Surrey Public Library Board Regular Meeting
October 22, 2020 at 7:00 p.m.
Microsoft Teams Teleconference

AGENDA

1. CALL TO ORDER
Surrey Libraries recognizes that our work takes place on the ancestral, traditional, and unceded
̓ (Kwikwetlem), q̓ʷɑ:n̓ƛən̓
̓
territories of the SEMYOME (Semiahmoo), q̓ic̓əy̓ (Katzie), kʷikʷəƛəm
(Kwantlen), qiqéyt (Qayqayt), xʷməθkʷəy̓əm (Musqueam) First Nations and on the ancestral and
traditional territory of the sc̓əwaθən məsteyəxʷ (Tsawwassen) First Nation.

PAGE

2. MOTION TO ADOPT THE AGENDA
3. MOTION TO ADOPT THE CONSENT AGENDA
Note: Trustees may adopt in one motion all items appearing in the Consent agenda or, prior to the
vote, request an item be removed from the Consent agenda for discussion, voting in opposition to a
recommendation, or declaring a conflict of interest with an item.
Documents & Reports:
a)
Minutes of September 24, 2020 Regular Meeting of the Surrey Public Library Board.
b)
Financial Statement for the period ending September 30, 2020.
c)
InterLINK September Board Meeting Summary.

1-3
4
5-6

Correspondence:
None
4. UNFINISHED BUSINESS
5. NEW BUSINESS
a)
Strategic Plan Review with Ken Roberts (att.) (1 hour)
6. INFORMATION ITEMS
a)
2020 Board Objectives Update (att.)
(Note: Board self-evaluation survey to be distributed Oct 23 and open until Nov 9)
b)
Fund Development Update (att.)
c)
InterLINK Update – Trustee Singh
d)
BCLTA Update -Trustee Hearty
e)
Board meetings during pandemic – Chief Librarian
Upcoming Events:
Tree of Giving Fundraising Campaign – starts mid November

Our Mission: We connect people, spark curiosity, and inspire learning.

7-27
28-29
30-33

7. NEXT LIBRARY BOARD MEETING
November 26, 2020 at 7:00 p.m. via MS Teams
8. MOTION TO MOVE IN CAMERA
The Board proposes a motion to move in camera, pursuant to section 90 of the community charter,
specifically to approve the minutes of the September 24, 2020 in camera meeting, discuss the Chief
Librarian compensation framework and performance review, and Board succession planning.
9. MOTION TO ADJOURN
Time allotted 90 minutes

Surrey Public Library Board Regular Meeting
September 24, 2020 at 7:00 p.m.
Microsoft Teams Teleconference
Present:
Regrets:
Staff:

Observing:

Trustees Chang (arr. 7:10pm), Dhesa, Hearty, Herrmann, Hong, Kendler, Sahota,
Saran, Zhen, Councillor Hundial
Trustees Cumming, Mann, Singh
Surinder Bhogal, Chief Librarian
Kristen Andrews, Director, Public Services
Michael Ho, Director, Administrative Services
Seline Kutan, Director, Marketing and Communications
Melanie Reynolds, Administrative Coordinator
Colin Epp, CUPE 402-02
M I N U T E S

1.

CALL TO ORDER
The September 24, 2020 Regular Meeting of the Surrey Public Library Board was called to order at
7:00 p.m. The Chair began the meeting with a land acknowledgment:
Surrey Libraries recognizes that our work takes place on the ancestral, traditional, and unceded
territories of the SEMYOME (Semiahmoo), q̓ic̓əy̓ (Katzie), kʷikʷəƛ̓əm (Kwikwetlem), q̓ʷɑ:n̓ƛ̓ən̓
(Kwantlen), qiqéyt (Qayqayt), xʷməθkʷəy̓əm (Musqueam) First Nations and on the ancestral and
traditional territory of the sc̓əwaθən məsteyəxʷ (Tsawwassen) First Nation.

2.

ADOPTION OF THE AGENDA
“That the Board adopts the amended agenda for its regular meeting scheduled for
September 24, 2020 with the addition of 6e) Surrey Libraries Re-opening update.”
Trustee Kendler moved and Councillor Hundial seconded - CARRIED

3.

ADOPTION OF THE CONSENT AGENDA
Documents & Reports:
a)
Minutes of June 25, 2020 regular meeting and August 20, 2020 special meeting of the Surrey
Public Library Board.
b)
Financial Statement for the period ending August 31, 2020.
Correspondence:
NONE
MOTION: “That the documents, reports and items be received for information.”
Councillor Hundial moved and Trustee Herrmann seconded – CARRIED

Our Mission: We connect people, spark curiosity, and inspire learning.
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4.

UNFINISHED BUSINESS
None

5.

NEW BUSINESS
a)
2021 Operational Budget and Capital Plan Requests
Director, Administrative Services outlined the 2021 proposed budget. The Library’s 2021 budget
proposal is based on the current year budget, while considering strategic priorities, community
needs, and the uncertainty of the pandemic situation. One operating and one capital request
are recommended, in addition to requesting funding to operate Clayton branch for a full year.
Pending confirmation of City budget approval in December, the Library may need to revisit
priorities to ensure the operations are managed effectively.
MOTION: “To approve the 2021 Operating Budget and 2021-2025 Capital requests for submission
to the City of Surrey.”
Trustee Kendler moved and Trustee Hong seconded – CARRIED
b)

Board Meetings during pandemic and provincial health orders

Based on feedback from the Board, Chief Librarian to explore holding in-person or hybrid meetings
starting in 2021, and bring recommendations to the October meeting.
6.

INFORMATION ITEMS
a)
b)

Pandemic Activities Report
Board Self-Evaluation Questionnaire

Board determined the questionnaire remains the same for 2020 and consider revising in 2021
with an equity, diversity and inclusivity lens.
c)
d)
e)

7.

InterLINK Update – Update provided by Chief Librarian
BCLTA Update – Update provided by Trustee Hearty
Re-opening of Surrey Libraries – Update proved by Director, Public Services

NEXT LIBRARY BOARD MEETING
October 22, 2020 at 7:00 p.m. via Microsoft Teams Meeting
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8.

MOTION TO MOVE IN CAMERA
“The Board proposes a motion to move in camera, pursuant to section 90 of the community charter,
specifically to approve the minutes of the June 25, 2020 in camera meeting, and to discuss the chief
librarian compensation framework and performance review process.”
Trustee Chang moved and Councillor Hundial seconded – CARRIED

9.

ADJOURNMENT
The Surrey Public Library Regular Board Meeting of September 24, 2020 was adjourned at 8:01
p.m.

Page 3 of 33

Page 4 of 33

Public Library InterLINK
Board Meeting Summary
September 29, 2020
Updates on the 2020 Operations Plan and the process for developing the 2021 plan, a review
the Federation’s strategic framework, a discussion on the board self evaluation survey tool, and
an update on the planned fall Board development session focusing on reconciliation were the
key agenda items at the September 29 board meeting, held via zoom.
2020 Operations Plan Update:
M. Burris presented an update to the 2020 Operations Plan. He highlighted areas where
progress was continuing (staff development, LLEAD, NewToBC) but noted that some activities
have been impacted by the COVID-19 emergency. It is anticipated that it will be a busy fall,
with member libraries ramping up services.
M. Burris also spoke about the process for developing the 2021 Operations Plan. He noted that
at its September meeting, the AAG voiced support for scheduling a special, facilitated session of
library directors to consider how library services will continue to be impacted by the COVID
emergency and what opportunities may exist for InterLINK to support member libraries. The
feedback will inform the development of the draft 2021 Operations Plan, which will then be
reviewed by the Governance and Planning Committee (GPC) before being presented to the full
Board at its November meeting.
Strategic Framework
J. Chuback noted that as part of the development of the strategic framework, the Board
stipulated that the framework be reviewed annually. M. Burris noted that the AAG had
reviewed the framework at its September meeting and are supportive.
There was discussion among Board members regarding being more intentional regarding how
the Federation addresses topics such as diversity and equity. There was agreement that a
commitment to both should be reflected in the Strategic Framework and the Operations Plan.
The item was referred to the GPC for further consideration and recommendations.
Board Self Evaluation
J. Chuback noted that the Board conducts an annual self-evaluation process. For the past
number of years the survey that was included in the board package was used for this purpose.
There had been some questions regarding the survey in 2019, so it was felt that a review of the
survey would ensure that it remained an effective tool.
In view of the earlier points regarding diversity and equity, there was discussion regarding how
the evaluation process could be part of modeling how the board could be intentional in how
those values are reflected in this process. It was suggested that there be a Board composition
section. It was also pointed out that although InterLINK representatives are appointed by
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member libraries, there were opportunities in that recruitment process to advocate for
appointees who reflect the diversity of the communities member libraries serve.
J. Chuback asked for feedback on the survey to be forward to the Executive Director by October
9. The survey will then be reviewed by the GPC and shared with the full Board in time to be
discussed at the November Board meeting.
2020 Board Development:
H. Pruden provided an overview of the process being followed for the "reconciliACTION"
session being developed for the InterLINK Board. H. Pruden noted that the intent was to
develop a template that libraries could use to inform their reconciliation journey. M. Burris
noted that H. Pruden, Barb Lawrie and he had determined that in order to permit enough time
to be devoted to this session, a special meeting of the board, with the session as the only item
on the agenda, was planned for Tuesday, October 27 from 5-8. Additional details to follow.
Around the Table:
Around the table topics focused on COVID-19, especially plans for the reopening of additional
services, including having patrons in libraries (numbers and time in the building being limited).
There was mention of virtual programming taking place at many libraries, the return of staff
and positive feedback from the public regarding the resumption of certain services. Some of the
topics noted were VPL's collaboration with the Vancouver School Board, Summer Reading Club
activities, boosting of Wi-Fi signal for outside the library use, and Whistler's receipt of Chamber
of Commerce Award of Excellence in that community. It was also noted that VPL
representative Harlan Pruden has been nominated for a position on the BC Library Trustees
Association Board.
Please refer to my Agenda package report for further details on current projects.
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To:
From:
Date:
Subject:

Surrey Public Library Board
Surinder Bhogal, Chief Librarian
October 22, 2020
Strategic Plan Review

RECOMMENDATION
To be received for information.
BACKROUND
Surrey Libraries launched a new Strategic Plan in 2019 (attached as Appendix I). The plan was the
culmination of a year-long process initiated by the Board, involving community and staff consultations,
as well as environmental scans of Surrey and trends in public libraries.
The plan was created using a balanced scorecard approach, adopted by the City for its strategic plan
‘Surrey Excels’, which views planning through four lenses – community, processes, funds, and staff. The
Board established broad themes, set the library’s vision, mission and values, and prioritized strategic
objectives. Staff created key strategic initiatives to help meet the objectives. The strategic initiatives
form the basis of the Library’s annual work plan. A high level summary of the plan is illustrated in a
strategy map (attached as Appendix II).
Library Consultant Ken Roberts was engaged to facilitate the process and help draft the plan. As part of
sound governance practice, the Board scheduled to revisit the plan at the end of the second year of
implementation. Ken Roberts has been invited back to lead this discussion with the Board.
DISCUSSION
The discussion will focus on the relevance of the strategic plan, particularly in the current pandemic,
and the exponential shift to the digital world. (see Appendix III - Article from Federation of Ontario
Public Libraries). The pandemic has required nimble and agile planning and processes; and much
uncertainty still lies ahead. The Board will review the vision, mission, values, themes, and objectives.
CONCLUSION
The current strategic plan is broad, built on a strong foundation, and may not require any significant
shifts; however, it is important to understand where we are, how we got here, and what we might do
next. The attached appendices are provided as information to facilitate a meaningful discussion. Staff
will create the 2021 workplan and key strategic initiatives based on the outcome of this discussion.
Attachments:
Appendix I: Surrey Libraries Strategic Plan 2019-2023
Appendix II: 2020 Surrey Libraries Strategy Map
Appendix III: Article from Federation of Ontario Public Libraries: Public Library Strategic Plans – it’s a big
opportunity and challenge
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APPENDIX I

Strategic Plan 2019 – 2023
Text Version
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Surrey Libraries is grateful to be serving the community on the traditional and unceded territories of the
Semiahmoo, Katzie, Kwikwetlem, Kwantlen, Qayqayt, and Tsawwassen First Nations.
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Message from Board Chair & Chief Librarian
We are proud to present Surrey Libraries’ new strategic plan outlining our vision for building an even
stronger library over the next five years. This new plan will enable us to continue serving our rapidly
growing community with focus and intent.
A public library should be the soul of its community: a safe setting where ideas are explored, facts are
discovered, and creativity can flourish. A good public library brings the world’s best creative endeavors
and most reliable information into a community and enables anyone in the community to easily access
these. Increasingly, a good public library also uncovers its community’s unique qualities and endeavours
to provide relevant services to meet its community’s needs. We will always strive to perform this
valuable role and anticipate our community’s needs.
Surrey has many unique features. It is one of the fastest growing cities in Canada as well as one of the
most diverse. It supports the largest population of school-aged children in British Columbia. These are
some of the realities that influence library priorities and services.
Responsible use of public funds requires that we focus our energy on ways to best improve library
services. In developing our strategic plan, we affirmed that there are three key areas, or themes, in
which our Library must place an emphasis in order to excel:
•
•
•

Literacy and Learning
Connections
Welcoming, Inclusive Spaces

While we already support these areas in many ways, the strategic priorities set in this plan will
strengthen our role as an institution for learning and literacy; help us build meaningful community
partnerships and provide our residents with greater opportunities for connection; and ensure we
continue to invest in creating welcoming and inclusive spaces for all to enjoy.
We extend our thanks to all the people involved in helping shape this plan. This includes our trustees,
staff, elected officials, and the many community members who provided input through surveys and
interviews. Your contributions have been invaluable.
Our goal is to provide Surrey residents with the best possible library services, recognizing the unique
needs and desires of those we serve. This plan is designed to help us meet that goal and we hope you
find this plan as inspiring as we do.

Karen Reid Sidhu and Surinder Bhogal
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Vision, Mission, and Values

Vision
A literate, inclusive, thriving City
The Vision Statement sets out the ideal future that Surrey Libraries aspires to realize and helps drive the
Library in its community-facing work as well as in its internal operations.

Mission
We connect people, spark curiosity, and inspire learning
The Mission Statement reflects the core purpose of Surrey Libraries and how we will work toward
supporting the Vision.

Values
Our Values are the guiding principles that characterize how we conduct ourselves and inform our
decision making.

Community-focus
We care about the broader well-being of our community and guide our services based on its
changing needs.

Intellectual freedom
We champion the right for different voices and ideas to be heard, and the right for questions to
be asked without censorship. We respect and defend individual rights to privacy and choice.

Service Excellence
We provide excellent, responsive service.

Equitable Access
We strive to reduce barriers to service, and meet the community where they are. We uphold the
principles of social justice.

Creativity
We continuously explore and pursue new ideas to improve services. We learn from our efforts,
remain flexible, adapt, and innovate.

Collaboration
We support, trust, and respect each other. We share stories, ideas, and experiences with each
other, our City, community, and patrons.
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Strategic Themes
Surrey Libraries’ Strategic Plan is organized around 3 broad Strategic Themes: Literacy and Learning,
Connections, and Welcoming and Inclusive Spaces. These Themes are the overarching “strategic
pillars” and represent areas we must excel in to fulfill our mission and realize our vision.

Literacy and Learning
Every public library stresses literacy and learning. These two simple concepts define the optimistic
reasons why public libraries were created. Literacy and learning allows individuals to explore their
curiosities, to learn new skills, and to make the best decisions possible in life.
In Surrey, the emphasis on literacy and learning is especially important. Many of our residents came to
Canada as adults with distinct literacy demands and with diverse learning needs. Others face language,
cultural, and technological barriers that can prevent them from taking full advantage of opportunities
for social and financial success. With the largest school-aged population in BC, the community requires
considerable early literacy support.
Literacy is the key to fully participating in society – applying for a job, reading to a child, or logging onto
a computer all require a level of literacy. Digital literacy, critical thinking, and evaluation have gained
importance as essential literacy skills. The Library will place an emphasis on both traditional and new
ways of learning. The technologies we provide will improve our ability to support literacy for the entire
community from children to youth, and adults to seniors.

Connections
The Library connects Surrey residents with resources and services that help enrich lives. This will
continue to be our most important role and we will strengthen it by building our collections, and
improving ways that people discover resources, technology, and information.
The Library also helps in connecting people to others with similar interests and connecting people to
community resources and services. It enables people to connect with friends and families, near and far.
New Canadians are connected to their adopted community; and the community is connected to its
cultural diversity. Library space, both physical and virtual, helps to support residents’ creative efforts.
Connections also means supporting efforts of reconciliation with Indigenous communities.
We want all who reside and work in Surrey to have greater awareness of the services the Library
provides and of the ways that the Library can help to improve their lives. Outreach, beyond library walls
to expand the scope of services, is critical to our success.
The Library will enhance strategic community partnerships, collaborating with other organizations,
agencies, and partners to advance shared priorities and leverage resources for greater community
benefit.
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Welcoming & Inclusive Spaces
The Library will maximize the impact of our physical spaces, however limited or expansive, and support
the thriving community hubs that they are. Our physical space must look inviting and provide residents
with places to meet, learn, play, and be inspired. Our facilities and our staff will make individuals and
families feel welcomed, safe, and comfortable. They must support families, those studying as groups,
and those seeking a more contemplative environment.
We also recognize the importance of creating welcoming and accessible virtual spaces – those library
services that are accessed through electronic devices.
We plan to expand services in underserved areas and improve access using both traditional and
innovative avenues. We will strive to provide equitable access to our resources to all segments of the
community, including vulnerable and marginalized populations.
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Strategic Objectives
The plan includes 14 Strategic Objectives arrayed within 4 perspectives: Our Community, Our Funds, Our
Processes, and Our Staff. The Strategic Objectives are the specific things we must excel in to achieve our
mission and vision. They provide a clear purpose to help organize and prioritize our work, and support
the three overarching themes: literacy and learning, connections, and welcoming and inclusive spaces.
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Our Process
The strategic planning process began with a one day retreat where Library trustees and senior
management were immersed in considering trends affecting today’s libraries, the needs of Surrey, and
in drafting the broad themes on which Surrey Libraries could focus its energies. Library staff were then
consulted through several in-person sessions as well as an online survey. Staff provided invaluable input
which helped refine the draft themes to ensure they were focused on improving services to our
community.
We also reached out to the wider community with consultations at our branches and an online survey
that netted over 1,650 responses. One-on-one interviews were conducted with over 50 key stakeholders
including representatives from community partners, other libraries, and City of Surrey management.
Local elected officials from all levels of government, including Mayor and Council, were also consulted.
All of the consultation and survey data was shared with Library trustees and staff and used to refine the
draft themes to help shape the strategic plan. The refined themes were reviewed by the Library
management team to draft strategic objectives intended to help realize the aspirations in the themes.
Staff from across the organization also volunteered to form an advisory committee to provide input on
the draft strategic objectives.
Input from all these sources was gathered and applied to the plan and the draft was then reviewed by a
committee of the Board prior to being presented to the Board for approval.

Listening to Our Community
Our consultations revealed that the public see the Library as a safe place, they greatly value the services
of the Library, and they see us as an important institution to promote literacy and learning. A majority
(69%) want us to continue placing an emphasis on our physical and electronic collections, while a large
group (41%) also want us to provide more creative programming, for example music, art, or creative
writing. 38% of respondents want us to place greater emphasis on online services or technical assistance
and education. Just over a quarter of respondents value the Library as a meeting place, a place to
celebrate and showcase culture, diversity, and local art, and a venue to facilitate individual and
community learning.
Feedback from both staff and the public stressed that the Library needs to place greater emphasis on
generating more awareness of the Library’s offerings throughout the community.

Trends Shaping Our Community
The City of Surrey is one of the fastest growing communities in BC, welcoming an average of 800 new
residents each month, and is growing twice as fast as other communities in BC. Surrey’s population is
diverse, multicultural, and demographically young compared to other cities in BC. In the last census, 178
different languages were identified as being spoken and 30% of households speak a language other than
English at home. The City also has a large and diverse urban Indigenous population.
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-8The Surrey School District has the largest enrollment in BC. The City sees an average of 480 births per
month which translate to an additional 16 kindergarten seats every day. Surrey Libraries is the only
community agency that provides universal and freely accessible early literacy services across the City.
Use of technology and demand for electronic resources has increased dramatically. Surrey Libraries
currently has 240 branch computers with around 500,000 computer sessions being logged annually.
Current federal and provincial legislation and regulations present challenges to offering some digital
services, and information security is also an ongoing concern.
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Strategic Objectives Description
A1

Promote and nurture literacy and learning

Enhancing literacy and learning in the community is at the core of the Library’s vision and mission. We
will enhance literacy supports for learners of all types.
We will do this by:
•
Expanding programming to improve all types of learning, such as storytimes and
technology help classes at all locations
•
Building strong print and digital collections, and promoting online learning tools

A2

Position the Library as the heart of the community

The Library is a “community living room” and welcomes everyone from newborns to seniors. The Library
celebrates the diversity in the community and is a crucial lifeline for newcomers to Canada, providing a
sense of community and belonging as well as information and access to services. The Library promotes
and supports the creation and sharing of local content, such as stories honouring our Indigenous
peoples’ history and culture.
We will do this by:
•
Enhancing efforts to support reconciliation with Indigenous communities
•
Increasing support for community content creation

A3

Strengthen strategic community engagement

The Library will engage with our community to better understand its needs. We will enhance our
collaborations and partnerships, recognizing that joining with others gives us opportunities to leverage
strengths for greater community benefit.
We will do this by:
•
Creating and implementing a community engagement and partnership methodology
•
Strengthening our role as a venue for community dialogue and connections

A4

Increase satisfaction with our services

Libraries are evolving to meet changing community needs and expectations. We will embrace and
support this evolution to serve our residents better.
We will do this by:
•
Leveraging technology to improve connections to library services and resources
•
Exploring opportunities to increase programming that meets growing demands
(for example, children’s programming, seniors’ programming, and programming for
newcomers)
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A5

Improve access to Library services

We will better connect people to the services of the Library, reduce barriers to service, and reach the
community outside our Library walls.
We will do this by:
•
Planning for new Library branches, expansions, and renovations across the City where
people need to access them
•
Exploring and implementing opportunities for extending Library hours and offering
services beyond our branches

B1

Align resources to changing community needs

We will reach out to our community, assess its changing needs, and be responsive to meeting those
needs. We will anticipate and plan for changes in the community and society.
We will do this by:
•
Inviting partners to collaborate with us on identifying and addressing community needs
•
Helping newcomers integrate into the community

B2

Explore opportunities to diversify and grow revenue

We will seek opportunities to diversify and grow the Library’s financial resources to support value-added
initiatives, distinct from core Library services.
We will do this by:

•
•
B3

Developing and implementing new fund development initiatives
Exploring revenue generation ideas aside from fundraising

Enhance responsible spending and accountability

To build our stakeholders’ trust in the Library’s processes and decisions, we will demonstrate strong
stewardship and transparency in our use of public resources.
We will do this by:
•
Assessing and balancing how resources are allocated
•
Improving data-driven decision-making
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C1

Refine processes to improve services and create capacity

We will analyze and seek opportunities to improve, streamline, or automate operational models,
processes, and policies to create more time for programming, outreach, and special projects.
We will do this by:
•
Reviewing and revising our service delivery model for optimum service experience
•
Streamlining materials selection processes to create more efficiencies

C2

Broaden awareness of Library services

We will take every opportunity to promote the services of the Library and increase the Library’s visibility
and profile in the community.
We will do this by:
•
Developing and implementing a comprehensive marketing and communications
strategy
•
Expanding services beyond our physical locations and serving people where they are

C3

Encourage innovation and collaboration

We will encourage and support new ideas and teamwork opportunities to help our staff become more
innovative and collaborative in the way they work.
We will do this by:
•
Supporting staff in developing and sharing new ideas and approaches
•
Sharing expertise across teams

D1

Foster a culture of service excellence

We will provide great service by listening to our customers and aligning our processes and service
delivery models to better serve them.
We will do this by:

•
•

Enhancing customer service training for all staff
Consulting with our community on a regular basis
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D2

Cultivate a safe, engaged, and diverse workplace

To build the best teams and develop our skill base, we will foster our employees’ sense of purpose and
engagement, leverage their talents and capabilities, and support their well-being.
We will do this by:
•
Prioritising the physical and emotional well-being of our staff
•
Creating a fun work environment where everyone is respected and heard
•
Finding ways to promote the unique skills and talents of our staff

D3

Develop and empower staff

We will create and maintain a work environment that attracts people to work for Surrey Libraries and
that keeps our staff motivated and committed to service excellence.
We will do this by:
•
Identifying core competencies for roles and training staff with required skills and
knowledge
•
Providing staff with the technology and tools they need to serve our community well
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Strategic Initiatives
The Strategic Initiatives listed below represent new projects or renewed emphasis on areas that the
Library will prioritize to directly influence our Strategic Objectives. The initiatives will periodically
change as projects are completed and as new initiatives are undertaken to support the community’s
evolving needs.
1. Expand early years literacy services in all branches
2. Support digital skills development at all branches
3. Enhance efforts to support reconciliation with Indigenous communities
4. Create and promote comprehensive community engagement/partnership methodology
5. Expand programs delivered through partnerships
6. Explore opportunities to increase after-school programming for middle-years
7. Craft a customer satisfaction and awareness survey
8. Plan for new library branches: Clayton and Grandview
9. Plan and support library renovations and expansions: Cloverdale and Fleetwood
10. Develop a plan for helping to integrate newcomers
11. Develop and implement fund development initiatives
12. Create a strong and standardized framework for assessing cost, impact, and value of
programming, services, collections, and resources
13. Update library's long range capital plan
14. Review service delivery model to create more time for programming and outreach
15. Streamline materials selection processes
16. Develop a comprehensive marketing and communications strategy
17. Develop a process for staff ideas generation
18. Increase support for community content creation
19. Develop and deliver a customer service training module for all staff
20. Develop an approach to measuring and enhancing staff engagement
21. Identify core competencies for roles and train staff with required skills and knowledge
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Evaluation
One of the key elements of our strategic plan is the commitment to measuring progress on the plan, the
impact of our work, and adjusting approaches to improve efforts. Acknowledging that the City of Surrey
is the Library’s greatest supporter, our plan and outcome measurement is aligned with that of the City.
A balanced scorecard has been adopted to organize and evaluate our work. The balanced scorecard
guides us to do well in each of our four key perspectives:

Our community
Our community lens is on the people we serve, deepening our relationship with them,
and ensuring we deliver services to enhance the community and achieve our vision.

Our funds
The funds lens considers how we optimize our financial resources to wisely utilize funds
entrusted to us by the public, funders, and donors.

Our processes
This lens considers our operational processes and activities that we can enhance to provide
greater service in order to achieve our vision.

Our staff
Our staff lens considers how we support our staff to enable them to excel in their roles,
foster our employees’ sense of purpose and engagement, and support their well-being.
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Key Measures & Targets
The measures and targets set will be tracked on a regular basis to provide information on how the plan
is progressing, where improvements and changes in approach may be required, and when to recognize
and celebrate milestones of accomplishment.
The measures outlined below are not the only ones the Library will track; however, these are identified
as key to demonstrating the impact of implementing our strategic plan. These measures will be
reviewed and adjusted over the life of the plan to ensure the correct measures are being tracked to
monitor the success of the plan.

Community Satisfaction & Awareness
Survey

Aligning
Strategic
Objective(s)
A1–A5; C2,
D1

Number of participants in programs

A1, A2

Total new items added to physical and
digital collections
Number of sessions on online learning
resources
Number of visits – physical and digital

A1

Number of community partners

A3

Number of cardholders active in the
last 3 years
Annual hours open

A4

% of population living within 1 km of a
library branch
Number of programs for newcomers,
seniors, early years

A5

Measure

Notes
Questions to assess the public’s overall perceptions on the
Library. Examples may include:
• % of respondents who believe that Surrey Libraries is
important
• % of respondents who are satisfied with the services
provided by Surrey Libraries
• % of respondents who are satisfied with the customer
service they receive from staff
• % of respondents who agree that Surrey Libraries is
welcoming and inclusive
• % of respondents who agree that Surrey Libraries is a go
to place for literacy and learning
• % of respondents who think Surrey Libraries is doing a
good job of promoting its services
• % of respondents who are satisfied with access and
opening hours
• Program and event attendance numbers
• Summer Reading Club enrollment

A1

Examples include Lynda.com and Rosetta Stone

A2

This will include visits to the 9 branches and website visits

A5

Physical access to our facilities and services improves with
additional opening hours.
Studies show that the closer the library branch, the more
likely that household will visit the library

B1
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- 16 % of budget allocated to digital
resources
Net annual growth in active donors

B1

Operational spending and capital
spending on budget
% of transactions using self-service
Earned media statistics

B3

Number of new innovations or ideas
from staff

C3

% of staff completing customer
service training
Staff Engagement Survey

D1

% staff absent

D2

% staff completing at least 1 course in
the past year

D3

B2

C1
C2

D2, C3, D3

For any fundraising to be successful, organizations need to
build their donor base.

Number of media releases picked up against sent;
social media engagement stats
We will create a process for staff to submit ideas and to then
track the number of ideas submitted as well as the ratio
implemented

Annual survey - % of employees providing a favourable rating
on employee engagement question set. Examples may
include:
• I have the tools I need to do my job well
• I have the necessary authority to do my job well
• I have opportunities to collaborate with others
• I have opportunities to develop and implement new
ideas
Staff engagement often translates to improved rates of
absenteeism
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OUR
VISION

A literate, inclusive, thriving city

Strategic Plan
2019 – 2023
Strategy Map

APPENDIX II

OUR
MISSION

We connect people, spark curiosity, and inspire learning

OUR
VALUES

⬧ Community-Focus ⬧ Intellectual Freedom ⬧ Service Excellence ⬧ Equitable Access ⬧ Creativity ⬧ Collaboration ⬧

OUR
THEMES

LITERACY AND LEARNING
STRATEGIC OBJECTIVES

Our
Community

A1: Promote and nurture literacy and learning
A2: Position the Library as the heart of the community
A3: Strengthen strategic community engagement
A4: Increase satisfaction with our services
A5: Improve access to Library services

Our
Funds

B1: Align resources to changing community needs
B2: Explore opportunities to diversify and grow revenue
B3: Enhance responsible spending and accountability

Our
Processes

C1: Refine processes to improve services and create capacity
C2: Broaden awareness of Library services
C3: Encourage innovation and collaboration

Our
Staff

D1: Foster a culture of service excellence
D2: Cultivate a safe, engaged, and diverse workplace
D3: Develop and empower staff

CONNECTIONS
KEY MEASURES

A1.1: % of public who agree SL is a go to place for literacy and
learning
A1.2: # of digital literacy programs (virtual and in-branch)
A1.3: Use of online learning resources (hours and sessions)
A2.1: % of public who believe SL is welcoming and inclusive
A2.2: # of visits – physical and digital
A2.3: Use of library resources (circ. print, digital, ebooks)
A3.1: % programs delivered through partnerships
A4.1: % of public satisfied with SL service
A4.2: # new cardholders
A4.3: # of cardholders active in last 3 years
A4.4: % of public satisfied with range of services offered to
community
A5.1: Ratio of visits to hours open
B1.1: % of budget allocated to digital resources
B1.2: % of programs for newcomers
B2.1: Net annual growth in active donors
B3.1: Operational spending and capital spending on budget
C1.1: % of transactions using self-service
C1.2: # of staff visits in community
C2.1: Earned media statistics
C2.2: Level of public awareness of SL services
C3.1: % staff proving favourable rating on innovation q set
C3.2 % staff providing favourable rating on collaboration q set
D1.1: % of staff completing service excellence training
D1.2: % of users who rate staff as knowledgeable & helpful
D2.1: % staff providing favourable rating on engagement q set
D3.1: % staff providing favourable rating on empowerment q set
D3.2: % training hours to FTE

WELCOMING AND INCLUSIVE SPACES
KEY STRATEGIC INITIATIVES 2020
1. Increase engagement with middle years children
2. Support digital literacy development
3. Develop a strategy and action plan for Community Connected Libraries, aligned
to the New Service Model
4. Complete Outreach Services Strategy and Action Plan, aligned to CommunityConnected Libraries Plan
5. Implement actions from the Newcomer Integration Plan
6. Focus efforts on reconciliation with Indigenous communities
7. Increase library members
8. Support redesign and opening of Cloverdale, Ocean Park and Clayton
9. Develop a Fund Development Plan
10. Update Facilities Master Plan
11. Launch New Service Model
12. Streamline materials selection processes
13. Streamline staff scheduling processes
14. Develop a Marketing and Communications Strategy and Action Plan
15. Improve service delivery and service options
16. Complete the Staff Engagement Plan and commence implementation
17. Expand staff development program

January 23, 2020
Key Strategic Initiatives may span over multiple years
Key Measures evaluated annually
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APPENDIX III

Public Library Strategic Plans: It’s a Big Opportunity
and Challenge
by Federation of Ontario Public Libraries | Sep 13, 2020
A few things are clear now:
1. The COVID-19 crisis and the attendant behavioural changes will last a long time – possibly
for 4-5 years – the normal planning horizon for public library strategic plans.
2. The COVID-19 crisis has materially changed human behaviour.
3. Digital advancement has taken five months to cover five years of expected digital
engagement change: Seriously significantly more residents / consumers are:
•
•
•
•
•
•
•
•
•
•

buying online
learning online
conferencing online
working from home
using government services and forms online
engaging with e-books, e-audiobooks, digital music, digital video of TV shows and
movies . . .
Banking online
Living in a small ‘bubble’
Socializing online (such as book clubs. Moms and Tots groups, story times, etc.)
and much more

These mean that your strategic plan is probably out-of-date if it was done before the 2020
juggernaut hit. All of these SWOT exercises, community engagement surveys and focus groups,
and research are now out-of-date.
That said, the following things may not change so you have a platform to review your strategic
execution plan:
•
•
•

Your libraries mission, vision, and values (although the balance internally may)
Your broad strategic organizational priorities may be OK, but just OK.
Your marketing may be good but may need adjusting given the increased digital waves.

As for strategic execution, your library is likely experiencing:
•
•
•

Staffing issues with furloughs, lay-offs, sick leaves, shortages, resistance, and fear.
Shortages of volunteers for book sales, reading buddies, events, Friends groups, etc.
Inadequate facilities for physical distancing and programs.

Page 26 of 33

APPENDIX III
•
•
•
•

Intensified training for digital strategies, new digital services, new e-formats, new
processes (e.g. curbside), or appointment bookings, etc.
Massive changes in staff strategic professional development activities with most
conferences, training sessions, vendor training, etc. going digital.
If you have unionized staff, there is likely more intense engagement and negotiations on
workplace protocols.
Extreme change with regular library partners in other sectors like:
•
•
•
•
•
•
•

•
•
•

•

Elementary and high schools are using significantly different models resulting in
more learners being available during the school day
Universities and colleges doing coursework from home or taking a gap year
Huge day care changes
Huge changes in the rules and accessibility of long-term care and hospital
residents.
Social services changes for community health, wellness, etc.
Closed or limited sports, parks, and recreation facilities (especially when they are
shared facilities).
Closed or severely limited access to cultural activities

Some GTA areas have up to 85% out of town commuters which has plummeted and
residents are in their hometown all day.
Increased social issues including suicide, drug use, poverty, homelessness, family violence,
and many more.
Quality of life issues across Ontario and locally with the massive changes in availability of
local concerts, plays, performances, team sports, clubs, fairs, farmers’ markets, and other
cultural and social activities.
Severely limited access to food options for social engagement like coffee shops,
restaurants, patios, bars, and taverns. Indeed, some may never survive as businesses in
both the short and long term. Mainstreet revitalization plans have suffered a set back.

Public Libraries are the rudders of their community ships. COVID-19 has presented us with
opportunities and changes. It is NOT about adapting to a new normal. It IS about creating the
NEXT normal for our libraries and our communities.
Libraries need to acknowledge that they are community change agents and proponents of
community vitality, but if we do not change, libraries cannot remain what they are.
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To:
From:
Date:
Subject:

Surrey Public Library Board
Surinder Bhogal, Chief Librarian
October 22, 2020
2020 Board Objectives

RECOMMENDATION
To be received for information.
BACKGROUND
The Board adopted its annual objectives at the February 27, 2020 meeting. The objectives include the Board’s
governance obligations to the Library Act and are aligned to the Library’s strategic plan 2019-2023. The
objectives are organized according to the balanced scorecard framework adopted in the strategic plan community, funds, processes, and staff lenses. Objectives were assigned to the Board’s Standing Committees
based on the current terms of reference; and Committee Chairs provide status updates at the June and October
Board meetings. 2020 Committee Members are:
Executive (EXEC):
Finance, Programs and Services (FPS):
Planning and External Relations (PER):

Trustees Chang (Vice-Chair), Cumming, Mann, Sahota (Chair)
Trustees Herrmann (Chair), Hearty, Kendler
Trustees Cumming (Chair), Hong, Saran

Meetings switched to the virtual format following branch closures in March due to COVID-19. In addition to the
regularly scheduled meetings, the Board held 3 special meetings (March, June and August) to address pandemic
closures and recovery planning. Despite COVID-19, the Board has advanced many of its objectives, as outlined in
summary table below.
OBJECTIVE
Community

WHO

WHEN

EXEC

Q1

PER

Q2-4

Mid-year update presented in June. Several
shifts and pivoting related to COVID-19. Next
update in November, full year review in
January 2021.
Plan updated and adopted in May: Actions
under way; Board Chair/Chief Librarian met
with Mayor in February; Council
presentation scheduled for April cancelled
due to COVID-19. All 3 levels of government
attended Surrey Expo and Google Grad
events; Mayor filmed SRC congratulations
video and provided welcome greetings to
YAWC Virtual Gala; 2019 annual report
distributed to Council electronically;
Submission made to Standing Select
Committee Finance on 2021 provincial
budget; 1-on-1 meetings scheduled with
Mayor/Council in October. Opportunities for
actions limited due to COVID-19.

PER

Q3-4

Deferred to 2021 due to COVID-19.

1. Monitor progress of strategic plan

2. Revise advocacy plan and support
actions

3. Provide input in facility master plan
revision

STATUS (Jun – Oct Updates in red text)
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Funds
4. Provide input to the preparation of the
2021 budget and approve for
transmission to City

FPS

Q2-3

FPS

Q1-4

Approved by Board on September 24, 2020.
Submitted to City.
ONGOING – Trustees make personal
donations, suggest prospective donors.
Several trustees made personal donations
and thank you calls to donors. Trustees
attended Surrey Cares event to receive grant
awarded to Library.

ALL

Q1-4

ONGOING – no policy reviews to date for
current year

EXEC
EXEC

Q1
Q3

Deferred to 2021 due to COVID-19.
Scheduled for November.

EXEC

Q1

BCLTA Governance/Advocacy session in
February attended by 8 trustees.

5. Support opportunities to diversify and
grow library revenue

Processes
6. Update policies as necessary
7. Review committee TORs to ensure
alignment with Board objectives and
governance mandate
8. Revise annual board calendar
Staff/Board
9. Conduct development session for new
and returning trustees

10. Onboard and mentor new trustees

11. Develop Board leadership on regional
and provincial level through involvement
in InterLINK and BCLTA
12. Conduct Board self-evaluation mid-year
and end-of year and implement
appropriate recommendations
13. Conduct Chief Librarian Performance
review

EXEC

Q1-4

PER

Q1-4

EXEC

Q2 & 4

EXEC

Q4

3 new and 1 returning trustees received
orientation on Board Procedures in January.
BCLTA newsletters and learning
opportunities forwarded to trustees. Board
discussed opportunities to mentor new
trustees at October meeting.
BCLTA conference cancelled due to COVID19. Trustee Singh volunteered as InterLINK
rep, and Trustee Hearty to be nominated for
BCLTA Board for rescheduled AGM on Oct 6.
Informal mid-year evaluation conducted in
June. Final evaluation survey to be
completed in October.
EXEC engaged consultant to develop CL
compensation framework. Performance
review to start in October.
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To:
From:
Date:
Subject:

Surrey Public Library Board
Seline Kutan, Director, Communications and Advancement and
Kim Davies, Acting Manager, Fund Development
October 22, 2020
Fund Development Update

RECOMMENDATION
To be received for information.
BACKGROUND
Surrey Libraries has been actively fundraising since 1994. The goals of the Library’s fundraising
efforts are:
• To generate funds to enhance collections and offer new programs and services outside core
services/functions of the Library
• To provide an opportunity for the community to become more engaged with Surrey
Libraries
• To improve the Library’s visibility as a charitable organization
• To augment municipal and provincial funding
Prior to 2019, fund development at Surrey Libraries was a mixture of marketing and fundraising
efforts. In 2018, the return on investment on existing fundraising initiatives was reviewed and it was
determined that a shift to focus on individual giving was needed. Individual donors are the
backbone to any successful fundraising program and fundraising efforts aimed at individual donors
typically provide the best return on investment. Therefore, for the last couple of years, donor
acquisition has been a priority for Surrey Libraries’ fundraising efforts.
The COVID-19 pandemic disrupted the normal flow of operations for Surrey Libraries and its
fundraising capacity. From mid-April to the end of September, staffing was reduced to .8 FTE to
support all fund development activities, requiring the prioritization of work. Despite this, many
projects have moved forward as outlined in the following report.
FUNDRAISING PROJECT OVERVIEWS
New Fund Development Plan
A key strategic initiative this year was to develop a fund development plan. In January, a consultant
was hired to conduct a program analysis and provide recommendations. Through discussions with
staff, the recommendations were refined to form the basis of a new fund development plan for
Surrey Libraries. The five-year plan includes two years of specific actions as well as considerations
for the impact the COVID pandemic may have on fundraising efforts.
Goals of the plan are to:
1. build an annual fundraising program that increases the number of donors who support Surrey
Libraries and sets the stage for future growth in the dollars raised
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2. develop a case for support that clearly positions Surrey Libraries as an organization that the
community can avidly support
3. provide a plan of action for the staff to guide their work over the next two years, with an
overarching 5-year strategy
Key action items in the plan include:
• creation of a case for support
• implementing an annual giving campaign
• relationship building strategy for new donor acquisition
• grant writing strategies
• integrating planned giving
• corporate giving strategies
• donor stewardship approach
Careful thought was given to create a plan which is versatile and speaks to modifications, limitations,
and opportunities both during the pandemic, and post-pandemic. Staff are eager to start working on
this plan and bring some exciting new elements and momentum to fund development.
Grants Pursued Jan – Sept 2020
Funder
Province of BC Multiculturalism
Grant
SurreyCares
S. M. Blair Family Foundation

Neighbourhood Safety Series

Amount
Requested
$5,000

Outreach librarian
Dash Robots (Loanable tech)

$23,697
$5,000

$23,697
$2,000

First West Foundation

Moving forward with Truth &
Reconciliation

$5,000

$5,000

Coast Capital Savings

E-Collection expansion during
Covid
Outreach librarian
E-Collection expansion during
Covid
E-Collection expansion during
Covid

$6,500

$0

$23,697
$15,000

$0
$0

$20,000

No response
yet

Reaching Home
Vancouver Foundation
Telus Community Board

Project

Amount
Granted
$4,000

Donor Stewardship / Summer Appeal
At the end of July, a personalized letter from the Chief Librarian was sent to donors. The intent of the
letter was two-fold: connect back with donors for whom communication went silent during the early
days of the pandemic and invite donors to support the Library in our efforts to support our
community in new and different ways through this pandemic. The letter was sent out to existing as
well as lapsed donors (those who had previously donated but not in the last 5 years).
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The results of the campaign were:
Funds raised: $5,775.20
Number of donors: 29
Response rate: 17.58%
The large response rate was encouraging, especially given that the letter was sent during a pandemic
and in the middle of summer. For comparison, the 2018 donor appeal resulted in a 6.2% response
rate.
Tree of Giving Campaign
Tree of Giving is a newer holiday fundraising campaign which replaced the Festival of Trees fundraiser
in 2019. The Tree of Giving campaign features a festive tree in each branch for patrons to help
decorate through a donation. The campaign ran its first year in 2019 with donor acquisition as its
primary objective. The campaign resulted in 82 new donors and $3,129.76 in individual donations as
well as $8,000 in corporate sponsorship.
Planning is currently underway to see what modifications are needed to run the campaign through
the pandemic this year. Noteworthy this year:
•
•

Tree of Giving will be integrated into the fall donor appeal letter.
Piloting mailing the fall appeal letter to approximately 2,000 library patrons to try to acquire
new donors and activate tactics from the new fund development plan.

Goals of the campaign include:
• increase the number of active donors and the overall pool of donors
• increase the touch points with our current donors
• increase awareness that SL relies on fundraising to provide enhanced programming
• raise funds for general operations
• build community spirit!
Sponsorships
Best Buy
In May, Best Buy donated 10 Chromebooks for the Library’s outreach work. The need centered
around social isolation and the role Surrey Libraries could play for the community at this time with
loanable technology. While the initial focus was on seniors and employment seekers, it has now
shifted primarily to newcomers.
Surrey Libraries EXPO
For many years, Surrey Libraries has partnered with Guildford Town Centre to host a community
literacy event in January. In 2019, in addition to the in-kind support of mall space, we secured a
$5,000 cash donation toward the 2020 Surrey Libraries EXPO showcasing the Library’s many offerings
to the community. Due to the pandemic, the Library will not be activating the 2021 Surrey Libraries
EXPO and therefore will not be pursuing the sponsorship from Guildford Town Centre.
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Young Adult Writing Contest
This year’s contest and celebration gala moved online and the sponsorship package was modified to
reflect new and lost recognition opportunities. As a result, we’ve raised $8,651 in cash and $2,433 in
kind sponsorship for this project, slightly lower than last year’s sponsorship of $11,052 in cash and
$2,475 in kind.
Gayle Harris Memorial Education Fund
The Gayle Harris Memorial Education Fund was established by Barbara E. Harris with an initial
$100,000 donation in loving memory of her daughter, Gayle Harris, who was a beloved Youth
Services Librarian at Surrey Libraries. Gayle worked at Surrey Libraries for two decades and passed
away unexpectedly in 2019.
The Gayle Harris Memorial Education Fund generates annual grant funding for Surrey Libraries’
employees who are studying to obtain their Master of Library and Information Studies degree or
Library Technician diploma, or equivalent programs.
The first call for applications for the grant will be made this fall. There is $4,000 in grant funding and
may be given to one individual or divided among applicants, as determined by the Library.
Thank You Calls to Donors
Thank you to Trustees Hermann, Hearty, Cumming, Chang, Mann, Sahota, Dhesa, and Zhen who have
offered to regularly call and thank donors. The feedback from donors is very positive and we look
forward to the long-term benefit of this gesture from the Board. Expressing gratitude and
appreciation to donors for their gift in a timely manner is a key step in the fund development plan.
Donor Management/Fundraising Software
In 2019 we began investigating new software options for donor management and fundraising with the
hope to transition to a new platform in early 2020. Unfortunately, finding a software solution that
meets provincial privacy legislation requirements as well as the City of Surrey’s security and risk
requirements is proving to be quite challenging. The City’s IT team is now assisting in moving this
project forward.
CONCLUSION
Surrey Libraries’ fundraising efforts are continuing to evolve and be refined as this pandemic makes
many shifts both internally and externally for our community. While donor acquisition will continue to
be a major focus, stewarding existing donors has never been more important. For the remainder of
the year, efforts will be directed at bringing the Tree of Giving campaign to life with the integrated fall
donor appeal and concluding sponsorship obligations for the Young Adult Writing Contest. Integrating
the new fund development plan into an annual activities calendar will also be a priority.
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