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Region of Waterloo  

Planning, Housing and Community Services 

Community Services 
 

To: Chair Todd Cowan and Members of the Library Committee  

Date:  August 12, 2014  File Code: R09-01 

Subject: Collection of Outstanding Accounts 

Recommendation: 

That the Regional Municipality of Waterloo approve the ongoing use of the services of 
Unique Management Services (UMS) to act as Material Recovery Agent for the Region 
of Waterloo Library (RWL), which includes authorizing UMS to proceed with any steps 
necessary for collection of the accounts, and granting UMS permission to report all 
unpaid accounts to national credit reporting agencies, as described in Report P-LIB-14-
004, dated August 12, 2014.  

Summary: 

At the October 1, 2013 meeting, Library Committee approved a “free 90-day trial offered 
by Unique Management Service to assist in recovering long overdue library items or the 
associated fines and fees”.  

After a detailed and thorough set up period, the 90-day trial began on April 8, 2014.  As 
of July 28th, 38 accounts had been referred to UMS, and $1,079.65 in value recovered, 
comprised of $708.50 in cash and $371.15 in materials returned.  UMS reports that 
RWL’s results are trending on average with their other customer libraries. As a result of 
new overdue procedures, staff time involved has been greatly reduced. On-going costs 
associated with UMS collection services are guaranteed to be budget-neutral for RWL, 
with the average return being four times the amount spent on the service. 
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Report: 

Background 

Report P-LIB-13-004, Potential Use of Collection Agency, dated May 28, 2013 identified 
that 473 patrons had materials that were at least 60 days overdue, with a retail value of 
$11,640 plus administrative fees of $3,220.  The Report described the service offered 
by Unique Management Service (UMS) a material recovery agency who specializes in 
helping public libraries recover long overdue items. Library directed staff to first host an 
Amnesty Week in August of 2013.  

As described in report P-LIB-13-005, Results of Region of Waterloo Library Amnesty 
Week, dated October 1, 2013 the well-publicized week in August resulted in 14 long-
overdue items returned, and a total value of fees and fines waived of $1571.50.  
Amnesty Week advertising costs were $547.00. The rate of return was found to be too 
low to make it a viable long-term solution for the recovery of overdue materials and 
fines. 

Library Committee then approved a free 90-day trial offered by UMS to assist in 
recovering long overdue library items or the associated fines and fees. 

Overdue process streamlined 

To prepare for implementing the collection agency process, library staff first streamlined 
current overdue procedures.  All branches were transitioned to a unified timeline of 
telephone and mailed notices, and notice texts were modified to include appropriate 
warnings about referral to a collection agency if materials were not returned on time.   
To coincide with these changes to the overdue process, library staff also introduced 
emailed “pre-due” courtesy notices, which have been extremely popular.  

Results of UMS trial 

RWL’s official 90-day trial with UMS began on April 8, 2013.  As of July 28, 38 accounts 
had been referred to UMS, and 23 of them had responded by making payments and/or 
returning long-overdue materials.  $1079.65 in value was recovered, comprised of 
$708.50 in cash and $371.15 in materials returned.  UMS reports that RWL’s results are 
trending on or above average with their other customer libraries; 60% of patrons have 
responded, and 34% of RWL accounts have paid in full. 

Staff involvement with UMS has been minimal, and the time previously required to track 
down long overdue accounts has been significantly reduced.  

Local Context 

The use of collection agencies by public libraries is increasingly common.  All of the 
local city libraries use the services of various agencies, as do libraries within the Ontario 
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Library Consortium, RWL’s software consortium.  UMS has over 1,400 public library 
customers worldwide, including large Canadian customers such as Brampton, Hamilton, 
Toronto and Ottawa.  UMS was chosen by RWL because of their specialty in public 
libraries, and their ability to integrate into our library vendor (Sirsi) software, which saves 
a significant amount of staff time.  

Public Reaction 
 
During the trial period, some patrons have contacted their branch to say they were 
surprised and confused when they received overdue notices stating the possibility of 
referral to a collection agency.  The overall impact has been positive, however, as most 
of these patrons quickly returned their materials and paid their fines. 

Proposed Next Steps 

The 90-day trial with UMS expires on July 8, 2014.  Should Library Committee choose 
to engage UMS’s services on a continuing basis, the next step will be to pursue overdue 
accounts back to 2012. The level at which accounts are referred to UMS is proposed to 
remain at $25 owed, in order to take advantage of the UMS cost-neutral guarantee.  
Communication with staff and the public about the use of this service will occur at 
regular intervals. 

On-going costs associated with UMS collection services are guaranteed to be cost-
neutral to RWL, meaning that if RWL does not recover more than the total collection 
cost ($15 per account) over the course of a year, UMS would not charge us the 
difference.  However, in their experience, the average return is four times the amount 
spent on the service.  The Region’s Fees and Charges By-law includes provision for 
cost recovery of a collection agency service fee, which is what the $15 charge 
represents. 

Corporate Strategic Plan: 

This initiative supports the Service Excellence Objective of the Corporate Strategic 
Plan, Action 5.3, “Ensure Regional programs and services are efficient and effective 
and demonstrate accountability to the public.”    

Financial Implications: 

It is anticipated that 30 to 40 accounts per year may be referred to UMS, in which case 
the service fee that RWL would owe to UMS would be $450-$600.  RWL collects the 
fines and fees from the patrons, then remits only the service fee to UMS. 

The Collection services provided by UMS are guaranteed to be cost-neutral to RWL. In 
the event that RWL does not recover fines and fees in an amount that is greater than or 
equal to the amount billed for their services, UMS will issue a refund of the costs billed 
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in excess of the amount recovered. UMS reports that most libraries see a return of at 
least four times the value of the amount spent in collection fees. The net amount of fines 
and fees recovered will be recorded as current revenue for the Regional Library.  
 

Other Department Consultations/Concurrence: 

Finance has been consulted in the preparation of this report. 

Attachments:  
Nil 

Prepared By:  Kelly Bernstein, Manager, Information Services 

Approved By:  Rob Horne, Commissioner, Planning, Housing and Community 
Services 
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To:  Chair Todd Cowan and Members of the Library Committee 

From:  Lucille Bish, Director, Community Services 

Subject: Region of Waterloo Library Operations Update: April - June 2014 

File No: R09-01 

 

Programs and Services 

Spring children’s programs were popular across RWL branches.  Baby & Me continues 
its success in five libraries, attracting many new families. New morning hours at 
Bloomingdale, New Dundee and Wellesley branches have welcomed families with 
young children to programs. 

Elmira branch hosted Winnipeg author Larry Verstraete for TD Canadian Children’s 
Book Week in May.  RWL received Canada Council funding for this reading through the 
Canadian Children’s Book Centre. 

Two students have been hired to prepare and deliver summer reading club programs on 
the theme Eureka! They will also assist with the creation of pop-up makerspaces, and 
reading corner spotlights for parents. 

Several branches have received monetary donations from service clubs for summer 
reading club. There will be extra programs in the libraries on the “maker” theme, as well 

Community Services 

Planning, Housing and Community Services 

Date: August 12, 2014 

 

Memorandum 
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as fun and educational entertainers, and more reading incentives for children as a result 
o their generosity. 

One Book, One Community launched its 2014 title: The Massey Murder by Charlotte 
Gray. This non-fiction account of the murder of a wealthy son of a famous family by his 
maid, created headlines in 1910’s Toronto.  It has already proven to be popular with 
readers with many checkouts and holds on this title, and RWL owns many copies due to 
demand. The author will visit Waterloo Region in September, and RWL will host her at 
Elmira District Secondary School. 

Buildings 

Ayr – Staff have discussed ideas for study areas and sound baffles, and outdoor 
electronic signage, as proposed with the Taylor bequest.  Facilities Engineering will be 
contacted to scope out the site and determine costs and timelines.  

Elmira – We are considering moving the outdoor book drop chute so that the returned 
items drop into a staff area, which is more secure and efficient. Facilities staff will 
provide an estimate. 

New Dundee - Work is progressing at New Dundee library site. New shelving and 
furnishings are on order. We anticipate occupancy later in the summer. 

Library HQ – We will host a polling station for the June 12 provincial election. 

Staff 

Bette Cummings, Assistant Supervisor for children in Elmira library, retired on May 31 
after 25 years of service. Local newspapers published articles about her and a well-
attended public reception was held in her honour at the library. 

An orientation was held at library headquarters for six new staff, to introduce them to 
HQ staff and learn how our work supports the branches.   Another orientation will be 
held in June.  As well, some staff have enrolled in EXCEL, a distance education course 
in managing a small public library, offered by the Southern Ontario Library Service. 

HQ staff delivered refresher downloadLibrary training to all RWL employees this spring.  
Staff appreciated the support, and we have noticed that helpdesk calls have gone down 
significantly, because branch staff are now more comfortable answering questions 
themselves. 

Three staff attended the Customers of SirsiDynix Users Group International (COSUGI) 
conference in Detroit this May to learn about new library system features and upcoming 
products. 

Both RWL managers attended the Public Libraries Association (PLA) conference in 
Indianapolis.  Over 8,000 public libraries from North America attended to share insights 
and exciting new ideas.  
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Collections 

Our adult and A/V collections continue to float, (that is, remain at the branch to which 
they are returned).  One patron commented to branch staff “I think the selection of new 
books is wonderful!”  Staff are preparing to float our children’s collections in the fall. 

30 pedometer kits were added to the collection on May 1st, and these have circulated 49 
times already.  Feedback from patrons has been positive. 

Courtesy “pre-due” email notices began in April.  These are short emails that alert 
patrons 3 days before their items are due.  Patrons are very appreciative of the 
reminders.   

Sometime in June, downloadLibrary (our ebook and audiobook consortium) will reach 
the 1,000,000th checkout!  The title of this item will be used in future promotions. 

Computer/Library Technology  

Public computer classes have been running regularly, and are very popular.  110 
classes were held from January to April. 

Staff are testing a new version of our online catalogue that enables patrons to download 
eBooks directly from the catalogue.  The new version seems very easy to use, and we 
plan to launch it to the public later in June.  

Wi-Fi use continues to be valued.  One Elmira patron commented that while there are 
other public access points around town (i.e. local coffee shops) that he has tried, it is 
our Regional Wi-Fi signal that is the strongest and most reliable. For that reason, he has 
become a library member to show his support and appreciation. 

Statistics 

First quarter circulation statics have continued on similar trends as last year; print 
circulation has decreased by 10% but electronic circulation is already 51% higher than 
2013, which results in a net decrease of 6%.  Similar trends are reported by other library 
systems. 

January and February were particularly slow compared to last year, but March was 
much closer, which leads us to believe that the much nicer weather of spring and 
summer will result in more checkouts. 

Library programs held from January to March drew 11% more attendees than last year.  

Approximately 67% of Township households have a Region of Waterloo Library card. 
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To:  Chair Todd Cowan and Members of the Library Committee 

From:  Lucille Bish, Director, Community Services 

Subject: Region of Waterloo Library Financial Report: January - April, 2014 

File No: F05-30  

 

This memo provides the Region of Waterloo Library Financial Report for the January to 
April, 2014 reporting period. 

Revenues from fines and damages were below the year-to-date budget, but this is in 
line with the reduced library use experienced this past winter.  Overall operating 
expenses were 5% under budget.  Going forward, there are no anticipated concerns 
with the Library financial position. 

 
 

 

Community Services 

Planning, Housing and Community Services 

Date: August 12, 2014 

 

Memorandum 
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   Annual Y-T-D Y-T-D 
  

   Budget Budget Actuals Variance % Variance 

 REGIONAL LIBRARY           

             

 REVENUES           

 Township Property Tax Levy 2,385,336 810,112 810,112     

 Grants 106,574 35,524 35,524 0    

 Fines and Damages 27,750 9,252 6,322 (2,930) 31.67  

 Desk Receipts 4,500 1,500 1,229 (271) 18.07  

 Programs and Events 2,000 668 1,555 887  (132.78) 

 Other Operating Revenues 9,750 3,252 4,212 960  (29.52) 

 TOTAL REVENUES 2,535,910 860,308 858,954 (1,354) 0.16  

             

 EXPENDITURES           

 Total Staffing Costs 1,877,777  625,924  578,304  47,620  7.61  

 Total Operating Costs 498,219  181,080  183,656  (2,576) (1.42) 

 Total Inter-Departmental / Transfers 159,914  53,304  59,395  (6,091) (11.43) 

 TOTAL EXPENDITURES 2,535,910  860,308  821,355  38,953  4.53  

             

 NET REGIONAL LIBRARY     37,599 37,599    
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August 5, 2014 
 
 
 
Region of Waterloo Public Library 
2017 Nafziger Road 
Baden, ON 
 
 
Dear Todd Cowan, Library Committee Chair Region of Waterloo Public Library Board and Lucille 
Bish, CEO Region of Waterloo Public Library:  
 
I am writing you this letter on behalf of the board of the Ottawa Public Library to seek your 
assistance on a matter that impacts us all greatly.  
 
All public libraries are feeling the impacts of the restrictive practices of publishers in making  
e-content available to public libraries.  We are finding that these practices are having a 
detrimental impact on our collections budgets and will jeopardize our ability to provide 
equitable access to comprehensive and accessible collections going forward.  
 
At the Ottawa Public Library demand for access to content in electronic formats continues to 
grow exponentially. OPL customers borrowed close to 600,000 eBooks in 2013, an increase of 
560% from 2010. These formats not only provide choice to our customers to read in alternative 
formats, but also provide accessible formats for persons with disabilities who cannot utilize 
print based materials. 
 
Restrictive practices employed by publishers vary but include unreasonably high eBook prices, 
caps on number of uses, time limits and the refusal of some publishers to make their e-content 
available are impacting our ability to fulfill our core mandate.  The introduction of these models 
is negatively impacting our purchasing power; for example, in Ottawa a 78% increase in the 
eBook budget from 2012 to 2013 translated in only a 30% increase in the amount of titles for 
the same time period.  Both Ottawa and Toronto Public Libraries are willing to pay appropriate 
institutional rates for e-content on reasonable terms, but the usage caps and inflated prices for 
libraries for some of these publishers is  excessive. To illustrate this point, when consumers are 
charged $9.99 for J.K. Rowling’s The Casual Vacancy as an e-book, the Library has to pay 
$115.11; customers purchasing Margaret Atwood’s MaddAddam pay $15.99 while the Library 
pays $85.00.  
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We recognize publishing in Canada and around the world is undergoing great change, and that 
the publishing industry plays an important role in the development and expression of the 
Canadian identity and literary culture. It must also be recognized and acknowledged that public 
libraries also play an important role and are integral to the ecosystem of reading and learning. 
Imposing unreasonably high prices, other special conditions or not making e-content available 
for lending at public libraries does not support nor contribute to a healthy publishing industry.  
 
In 2014 the Ottawa Public Library board passed a motion requesting that Federal, Provincial 
governments and the Competition Bureau of Canada investigate these restrictive processes and 
evaluate whether a legislative or regulatory remedy could be brought into force to help 
mitigate this problem. Sample letters sent on behalf of OPL which were adapted from the 
Toronto Public Library campaign are attached to this letter. 
 
The OPL Board is requesting your assistance. We are asking that you pass a similar motion at 
your local board and participate in the letter writing campaign to ensure that the Ministries and 
the Competition Bureau understand that this is an important issue impacting all libraries and 
not just the Ottawa Public Library. This will be an important step to start off a campaign which 
we hope will extend to a national strategy through the joint efforts of other libraries through 
the CLA. 
 
We thank you in advance for your participation in this effort. If additional information is 
required or there are any follow up questions, please feel free to contact myself Jan Harder, 
Chair Ottawa Public Library Board at jan.harder@ottawa.ca  or 613-580-2473 or the  
Chief Executive Officer, Danielle McDonald at danielle.mcdonald@biblioottawalibrary.ca or  
613-580-2424.  
 
 
 
Sincerely, 

  
Jan Harder Danielle McDonald  

Chair Ottawa Public Library Board CEO Ottawa Public Library 

 

 

 

 

 

Attach (3) 
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July 10, 2014 
 
 
Mr. Michael Coteau 
Minister of Tourism, Culture & Sport 
Hearst Block  
Bay Street  
Toronto, Ontario 
M7A 2E1 
 
 

Dear Mr. Coteau, 
 
I want to take the time to congratulate you on your new position of Minister of Tourism,  
Culture & Sport for the Government of Ontario and to take the time to provide you with 
information on a serious issue for Ontario’s public libraries. 
 
I am writing to you on behalf of the Ottawa Public Library (OPL) about some publishers’ 
restrictive practices in making e-content available to public libraries. These practices are having 
a detrimental impact on our collections budgets and will jeopardize our ability to provide 
equitable access to comprehensive and accessible collections going forward.  
 
The Ottawa Public Library, Canada’s largest bilingual library, is committed to equitable and 
accessible public library service that provides universal access to a broad range of human 
knowledge, information and ideas in all its forms, including electronic formats. Demand for 
access to content in electronic formats continues to grow. OPL customers borrowed close to 
600,000 eBooks in 2013, an increase of 560% from 2010. These formats provide choice to our 
customers to read in alternative formats, but also provide accessible formats for persons with 
disabilities who cannot utilize print based materials. 
 
Restrictive practices employed by publishers vary but include unreasonably high eBook prices, 
caps on number of uses, time limits and the refusal of some publishers to make their e-content 
available.  The introduction of these models is negatively impacting our purchasing power; for 
example, a 78% increase in the eBook budget from 2012 to 2013 translated in only a 30% 
increase in the amount of titles for the same time period.  The Ottawa Public Library is willing to 
pay appropriate institutional rates for e-content on reasonable terms, but the usage caps and 
inflated prices for libraries for some of these publishers is  excessive. To illustrate this point, 
when consumers are charged $9.99 for J.K. Rowling’s The Casual Vacancy as an e-book, the 
Library has to pay $115.11; customers purchasing Margaret Atwood’s MaddAddam pay $15.99 
while the Library pays $85.00.  
 
OPL recognizes publishing in Canada and around the world is undergoing great change, and that 
the publishing industry plays an important role in the development and expression of the 
Canadian identity and literary culture. It must also be recognized and acknowledged that public 
libraries also play an important role and are integral to the ecosystem of reading and learning. 
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Imposing unreasonably high prices, other special conditions or not making e-content available 
for lending at public libraries does not support nor contribute to a healthy publishing industry.  
 
The Ottawa Public Library Board has endorsed the important role of public libraries in making 
content available to all Canadians and encourages publishers to make eBooks and eMagazines 
available to public libraries on fair and reasonable terms. At its May 12, 2014 Library Board 
meeting, the Ottawa Public Library Board passed the following motion: 
 

 
 WHEREAS the Ottawa Public Library is committed to providing equitable access to 
information and services regardless of format and customer demand for eBooks and 
eMagazines is increasing; and  
 
WHEREAS Ottawa Public Library staff are working together with publishers to find 
mutually beneficial solutions so that public library customers have access to the wide 
range of eBooks and eMagazines they have available to them in a physical printed copy; 
and  
WHEREAS the specialized market terms for libraries provided by some publishers for 
the purchase of eBooks and eMagazines restrict the Ottawa Public Library’s ability to 
purchase these materials for public use, resulting in an inequity of access to electronic 
content, significant constraints on the Ottawa Public Library budget, and an undermining 
of the Ottawa Public Library’s ability to fulfill its role;  
 THEREFORE BE IT RESOLVED that the Ottawa Public Library Board:  
 
1. request that the Department of Canadian Heritage and the Ontario Ministry  
of Tourism, Culture and Sport investigate publishers’ restrictive practices in making 
eBooks and eMagazines available to public libraries, including the higher prices charged 
to public libraries; and  
2. request staff bring the issues faced by libraries in obtaining access to eBooks and 
eMagazines to the attention of the Competition Bureau of Canada.  
 
 

 

We are asking for your assistance in helping us to investigate what legislative remedies exist to 
assist with this problem. We have provided background material in the form of a chart on this 
important issue, and have attached it to this letter. If additional information is required or there 
are any follow up questions, please feel free to contact the Chief Executive Officer, Danielle 
McDonald at danielle.mcdonald@biblioottawalibrary.ca or 613-580-2424 X32189.  
 
Sincerely, 
 

 
 

Danielle McDonald  

CEO Ottawa Public Library 

 

cc. Jan Harder, Chair, Ottawa Public Library Board 

 

Attach: Overview of Canadian Public Library Access to E-Content 
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Attachment 

Overview of Canadian Public Library Access to E-Content 
Publisher Terms Prices Notes 

Random House 
Canada 

One copy per use; no 
cap or time limit on 
use 

$85 for new hard 

covers 

 

$30-$60 for 

paperbacks 

In February 2011, it is 

announced that 

Random House 

Canada and a number 

of independent 

Canadian publishers 

are making their 

content available. 

 

In March 2012, 

Random House (U.S.) 

announced 300% 

price increase for e-

books available to 

public libraries. 

 

HarperCollins 
Canada 

One copy per use; 26 
use cap per copy 

$25 (approx.) for 

new hard covers 

 

$4-$16 (approx.) 

for paperbacks 

HarperCollins (U.S.) 

announced in March 

2011 the introduction 

of a 26 use cap per 

copy. 

 

In December 2012, 

HarperCollins Canada 

content became 

available to public 

libraries. 
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Publisher Terms Prices Notes 

Hachette Group One copy per use; no 
cap or time limit on 
use 

$80-$90 for new 

hard covers 

 

$10-$40 for 

paperbacks 

In October 2012, 

Hachette announced 

100-200% price 

increase for its 

backlist e-books 

available to public 

libraries. 

 

Hachette made over 

5,000 current and 

back-list titles 

available to libraries in 

May 2013. 

Macmillan One copy per use; 52 
use cap per copy or 
24 months, 
whichever comes 
first 
 

One year embargo on 

making current 

content available 

$40 for most 

content – hard 

cover, 

paperbacks & e-

book original 

shorts 

Macmillan announced 

in January 2013 it is 

starting to make its 

backlist e-books 

available; more 

content became 

available as the year 

progressed. 

Penguin  
Penguin Canada 

One copy per use; re-

purchase copies after 

one year 

$23 (approx.) for 

new hard covers 

 

$8-$16 (approx.) 

for paperbacks 

In December 2013, 

U.S. content from 

Penguin became 

available;  In April 

2014, Penguin Canada 

content became 

available. 

Simon & Schuster 
Canada 

Pilot projects with a 
few libraries are 
underway; not widely 
available to public 
libraries.  

Prices are not 

confirmed at this 

time.  

Content is available 

for pilot through the 

BiblioDigital and 3M 

platform.  
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Publisher Terms Prices Notes 

Independent 
Canadian Publishers 

One copy per use; no 
cap or time limit on 
use 

$16-$25 for new 

hard covers 

 

$8-$15 for 

paperbacks 

These publishers have 

willingly worked with 

libraries to make 

content available and 

to find mutually 

beneficial solutions. 

Rogers Publishing 
Group 

Withdrew access to 

Rogers’ e-magazines 

for public libraries via 

Zinio (a platform for 

loaning e-magazines) 

in Fall 2013 when 

Rogers launched its 

own digital 

subscription service 

Next Issue Canada. 

 

Subscriptions 

comparable to 

consumer prices;  

platform fee for 
Zinio:  $40,000 

Zinio offers libraries 
unlimited 
simultaneous access 
to e-magazines just as 
it does in its consumer 
model.  
 

With Rogers’ 

withdrawal from 

Zinio, many Canadian 

e-magazines are no 

longer available while 

access continues for 

e-magazines from the 

U.S. and the U.K. 

Magazine Canada Withdrew access to 

Rogers’ e-magazines 

for public libraries via 

Zinio in spring 2014. 

 

Subscriptions 
comparable to 
consumer prices 

Zinio offers to libraries 

unlimited 

simultaneous access 

to e-magazines just as 

it does in its consumer 

model.  

With Rogers and 
Magazine Canada 
withdrawal from 
Zinio, many Canadian 
e-magazines are no 
longer available while 
access continues for 
e-magazines from the 
U.S. and the U.K. 

Scholastic One copy per use ; 
re-purchase copies 
after 24 months.   

$6-$20  Content available for 
loan through 
OverDrive 

  

16 16



120 Metcalfe, Ottawa, ON K1P 5M2   Tel/Tél: 613.580.2946   Fax/Téléc. 613.567.8815   www.biblioottawalibrary.ca 
 

Publisher Terms Prices Notes 

Société de gestion 

de l’Association 

nationale des 

éditeurs de livres 

(SOGANEL)  

Has recently made 
available its content 
to libraries outside of 
Québec. 

Same as price 
charged to 
individual 
consumers 

 

 
 
June  2014 
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