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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:  November 4, 2014   File Code:  R09-01 

Subject: Region of Waterloo Library Highlights, 2011-2014 

Recommendation: 

For information. 

Summary: 

Over the four years of this Council term, Library Committee has initiated, supported and 
approved many new services, programs and changes to the Region of Waterloo Library.  
This Report highlights some of these initiatives, under the headings of: Citizen Service; 
Programs, Collections and Resources; Facilities; and Governance and Finances.  The 
final section takes a brief look at future issues and priorities.  Overall, the Region of 
Waterloo Library is a resource that is highly valued by the community, provides 
excellent family literacy programs, offers small but welcoming community spaces, and is 
in sound financial position going in to the next term of Council. 

Report: 

Citizen Service:  The Library is inclusive of all individuals, providing services through 
branch, electronic and outreach services.  Staff is knowledgeable and strive to provide 
the best possible customer service.  Key initiatives in 2011-2014 included: 

 Collaboration with the Townships to increase methods of communication with 
residents, including Township email, newsletters and digital sign messages. 

 New RWL website launched in 2011, with content and catalogue navigation 
improvements in 2013, and expanded social media (Facebook, Twitter, etc) 
presence in 2014. 
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 Update and implement new public Internet use policies and procedures. 

 Qualitative comparison of RWL services and programs with Kitchener, 
Cambridge and Waterloo Public Library systems on 18 indicators found that RWL 
was equivalent on eight, and at least 50% on another four. 

 More customer self-service, with computer reservation software, WiFi in all 
branches, courtesy pre-due notices, and the ability to use a cell phone as a 
library card. 

 Through the RWL Service Review, conducted in 2012-13 in collaboration with 
Citizen Service, detailed community input was obtained through 1300 phone 
interviews and several focus groups.  Overall satisfaction with RWL services was 
rated at 9 out 0f 10. 

 As a result of the Service Review, a Strategic Planning Framework and over 40 
action items were approved by Library Committee in 2013. 

 New branch hours were implemented in October 2013.  The new schedule of 
increased and revised hours is easier to remember, offers morning hours to 
better serve seniors and families, and still provides a variety of evening and 
afternoon hours. 

Programs/Collections/Resources:  The Library is a trusted community service, providing 
residents with up-to-date resources for reading and information, as well as cultural and 
creative opportunities. 

 The Summer Reading Club is our largest reading initiative, with the number of 
participants, programs, and prize donations growing each year.  In 2014, Library 
Committee approved a second summer student position to support the program.  
Number of participants:  2011 – 1,573; 2012 – 1,662; 2013 – 1642; 2014 – 1739. 

 Overall attendance at all programs continues to edge upwards and is now at 
about 20,000 which includes 13,000 for children’s programs. 

 RWL is in partnership with other library systems and community partners to offer 
literacy focused programs like Baby and Me, Let’s Read family literacy program, 
Low German literacy group and One Book, One Community; and Let’s Talk 
Science with University of Waterloo. 

 Computer training by RWL staff began in 2012, and accounts for most of our 
current adult programming;  group training on popular topics such as software, 
ebooks, and social media, and one-on-one sessions to help with a wide variety of 
technology topics. 
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 Circulation of books, multimedia and ebooks continues to be the mainstay of 
library service; with increases of 1 to 1.5% annually, to 424,776 items borrowed 
in 2013. 

 Online resources continue to gain popularity.  Since 2011 we have introduced 
several popular new services including Zinio digital magazines, free legal music 
downloads, video streaming from the CBC, kids homework databases, and 
online picture books for children and families.  

 2013-2014 saw major innovation in the way we move materials among our 
branches. Floating collections allow items to remain in the branches where they 
were returned instead of going in delivery back to the original branch; this means 
items spend less time in delivery, and more time being available to borrow.  

 Alternate material types were introduced to better serve patrons with accessibility 
issues or ESL needs; CNIB DAISY audiobooks and Adult Lit Kits are available in 
all branches. 

Facilities:  The Library provides a welcoming and supportive environment for every 
resident.  It is an important cultural centre that provides local opportunities for learning 
and citizen participation, and partners with others to expand access to resources and 
programs.  Over the past four years the interior of every branch, as well as Library 
Headquarters, has been refreshed, as follows: 

 Ayr – teen area furnishings; office rearrangement (2012) 
 Linwood – children’s furnishings (2014) 
 St. Clements – interior renovations, teen area, general furnishings (2012) 
 Wellesley – renovations in both departments (2011) 
 Baden – carpet, paint, furnishings, additional staff work area (2013) 
 New Dundee – move to renovated, stand-alone, accessible building (2014) 
 New Hamburg – refresh children’s area, renovate program area (2014) 
 Bloomingdale – display unit (2012), book drop (2014) 
 Elmira – meeting room (2012), carpet lower level (2013) 
 St. Jacobs – lighting (2012) paint, carpet, furnish basement program room (2013) 
 Headquarters – paint and carpet throughout, furnishings (2013) 

Governance/Finance:  As a Standing Committee of Regional Council, Library 
Committee assesses capital and operating budget needs, recommends the budget to 
Council, reviews policies and performance, and advocates for important library 
requirements. 

 Advocacy issues included the postal rate for library materials, eBook publisher 
limitations, the future of libraries, and Federation of Public Libraries membership 
fees for small systems. 
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 At Committee’s request, Library staff presented the Service Review results to 
each Township Council in late 2013. 

 The RWL operating budget increased by 13.6% to $2.4 million over the four year 
term.  This increase provided:  2.5 additional FTEs for branch staff hours, staff 
training, and computer literacy training for the public; an extra student for 
Summer Reading Club; and increased collections particularly ebook resources. 

 In addition, one-time funding supported the facilities improvements noted above, 
the Service Review, and the staff request list for items that would improve 
customer service. 

Future Priorities and Issues:  Input received from library users through the Service 
Review shows that, while satisfaction with library service is high, community 
expectations are even higher.  The following list highlights some initiatives that should 
be considered by Library Committee over the next four years. 

 Meeting the expanding expectations of ebook readers while maintaining popular 
traditional book collections. 

 Adding library staff resources to meet the public demand for more programs, 
particularly for seniors, teens and babies. 

 Expanding the delivery of library programs to schools, in the face of their reduced 
ability to travel to the branches. 

 Continuing to incorporate new technology into the branches and services. 
 Staff training and development to meet community expectations for new services 

and technical support. 
 Increasing awareness and use of library programs and resources. 
 Participating in development of a new branch in Breslau, and funding this new 

operation. 
 Meeting the expectations of new, younger, professional workforce. 
 Confirming expectations and commitments for building maintenance and 

accessibility standards with Township staff. 

Corporate Strategic Plan: 

Overall, the initiatives of the Region of Waterloo Library have supported the Corporate 
Strategic Objective 5.2:  Improve satisfaction with Regional programs and services. 
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Financial Implications: 

Some of the funding implications for future developments will be included for 
consideration in the draft 2015 Budget Report. 

Other Department Consultations/Concurrence: 

Nil 

Prepared By: Lucille Bish, Director, Community Services 

Approved By: Rob Horne, Commissioner, Planning, Housing and Community 
Services 

 

5 5



 

1737065  Page 1 of 2 

 

 

  

 

 

 

To:  Chair Todd Cowan and Members of the Library Committee 

From:  Lucille Bish, Director, Community Services 

Subject: Region of Waterloo Library Financial Report: Period Ending  
September 30, 2014 

File No: F05-30 

 

 

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

Revenues are on target, and expenses are 4.5% under budget.  There are no 
anticipated concerns with the Library financial position and a year-end surplus is 
expected. 

 

  

Planning, Housing and Community Services 

Community Services 

Date: November 4, 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) (1,804,002) (1,804,002)     

Grants (106,574) (79,929) (80,147) 218  (0.27) 

Fines and Damages (27,750) (20,817) (16,087) (4,730) 22.72  

Desk Receipts (4,500) (3,375) (3,331) (44) 1.30  

Programs and Events (2,000) (1,503) (3,031) 1,528  (101.66) 

Other Operating Revenues (9,750) (7,317) (9,132) 1,815  (24.81) 

TOTAL REVENUES (2,535,910) (1,916,943) (1,915,730) (1,213) 0.06  

            

EXPENDITURES           

Total Staffing Costs 1,877,777  1,408,329  1,338,761  69,568  4.94  

Total Operating Costs 498,219  388,671  371,358  17,313  4.45  

Total Inter-Departmental / Transfers 159,914  119,943  121,289  (1,346) (1.12) 

TOTAL EXPENDITURES 2,535,910  1,916,943  1,831,408  85,535  4.46  

            

NET REGIONAL LIBRARY     (84,322) 84,322    
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