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Buy-in not Opt-out
How public libraries can create a 

culture for staff driven metrics
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Survey

Strategy Future
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Poorly Understood Strategy – Most libraries have a strategy but, 

according to one study, fewer than 5% of their staff know the strategy.

Weak Strategy Execution – Studies show that up to 90% of strategies 

fail due to poor execution.

Inability to Adapt to Change – Once a  library makes plans, the 

chaos of everything changing around it may gradually erode those 

plans unless the organization can adapt. Many cannot.

Lack of a Systematic Approach – Discipline is needed in all size 

libraries.

Staff is Not Engaged – An engaged worker is one who is personally 

committed to the goals of the organization. Unfortunately, 90% of the 

time, what passes for commitment is compliance.  If you cannot get 

people engaged, no improvement will last.

9

Reasons

Staff

don’t 

engage 

in

strategy

10



10/4/2017

6

Resistance
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Just tell me what I need to know

I’m too busy doing my job to 

think about analyzing data

How much is enough?

The Library is too focused on 

strategy and not enough on 

public service

12
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Martin Luther King 

Jr’s greatest speech 

was not called “I Have 

a Complaint”

-Van Jones
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Complacency
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“There is nothing so 

useless as doing 

efficiently that which 

should not be done at 
all” -Peter Drucker
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Confusion
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“I can’t say as ever I was lost; 

but I was mighty bewildered once for 

three days.”
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To effectively communicate, 

we must realize that we are all 

different in the way we 

perceive the world… -Anthony Robbins
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Impatience
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“For every complex problem, 

there is a simple solution. 

And it is always wrong”
-H.L. Mencken
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Fear of 

Failure

23

24

Evaluate less and interpret more
Don’t praise or penalize…

Show interest, express support, 

ask pertinent questions

Be less about 

succeeding or failing 

and more about

You only fail, when you fail to 
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“I have not failed, I just found 10,000 ways that won’t work”

-Thomas Edison
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“Prediction is difficult, especially about the future”

-Yogi Berra
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Share the roadblocks at your 

Library which prevent staff 

engagement in your strategic plan

AUDIENCE PARTICIPATION

Tools

28



10/4/2017

15

29

Common Language
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• WORK to be done 

• Why we need to do the work
Goals

• WORK to be done 

• What work needs to be accomplishedStrategies

• WORK to be done  

• How the work is going to be accomplishedActions

• MEASUREMENT of the work (resource perspective)

• The resources provided for the program or service Inputs

• MEASUREMENT of the work (operations perspective)

• The # of people attending, how often the program is presented Outputs

• MEASUREMENT of the work (user perspective)

• Pre-planned accomplishments  valued by the participantOutcomes

• MEASUREMENT of the work (community perspective)

• Institutional relevancy, changing citizen behaviorImpact

Strategic Plan Glossary of Terms

31

Capacity
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Planning
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“Always plan ahead. 

It wasn’t raining when 

Noah built the ark”
-Richard Cushing

35

Capturing lessons in real time is more 

efficient

than trying to re-create them after the fact

36



10/4/2017

19

Measurement
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“If it’s worth doing, 

it’s worth 

measuring”

“We have endless 

capability, but limited 

capacity so we need 

to be strategic”

“Begin with 

the end in 

mind”
“If you didn’t do 

it on purpose, 

you don’t 

deserve much 
credit for it”

“Anything 

closely 

measured gets 

better”

“If we measure it and 

it doesn’t drive action, 

why did we measure 

it?”

“You only fail when you 

fail to measure”

“Don’t 

collect data if 

you are not 

going to use 

it”39

Service Plans
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Purpose of a Service Plan

For Staff

 Staff become  
participants in strategy, 
not spectators

 Offers a planning 
process focused on the 
end result  

 Staff have a process for 
their ideas to be heard 
and acknowledged

 Staff learn data 
collection and analytical 
competency

 Creates clarity & fit-to-
purpose

 Analysis tool for 
development of 
services and programs

 Connects services and 
programs to the 
strategic plan

 Serves as a evaluation 
tool for program 
services

 Budgetary tool

 Employee involvement 
in strategy reduces 
managerial burden.

For the Library
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Big Picture

47
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TEN GOOD REASONS TO CREATE A 

SERVICE PLAN

.

Helps me plan for 

the entire year

Helps me match 

personal growth 

with library 

performance

Helps me  

prioritize my 

ideas and be 

selective

Helps me tailor 

my program to 

the needs of 

my community

Helps me focus 

on a target 

audience for 

marketing 

Helps me 

establish desired 

results and 

measure success

Helps me plan for 

the budgetary 

needs of the 

program

Helps me 

analyze 

program 

performance

Helps me retool 

marginal 

programs and 

eliminate 

nonperformers

Helps me 

understand the 

contribution of my 

work to the success 

of the Library
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Cycle For Service Plan 

Funding Approval 

49

JANUARY to 
MAY              

Staff training 
& Service Plan 

Creation
MAY 15                        

Service plans due 
to ARMS & 

Director of Public 
Services

JUNE 1                       
Service Plans due to 
Strategic Planning 

Area

JULY 1                        
Library executive 
committee review 

plans

JULY 15                      
Foundation 

receives fundable 
service plans for 

review

AUGUST
Foundation Input 

Committee reviews 
service plans

SEPTEMBER 1               
Approved service 
plans appear on 

Intranet

SEPTEMBER
Service plan system 
roll-up presented 

to Managers

NOVEMBER
Foundation Board 
announces funded 

service plans

Results

50
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“When you have eliminated all which is 

impossible, Watson, then whatever remains, 

however improbable, must be the 

truth”

-Arthur Conan Doyle

51

Shared data can be meaningless; 

but shared information is priceless

52
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“The measure of success 

is not whether you have a tough problem to deal with, 

but whether it’s the same problem you had last year”

-John Foster Dulles

53

54



10/4/2017

28

55

56



10/4/2017

29

57

58

The Strategic Plan

and

Service Plans
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Celebration
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2016 STRATEGIC PLAN 

REPORT CARD
www.indypl.org/strategicplan

INTERNAL DOCUMENT

64

School administrators and faculty 
including homeschools are aware of Library Services

• Franklin Rd offered  
programs for homeschooled 
teens geared to STEM skills, 
popular juvenile fiction and 

pop culture.  90% of the 
children returned for more 

than one session.  85% of 
attendees reported learning 

at least one new skill.

• 491 student from three K-1 
classes visited the Infozone.  
97% completed a lesson on 
coding & built their own 
robot.

• Over 200,000 flyers  were 
printed and distributed 
to parents, educators and 
students in 2016 for a 
variety of Library 
sponsored programs.

• Maintained Marion 
County Internet Library 
for Eligible Libraries.   
984,347 database 
retrievals  in 2016. A  
153% increase from 2015.

1-1

Lead institution 
for providing 

online databases

1-2 

Provide 
promotional 
materials for 
educators, 

students, parents

1-3

Connect with 
homeschool 
educators

98 different school 
groups visited the 
Learning Curve at 

Central Library  
totaling 176 visits and 
7,580 participants in 

421 activities.

http://www.indypl.org/strategicplan
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Offer useful resources for 

Indianapolis workforce

• Every public computer has an  
electronic bookmark to access 
web  links to assist with 
employment issues.

• Displays and helpful 
bookmarks  available in all 
branches for employment 
related issues.

• All staff are informed of local 
job fairs so they can alert their  
patrons.

• The Library offers free 
printing in the Job Centers.

• 512 related workforce books 
were purchased in 2016.

1-33

Provide resources to 
support employment

• Three databases are the 
primary resources used for 
career development: Testing 
and Education Reference 
Center (185 unique uses) 
Universal Class and Career 
Transitions.

• All staff, including Job Center 
associates have been trained 
on the website.

• Career Transitions is popular 
with 945 users ( 64% increase) 
creating over 1,274 resumes  
(63% increase) and 502  
applying for jobs (8% increase) 
from 2015.

1-34

Provide job and 
career databases

• Four branches, Wayne, East 
Washington, Lawrence and 
Haughville offered job seeker 
training that  help patrons 
create resumes, introduce 
email, teaches internet 
navigation,  assist when filing 
for unemployment, and 
completing online template 
applications (not a Job Center 
Site)

1-35

Offer skill building 
tutorials
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Survey

Tips

70
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Pitfalls

• Failing to understand strategy and analysis fast enough to teach others

• Imposing measurement and results before staff are adequately trained

• Not having a dedicated staff member to steward the strategic plan

• Not anticipating the fears and reluctance of staff to participate

• Failing to be sensitive to the heart versus the head

71

1.   Begin creating a new culture with the end in mind

2.   Start at the top with support from your Library Board

3.   Design a strategic plan that gives clear direction to staff 

4.   Find the strategist in your organization to take the lead

5.   Design a tool for staff to develop and measure their ideas

6.   Continuously train staff

7.   Make strategy a part of every meeting

8.   Remind staff to plan and measure at every opportunity

9.   Celebrate intentionally

10. Share results with stakeholders

Envision Success

72
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QUESTIONS?   COMMENTS?
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Chris Cairo
Director of Strategic Planning and Assessment

Indianapolis Public Library

ccairo@indypl.org

75

mailto:ccairo@indypl.org
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Getting Things Done

Shelley Walchak

Director, Pine River Library

Wednesday, January 31, 12:00-1:00 Eastern/9:00-10:00 Pacific

Thank You!
Webinar evaluation: s.lrs.org/riplcop2


