Appendix A
Public Survey Results

As part of the planning process, the Planning Committee solicited input from the general public via an
online and in-house survey. The survey was conducted from July 28, 2008 through August 25, 2008.
There were 125 respondents to the survey, and 120 of the respondents completed the entire survey.

The results of the survey are presented below.

When you visit the library are you able to find what you're looking for?
Answer Options Response Percent Response Count
Always 37.1% 46
Frequently 54.0% 67
Sometimes 8.9% 11
Seldom 0.0% 0
Never 0.0% 0
answered question 124
skipped question 1
How satisfied are you with the overall services of the library?
Answer Options Response Percent Response Count
Extremely 61.6% 77
Very 37.6% 47
Somewhat 0.8% 1
Not Very 0.0% 0
Not At All 0.0% 0
answered question 125
skipped question 0
How helpful is our staff?
Answer Options | Response Percent | Response Count
Extremely 64.2% 79
Very 32.5% 40
Somewhat 3.3% 4
Not Very 0.0% 0
Not At All 0.0% 0
answered question 123
skipped question 2

10



Please rate your satisfaction with each of the following services provided by the library.

Very Dis- Very Dis- Don't Rating Response
Answer Options Satisfied Satisfied satisfied satisfied Know Average Count
Collections (books,
magazines, audio,
DVDs, etc.) 64 56 1 0 2 1.48 123
Reference Service 51 43 2 0 26 1.49 122
Hours Open 47 61 10 2 0 1.73 120
Interlibrary Loan 92 15 0 0 11 1.14 118
Public Computers 47 28 4 2 37 1.52 118
Wireless Internet 37 14 3 0 62 1.37 116
Children's
Programs 53 16 1 0 43 1.26 113
Adult Programs 38 26 1 0 52 1.43 117
Online Resources
(website, InfoSoup,
databases, etc.) 72 30 2 0 12 1.33 116
Comments 50
answered question 124
skipped question 1

Comments:

e The majority of WPL staff members are great yet there are a couple employees who seem to be

slightly less gregarious and extroverted than such positions warrant. Perhaps emphasizing the
importance of outgoing personalities at the onset of all employment relationships and ongoing
measurement and training and/or correction is worth touching on.

love going to the library. The staff are always very friendly and helpful. We have been able to find
everything that we need or desire.

EXCELLENT! The Waupaca area is fortunate to have such a wonderful resource as our library. The
staff is the best.

The staff is very helpful - and | use the online resources frequently and am almost always able to
find what | need through that if it's not here.

THE CHILDREN'S AREA STAFF IS EXTREMELY FRIENDLY AND HELPFUL WERE AS UPSTAIRS THE STAFF
CAN BE INDIFFERENT AND NOT SPEEDY WITH SERVICE.

At times, it seems like some librarians forget that they serve customers. They get caught up in what
they're doing or in a conversation and stand there while people are waiting. Children's librarians
are very helpful at finding age-appropriate books. Adult summer library prizes are VERY female-
oriented. You should get a man to create a few of the packages to generate more interest by men
(having one package out of six filled with what a woman thinks a man should want is not much
incentive to participate). Library atmosphere is very nice, and | think the collection is very good for
the level of funding available.

As with any business, what makes people come back are the employees. Great employees = great
service and that's what people want. | am most familiar with the youth department staff. They are
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awesome! Very friendly, knowledgeable, and helpful and they take the time to get to know you. We
love our library!

We live a little closer to the Stevens Point libraries but we love Waupaca library so much we come
there most of the time!

Computer time is so limited...| realize you must try to give everyone a chance...but 1/2 hour is too
short for some chores.

We visit the library several times weekly and find it to be excellent. It's a great facility for Waupacal!
Enjoyed working with the staff in the past and | hope to return some day as the staff is always
helpful as well as friendly. It is a great place to work.

My only problem has been, reserving a book and getting something other than what | had reserved.
Then | had to go to the end of the wait list to get the book | had actually reserved.

The Library is a great resource for our community!

It is my opinion that the public computer rules should be less strict in regards to the amount of time
you are able to use them. | am aware of the current rules, and | feel that a patron should be able to
use a computer indefinitely as long as no one else is waiting.

If I can't find what I'm looking for, a staff person has always helped me find it. | rarely use the public
computers or internet service.

| am so glad they choose Peg as head of the Library

Would be nice to have NY times or Washington Post + more best sellers in books but library really a
great + serendipity to be proud of!

Wish you were open more in summer, not less!

"Wish you were open earlier and open later on Fri

Wish you had more computers"

| don't use these services (the ones not marked in number 4 above)

This is a great library in Waupaca, with a great staff.

Would like to have open longer in the Summer on Saturday, possibly more adult programs, and
more DVDs.

not able to get into my account sometimes

My only problem with the library system is its' lack of recently published financial books, etc. We
need a vehicle to express our preferences for book to be furnished. Also: how about people like
myself loaning our personal books to the library?

I am very grateful for our wonderful library and helpful library staff. Thank you for being there. |
especially appreciate your inter library loan program to be able to have access to resources not
available in Waupaca.

Hate summer hours. It would be nice if you were open a few hours on Saturday.

Would like library to be open evenings in the summer (Monday through Friday) OR to be open on
Sunday at 9 a.m. Would like library to open at 9 a.m. during winter too.

Here are found the best of public library services, | say this as having worked 32.5 years as a
librarian in a big city central library, now retired. Waupaca's Public Library does better than larger
libraries in all services. Staff members are ever helpful, and the reach for books, inside the
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collections, and shared, via interlibrary loan serve my needs 100%. | depend upon the Waupaca
Public Library, and | borrow from the collections regularly, and | so like using the collections via my
home computer to request titles, to renew titles, and to locate titles. Great strides in librarianship,
really, to do all of these essential tasks from my home computer. | am connected to the world of
information via my public library in Waupaca. Thank you!

Could open at 8:30 am?

| normally stop at the Scandinavia Library

Reg Online Resources "Ebscohost periodicals" have more back issues available for reading. Too
many are just abstracts

| would appreciate Sunday hours...Truly appreciate the evening hours for people who are not able
to go during the day (students & work schedules)

We have the best library is the state!

Waupaca has an excellent service.

Love this library! Thank you, Peg.

If there was wireless than | could bring my laptop in to use wireless.

can't always respond to emails sent from an individual at the library

"since i have dial-up, the high speed internet is a life saver

interlibrary loans also a very nice service and then they call you"

not computer literate so miss the book index file

"I would like more books that are non-fiction

| would like the option of an audio beep when I'm checking out a book I've already had."

excellent library

i wish the hours were a little earlier like 8am and that the were more computers several times |
have left without using one.

i love the library!!!

Has a parent/child program for working parents ever been considered? Perhaps early evening 4pm-
5pm time frame.

When considering a move to Waupaca, the library was one of the things that most impressed me
and weighed favorably in our decision. Your online resources are far superior to those | have seen in
other, much larger cities. We use it and visit the library every week. But we would like to see the
library open 7 days/week year round.

While are children are all grown, we've visited the children's area a number of times and found the
librarians there taking an active interest in the kids activities. 1'd sure like to see an expansion of
hours at times. The staff, overall, is nothing but wonderful

| am always treated with respect at the Waupaca Public Library. Everyone is always eager to help
me if | have any questions or if I'm not able to find something. | also happily notice that everyone
who comes to the library is treated with that same respect, no matter their age or status in the
community.

Your staff is always helpful. | have purchased cookie mixes from SLAG as gifts and that was great for
me. | do not live in Waupaca county, but am glad | can use your computers.
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e Excellent small town library--the children's and youth departments are outstanding

e Thisis such a great library for such a small community. We especially love the children's dept. The

staff is amazing!

How do you find out about the library's pro

rams and services? (Please check all that apply.)

Answer Options Response Percent Response Count

Newspaper 36.7% 44

Printed !\/Iatenals (bookmarks, brochures, 49.9% 59

flyers, signs, etc.)

Radio or Cable TV 11.7% 14

Library Staff 59.2% 71

Library Website 50.8% 61

Friends/Neighbors 30.0% 36

Other (please specify) 10.8% 13
answered question 120

skipped question 5

Other (please specify):

e whsfc group
e '"Library Ladies" @ school.
e Elementary Schools

e  WALKIN AND FROM ANOTHER LIBRARY WITH SAME SUMMER PROGRAM

e visited the library when we moved here
e Emloyment
e SLAG board in teen room

e |just ask questions and the staff is so helpful

e council meetings

e school

e email

e none, don't know

e | never seem to look at the ad email

How often do you visit the library?
Answer Options Response Percent | Response Count
Weekly 74.4% 90
Monthly 20.7% 25
Few Times a Year 5.0% 6
Once a Year or Less 0.0% 0
answered question 121
skipped question 4
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Do you attend programs at the library?
Answer Options | Response Percent | Response Count
Frequently 22.3% 27
Occasionally 42.1% 51
Rarely 24.8% 30
Never 10.7% 13
answered question 121
skipped question 4
How often do you request items from other libraries to be sent to Waupaca?
Answer Options Response Percent Response Count
Frequently 59.5% 72
Occasionally 28.1% 34
Rarely 7.4% 9
Never 5.0% 6
answered question 121
skipped question 4

Where do you use the library's online resources (website, InfoSoup, databases, etc.)?

(Please check all that apply.)

Answer Options Response Percent Response Count
I Don't Use the Library's Online Resources 10.8% 13
Home 73.3% 88
School 4.2% 5
Work 20.8% 25
Wireless Hotspot 4.2% 5
In the Library 55.8% 67
Other (please specify) 2.5% 3
answered question 120
skipped question 5

Other (please specify):

e Love the ability to borrow books from other libraries

e Computers throughout the country
o really appreciate the literary and genealogy resources - wish ancestry was available from home

If there is one thing that you could change about the library, what would it be?

Answer Options

Response Count

70

answered question

70

skipped question

55
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Response Text:

e Make all necessary modifications to the online ordering system so that users ALWAYS receive
notifications about materials ordered from other library collections. (I get e-mails only about 50% of
the time and as a result now just check the front desk periodically)

e Longer hours on the week ends

e More week-end hours

e The Poetry section needs some new titles.

e Finding a parking space can be difficult on occasion. This is not a problem for me personally as |
don't mind parking and walking. However; perhaps a few handicapped/spaces for elderly could be
designated.

e Open later Friday night. Closed on Sunday

e ??? Nothing that | can think of.

e Afew more new books... but | wouldn't want to cut a lot of other services to accomplish this,
considering the number of books available interlibrary.

e Have a one-day grace period on overdue movies and three days on books.

e (Can’t' think of anything right now.

e Move it closer to me :)

e | really have no thoughts on this as | am very happy with everything the way it is.

e | would like the ability to suggest books for purchase.

e More computers

e nothing

e | would subscribe to MacWorld and MacLife.

e Nope!

e phones would be allowed in the teen area

e longer hours and something like skateboarding for kids!

e |have noidea.

e Open later on Fridays

e DVDs play better

e Be open later on Friday and Saturday

e Attention to NYT best sellers in fiction

e Nothing

e QOpen earlier in the morning and later of Fri

e "AREAL (underlined) book exchange.

e Atoy exchange.

e A drop-off for book recycling."

e Nothing

e Open later on week nights.

e Better selection of true crime books.

e Later hours Saturday in summer
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More kids/youth contests & events

seems to have limited numbers on available DVD’s

We need a place on InfoSoup to list books we believe the library should purchase.

Be open longer on the weekend during the school year.

Longer hours on Saturday during the summer.

If you are having an exhibit, advertise exact days/hours it will be open. When I've called, I'm told it
is dependent on a docent/monitor being available. How can the public know when to come and be
assured the exhibit will be open? | understand the need to have security on the exhibits.

advertise programs on city TV

Open Sunday mornings at 9 a.m. With the high cost of fuel, | make only two trips to town each
week, one of them being Sunday morning for church.

longer hours on Saturday afternoon

open earlier

"It would be to change what may be architecturally, as the building is constructed, not possible: that
is to unite the exhibition space, young adult and adults services & programs together on the lower
level. The building is not designed to unite these services on one level. | would locate them all on
the lower level, and on the first floor, there would be services to children, and circulation. Adult
reference would be on the lower level. There is an elevator to the lower level.

Adult services, young adult services, exhibition space and public programming targeted to adults
belong together on one level."

Would like it if you could check out DVD's (movies) for longer than 1 week.

Open earlier

More recent knitting/crocheting patterns (quick & easy)

A more direct accessibility to the state's resources. Some sort of hearing device for communicating
with the hearing impaired

More money for your budget

Specialized sections for specific age groups — Sr. Citizens etc.

i don't know what it would be

Nice reading room

More videos

More hours, available wireless

"open a little earlier- 8:30?

Sundays year round"

well run

would like to have a way to find older books- written in an era when sex and violence were alluded
to only- right now I look for old covers

more parking but realize this is almost impossible

Sunday hours

more hours or just reopen on Sunday

nothing that i can think of
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It would be closer to my house.

Have the books we check out for book clubs be due after our meetings. Twice | have had to pay
fines because the books were due before the meeting and | was not able to renew then because of
"holds".

the hours

Umm...nothing. i guess.

I'd like to see a toddler-friendly area; something more than just toys in the corner.

Open 7 days/week year round.

My wish list would include more computers for the public, more money to purchase additional
books and items for the community to check out, and an additional employee or two. When | am at
the library the staff is always so busy, | never see the staff just doing nothing...it seems like they are
never able to get caught up.

none

"open earlier in the morning - 8:00

Sat and Sun year round"

Open Sundays longer

| think d-skins on DVD/ CDs are very ineffective- maybe they are obsolete now? not sure we've had
many problems using them and keeping them in one piece. Not crazy about a fine attached either.

Please tell us any other comments you would like to make about the library or about its

staff, services, or programs?

Answer Options

Response Count

60

answered question

60

skipped question

65

Response Text:

e see previous narrative about WPL staff

e if you want a book to read or the hottest album they have it

e Qverall, | think the Waupaca Library is the BEST small-town library | have ever visited!! I'm proud to

be able to enjoy its services and resources -- and the staff is great, too.

e "The library book drop box was a good addition.

e Thank you!"

e |am so glad you have winter Sunday hours.

e Again, the staff is wonderful - everyone is very kind and helpful.

e | am extremely impressed with the children's department. The selection, services, and programs

are excellent, and the staff is very helpful and fun. Keep up the good work!

e We are so thankful that a small town like Waupaca has such a super library! We love the summer

reading program. The scavenger hunt around Waupaca last year was memorable.

e Wonderful staff and programs!!!
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| think everyone is very pleasant and helpful. The services/programs that our family has
participated in have been wonderful...our only problem is the time factor (our time factor).
Thank you for providing our community with this valuable resource.

| love it when people are patient with me....many have so much more computer experience than
me, and when | don't feel rushed or stupid, | can leave with a smile on my face.

It is a quiet environment to bring the youth to as well as it is a safe place for everyone to visit
Children' s staff particularly welcoming and helpful

terrific staff

The library is wonderful and | would say it is the staff that makes it so great, the services and
programs are enhanced by the great staff.

The Waupaca Library is one of the best things we found when we moved to Waupaca.

All the staff is very friendly and helpful

Very friendly, courteous staff. We usually only use the Children's floor currently.

very nice

Absolutely love the service of checking out things form other Libraries.

The library is a very important part of our lives and the staff downstairs (where we freq are) are
fabulous!!

you guys are great to me Hope

"Some staff look shabby

More chairs at programs for adults to sit, even at children's programs."

Fantastic help and support. Great interlibrary loan system!

We Love the staff in the children's area!

Very helpful (staff)

Great staff, great facility. | always feel welcome!

Would like more adult activities and more interactive things like writing photo competitions, etc.
staff is very friendly and willing to help in finding materials

| think the reward system for children who read library books is just great.

KEEP UP THE GOOD WORK Thanks for being available to and for the Public

Like your open borrowing policy allowing others not just Waupaca Co. residents to obtain library
cards and use your resources. It is a very attractive facility, good collection, and has a wonderful
youth program/area.

the children's/young adult staff is very helpful and explains their programs to my son quite well

| am very satisfied with the Waupaca Public Library's staff, collections, & programs. Thank you.

| think its the BEST library. Like the mix of items you have. Love that you have some Christian items
& wonderful homeschool items. The staff is terrific - not all libraries have the friendly staff that you
do. THANK YOU FOR EVERYTHING!

The Waupaca library offers many services to the community and the staff are extremely friendly,
enthusiastic and helpful.

Our Waupaca Library is a source of pride to me. It is truly a community asset via staff, collections &
technology.

19



Excellent staff - just need additional help at times

Love it!

Excellent staff & services

Thank you

| love your library!!!l | wish my hometown had one like yours.

a wonderful staff and facilities

well run

helpful and friendly except for one

better than our library back home

staff are extremely competent

You do a great job!

| just need to make better use of our library and make it a weekly visit and learn of all your
resources.

| wish on the catalog computers | could use the computer to add/delete music from mp3 player
once again, i love the library!

Staff is always friendly and helpful. I love interlibrary loan!

It is a beautiful, comfortable facility with friendly staff... a great asset to the city of Waupaca.
Moving here from the Chicago area a number of years ago, we were (and still are)very impressed
and delighted with the services provided. What a great asset to the community. | think a lot of
people don't realize what they have here.

| have had very good experiences overall and there isn't anything right now that is a high need for
change. | love the interlibrary loan and hope this is able to continue. My kids enjoy the reading
programs and | have really enjoyed the special programs that you had for the summer (play, new
Z00, science guy).

| like that the library provides activities and services to all ages of the community.

staff is very helpful

excellent children's staff

I am so thankful for the staff in the children's dept. Sue, Jan and Paula are just _so_ exceptional.
They make us feel good every time we come and are so supportive of the kids. Bravo to them!

Please give us an indication of your general age?
Answer Options | Response Percent | Response Count
Child (0-12) 1.7% 2
Teen (13-19) 5.0% 6
Adult (20-35) 19.3% 23
Adult (36-64) 48.7% 58
Senior (65+) 25.2% 30
answered question 119
skipped question 6
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Please tell us where you live.

Answer Options

Response Percent

Response Count

City of Waupaca 35.8% 43
Another City or Village in Waupaca County 15.8% 19
Rural Waupaca County 28.3% 34
Another Wisconsin County 16.7% 20
Out of State 3.3% 4
answered question 120
skipped question 5
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Statistical Data ¢ Programs and Services

Appendix B

Waupaca Service Date 20037 2007

Service Measure 2003 2004 2005 2006 2007
Books & Serial Vols. Owned 61,264 62,296 64,360 64,850 68,556
Audio Materials 3,250 3,476 3,672 3,904 4,389
Video Materials 6,278 6,301 6,875 6,662 7,163
Electronic Books - 9,887 10,482 13,396 13,605
Electronic Audio Materials - - - 1,268 2,163
Subscriptions 175 237 225 214 214
Circulation 257,752 262,072 265,009 265,175 287,309
ILL Items Loans 20,583 25,726 30,821 39,079 47,104
ILL ltems Received 21,730 26,310 26,801 31,821 40,718
Reference Transactions 52,434 54,411 53,571 54,092 16,196
Library Visits 180,071 188,997 191,469 182,034 186,251
Programs 478 456 365 437 493
Program Attendance 11,690 12,206 24,251 15,847 21,220
Public Use Computers 18 18 20 25 25
Comparison with Peer Libraries

Municipal Service Municipal Square

Service Measure Waupaca Population | Population EAV Footage
N=19 N=21 N=8 N=22

Municipal Population 5,895 5,619 10,241 6,119 15,140
Service Population 19,251 9,447 19,034 9,435 20,759
Municipal EAV $313,996,400 $473,145,445 | $613,613,714 | $311,736,231 $1,142,683,368
Square Footage 24,000 9,512 16,331 10,151 24,390
Hours Open (Annual) 3,153 2,794 3,096 3,143 3,342
Library Visits 182,034 64,312 145,841 75,228 152,684
Circulation 265,175 108,036 208,013 102,289 246,867
Program Attendance 15,847 3,554 5,787 4,851 6,483
Public Computers 25 11 19 12 21
Materials Owned 75,416 45,805 71,274 47,467 91,573
Staff FTEs 15.33 5.29 9.46 5.69 11.40
Operating Expenditures $777,251 $315,051 $594,920 $337,980 $700,735
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Comparison with Peer Libraries

Hours Open Library Visits Circulation Program
Service Measure Waupaca e N=19 N=15 Attendance
N=33 _
N=17
Municipal 5,895 16,718 18,036 17,235 35,534
Population
Service Population 19,251 23,470 25,387 22,812 50,695
Municipal EAV $313,996,400 | $1,175,052,705 | $1,395,368,029 | $1,469,012,750 | $2,252,021,415
Square Footage 24,000 22,001 25,080 17,678 43,028
Hours Open 3,153 3,146 3,493 3,680 3,946
(Annual)
Library Visits 182,034 196,172 178,348 155,618 265,128
Circulation 265,175 282,315 302,323 266,086 541,403
Program 15,847 6,935 7,110 7,472 14,908
Attendance
Public Computers 25 19 25 19 35
Materials Owned 75,416 96,188 92,031 85,217 170,435
Staff FTEs 15.33 12.89 12.80 11.42 24.95
Operating
Expenditures $777,251 $821,533 $802,680 $689,290 $1,730,005
Comparison with Peer Libraries
Materials Staff FTEs Operating
Service Measure Waupaca Owned N=15 | Expenditures
N=22 N=18
Municipal Population 5,895 11,222 23,217 20,280
Service Population 19,251 16,349 29,801 25,322
Municipal EAV $313,996,400 | $896,121,836 | $2,225,254,913 | $1,516,690,344
Square Footage 24,000 17,866 29,210 21,952
Hours Open (Annual) 3,153 3,117 3,524 3,887
Library Visits 182,034 158,325 178,041 169,605
Circulation 265,175 223,533 327,025 292,639
Program Attendance 15,847 6,533 9,372 6,741
Public Computers 25 18 26 23
Materials Owned 75,416 73,748 114,414 105,989
Staff FTEs 15.33 9.67 15.12 12.70
Operating Expenditures $777,251 $589,108 $948,355 $780,753
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Appendix C

Service Targets for Waupaca Area Public Library
Based on Municipal Population

The service targets listed below are based on quantitative standards included in the Wisconsin Public
Library Standards. Reported for each standard is the effort required to achieve basic, moderate,
enhanced, or excellent levels of service in a library with a municipal population of 6,033 people.

Basic Moderate Enhanced Excellent
Level Level Level Level

| Staff FTE* 4.83 5.43 6.64 8.45

| Volumes Held (Print)* 33,785 36,801 41,628 54,900

| Periodical Titles Received* 99 108 123 149

| Audio Recordings Held 1,448 1,931 2,413 3,077

| Video Recordings Held 1,870 2,474 2,896 4,826

| Hours Open per Week* 56 59 61 64

| Materials Expenditures* $35,233 $43,196 $48,566 $62,502

| Collection Size (Print, Audio & Video) 38,008 41,024 47,057 62,140

*Minimum standard applies regardless of size.

In addition, the following standards apply regardless of community size:

1. A certified library director is paid to perform board-designated duties for no fewer than 25 hours

per week.

2. The library supports the library director's continuing education for at least 20 contact hours per

year.

3. Minimum year 2005 total operating budget is $60,000 (see standards document for more

information).
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Service Targets for Waupaca Area Public Library
Based on Service Population

The service targets listed below are based on quantitative standards included in the Wisconsin Public
Library Standards. Reported for each standard is the effort required to achieve basic, moderate,
enhanced, or excellent levels of service in a library with a service population of 18,009 people.

Basic Moderate Enhanced Excellent
Level Level Level Level

| Staff FTE* 7.20 9.00 10.81 12.61

| Volumes Held (Print)* 52,226 61,231 72,036 90,045

| Periodical Titles Received* 148 175 209 238

| Audio Recordings Held 2,341 2,881 4,142 5,763

| Video Recordings Held 3,242 3,962 5,043 6,303

| Hours Open per Week* 56 59 62 65

| Materials Expenditures* $64,832 $81,041 $90,945 $111,836

| Collection Size (Print, Audio & Video) 59,430 68,434 81,041 99,050

*Minimum standard applies regardless of size.

In addition, the following standards apply regardless of community size:

1. A certified library director is paid to perform board-designated duties for no fewer than 25 hours

per week.

2. The library supports the library director's continuing education for at least 20 contact hours per

year.

3. Minimum year 2005 total operating budget is $60,000 (see standards document for more

information).
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Waupaca Area Public Library
2007 Service Levels Compared to State Standards

Wisconsin Public Library Standard

Municipal Population

Service Population

Staff FTE

Volumes Held (Print)
Periodical Titles Received
Audio Recordings Held
Video Recordings Held
Hours Open per Week
Materials Expenditures

Collection Size (Print, Audio & Video)

Excellent
Excellent
Excellent
Excellent

Excellent

Winter i Enhanced
Summer i Basic

Excellent

Excellent

Excellent
Moderate
Enhanced
Enhanced

Excellent

Winter i Enhanced
Summer i Basic

Moderate

Moderate
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Appendix D
Space Needs Summary

The Committee looked at how well the current facility measures up to the recommended size for a
facility providing the level of services offered by the Waupaca library. The current library facility
contains 24,000 square feet of space. According to state standards, the library should be over 27,000
square feet to adequately provide the services that the library now offers.

DESIGN POPULATION - Library service parameters outlined here are designed to
support a future population of 18,009
Sq.ft. Pct of

COLLECTION SPACE needed total

Capacity: 68,000 books 6,800 24.53%

Capacity: 214 periodical titles (current displ) 214 0.77%

Capacity: 214 periodical titles (back issues) 321 1.16%

Capacity: 11,939 nonprint titles 1,194 4.31%

Capacity: 26 computer work stations 1,300 4.69%

TOTAL COLLECTION SPACE >>> 9,829 35.46%

READER SEATING SPACE

Capacity: 127 seats >>>>>>>> 3,810 13.74%
STAFF WORK SPACE

Capacity: 26 work stations >>>>> 3,250 11.72%
MEETING ROOM SPACE

Capacity: 100 seats in meeting / progr rm 1 1,100 3.97%

Capacity: 12 seats in meeting / progr rm 2 220 0.79%

Capacity: 12 seats in conf/ board room 300 1.08%

Capacity: 30 seats in storytime room 500 1.80%

Capacity: - seats in comp training lab - 0.00%

TOTAL MEETING ROOM SPACE > > 2,120 7.65%

SPECIAL USE SPACE

Capacity:  Minimum allocation >>>>>> 3,168 11.43%
NONASSIGNABLE SPACE

Capacity:  Minimum allocation >>>>>> 5,544 20.00%
GROSS AREANEEDED >>>>>>>>>>> 27,721 100.00%
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Appendix E
Waupaca Area Public Library Planning Process

Staff Survey Results

As part of the planning process, the Planning Committee solicited input from the library staff. Only a
compilation of the responses has been presented to the Planning Committee. Individual questionnaires were
compiled by Rick Krumwiede and then destroyed to protect the anonymity of respondents.

1. Please indicate your level of agreement with each statement below.

Strongly Somewhat Strongly Rating
Disagree | Disagree Neutral Agree Agree Average @ Count

1. The library building is well

maintained. 0.0% (0) = 0.0% (0) | 19.0% (4) 38.1% (8) | 42.9% (9) 4.24 21
2. The library has adequate parking

for patrons. 52.4% (11) 14.3% (3) | 14.3% (3) | 14.3% (3)  4.8% (1) 2.05 21
3.|The library is a safe place to work

and visit. 0.0% (0) = 0.0% (0) | 4.8% (1) 52.4%(11)| 42.9% (9) 4.38 21
4. Everyone in my section works

hard to provide the best possible

library senvice to patrons. 0.0% (0)  23.8% (5) | 4.8% (1)  33.3% (7) | 38.1%(8) 3.86 21
5. The whole library staff works hard

to provide the best possible library

senice to patrons. 0.0% (0) | 0.0% (0) | 14.3% (3) 66.7% (14)| 19.0% (4) 4.05 21
6. |Library employees are fairly

compensated for their work. 0.0% (0) | 23.8% (5) 23.8% (5)  38.1%(8) 14.3% (3) 3.43 21
7. Library employees communicate

effectively with each other. 0.0% (0) | 25.0% (5) | 30.0% (6) 30.0% (6) | 15.0% (3)  3.35 20
8.|The library is administered

efficiently and effectively. 0.0% (0) | 4.8% (1)  28.6% (6) 28.6% (6) 38.1% (8) 4 21
9. The library board is in touch with

what goes on at the library. 0.0% (0) | 15.0% (3)  45.0% (9)  20.0% (4) 20.0% (4) 3.45 20

10. The library administration is
supportive of library employees. 0.0% (0) | 14.3% (3)  9.5% (2) 28.6% (6) 47.6% (10) 4.1 21

11. | have received the tools and
training needed to do a good job. 0.0% (0) | 0.0% (0) | 9.5% (2)  38.1% (8) |52.4% (11) 4.43 21

12.|City of Waupaca officials
appreciate and support the library. | 4.8% (1) | 33.3% (7) | 28.6% (6)  28.6% (6) 4.8% (1) 2.95 21

13. ' When | have an idea, | can talk to
someone and be heard. 4.8% (1)  0.0% (0) | 9.5% (2)  33.3% (7) |52.4% (11) 4.29 21

The library is a good place to
14. work. 0.0% (0) | 0.0% (0)  9.5% (2)  19.0% (4) 71.4%(15)| 4.62 21

answered question, 21

skipped question 0
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In this section, please respond to each question with a word, a phrase, a sentence or several
sentences. Please be assured that your answers will remain confidential.

1. What do you find most satisfying about working at the library? (N=21)

Being able to help patrons find library materials

Helping patrons

Helping patrons

Helping patrons find answers to their questions, and making their day by finding them just what
they were looking for.

Helping patrons find specific items

Helping people

Helping people; relieving people of stress

| enjoy serving people

| like when | know I've helped someone find what they are looking for or answered their inquiries

| love connecting patrons to books they will enjoy

It’s fun to work with the kids who come here

It's a relaxing atmosphere, people friendly place

Our available selection for patrons

Serving the patrons, the majority are pleasant to work with.

Supportive staff, beautiful building, grateful patrons

The ability to interact with literate persons & take pride in my work

The availability of extensive resources in a light and pleasant atmosphere with friendly helpful staff
members

The fact that | can help the public find what they want/need.

The friendly atmosphere and staff

The patrons

The people, co-workers and patrons

2. What do you find most frustrating about working at the library? (N=20)

Angry patrons who swear they returned material, but for some reason it's not checked-in or on our
shelf

Budget cuts

Communication isn't always clear

Compensation

Co-workers who don't pay attention to patrons and leave circ desk unattended

Dealing with problem patrons - people you just can't please no matter how hard you try.

Employees not trained properly

Employees who don't really "listen" to my needs, or lie to/treat workers inefficiently for the work
they do

Fellow employees getting all frazzled when things don't go right
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Fellow employees not dedicated to their work

Getting blamed for other workers mistakes

Heavy DVD circulation feels like Movie Gallery

Helping patrons

Inconsistency in management of policy between department heads, i.e., youth department vs.
upstairs circ

Little advocacy from other City departments

Not getting good hours

Parents who come seeking a book for their child’s assignment and offer no insight as to what the
kid likes.

Parking during programs

Paula's complaining about circulation mistakes.

People are unaware of services offered

People who don't bring their cards - saying there's a policy that you MUST bring your card but then
never enforcing it when someone gets irate.

Times of heavy patron traffic when check-ins pile up

Too cramped — not enough space at circ or in back

When communication breaks down

When fellow employees don't do their job consistently

When fellow employees don't follow correct procedures in circulation

When people pub books back on the shelf in the wrong place

What are the biggest challenges that the library has faced in the past year? (N=19)

Administrative turnover and low staff morale

Being short one full-time staff person during the hiring process for director, assistant director, and
reference librarian

Budget

Budget cuts and an increase in circulations

Change - new employees, new administration, new software, etc.

Changes in director and assistant director

Changes in full-time management positions

Changes in staff and consequently in the library as well

Changing directors, assistant director - now a new reference person

Controlling some of the teens that frequent the library

Disruptive patrons

Empty positions - Director, Assistant Director, Subs, therefore caused a lack of attention to
department needs.

Finding budget to implement improvements

For awhile | was concerned about the type of clientele the YA room was attracting, smokers, drug
users, and other less than wholesome characters, but since we cracked down on the rules and
their behavior, they’ve cleared out.
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Keeping up w/ all the tech stuff

New employees not trained well

New employees, changing administration, rising health insurance costs with imposed levy limits

New leadership

Parking

Teenagers - loitering, smoking, talking back, etc.

The changing of Directors and Assistant Directors

The young guys who work here are treated like crap unless you’re the boss’s son

With the increase in circulated materials, there has been some difficulty in controlling check-ins and
shelving

What are the biggest improvements that the library has made in the past year? (N=17)

"Lunch and Learn" and other public programs

After cutting staff hours on Monday & Tuesday nights - the staff increased hrs. in the Spring &
Summer

Availability of wireless for patrons

Changes in collection locations

Display areas: shelving, slate board, cubes, and moving sections to better lighted areas

Expansion of the loaning of materials between libraries (ILL)

Growth of InfoSoup

Improvements in communication between departments

Lydia the intern!

More attention to patron services

More on "NEW" shelf

More rules

Moved large print & books on CD to front where lighting in better

Moving collections for easier access for patrons

Moving collections to better serve patrons

New administration, additional staff meetings, blogs for communication

New computers, CPU system, telephones, technology being integrated into the library

New DVD cases

New DVD cases

Our new director

Pages helping at circulation when necessary

Promoting the library & InfoSoup

Putting suspense into fiction

Purchasing new easy locking DVD cases

The outside book drop

We have begun combining fiction and suspense.
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5. What is the most important thing the library could do to help you enjoy your job? (N=19)

Adequate staffing at the circulation desk during the busiest times

Adjust the check-in procedure by either relocating to the back room with additional staff to do it or
allowing youth and YA departments to handle their own materials

Better train circulation staff

Can’t complain now

Clear expectations and consistency between managers

Communication

Find out who doesn’t do their work and blame them

Hire more support staff — subs

| already enjoy my job

| believe we are under-staffed. Seems we are getting busier & yet with all the budget cuts we have
less employees doing more putting them under more pressure.

| have to work to keep me busy and when | run out | can either seek out more or read

| love my job

I’'m content

Install timeout software on Internet computers.

More locations for patrons to put items they do not wish to check out

More pay and less hours

More varied display cases

New reference desk/circulation desk

Not be opened on Sundays and keep Saturday's hours at 9-1.

Not show favorites to co-workers

Praise a job well done

Speak to me directly about concerns & treat myself the same as any other employee.

They have already done many things to accommodate me and all staff members. | am happy in my
job.

Timed software for computers

Training manuals for new employees, not only for circulation, but for every department

6. What is the most common complaint you hear from library patrons? (N=20)

"I returned that book, DVD, etc.," but that's not always true

"The bosses such" heard from S.L.A.G. kids

Can not find books easily

Can’t find materials

Cellphone use in the library even though we have signs up saying "please turn of cells"

Complaints about items they have returned but are still on their account. Often they are found on
the shelf.

Difficulty finding parking

Don't hear many...mostly positive!
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Fines

Having to wait to check-out

| don’t get many complaints — perhaps parking and winter walkway conditions
| frequently hear complaints about the cell phone policy

| heard that "Peg is sexist"

Iltems that are "fined" when they are on-shelf and returned

Noisy patrons and staff on occasion

Not enough Internet computers / or time limits for usage of computers.

Not enough parking

Not open enough hours

Parking

Parking - not enough

Parking; computers full

Quality of DVDs and CDs (scratches, etc.)

They can not find the item they are looking for even thought it is available.
They can't talk on their cell phones

They want to pick up hold items for family members w/o their card

Too few hours

We are noisy — but not really a complaint, more of an observation that | don’t think patrons mind

How has your direct supervisor affected your ability to do your job during the past year? (N=16)

Both my Reference/ILL supervisor and my Circulation supervisor have helped me gain extra hours
when | needed them and covered my absences when my husband was ill. They are of great
support to me.

Dominic has encouraged us to share our ideas to improve the circulation staff atmosphere.

Generally, it is a friendly place to work where respect for others is shown.

Has been accommodating and willing to help and listen to my input

Have been considerate and helpful

He's very helpful and answers all my questions & is respectful

| have benefited from easy communication and increased responsibility from my higher-ups

I work in all sections of the library, my various supervisors collaborate on new projects to be
accomplished

My direct supervisor has greatly affected my abilities, by guiding & helping me with my needs.

Not aware of what’s going on with staff or patrons

Not enough guidance

Peg has encouraged me to try new responsibilities, do more community outreach programs, and
participate in education workshops.

Really hasn't been any affects. At times, there may be some negativity or gossip on a bad day but it
doesn't affect the ability to do the job.

She encourages me & and gives me direction

She has allowed me the freedom to do a good job and been available as a sounding board
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Supervisor is very stressed out because of personal problems and she brings stress to work. At
times we are walking on eggshells.

They have done a great job overall - helpful, clear communication, understanding, accommodating

Too new to the job

Which of your job duties or tasks would benefit or improve with more training? (N=18)

Ability to put holds on requested items.

Advanced circulation jobs (replacement cards, lost items, paying for lost items)

Collection development

Communication

Helping patrons find books in the genre they're looking for

I'm still having issues with the phone, but that may be a matter of practice rather than training

None

None | can think of

Nothing

Placing holds in millennium

Processing new materials

Record keeping that | use Excel for and other software

Reference

Reference Desk coverage

Reference questions

Reference/Genealogy

The blog is helping me keep up with changes, so making sure circulation area changes make to blog
is important

Use of new equipment

What are the biggest challenges the library will face in the next five years? (N=19)

A stable increase in circulations and library usage

Budget

Budget

Budget constraints

Budget cuts

Continuing to meet patron demands for current and future technology and services
Economy

Finding space for a growing collection and adding necessary staff on strict budget restrictions
Finding space to increase the collection would be first

Growth

It’s been only two years since we got the new room, and we’re already running out of shelf space
Keeping taxpayers aware of importance and relevance of libraries

Keeping up with new media and technologies
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10.

Keeping up with technology

Keeping up with technology within the budget

Keeping up with the public's demand for more materials and more service
Make people aware that libraries are more than a place to get books & movies.
Money

More volume coming and going

Need for expansion

Need for more public computers.

New technology and formats for information

New workers

Parking

Reduced funding and higher use

Serving the increased elderly population

Space issues

Still getting used to Director change & population fluctuation

Technology
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Bigger parking lot

Computer lab

Continued use by area residents with awesome customer service

Growth

| hope that the library continues to focus on great customer service and providing current library
materials

Keep progressive and current

Keeping the library a vibrant center for local activities & services

Less internal mistakes

More employee friendly parking - instead of 2 hour parking around the block maybe 4-6 hour

More money for staff and materials

More patrons - getting different classes and ages of people coming in

New bosses

Public approval continues

Self-checkout to help with volume of patrons

Staying warm and personal with human face to face interaction

Strong responsive team

That an increasing amount of patrons realize the value of the library & the vast number of services
it offers

That it would continue to be there for the community as it is today

That the general atmosphere and level of service never decline

That we consistently provide the materials & services that our community is accustomed too

That we keep up with technology without losing the sight or purpose of a library
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To be easy & functional for the non-average patron, so they become a regular user of the library
To see the library continue to grow and change with technology and the community
To stay family friendly
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planning process? (N=12)

Can't say that | do

Drive/bike through book pickup

Enough staff and subs to cover the daily needs

| would like to express frustration with libraries that don't follow procedures outlined by OWLS

I'd like them to take the library staff into consideration. With budget cuts and economic issues, etc.,
| feel more and more pressure, and job responsibilities are being put on part-time and full-time
staff members who do not get all the same benefits that are offered. Many employees are
willing to do their part but | feel that administration takes advantage of their good employees at
times. "Not purposely, just trying to keep the machine running" and working with what they
have to work with. (Budget concerns, etc.)

Most of us do not sit and work at a computer, therefore the training that is given to us over the
computer isn't really helpful

Need help getting full county funding

No

No

No

Only being allowed to work the circulation desk limits the number of hours my stamina permits. It
discourages most from working there at all as a substitute.

The experienced library worker who retires from a permanent position and wishes to work reduced
hours is required to come back at the pay rate of and under the same restrictions as the new
hire

Work flow in technical services area

The Planning Committee is very interested in hearing your ideas about improving productivity and
customer service. Please tell us three ideas for how the library could improve productivity. (N=12)

First Idea

Another circ computer for adult department

Change the circ desk - make workspace available behind the circ desk
Checking all items for missing parts or damage upon check-in

Don’t have incoming calls come to the circulation desk first

Have a third computer at the circ desk during summer hours
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| don't think everyone can multi-task efficiently - so maybe some people can be limited to certain duties
and be more productive. | believe there's research in regards to that. We take for granted that we
are all able to multi-task.

Increase staff

Make sure each employee has clear expectations of work that needs to be done

More computers at circ desk upstairs

Not charge for replacement cards (only could get one per year), that way if they lose their card we don't
have to look them up using their Driver’s. License

One more computer at circ desk of self-checkout terminals for issuing cards and for check-in

Revamped circulation desk to make it easier for circ staff

Second Idea

Better training - with a manual they can take notes on. More time in training and more time working
with others before they are left on their own. Written procedures too. (How too's) Training goes
so quickly and there's so much to remember.

Cross train circ and teen and pages

Have different depts. check-in their own materials

Have fewer "MWDs" (Meetings Without Desicions)

Have the Children's department make out their own library cards instead of sending patrons upstairs to
circulation

Improve communications between management and circulation staff

Increase communication between departments

Increase part-time employees (too many in entry-level sub positions) - employees would then be more
vested in the library

More locations for loose items

Pages should come in earlier on some days (Monday)

People doing specific tasks, less everyone doing everything

Third Idea

Add a third circulation computer either out front for cards or in back for checkin

Allow youth department to do its own check-in so it could truly be separate from the rest of the library,
which | feel it seeks to be

Changing over labels from the old shelving system

During summer have pages come in the late morning hours, instead of waiting until late afternoon

Have a page check in the greens that come in the tubs (in back, not up front at circ)

Hold team problem solving sessions so that all staff has input in changes to be made

Lack of accountability - Society in general is lacking, and | think we need a little more accountability in
the workplace.

More days off

Reorganize or remodel back room workflow
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Use one computer for library card creation only
Use volunteers or automated phone system connected to circulation system for all patron notification

Please tell us three ideas for how the library could improve customer service. (N=15)
First Idea

Be able to have two instances of Millie open so we can switch between new cards and checkout

Be more attentive to patrons. If you are busy with a patron let someone else answer the phone when it
rings. Can backroom staff hear the circ phones? They can lookup and answer the phone if they see
patrons being attended to.

Don't have incoming calls come to the circulation desk first

Get all employees on the same page - realizing that the customers come first

Have a back-up person for if the reference desk is busy

Have the Reference/Information Desk person wear the head set for the phone while away from desk.

Hire more help so we don't feel so rushed

Hold team problem solving sessions so that all staff has input in changes to be made

| like the F.I.S.H. philosophy of setting a goal to be #1 in customer service and keeping that as your #1
priority.

Increase parking and accessibility of the building

More checkout computers

More staff training so everyone is on the same page

Offer basic computer classes to beginning Internet users on how to use a mouse, set-up an email
account, etc.

Provide additional parking

Self check

Self check-out computers

Second Idea

A person just to sit and help patrons at computers

Another computer at circ for issuing cards

Being completely present with the patron, letting go, momentarily, of other distractions

Better label various sections of the library collection

Circulation staff having the ability to leave the desk to show a patron where to find something if
reference is busy

Encourage staff to smile and be friendly

Have a designated "back-up" person named for every circulation hour

Have S.L.A.G. members volunteer to teach basic computer classes as a service project.

More circ computers and staff

More shelf reading to keep the collections in order to make it easier for patrons (and staff) to find
things
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Parking - maybe spots reserved for mothers with small children

Patron 1st priority - acknowledge them first - even when they just walk in. Greet with a smile.
Reduce fines or eliminate fines for juveniles

Reference and copy machine training

Re-label nonfiction to get rid of cutter numbers

Use time-out Internet software so all patrons get equal time

Third Idea

Be consistent about customers needing their library card or ID to checkout items

Be happy!

Classes or seminars on using the computer and InfoSoup for research and basic use

Consider removing late fees

Increase number of Internet stations - but not without timeout software!!!

Making sure staff stays at the circulation desk when assigned there and are not off doing other things

Open more hours Saturday and Sunday

Parking availability

People should always, no matter what, have either their library card or driver's license to check out

Returning to "the customer is always right," or at least giving the benefit of a doubt

Slow down, be helpful, and do a stellar job when patron is present. Offer to find out information if you
can't help.

Try to get more employees to park in city lot

Try to keep conversations between employees behind closed doors. (Not talking about personal things
in front of a patron.)
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Appendix F

Compilation of Focus Group Responses

Individual and Group Responses

List significant challenges facing the community in the next 5 years.

Always concerned about drug/ alcohol
abuse for teens and others

Public transportation

Elderly people’s problems. | know these are
addressed in churches, health and human
services at county level too.

Hunger

Housing

The economy

Paying their bills, working 2-3 jobs,
spending quality time w/ their family
Have more family organized activities.
Economic conditions- jobs for families
Drawing people from outside to settle in
Waupaca

Declining enrollments on our schools
Healthcare

Loss of jobs

Aging population/ young families moving
away

High taxes

Loneliness

Access to the visually, physically & hearing
loss people

Economy

Employment stability/ jobs

Energy costs

Aging community

Poor healthcare coverage

Advocacy for disabilities (hearing)
Poverty

Population fluctuations

English as second language

Children/ teen programming
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Changing needs

Community growth (land use)

Industry growth

Public transportation

Decline in respect (law and order)- mutual
well-being

Alcohol /drug abuse

Increased technology (side effects)
Collaboration of services

Health of small business

Diversity of cultures

Environmental protection

Job layoffs

Family budget issues (groceries, what to cut
in budget)

Decreasing community programs due to
budget cuts/ economy

Increasing taxes

The on-going struggle of the area’s small
business community

Alcohol abuse and related issues, especially
among the young adults. The occurrence of
DUlIs in a given week seems out of control.
The economy- jobs, housing, etc.

Changing demographics- older community,
less young people

Unemployment

Low paying jobs

Fuel prices

Employment

Poverty/ youth programs

Health care

Employment

Environmental protection



Economic health

Jobs/ economy

Child/ teen programming

Growth (population, industry expansion,
etc.)

Poor economy (lack jobs, more costly)
Jobs

Energy costs

Poor health care coverage

Aging community

Poverty

Population fluctuation

Breadbaskets/ food pantry

Children/ teen programming

Economy/ loss of jobs/ cost of living
Loss of very important resources

More alcohol and drug abuse problems/
issues

Keeping and increasing manufacturing
industry in our area

Removing people, especially able-bodied
men & women from welfare rolls, or living
in poverty.

A decline in family values, morality and
respect for law & order.

Organized after school activities (non-
sports)

Organized summer daytime activities (non-
sports) for youth w/ working parents
Free activities- provide list of things that are
free in the community

Significant changes facing the people you serve.

Younger population needing social service
care

Good child care

Family dysfunction and disintegration
Inappropriate media and game content
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Economy

Computer for adults/ older aged people
English as second language. Growing
number of non-speaking English in
community.

Economic stability

Economic issues

Property taxes- what services do we get?
Adequate social services (needs not met)
We need to work to reverse the decline of
our societal values and morals

We need to stabilize the family and
promote wholesome family activities.

We need to make due with less

Too many people leaving our community to
do business outside our community
(whether by choice or circumstance)

Lack of appreciation for the services offered
in our community. (ex. Beautiful trails,
library, snowmobile trails, etc.) perhaps it is
that people just aren’t aware of services
available in the community.

Economic crisis, loss of jobs, more need of
assistance

Time w/ family

single parenting

making ends meet

continue w/ programs- family nights
parenting classes

Living in a culture that promotes self-
gratification, glorification, and
aggrandizement.

Finding time to focus on our most
important resource- our children



Number of students living in non-traditional
family unit- one parent- grandmother/
father- etc.

Economic- where is the money coming
from for healthcare, food- lodging
Economic instability- pressure and stress
from that instability

Lack of parental interest or involvement
Good health insurance

Family structure staying together

Health

Family

Loss of jobs.

Price of food/ cost of living.

Time with family, reduced school
involvement

Continue programs that are in place
parenting

Lack of social services resources

Lack of support systems

Senior population with more diverse needs
Fixed or declining income

Challenge of finding a job

Challenge of feeding their family
Affordable legal representation
Transportation

Rise of crime/ violence with plummeting
economy

meeting basic survival needs regularly
Latch key kids

Paying bills

Health/ vision/ dental care

Family activities free or low cost
Community education on saving, smart
shopping, etc.

Childcare

Students concerned about moving (again)
Students are needing a place to go and
things to do to stay out of trouble and away
from risk taking behaviors
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Hearing loss, low vision, physical conditions
Living independently for elderly

Health care advocacy

Challenge of rent, heat, and electric
Family issues more complex

Life skills declining (or lack of)

Isolated population (not accepted)

Lack of resources (rural area) for mental
health

Awareness education of general public for
people with special needs

Transportation to needed services
Alcohol and drug abuse- lack of services
Lack of public transportation

Lack of mental health resources

Lack of victim services

More meaningful inclusion in faith
community for disabled

Care-giving for independent living
Budgeting/ cooking/ shopping
Affordable/ acceptable housing with
appliances

Increased cost of living

Employable skills

Lack of education (or value of)

Readiness to enter the workforce

Lack of volunteers

Get people to act rather than react
Getting parents involved

Traditional way of getting volunteers/
parents isn’t working

Pride issue- admit the need for help
Program offerings need to meet needs of
families/ individuals

Volunteerism vs. work

Child care issues (quality)

Affordable legal help

Air quality (environment)

Dropping school enroliment = less money



Fundraising when economy is poor an d
people don’t have extra money for “extra
stuff”

Families not attending preschool d/t
attending daycare facilities/ preschool
Meaningful inclusion in the local faith
community

Broader public support network for the
disability community including awareness
education which will help integrate them
more purposefully into the public square.
Budget constraints regarding programs and
services for the disability community (public
transportation). Services must increase not
decrease.

Parenting pre-teens/ teens. Keeping up
with the newest threats/ dangers as well as
basic, common sense parenting- single
parenting

Surviving adolescence! Learning life skills,
decision making, conflict resolution, etc.
Transitioning from elementary to High
school from child to young adult
Acceptance in community to break isolation

Lack of resources in rural community
Mental emotional health

Employment

Environmental protection

Economic health

Poor health care coverage

Finances

Decline in health

Involving young or vibrant community
(society) minded persons to “take time” to
serve veterans and less fortunate people in
our area. ie. lack of volunteers

Providing well-paying jobs and thrift in
spending

Addressing the spiritual needs of the
greater community. less sports and
entertainment.

Parent involvement (lack of)
Transportation

Good paying jobs

What community needs are most important for library to address?

Non-threatening place to become part of
the community

Programming for children/ teens, and adult
of various ages

Literacy

Allowing community to use building
More computer access

More books on tape/ honors materials
Large print materials

Development of programming to address
these issues more often

Literacy- English as second language-
resources for those or in-services
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After school programs- the library already
does a great job at this

Older adult programs- computer tax
services

Ways to obtain more resources/ promote
volunteering

Educational seminars to address these
problems/ issues

Find resources

Increase public awareness of the direct
correlation between the decadence and
destruction of great civilizations.
Recognize that the library as a public
institution should hold to a standard above



the common marketplace of
entertainment.

Hold the line on issues of Judeo/ Christian
values

You have wonderful enrichment programs
for the very young to elderly. It is my dream
to increase accessibility of people w/
hearing loss to partake successfully in these
programs. | think the library is the perfect
place to for the most up-to-date hearing
assistive technology- a model & inspiration
fro the rest of the community.

Mini programs-series of 2 to 3 meetings
Look into Wiscareers- internet subscription
for the library http://wiscareers.wisc.edu/

Educational programming (ex. cooking)
Your after school programs are great for
our students- helps make connection
supports parents- great for kids. Not sure
about middle school ages and their
involvement in the library but | think it
would need to be as important as the
elementary program. Emphasis on positive
media-developing good character and
citizenship.

Resources for hearing impaired (telecoil) —
magnetic hearing aid system- listening
assistive device

Childcare volunteers provided

Diversity outreach

Sponsoring development of partnerships
for disabled families

Adult literacy programs

Tutoring

Inspiring youth to learn or to be lifelong
learners

Internet availability

How to use the library

Use of building

Resources for job training and available jobs
Access to new technology (job training)
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Library open house

Classes about life needs

Mobile library/ home delivery

Hook up with social services to provide
materials

Skills fair

Job direction

After graduation school planning

Getting job skills

Keep family programs- preschool programs
Elderly / adult programs- Winchester
Youth- middle school programs

Healthy attitudes to public responsibility
The development of partnerships, alliances
and coalitions with the disability
community, especially in the areas of
parenting, spousal and sibling issues
Relevant youth activities for 12-15 year
olds, especially.

Education

How to live on less

Budgeting

Consumer Education

Life skills

Financial

Cooking

shopping

education / family resources/ programming
resource for challenged customers

place to belong

how to use the library

internet availability

sponsoring programs to address community
needs

timely information

continued involvement of more youth to
whet their appetites to become learned
adults. Especially for those not involved in
higher learning institutions


http://wiscareers.wisc.edu/

e have book reading and discussions for nice programs and would like to see more

“slow” readers advantage of them.
o keep up with technological offerings for e Tutoring

young and old e Youth room & programs are great!- surpass
e availability of current movies books, other communities

magazines. Resources such as IRS forms, e Adult literacy program would be nice

etc.

e getting more people (individuals and
families) involved in the programs you have
already in place. | think you have many very

4. Do you have any recommendations for partnerships to meet identified needs?

e Combining preschools- not sure

e Special touch can offer consulting in the area of disability concerns.

e Your “food for fines program” is beneficial to those who use the food pantry

e We sue the library meeting rooms

e Use resource center of library

e Keep up the good work

e More collaborative measures to address these problems

e Promotion of volunteers

e Allowing services to be obtained/ held at the library (ex. AODA treatment)

e Hearing loss association of America local chapter is in Appleton

e Wistech www/optionsll.com 920-490-0500

e Partner with city recreation dept. to involve youth

e Asa preschool, we would be happy to promote what’s going on at the library brochures, handouts,
etc.

e | would like to see some programs/ classes co-sponsored with the library. For example, I'd like to
see a computer class held in the evenings and co-sponsored by library and Rec department. Library
could teach and Rec could provide computer labs. Or some sort of nature walk providing
guidebooks and going out on river ridge trail- something for anyone to do. | am not sure how to
implement these, but just something to think “outside the box” as far as the library goes. It is OK to
charge for some of your programs.

e  We would like to continue our Titlel program- making connection to the public library- maybe
other functions of our schools could be held at and supported by the library. We have a great
facility in our public library and we need to get more people involved.

e You do a great job with the elementary schools

o Seek input from leaders of all of the churches in our community. If we are truly serious about living
as a nation under God we should be equally serious about purchasing and promoting resources that
we believe to be pleasing in His sight.
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e | appreciate what the library does in bringing families together and providing a safe place for kids:
family night, summer activities, after school program, teen room, etc. | appreciate the young
people’s staff in their effort to work closely with the schools.
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