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1 INTRODUCTION 
 

In the Fall of 2018 Campbell County Library System asked Hennen Library Consulting to 
prepare a report to evaluate how it compares to similar libraries throughout the country.  The 
research included three phases.   
 
Phase One was a broad comparison of current and historical data for over 9,000 U.S. libraries 
using the HAPLR 2.0 methodology1 developed by Hennen Library Consulting.  The report relied 
on data compiled by individual libraries throughout the U.S. by state libraries and the federal 
government’s Institute for Museums and Library Services (IMLS).  This report used the most 
recent IMLS dataset. The resulting report, “HAPLR 2.0 Metric Study for Campbell County 
Public Library” was submitted on April 17, 2019.  
 
Phase Two, resulted in the report titled “Best Practice Libraries Report for Campbell County 
Library System.” The research was designed to find libraries with extraordinary performance 
data with the intent of asking directors at “Best Practice Libraries” for insights on how they 
achieved their extraordinary performance measures.  We again used broad category comparisons 
as well as historical data for the comparison report.  All the libraries chosen for comparison were 
chosen because their performance measures outpaced Campbell County’s.  We chose them to 
seek best practices that Campbell County can emulate.  Each of the selected libraries has high 
levels of some or all of the input and output measures we investigated.  Not surprisingly, no one 
library is best in class for all the measures.  After an extensive search, we narrowed the field to 
just a 14 of the over 9,000 libraries in the U.S.  Based on further examination of the metrics, we 
chose 4 of those libraries for further examination. (See Section 2 of that report for a further 
discussion of the methodology.)  The libraries and directors chosen for this report were:  

1. Ada County Library in Idaho, Mary DeWalt, Director 
2. Cedar Mill Community Library in Oregon, Peter Leonard, Executive Director     
3. Washington-Centerville Library in Ohio, Kim Senft-Paras, Library Director 
4. Ypsilanti Public Library in Michigan, Lisa Hoenig, Director 

 
Phase Three resulted in this report, “Best Practice Libraries’ Responses to Questionnaires 
for Campbell County Public Library”.  It contains the answers to the 21 questions asked of the 
directors of the 4 chosen libraries. Hennen Library Consulting worked with Campbell County 
Library Director J.C. Morgan and his administrative staff to prepare questionnaires tailored to 
the specific findings of our research for each of these directors.  Section 2 includes a brief 
description of Campbell County Library and the associated HAPLR 2.0 metric data for the 
library.  Sections 3 through 6 include the questions and answers from each library.2  Section 7 
describes Hennen Library Consulting.   

 

                                                           
1 For a description of the methodology see Section 4 of the Phase One Report.  
 
2 For more information on each of the selected library see the Phase Two Report.  
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2 CAMPBELL COUNTY LIBRARY 

2.1 ADDRESS & CONTACT INFORMATION 
 

Campbell County Library  
901 E 6th St.  
Newport, KY 41071 
https://www.cc-pl.org/  
 
JC Morgan, Library Director  
859-781-6166 x21 
jcmorgan@cc-pl.org 

2.2 LIBRARY OVERVIEW 
 

The Campbell County Public Library was created by petition in 1978.  Under Kentucky law at 
that time, a majority of the county’s voters could agree, by petition or referendum, to establish a 
separate taxing district for providing library service.  Library service did, of course, exist in 
Campbell County prior to the district’s formation.  The first public library opened in Newport in 
1902 (in the first Carnegie-funded building in the state to open its doors).  Fort Thomas also had 
a volunteer library from 1969-1978.  The county had an agreement with the Public Library of 
Cincinnati/Hamilton County for reduced rate library memberships prior to 1978. 

 

The county-wide library began in 1978 with three facilities: one in Newport, one in Fort Thomas, 
and one in Alexandria.  The Alexandria location closed in 1984 when the Cold Spring location 
was built.  The Library also operated a bookmobile until 1990.  The Cold Spring Branch was the 
first building project for the Library.  The Fort Thomas Branch operated out of rented facilities 
until 1994 when a building was built.  The Cold Spring location was expanded in 1994.  The Fort 
Thomas location was expanded in 1999.  A new Newport facility opened in 2004.  The Library 
now has one rented facility in Alexandria which opened in 2018.  Two “express” locations 
(unstaffed) serve the eastern edge of the county along the Ohio River.  They both opened in 
2017. 

 

The Library has 90 staff positions or 68 FTEs.  Public services staff are evenly divided between 
the three large branches with about 21 staff positions each.  Alexandria has 4 staff members.  
There are 23 positions not tied to the public service staff at any specific location including 
administration, technical services, and outreach.  There are eight members of the Library’s 
management team. 
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2.3 DATA SUMMARY – CAMPBELL COUNTY LIBRARY 
 

HAPLR 2.0 Metric Comparison 

HAPLR 2.0 provides customized reports for libraries and groups of libraries.  We emphasize 
graphic visualizations of library data that allows libraries to compare their performance to 
peers.  (For a more complete description, see Sections 3 through 7 of the Phase Two Report.) 

 
 

2.4 KEY POINTS 
 

The library has very good output measures using the HAPLR 2.0 metrics, especially when compared to 
its input measures.   

 

On the input side, its book holdings are below the 50th percentile and its building size at the 51.9 is just 
above the median.  Its output average of 81.5% exceeds its input average (72.1%), a surprisingly good 
result.  As the graph in Section 2.1 demonstrated, outputs usually rise with inputs.  

 

Despite these commendable results, Campbell County Library seeks to do even better, hence the research 
for this project.   

 

The next sections of this report provide answers for each of the 
selected libraries to the questions asked of each library.  
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3 ADA COMMUNITY LIBRARY 
 

3.1 ADDRESS & CONTACT INFORMATION 
 
Ada Community Libraries 
10664 W Victory Rd 
Boise, ID 83709 
http://www.adalib.org/  
 
Mary DeWalt, Director 
mdewalt@adalib.org 
(208) 473-2774 

 
 

3.2 ANSWERS TO QUESTIONS SPECIFIC TO ADA COMMUNITY LIBRARY 
 

The questions in this section refer to the tables in the Phase Two 
document titled “Best Practice Libraries Report for Campbell 
County Library System.”  
 
Table 4.3.1 (HAPLR 2.0 Metrics) of the Phase Two Report shows that:  
 

1) Your library’s input data matches or exceeds Campbell’s rates while its output metrics 
exceed those of Campbell by substantial margins.  This is especially true for Ada’s rates 
for Public Internet Uses and for Program Attendance.  What do you think accounts for 
these results for Public Internet Use and Program Attendance? 

Public Internet Use may be due to the fact that we do not have any barriers for use.  No 
library card is required, no guest pass system, people can just walk in and sit down at a 
computer.  It may be that our branches are located where people need to use them for various 
reasons, bandwidth, printer/scanner, etc.  
 

Program attendance is high in part because we have many families in our district; our 
branches are located where there are few competitive activities. It also might be that our staff 
are very creative in program development, much thought and planning goes into programs 
for all ages. We also offer important programs in the community such as kindergarten 
readiness and Tai Chi and yoga for adults. 
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Tables 4.3.2 to 4.3.6 of the Phase Two Report show that:  
 
2) Operating expenditures rose faster than Campbell’s through about 2008 and then stayed flat.  Has 

that impacted the library service profile?  
 

We did have to make some strategic cuts during the economic downturn in most areas except 
personnel. We have remained strategic and conservative as we climbed out, slowly 
increasing services. We made a point to rebuild our non-operational line (emergency like 
roof and/or building improvements) rather than expended those funds. 

 
3) Book volumes rose rapidly through the early 2000s and then more slowly since.  Has the 

collection outgrown the available space?  
 
Budget cuts due to the economic downturn affected our materials budget most.  That may 
explain this somewhat. We initiated RFID a year or so ago and just before tagging conducted 
a massive weeding project.  Our headquarters branch in particular had quite a bit of dead 
weight.  We didn’t necessarily outgrow, but we loosened up to do more face out, etc. We also 
began to shift funds toward digital materials as circulation for ebooks/eaudio has increased 
significantly.  Circulation of children’s print materials has steadily grown while adult has not 
as much, other than hot titles. 
 

4) Staffing is at a somewhat higher rate than Campbell and grew steadily until about 2008 
and has remained stable since.  How has this affected the service profile?   Did you add or 
change services when staff were added?  If so, how?  

 
We saw amazing business at our headquarters branch into the downturn, we added staff to 
extend outreach and cover service desks and conduct programming to keep up.  In 2010-11 
we opened a fourth branch just two miles from the headquarters and shifted many staff to that 
location.  Business at the headquarters leveled off and picked up at the new location but 
existing staff were able to handle it.  We increased hours slightly since then to conduct 
additional outreach and fill service hours of staff who moved into new administrative 
positions like marketing and collection development management, but otherwise have held 
steady. 
 

5) Circulation trended upwards rapidly until about 2011 but has fallen to Campbell’s per 
capita rate in the recent years since then.  What might have accounted for this?  Is part of 
the answer in the much higher use of Public Internet and programming? 
 
It did seem that as circulation dropped, program attendance stayed strong.  Our newest 
branch is in an at risk area of the county and sees much higher library visit and program 
attendance than circulation.  We are trying to address potential barriers such as overdue fines, 
etc. but the general pattern of using the library but not checking items out seems to be the 
norm at that branch.  Circulation is beginning to pick up at all locations again this year, 
including large gains in digital materials circulation.   
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3.3 ADA LIBRARY ANSWERS TO QUESTIONS FOR ALL LIBRARIES IN THIS SURVEY 
 

 

The questions in this section were generated by the 
management team at Campbell County Library System in 
Kentucky in collaboration with Hennen Library Consulting.   
 

6) How are you handling digital materials?  Does it offer streaming video or music 
services?  An Overdrive collection?  Are patrons adapting to these services and using 
them? 
 
We offer Freegal for music, Overdrive for ebooks and eaudiobooks, Recorded Books Digital 
for additional eaudiobooks, Zinio for emagazines, and Kanopy for streaming video.  Ebooks 
and eaudio have seen the largest gains in usage, music and magazines are modestly used and 
Kanopy is fairly new but usage is increasing with each month. 

 

7) Do you have any nontraditional collections/services?  A “maker” area?  Lending out 
mobile hot spots?  Lending common tools?  Telescopes? 
 
We do offer in house maker materials including 3D printers and check out many STEM 
items.  We have a solid physical activity kit collection (bocce, pickleball, tennis set, etc) and 
offer other outdoor-activity items such as binoculars, hiking poles, snowshoes, a tent and 
bear canister. We circulate videocameras and Roku video players loaded with Netflix, 
Crackle, Popcornflix, TED, and Weather Underground.  We currently have 13 hotspots in 
circulation, down from 22 – they are going out of commission for battery or other breakdown 
reasons more than they are lost or stolen.  Our consortium offers a total of 68 combined but 
there is a current waiting list of 214.  It seems impossible to keep up with demand so some 
level of waiting list is inevitable. 

 

8) How do you measure your own success?  What do you think is the way to measure success 
for libraries moving into the future? 

 
We monitor statistics, patron comments, and anecdotal observations by staff.  We measure 
success in more ways than growth and statistics. 
We also take into account the importance of making sure a valuable service is available even 
though statistics may not call it a success, like Tutor.com.  Usage is not high but what we pay 
is modest so the fact that it is available to students is important and we consider that a 
success.  
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9) Do you have any unique relationships with the schools in your service area? Do you issue 
a library card to each student or allow the students to use their student IDs as library 
cards? 
 
We do work closely with area schools, not only visiting to promote summer reading but 
offering booktalks, taking STEM gear over to demonstrate, engaging students in community-
wide reading projects, etc..  We have been trying to crack the nut of student cards for some 
time.  Due to privacy issues the schools are hesitant to work with us on “data dump” of 
records to automatically provide a card to every student (unless parent opts out) so we still go 
about it the old fashioned classroom by classroom method, sending applications home and 
issuing cards that way.   

 

10) How do you interact with community agencies?  Are there any unique partnerships that 
you would like to highlight or suggest that we try on our own? 

 
We embed in various community committees and workgroups to stay at the table to address 
overall community needs and goals.  Our area United Way facilitates monthly meetings on 
the county level they call Hubs.  All local government, non-profit, CBOs, etc. are invited 
(many pop in as they can, not every month) and the whole idea is to share information and 
make connections. 

 

11) What has worked for you in terms of generating public support for expansion projects 
and/or tax and ballot initiatives? 

 
Our district is so geographically expansive with several other cities in the middle of our 
district area, we realize bonds and levies that target only one area of the district would not be 
successful.  Instead, we lease three of our four branch facilities – only own the headquarters 
branch built just after the district was formed in 1987.  We budget for non-operational 
expenditures like tenant improvements.  We were not able to do this during the economic 
downturn, in fact the board had to shift non-op to operational those years and drained it.  We 
have since built it back up over $100,000 so it is ready in case we need it for lease-type 
expansion. 

 

12) How often do you conduct opinion surveys, either on specific issues or for general 
feedback?  Have you found a method that is effective in terms of time, cost, and results? 
 

We create general online surveys every couple of years and targeted surveys in between. 
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13) Have there been any initiatives to grow the number of borrowers or prevent loss of current 
borrowers? 

 
We conducted a GIS survey in order to map areas of our district for a variety of reasons, one 
of which was to look at cardholding patterns.  We did identify an area of the district where 
there were fewer cardholders and that was the area we added a branch. We work with school 
classes to get more student cards. 

14) What successes have you had with programming for or targeting underserved ethnic, age, 
gender or disability groups? How much do you focus on serving underserved communities 
like those with special needs or the incarcerated? 
 
We conduct regular outreach with prisons in our area.  We work with refugee-serving 
organizations, host weekly visits by adults with special needs and have created a special 
sensory storytime for children with developmental delays. 

15) What are your turnover/retention rates? Do you have any system for recognizing and 
rewarding the contributions of top performing staff?  More generally, how do you build 
morale and enthusiasm among your staff? 
 
Our retention rates are quite good.  Staff have moved to other libraries in our consortium 
when professional development opportunities become available and we encourage that, we 
have, in turn had staff come to us from those libraries.  HS student pages moving to college 
and part-time staff receiving full time positions outside libraries are the main reasons we 
have had staff leave. 

 
16) Do you offer any nontraditional staff benefits (beyond vacation/sick 

time/insurance)?  What has proven most popular for your ability to attract and retain staff 
while still being cost effective? 
 
All staff, not just those eligible for health/dental benefits receive vision insurance (in Idaho, 
vision is separate).  Idaho has a retirement plan for public employees and we participate in 
that.  We offer a small amount of support for staff pursuing an MLS/MLIS ($750 yr). We 
used to offer short and long term disability and life insurance but had to cut that during the 
downturn and haven’t set that up again. 

 
17) Do you have employees who provide public services in specialized fields without formal 

librarian training?  (In the answer, we’d be looking for something beyond HR, PR, or 
standard reference service.  Something like a Digital Inclusion Coordinator, specialized 
outreach, or social worker.) 
 
We do not.  
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18) How is your library set up in terms of use of physical space?  How much space is allocated 
to the collections vs patron space (tables, chairs, meeting space, etc.)?  Is there anything 
special about your use of space? 
 
We are quite balanced in terms of physical collection, technology, preschool developmental 
play area (a room in two branches), and programming and study spaces.  The main branch 
used to have much more collection but during the weed in prep for RFID the collection was 
reduced by ¼.  

19) Of the patron space, how much is allocated to meeting space vs open space?  What types of 
meeting spaces do you have and how are they used?  Do you have a non-reservable quiet 
room?  Do you have enough meeting space to satisfy demand? 
 
I have not analyzed this formally but I would say in each branch ¼ of the space is 
multipurpose room (programming, public meeting, study, etc) space.  Our smallest branch 
only has one modest sized multipurpose room (1/4 of total) used for programming, 
community use, small group use and, and family or friends open play. Another has two 
relatively large rooms, used the same way. The two largest branches have multiple rooms: 
one large multipurpose room that can be divided into two as necessary, one small group 
room, and one small study room.  One branch cannot seem to meet demand but the rest do.  
Most spaces are reservable but also available for walk-in if not reserved. 

20) How do you manage public relations?  What PR tool is the most effective for you?  How 
are you handling social media and website development? 
 
We have moved a staff member who has the skills from a few hours, to part time to full time 
over the years and this has proven very effective.  She is responsible for system-wide 
marketing and coordinates branch staff in branch specific activities. I remain involved in PR 
and communications but entrust most to her. 

 
21) What is the next big thing for public libraries? 

 
I think libraries will continue to move beyond the traditional, open themselves up to the 
community in new ways and become omnipresent by embedding collections and technology 
into community spaces like Laundromats, bars, parks, transportation hubs, etc. 
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4 CEDAR MILL COMMUNITY LIBRARY 

4.1 ADDRESS AND CONTACT INFORMATION 
 
Cedar Mill Community Library 
12505 NW Cornell Road Suite 13 
Portland, Oregon 97229-5688 

Peter Leonard, Executive Director      
peterl@wccls.org      
503-644-0043 ext. 110 

https://library.cedarmill.org/  

 

4.2 ANSWERS TO QUESTIONS SPECIFIC TO CEDAR MILL  
 

The questions in this section refer to the tables in the Phase Two 
document titled “Best Practice Libraries Report for Campbell County 
Library System.”  

 
Table 5.3.1 (HAPLR 2.0 Metrics) of the Phase Two Report shows that:  
 

1) Shows, your library is at the 21st percentile for square footage.  How does this relatively 
reduced amount of square footage size affect your service delivery profile?  The table also 
shows that your library is above the 94th percentile for Visits, Circulation, and Program 
Attendance but at just the 32nd percentile for Public Internet Uses.  Do you have any 
thoughts about your service profile that might help us understand this? 

 
Cedar Mill has always been physically undersized for the size of our community.  All the 
libraries in our county receive operating funds, automation and courier support from the 
county, but each individual jurisdiction is responsible for its own physical space. Most of 
the libraries in our county are run by cities, but Cedar Mill serves an unincorporated part 
of Washington County and has never had the ability to levy taxes to build a library. Our 
spaces are rented and all tenant improvements, furniture and equipment are funded with 
private contributions and earned income.  Operating within these physical and fiscal 
constraints makes us constantly look at ways to maximize circulation and bring services 
outside the building. Items that are checked out don’t need to be stored in our library. 
 
Our libraries also focus heavily on early literacy and youth services inside and outside the 
library.  60% of our loans are children’s materials which is different than most other 
libraries.  Early literacy is noted in our founding mission and a side benefit is that this 
focus drives circulation, visits and program attendance. Children’s items (and children ) 
also require less space. 
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We never had space for many public Internet stations but there were never too many 
conflicts over use of library Internet computers. Our community includes many high tech 
workers who had access to high speed internet at home from the earliest days. Now, most 
people in our community have internet ready phones and tablets and there is never a wait 
to get on an Internet computer. 

 
Tables 5.3.2 to 5.3.6 of the Phase Two Report show that:  
 
2) Operating expenditures appear to have risen at a fairly steady rate. Has that impacted the 

library service profile?  
 
We are fortunate to be in a financially solid and growing county so operating revenue has 
been on an upward trajectory for a long time. County funding comes from general funds and  
a levy that is renewed very 5 years.  Since 2010, operating funds provided by the county have 
increased by 3% per year. This provides a secure level of funding that moves us away from 
the crisis/reaction funding cycle that many libraries are in.  Our county has also taken on 
some services like e-content and purchasing high demand best sellers centrally that has freed 
our local budget. 

 
3) Book volumes held rose steadily until about 2008 but have flattened out somewhat since.  

Is this part of your planning or is it related to space considerations?  
 

Space was the original limiter on the size of our collection, but if we were to double our 
space, we would not increase our collection much beyond the current size. We have seen a 
big change in browsing in the library. Between 25% and 35% of our first time checkouts now 
come from holds pickups. Another large portion of checkouts come popular displays near the 
entrance. As users browse the catalog and high demand displays more, there is less need to 
browse deep collections. 

 
4) Staffing appears to have grown modestly throughout the period from 1992 to 2016. How 

has this affected the service profile?  
 
We have been able to keep up with growth in service without a lot of staff increase thanks to 
self-checkout, patron holds pickup, RFID, digital content, and tech services efficiencies.   
 

5) Circulation on a per capita basis rose steadily until about 2012 and appears to have 
flattened out since.  What might have accounted for this?   

 
Our book circulation continues to be stable, but DVDs and music CDs dropped significantly.  
We think that is due to streaming services like Netflix, Spotify, etc. 
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4.3 CEDAR MILL ANSWERS TO QUESTIONS FOR ALL LIBRARIES IN THIS SURVEY 
 

The questions in this section were generated by the 
management team at Campbell County Library System in 
Kentucky in collaboration with Hennen Library Consulting.   
 

6) How are you handling digital materials?  Does it offer streaming video or music 
services?  An Overdrive collection?  Are patrons adapting to these services and using 
them? 

 
Yes. No music yet, but Kanopy for video and Overdrive for e books and audiobooks are 
provided by our county centrally through WCCLS.  Approximately  20% of all first time 
checkouts now come though Overdrive. 

 

7)   Do you have any nontraditional collections/services?   

 
A “maker” area?  No space for a Maker Space, but we lend laptops and iPads with 
software for creators, coding and robotic toys, cameras, etc.  We also have run Repair 
Fairs where users bring in things that need fixing. 
 
Lending out mobile hot spots?   
No   
 
Lending common tools?  
Not common tools – more unusual/technical tools. For example, no screwdrivers but we 
have VHS to DVD converter.   
 
Telescopes?  
Yes and binoculars, and microscope too 
 
We have “Library of Things” that includes variety of things like Karaoke machine, magic 
kits, robotic cats, game consoles, e-readers, thermal imaging cameras, etc.   Search for 
Library of Things at wccls.org 
We have a large board game collection that is very popular. 
Book Club Kits 
Storytime kits 
Paperback exchange- non cataloged honor system 
About 60 different languages in our collection.  Regular storytimes in Spanish and 
Mandarin 
Courtesy collection for in-library use- charging cables, bike locks, office supplies 
Delivery to daycare- home daycare and larger sites 
Child care provider training-free continuing education credits for providers 
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Cultural Passes- museums, gardens, parks, admission 
 

8) How do you measure your own success?  What do you think is the way to measure success 
for libraries moving into the future? 
 

We still measure outputs like circulation and attendance but are trying to use outcomes 
and stories where possible. We have been looking at number of active library users as a 
gauge of current success. Our ILS tracks all uses of library cards-physical and virtual 
checkouts and internet use. 

Longer term, libraries need to become more visible as part of the solution to issues 
affecting their communities.   Libraries often operate quietly and invisibly and are not at 
the table when community leaders address homelessness, crime, poverty, education, 
aging, etc.  Many of these issues have information needs or other components that 
libraries can help with. 

 

9) Do you have any unique relationships with the schools in your service area? Do you issue a 
library card to each student or allow the students to use their student IDs as library cards? 

 
Many of our librarians have close relationships with local schools, serving on community 
involvement teams, participating in Kindergarten round ups, Back to School Nights, and 
Reading promotion events. We are in the middle of a project to get library cards in the 
hands of all 40,000 students in our local school district.  Two years ago we targeted high 
schoolers in a few local schools. Now we are trying to get a large scale data dump using 
school supplied registration information. This project involves Cedar Mill, 4 other 
libraries and WCCLS.  We are hoping for this to happen this fall and are working to get a 
memorandum of understanding with the school district. 
 
We also are a worksite for developmentally delayed teens during the school year. They 
shelve materials and do different projects while learning work skills and attitudes. 

 
 

10) How do you interact with community agencies?  Are there any unique partnerships that 
you would like to highlight or suggest that we try on our own? 
 

We put a lot of energy into youth outreach, particularly pre-school. Library service 
addresses needs all children have around learning to read. We work with agencies that 
serve this age group by delivering books and story times to day care sites. We offer free 
training for childcare providers that is required for continuing education. The trainings 
focus on pre-literacy skills and tie into library services. We are developing future library 
users by having each childcare provider magnify our message and get kids excited about 
reading. 

 

11) What has worked for you in terms of generating public support for expansion projects 
and/or tax and ballot initiatives? 
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Staff at city run libraries in our county have to be very careful about appearing to 
advocate for tax funding for their libraries.   As a non-profit, staff at our library have a lot 
more latitude to work on levies and ballots. We also have about 600 active volunteers and 
1,200 households who are members of our Library Association.  That is a built in 
advocacy network of people who contribute time and/or dollars.  This base of supporters 
who have “skin in the game” has the potential for a deeper level of support than citizens 
who may pay taxes without consciously making the choice to support the library. 

 
12) How often do you conduct opinion surveys, either on specific issues or for general 
feedback?  Have you found a method that is effective in terms of time, cost, and results? 
 

We used to send an email survey every other year to card holders using Survey Monkey. 
Haven’t done it in 3 years, but probably should do it again.     

 
13) Have there been any initiatives to grow the number of borrowers or prevent loss of current 
borrowers? 
 

We have been visiting farmers market, community events, senior centers, apartment 
complexes to share library information and encourage use. We do a purge of inactive 
cardholders after 3 years. Before the purge, we send an email encouraging borrowers to 
remain active.  We offer to work with them on fines or other obstacles to use. 

 

14) What successes have you had with programming for or targeting underserved ethnic, age, 
gender or disability groups? How much do you focus on serving underserved communities like 
those with special needs or the incarcerated? 

 

Most of our efforts are with children in daycare.  More than 20 years ago we set up a 
program called BookShare that uses volunteers to deliver books and story times to kids in 
about 60 different day care sites each month. We serve some larger centers, but mostly 
home based day cares. 

We also run book discussion groups with volunteers at 3 senior residences 

 

15) What are your turnover/retention rates? Do you have any system for recognizing and 
rewarding the contributions of top performing staff?  More generally, how do you build 
morale and enthusiasm among your staff? 
 

I don’t have numbers for retention, but generally, our staff here is long tenured.   We 
don’t have a formal system for recognizing top performers, but employees at all levels 
feel respected and appreciated. Cedar Mill has a positive reputation as an employer and 
has been named as one of the 100 top non-profits to work for in Oregon.  We hire people 
who believe in our mission and have a good attitude. We always say can train most 
people to do a job, but you can’t train attitude.  We try to hire the right person for the job, 
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but we have made mistakes and needed to terminate people who did not work out.  This 
is never easy, but it can be close to impossible for some city run libraries or those with 
unions. A few employees with bad attitudes can suck the life out of an organization 

 
16) Do you offer any nontraditional staff benefits (beyond vacation/sick 
time/insurance)?  What has proven most popular for your ability to attract and retain staff 
while still being cost effective?   
 

I will send our benefits flyer. We don’t have benefits like PERS or family health 
insurance like other governmental employers in our area offer, but we compare favorably 
to general employers in our area.  

 
17) Do you have employees who provide public services in specialized fields without formal 
librarian training?  (In the answer, we’d be looking for something beyond HR, PR, or 
standard reference service.  Something like a Digital Inclusion Coordinator, specialized 
outreach, or social worker.) 
 

We have a Resale Shop Manager who operates a thrift store, Book Sale Coordinator, and 
Volunteer Manager 

 

18) How is your library set up in terms of use of physical space?  How much space is allocated 
to the collections vs patron space (tables, chairs, meeting space, etc.)?  Is there anything 
special about your use of space? 
 

I can’t easily pull up percentages or numbers.  Both of our libraries are too heavy on the 
collection space and we are always on the lookout for ways to add space for users.  Our 
main library was originally a “5 and dime” store and our branch is 4,600 square feet in 3 
contiguous storefronts in a mixed use development. We just opened a 1,500 SF Annex near 
our branch to use for programs and meeting space.  

 

19) Of the patron space, how much is allocated to meeting space vs open space?  What types of 
meeting spaces do you have and how are they used?   

 
We have 1 divisible meeting room of 1,000 SF at our main library that could accommodate 
2 concurrent uses. Our annex is 1,500 SF with about 1,000 usable program space. 
 
Do you have a non-reservable quiet room?    
No.  We have a “quiet zone” but noise spreads into it.   
 
Do you have enough meeting space to satisfy demand?   
No 
 

19) How do you manage public relations?  What PR tool is the most effective for you?  How 
are you handling social media and website development? 
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We have a full-time person whose job title is called Development and Communications 
Specialist.  She prepares our print newsletter, does press releases and does fundraising 
appeals and tracking. She is assisted by another person 10 hours per week who does our 
digital display, e-news, flyers, graphic support and some social media. 
 
We also have a Social Media committee that meets bimonthly to plan strategies. 
Individual program planners also prepare flyers and promotional pieces.   We use 
WordPress for our website and different staff prepare blog posts that feed into the 
website. Other staff fill calendars that show up on our website. It is a cumbersome 
process with lots of contributors and some duplication of efforts. We wish we had a 
magic tool that would streamline this process, but the best we have is a shared 
spreadsheet. 

 

20) What is the next big thing for public libraries? 
 

We are looking at kiosks or tiny, lightly staffed spaces to extend our reach.   
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5 WASHINGTON-CENTERVILLE LIBRARY 
 

5.1 ADDRESS & CONTACT INFORMATION 
 
Washington Centerville Public Library 
111 W. Spring Valley Rd 
Centerville, OH 45458 
 
Kim Senft-Paras, Library Director 
937-610-4420 
kparas@wcpl.lib.oh.us 
 
https://wclibrary.info/  

 

 
Table 6.3.1 (HAPLR 2.0 Metrics) of the Phase Two Report shows that:  
 
1) Your library has extraordinary percentile measures for all 8 of the input and output 

measures we calculated.  Can you suggest what allows your library to attain such high 
metrics?  Do you have any suggestions that might help Campbell replicate your successes?  

We have extra ordinary community support for the Library. At this time there is no overt 
opposition to our funding. We will most probably embark on a levy in November 2021. The 
community typically supports all their public entities including schools, parks, Recreation 
Center, City street repairs and fire and police. Entities help and support each other. If one 
fails, we all fail. People move to Centerville-Washington Township for a high standard of 
living and expect it to be kept nice. We make sure we maintain a professional look especially 
in our facilities and publications.  
 

To create our 2019-2020 strategic plan, we used the appreciative inquiry process and 
engaged our community in the development of our next three-year initiative. 

 

 
Tables 6.3.2 to 6.3.6 of the Phase Two Report show that:  
 
 
2) Operating expenditures rose at a steady pace even since the major changes in Ohio state 

funding since 2008.  How did your library manage this and how has that impacted the 
library service profile? 
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WCPL has passed three levies:   1992 - 1.3 mill; 2002 - 2.7 mill; and 2012 - 3.0 mill. In 
2009, we froze staffing and did cut the budget because of the decline in revenue. We have 
learned to do ‘more with less.’ 

 
 

3) Book volumes at your library have seen steady decline since the mid-1990s.  Was this a 
planning choice by the library?  Have you switched focus to more electronic materials and 
programming?  What else explains this trend?    

 
The Centerville Library opened in 1995 and for that we developed and grew a collection 
for the new facility.  We curtailed buying in 2009 with decline in the economy and our 
revenues. We had been in maintenance mode until 2016 when we prepared to close our 
Woodbourne Library for expansion and renovation then we cut back on ordering. In 2018 
as we prepared to reopen Woodbourne Library, we began buying books for this location 
again. Yes, we are buying more electronic materials, but it is not an either or when it 
comes to collection building and programming. We do both the best that we can. 
 
 
 

4) Staffing levels on a per capita basis, while high compared to Campbell or most U.S. 
libraries, have flattened out since about 2006.  Did you choose this change in staffing 
levels or did budget difficulties dictate them?  How has this affected the service profile? 
 

We have two similar sized locations rather than a main library with branch(s). We have 
reduced our FTE from 87 to 64. 
 
  

5) Circulation per capita seems to have flattened since about 2006. What might have 
accounted for this?  Is there a shift to electronic use and programming as seems to be the 
case in many libraries in the country?  
 
During the height of the 2008-09 national financial crisis, our circulation was high and has 
since leveled off. The recent renovation of the Woodbourne Library has attracted people to 
the facility and we hope to see circulation and usage grow over time. 

 
 

 

5.2 ANSWERS TO QUESTIONS SPECIFIC TO WASHINGTON-CENTERVILLE  
 

The questions in this section refer to the tables in the Phase Two 
document titled “Best Practice Libraries Report for Campbell 
County Library System.”  
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5.3 WASHINGTON-CENTERVILLE RESPONSES TO QUESTIONS FOR ALL LIBRARIES IN THIS 

SURVEY 
 

The questions in this section were generated by the 
management team at Campbell County Library System in 
Kentucky in collaboration with Hennen Library Consulting.   
 

6) How are you handling digital materials?  Does it offer streaming video or music 
services?  An Overdrive collection?  Are patrons adapting to these services and using 
them? 
 

We work with a Library consortium, Digital Downloads Library Collaborative, made up 
of 18OH libraries. Columbus Metropolitan Public Library is the largest contributor. They 
provide Overdrive and Flipster. We subscribe to Acorn, Freegal, Hoopla and Kanopy. 
Patrons are adapting, appreciating and using these services. 

 

7) Do you have any nontraditional collections/services?  A “maker” area?  Lending out 
mobile hot spots?  Lending common tools?  Telescopes? 

 
Yes, we have nontraditional collections for both adults and children, we call Maker Kits. 
We have a creativity space for programs at our Woodbourne Library. We also have 
hotspots. 

 

8) How do you measure your own success?  What do you think is the way to measure success 
for libraries moving into the future? 
 

We measure our success through statistics and patrons responses to our collections, 
programs and services. This is not our strength. 

 

9) Do you have any unique relationships with the schools in your service area? Do you issue 
a library card to each student or allow the students to use their student IDs as library 
cards? 
 

We have strong connections with all the public entities in Centerville including the 
schools: School Nights at the Library, Community Read, 3rd and 5th grade visits, teacher 
loans, etc. Children get WCPL cards; they do not use their student IDs. 
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10) How do you interact with community agencies?  Are there any unique partnerships that 
you would like to highlight or suggest that we try on our own? 
 
Again, we have strong relationships with all other public entities in our community:  

 Centerville-Washington Park District – nature literature trails, story times in the park, 
special programs including the Big Rig and Paws in the Park. 

 City of Centerville – a Team Leader from our Adult Services department serves on 
the Mayor’s Business Advisory Board; we work closely with the Economic 
Development Administrator to regularly host the Heart of Centerville business 
services meetings. 

 Washington Township – Director serves on the Recreation Center’s advisory board. 
The Assistant Director and Youth Services staff regularly attend program planning 
meetings with the Rec Center and Park staff. Currently, they are working to create 
and promote programming for individuals with developmental disabilities and their 
care givers. 

 

11) What has worked for you in terms of generating public support for expansion projects 
and/or tax and ballot initiatives? 
 
When planning the Woodbourne Library expansion and renovation project, we created an 
online survey and hosted multiple open to the public and targeted focus groups with excellent 
results. We implemented what they asked for: drive through book return; modernized 
restrooms; meeting spaces especially a children’s program area; updated electric and Wi-Fi 
for connectivity; and wonderful new greenspaces including a plaza and a children’s garden.   

 

For the 2012 levy, our chairs were the former Mayor of Centerville and her husband and 
representatives from all the entities, but the schools played some role in the levy’s success. 
The schools supported the levy, but did not did not have a representative on the committee. 
They are our taxing authority. 

 

12) How often do you conduct opinion surveys, either on specific issues or for general 
feedback?  Have you found a method that is effective in terms of time, cost, and results? 
 

We conduct opinion survey as needed. The information needed would dictate the method we 
would use and how much we would be willing to spend. 
 

13) Have there been any initiatives to grow the number of borrowers or prevent loss of current 
borrowers? 
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To garner new borrowers, we recently made having a WCPL library card a requirement to 
use our new meeting room spaces. Assessing and improving customer service is always a 
focus to prevent the loss of current borrowers. 
 

14) What successes have you had with programming for or targeting underserved ethnic, age, 
gender or disability groups? How much do you focus on serving underserved communities 
like those with special needs or the incarcerated? 

 
We have had a great deal of success offering programming for targeted groups: Teen 
Advisory Board; outreach to Chinese families and individuals who relocated here to work at 
the Fuyao Glass Plant; with the Centerville Police department and Bill’s Donuts owner, we 
help to host Monday summer picnics with children at the subsidized housing development in 
Centerville; Memory Cafe (these programs have been going on for almost a year now); 
working with the Family Partnership for Developmental Disabilities for more programs 
along with the Park district and Recreation Center – we are subtitling these programs 
AccessAbility. 

 
 

15) What are your turnover/retention rates? Do you have any system for recognizing and 
rewarding the contributions of top performing staff?  More generally, how do you build 
morale and enthusiasm among your staff? 
 
Our turnover rate is 3.5%.  We recognize top performers through our performance 
management system.  Being fair, logical, and consistent helps with morale.  People may not 
always like the decisions we make, but we can justify why we made them and then we do our 
best to keep it the same across all departments. It is also important to hire carefully.  
 

16) Do you offer any nontraditional staff benefits (beyond vacation/sick 
time/insurance)?  What has proven most popular for your ability to attract and retain staff 
while still being cost effective? 

 
The Library pays the employees OPERS pick-up.  

 
 

17) Do you have employees who provide public services in specialized fields without formal 
librarian training?  (In the answer, we’d be looking for something beyond HR, PR, or 
standard reference service.  Something like a Digital Inclusion Coordinator, specialized 
outreach, or social worker.) 
 
Master’s in Education 
 

18) How is your library set up in terms of use of physical space?  How much space is allocated 
to the collections vs patron space (tables, chairs, meeting space, etc.)?  Is there anything 
special about your use of space? 
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It would be best to check our website for the answer to these questions: 
https://wclibrary.info/about/ and https://wclibrary.info/news/.  Administrative staff from 
Campbell County PL have plans to visit our Library in August so they can see it first-hand 
then! 
 

19) Of the patron space, how much is allocated to meeting space vs open space?  What types of 
meeting spaces do you have and how are they used?  Do you have a non-reservable quiet 
room?  Do you have enough meeting space to satisfy demand? 
 

The need for meeting space is insatiable, but we are holding our own at the renovated 
Woodbourne Library. We also established a quiet space at Woodbourne that patrons are 
appreciate and use. Centerville Library needs improvements – the building design does not 
afford much quiet anywhere. 
 

 

20) How do you manage public relations?  What PR tool is the most effective for you?  How 
are you handling social media and website development? 

 
A Community Relations team of three full-time staff members lead WCPL’s 
communications efforts, although promotion of the Library’s products, services and 
programming is the responsibility of every staff member. Monthly, coordinated promotional 
campaigns help focus the Library’s promotional efforts to maximize impact and ensure 
message consistency. A variety of promotional tools, including brochures, media releases, 
social media and website posts, digital signage, on-hold messages, cable access TV, and 
public radio advertisements are used to attain the message frequency needed to penetrate 
today’s noisy marketplace. 
 

What PR tool is most effective? 

WCPL’s promotional success lies in the use of multiple tools to create critical mass. There is 
no one ‘magic bullet’ PR tool, but instead and intentional selection of the right PR tools for 
the outcome we are trying to achieve and the audience we are trying to reach. For example: 
We have great success using Facebook events to early literacy programs for children. The 
events are easily shareable with a few key Facebook groups of moms and nannies and the 
impact on registration is almost immediate when these groups learn about the event. 
Conversely, technology classes do better when they get press in the newspaper. Again, the 
audience most in need of technology training are avid paper readers, not Facebook users. 

Side note: in the past year, we’ve worked hard to reduce our reliance on paper flyers in the 
libraries. We wanted to get rid of all the visual clutter. We have not noticed any negative 
impact by pulling away from a paper-based strategy. 

 

How do you handle social media & website development? 
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WCPL has a presence on Facebook, Twitter, Instagram, Flickr, You Tube and LinkedIn. 
These social media sites are managed centrally by the Community Relations Manager and 
two other contributors from our reference staff. Social media scheduling tools are used to 
help streamline workflow and give the appearance of a 24/7 presence. Social media 
monitoring tools like Mention are used to monitor comments made about WCPL on social 
media.  

 

The website is a collaborative effort between the Systems and Community Relations Team. 
Content updates are handled by a small team of contributors from each department and major 
development projects are driven by the Systems Manager, Webmaster and Community 
Relations Manager working in concert. 

 
 

21) What is the next big thing for public libraries? 
 Programming especially training and skill building 
 Library as the “Third Space” – place to build community 
 Partnerships are imperative 
 Decline in AV collections and transition to streaming formats 
 Reference work is evolving into technology training. Book-a-Librarian options for 

patrons are very popular. 
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6 YPSILANTI DISTRICT LIBRARY 
 

6.1 ADDRESS & CONTACT INFORMATION 
 
Ypsilanti District Library  
8795 MacArthur Boulevard 
Ypsilanti, MI 48198 
 
Lisa Hoenig, Director 
lisa@ypsilibrary.org  
734-879-1300 
 
https://www.ypsilibrary.org/  

6.2 QUESTIONS SPECIFIC TO YPSILANTI 
 

The questions in this section refer to the tables in the Phase Two 
document titled “Best Practice Libraries Report for Campbell 
County Library System.”  
 
 
1) Table 7.3.1 (HAPLR 2.0 Metrics) of the Phase Two Report shows that:  

 
Your library is close to or above the 4th quartile for all input and output measures shown here and 
very similar to the profile for Campbell (with the exception that you have a larger book collection).  
What would you do to improve your level of outputs if you could do so?   

 
We have been working on this on many levels.   
 
Michigan was especially slow to recover from the economic downturn.  We have a cap on growth 
of local tax rates (The Headlee Amendment), so it was predicted it would take 2 decades to return 
to pre-2008 revenue levels.  To secure the YDL’s future financial health and to fund a long-
awaited larger facility in Superior Township, voters approved an additional operating millage in 
November 2018 by a 2/3 margin.    In 2016 we embarked on two research projects in parallel:  
strategic planning research and Harwood Community Conversations through the Libraries 
Transform initiative.  The results of the two studies affirmed one another and gave us a solid 
understanding of community needs.  Our strategic plan identified five key areas of focus which 
we’ve been steadily working to implement:  https://www.ypsilibrary.org/about/connect/strategic-
plan/  Ypsilanti is a news desert, so YDL’s newsletter is now a broader publication that contains 
not only more information about the library, but highlights selected events and news from our 
community partners as well. We rebranded the library with a more energetic and inclusive logo, 
built a new, user-friendly website, and have been gradually adopting Project Outcome 
methodologies to help target our programming and services to local demand.   
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We plan to break ground on a significantly larger Superior branch library in spring 2020. 
 
We could increase circulation by adding additional eProducts (more eBooks, Kanopy, additional 
databases), but the budget does not support that right now.   

 
Tables 7.3.2 to 7.3.6 of the Phase Two Report show that:  
 
2) Operating expenditures mirror Campbell’s very closely.  Has this trend had an effect on 

service delivery?  If so, how?   
 
Prior to the passage of the millage last year, YDL had very minimal staff wage increases 
since 2008.  We have not added new positions and some full-time vacancies were replaced 
with part-time staff.  The Board maintained a collection budget of at least 8% of expenditures 
throughout, and felt it was very important to maintain services during economic hard times.  
Most of the “pain” of our budget woes was only felt behind the scenes.  
 

 
3) Book volumes at your library grew moderately through 2006 and appear to have flattened 

since.  Is this related to budget concerns, space considerations, changes in collection focus 
to electronic materials, or some other factor?  
 
A combination of budget concerns and investment in electronic materials. 
 
 

4) Staffing per capita grew steadily until about 2003 and has stayed level since.  How has this 
affected the service profile 
 
Staffing levels were impacted by budget concerns.  The Library kept sufficient staff to 
continue excellent customer service throughout the economic downturn, but the staff work 
hard to do more with less.  There has been little off-desk time and we employ a substitute 
pool to help cover service desks when needed during our many events and programs. 
 
 

5) Circulation per capita grew steadily through the mid-2000s and has fallen off steadily 
since then.  Do you have thoughts or concerns about what might have accounted for 
this?   
 
Circulation and library use were high during the economic downturn; when the general 
economy improved people could afford other kinds of entertainment.  Overall, borrowing is 
down throughout our library cooperative (approximately 65 area libraries), but use of YDL’s 
digital collections continues to grow.  Given the overwhelming support we received at the 
ballot box in November I am not terribly concerned about the downward trend in circulation.  
We are heavily used in other ways and highly respected in the community. 
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6.3 YPSILANTI ANSWERS TO QUESTIONS FOR ALL LIBRARIES IN THIS 

SURVEY 
 

The questions in this section were generated by the 
management team at Campbell County Library System in 
Kentucky in collaboration with Hennen Library Consulting.   
 

6) How are you handling digital materials?  Does it offer streaming video or music 
services?  An Overdrive collection?  Are patrons adapting to these services and using 
them? 
YDL offers the following digital platforms:  hoopla!, Overdrive, RB Digital, and EBSCO 
eBooks (this last is a statewide offering free to us).  We subscribe to Overdrive and RB 
Digital through group purchase opportunities offered by our Cooperative, The Library 
Network. 
Digital materials are very popular and usage continues to grow.  We offer an app that allows 
quick and easy access as well as this web link:  
https://www.ypsilibrary.org/collections/download/ 

 

7) Do you have any nontraditional collections/services?  A “maker” area?  Lending out 
mobile hot spots?  Lending common tools?  Telescopes? 
You can find a listing of the items in our “Library of Things” here:  
https://www.ypsilibrary.org/collections/#things.  In addition to these items we have recently 
added a telescope, jigsaw puzzles and ukuleles for circulation.  We have a small 3D printer at 
our downtown branch.  We do not loan mobile hot spots, or tools at this time. 
 

8) How do you measure your own success?  What do you think is the way to measure success 
for libraries moving into the future? 
Success at the ballot box in November was important and affirming.  It told us we are on the 
right track.  We continue to seek input from our community as we move through the projects 
outlined in our strategic plan.  Most recently we are seeking public input on a space 
utilization study for our two larger branches.  It is important to listen and understand the 
needs of the public in order to hit the mark and give them what they want.   

Part of the research for our strategic plan was a telephone survey.  Those identified as library 
users reported they were most satisfied with the library’s customer service and staff courtesy 
– we count this a huge success!  In addition, 91% of all respondents (94% of YDL users) 
completely agreed that, “The Library is a trusted and important community asset.”  
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9) Do you have any unique relationships with the schools in your service area? Do you issue 
a library card to each student or allow the students to use their student IDs as library 
cards? 
YDL serves two struggling school districts.  Our bookmobile visits every PreK, K, and 1st 
grade classroom once a month during the school year.  We also partnered with one school 
district and got a grant for transportation to bring 2nd, 5th, 8th and 10th graders on 
benchmarking field trips.  They get cards when they visit.  The hope is that by the time these 
kids graduate they will know how to use a library and do research to prepare them for college 
and/or life. 

10) How do you interact with community agencies?  Are there any unique partnerships that 
you would like to highlight or suggest that we try on our own? 
 
We have more partnerships than I can list.  Our Outreach Department is outstanding, and 
Ypsilanti has an abundance of non-profits. 

Our most unique project is probably TALK: Text and Learn for Kindergarten, an early 
literacy texting service that we launched with an LSTA grant from IMLS through the Library 
of Michigan.  We led a team of 10 partner agencies across Washtenaw County to develop 
and promote the service, which is currently reaching over 1,000 children.  
www.texttolearn.com.  We received the John Cotton Dana Library Public Relations Award in 
2019 for this work. 

YDL was one of the first libraries in Michigan to serve as a Michigan Department of 
Education free summer lunch site.  “Meet up and Eat up” was created to ensure children in 
lower-income areas could continue to receive nutritious meals during long school vacations, 
when they do not have access to the National School Lunch or School Breakfast 
Programs. YDL named our take on the program “Lunch, Listen and Learn,” combining lunch 
with staff reading aloud and following it with an educational activity.   Local food bank Food 
Gatherers provides the food and annual training for our staff. 

During our Summer Challenge, we recruit summer camps, daycares, and other organizations 
as “Gold Star Partners.”  https://www.ypsilibrary.org/services/youth-services/summer-
challenge/gold-star-partners/  This has proven very popular and a fairly easy way to keep more 
kids reading over the summer. 

 

11) What has worked for you in terms of generating public support for expansion projects 
and/or tax and ballot initiatives? 
 
I began laying groundwork for a millage campaign when I was hired as Director of YDL in 
late 2015.  I purposefully increased the library’s visibility during our strategic planning 
process, Harwood work, and rebranding, made myself known to community leaders, and 
recruited supporters to serve on a grass-roots advocacy committee for the millage campaign.  
We also consulted with EveryLibrary as well as a strategic communications consultant I had 
worked with previously.   
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12) How often do you conduct opinion surveys, either on specific issues or for general 
feedback?  Have you found a method that is effective in terms of time, cost, and results? 
In the 3-1/2 years I have been with YDL we have conducted surveys for specific purposes 
(strategic plan, millage planning), but have not established a format for collecting general 
feedback.  We do use Project Outcome tools after some programs, and have a variety of 
methods of welcoming suggestions and comments.  Once the dust settles from our new 
construction we will probably settle in and develop an annual user survey. 

13) Have there been any initiatives to grow the number of borrowers or prevent loss of current 
borrowers? 
 
2018 was our 150th anniversary.  We did a special fundraising initiative – we asked for 
donations of $150 to help support getting at least 150 new borrowers during Library Card 
Sign-Up month.  It drew attention to our need for funding as well as the value of the card.  
The first 150 people to get cards also got nice library swag and tickets to Eastern Michigan 
University football games. 
 
Before my arrival here the Library never deleted old patron records from its database, and the 
number of registered borrowers was inflated.  We did a clean-up of records and now have a 
better actual sense of the percentage of our service population with cards (currently about 
46%). 
 

14) What successes have you had with programming for or targeting underserved ethnic, age, 
gender or disability groups? How much do you focus on serving underserved communities 
like those with special needs or the incarcerated? 
 
Our community is very diverse, and we do our best to welcome all people.  Some programs 
and services target various underserved groups.  TALK is targeted toward people with lower 
economic and educational backgrounds who may not already use the library.  We introduced 
accessible technology last summer so people with low vision can use our computers.  We 
have a homebound delivery service and also offer deposit collections in senior centers and 
nursing homes.  We offered special storytimes to families with children on the autism 
spectrum, but it was too hard to get them all here at once.  Our staff turned the items they’d 
purchased to support those patrons into sensory play kits that parents could check out and 
take home instead.  https://www.ypsilibrary.org/services/youth-services/sensory-play-kits/ 

 

15) What are your turnover/retention rates? Do you have any system for recognizing and 
rewarding the contributions of top performing staff?  More generally, how do you build 
morale and enthusiasm among your staff? 
 
We rarely have full-time vacancies.  Part-time positions tend to be more fluid as people find 
full-time work elsewhere after being trained here.  We have an employee union which does 
not support the concept of merit-based pay.  We have a bi-weekly TEAM drawing for which 
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anyone can write a nomination for any other staff member doing something good.  It’s a 
random drawing and the prizes are silly, but those pats on the back are very valuable.   
 
I worked to allow the staff to take ownership of the strategic plan by creating work groups to 
focus on specific elements of the plan.  They believe in what we are doing and most groups 
are very productive – there is much for them to be proud of.  I also take my role as chief 
cheerleader very seriously and try to give very public and frequent kudos!   
 

16) Do you offer any nontraditional staff benefits (beyond vacation/sick 
time/insurance)?  What has proven most popular for your ability to attract and retain staff 
while still being cost effective? 
 
Still a work in progress.  Since I came on board I have migrated the library to a different 
insurance carrier and a different retirement plan.  We have also added a 457 plan and FSA 
plan.  Staff get 13 paid holidays including their birthday.   
 

17) Do you have employees who provide public services in specialized fields without formal 
librarian training?  (In the answer, we’d be looking for something beyond HR, PR, or 
standard reference service.  Something like a Digital Inclusion Coordinator, specialized 
outreach, or social worker.) 
 
The closest we might come to this is a ParaProfessional who is dedicated to computer 
instruction.  She is exceptional.  She does computer classes in our lab as well as one-on-one 
help and staff training on new technology. 
 
We have not had funding to allow for other specialized staffing, but will probably explore it 
further once the new branch is complete.  Social workers would be useful in our community. 
 
 

18) How is your library set up in terms of use of physical space?  How much space is allocated 
to the collections vs patron space (tables, chairs, meeting space, etc.)?  Is there anything 
special about your use of space? 
 
We are currently in the midst of a space utilization study for our two larger branches.  The 
current layouts are 17 years old, and the buildings are collection-centric.  We could use more 
meeting space, group study space, display space, storage space, etc.  The space study will 
give us a roadmap for making changes that maximize our space to meet our community’s 
needs now and into the future.  
 

19) Of the patron space, how much is allocated to meeting space vs open space?  What types of 
meeting spaces do you have and how are they used?  Do you have a non-reservable quiet 
room?  Do you have enough meeting space to satisfy demand? 
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At our largest facility we have a large community meeting room and 5 smaller rooms for 
group study of various sizes, plus our Board Room and story room, which cannot be reserved 
by the public directly but sometimes accommodate public meetings.  We also have an open 
area (“the triangular bay”) which is used as meeting space when large exhibits are installed in 
the community room. 
 
At our downtown facility there are 3 meeting rooms of various sizes, 2 of which can be 
reserved directly by the public, plus an outdoor Plaza which is used as a community 
gathering spot.  Our smallest facility has no meeting space at all – something that will be 
included in the new construction. 
 
The largest branch as a quiet study area which is open to ambient noise (no outer wall or 
door), but is far from heavily trafficked areas so mostly works.   
 
All Library Directors in my area agree you cannot have too much meeting space – there is 
constant demand and need. 
 

20) How do you manage public relations?  What PR tool is the most effective for you?  How 
are you handling social media and website development? 
 
Our print newsletter, The Loop, is mailed to every household in the district 3 times each year.  
With its recent expansion it generates a lot of attention.  We are also very proud of our new 
website (www.ypsilibrary.org) and YDL app.  The website’s “Interest” pages have curated 
content specific to particular interests (Kids & Parents, African-American Interest, Job 
Seekers, etc.).  We use Facebook, Twitter, Instagram and Flickr, and we use MailChimp to 
send an e-newsletter (roughly weekly).  Different approaches are more effective with 
different segments of our population.  Our full-time Communications and Development 
Coordinator has a 12-hour/week Intern and regularly gets work study Intern help from EMU 
to assist with PR.  We have a social media team with representation from various 
departments/branches, and the website “Interest” pages are curated by individual librarians. 
 
 

21) What is the next big thing for public libraries? 
 

My Assistant Director would say “drones!”   
 
Making local information more accessible and helping residents connect with their 
community.  We want to be their essential portal to information – whether that means 
streaming media or links to social services or an ILL from across the state.   
 
Once we complete the new branch, we will be looking at migrating to a more effective ILS to 
provide an even better user experience. 
 
 



 

 
Best Practice Libraries’ Responses to Questionnaires for Campbell County Public Library  

Hennen Library Consulting          June 2019 
P a g e  | 33 

PHASE THREE OF THREE REPORTS 

7 ABOUT HENNEN LIBRARY CONSULTING 
https://hennenlibrary.org/  
 
Public library planning, evaluation, and development is what we do.  The library world has 
known HAPLR (Hennen’s American Public Library Ratings) from 1999 until we discontinued 
HAPLR 1.0 in 2010.  We launched Hennen Library Consulting in 2004 to respond to requests 
related to the ratings.  That was the same year Tom Hennen published his public library planning 
book. In 2017, we launched HAPLR 2.0 (Hennen’s American Public Library Research).  The 
change from Ratings to Research meant changing to HAPLR 2.0.  Our site (HennenLibrary.org) 
highlights the research and consulting that we do.  In 2017, Tom and Valerie celebrated 45 years 
of marriage.  We are passionate about one another as well as about libraries. 
 
Tom and Valerie Hennen have been a team for over 45 years.  They learned the consulting craft 
by the work they do and the love they share.  Tom’s day job taught him much that he shares with 
clients when consulting.  Lobbying state and local legislators for better library service was 
critical to that day job. During his career Tom was active in library advocacy.  Much to their 
surprise, asking the legislature to do things can matter.  Oddly, if you ask them to force you to do 
things you want to do anyway, good things can happen.  The passage of Wisconsin Act 150 in 
1998 proved that to them.  The law that they championed required them to do strategic planning; 
they planned with gusto.  They learned that library buildings cost a lot.  Who pays the taxes for 
them can be controversial. One of Valerie’s favorite stories about their library consulting 
together was the night Tom wouldn’t even let her get out of the car after she came home from 
work without talking earnestly about the latest proposal on governance and funding for 
Waukesha County. 
 
Tom retired in 2013.  He retired as the director of Waukesha County Federated Library System 
in Wisconsin.   Tom says that his dad taught him that “Just because you think in rows and 
columns doesn’t mean you can’t dream!”  Valerie is the editor and co-founder of HAPLR and 
Hennen Library Consulting.  She retired after 30 years from her position as a speech and 
communications instructor at Gateway Technical College. 
 
Now that they are both retired, they travel, 54 countries at last count.   They consult on library 
planning, governance, and construction in their off hours.  They are passionate about each other, 
their 2 kids, 4 grandkids, extended family, travel, and libraries, in that order.  But, library folk, 
don’t take that amiss.  They have a lot of passion, so libraries get their share! 
 
 

 


