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Executive Summary 
 

The Richmond-Upper Clarence Regional Library (RUCRL) Strategic Plan 2016-2020 

provides vision and direction for the future development of the library.  As the library evolves 

in response to the changing needs of our community, RUCRL remains committed to core 

values that support a connected community through innovation, collaboration and excellent 

services in a welcoming learning environment. 

 

The scope of the Library Strategic Plan includes an examination of library trends and an 

assessment of the existing library services against community needs in order to: 

 

 Align with Richmond Valley Council’s Community Strategic Plan, 

 Determine critical issues and identify core library activities of a future library in 

anticipation of community needs, and 

 Focus and prioritise Council’s provision of library services to ensure current and future 

community needs are met. 

 

A survey conducted in 2014 indicated the need for an up-to-date collection, educational 

programs, modern equipment and longer opening hours.  In addition, a Library SWOT 

Analysis was completed.  This Strategic Plan indicates how the library will maintain and 

expand these areas which will focus on future growth and continuing relevance to the 

changing needs of the community.  In working towards this, six areas have been identified 

as follows: 

 

1. Infrastructure - providing both a physical and virtual library for learning, discovering 

and creating. 

2. Sustainability/Community Awareness - contributing to well-educated and informed 

communities using various marketing methods. 

3. Technology and innovation - provide information technology resources to help 

overcome the digital divide. 

4. Programs and events - programs for all age groups and diverse interests. 

5. Resources and capabilities - provide equitable community access to all library 

resources. 

6. Social Inclusion – use the library service to improve social cohesion in the 

community. 
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Our success is and will continue to be built on the ongoing development and monitoring of 

our collections, programs, services and staff.  Our focus will remain on our continuing 

relevance to the changing needs of the community.  We will explore possible partnerships 

with other libraries and community groups in order to provide the best service for the 

community.  
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The community we serve 
 

The Richmond-Upper Clarence Regional Library serves the communities of the Richmond 

Valley and Kyogle Council’s.  The total population is 31,265.  In addition 1,609 non-residents 

use the library service. 

 

The Library is crucial in this Local Government Area of high social need.  Computer use, 

internet access, early school leaving, unemployment and low work skills are all indicators 

relevant to the high level of disadvantage in this region.  In particular, it offers limited 

entertainment, recreational opportunities, and inadequate public transport.  A quality library 

service thus plays an important role and is essential for this community. 

 

Yet these are close-knit communities and library usage reflects this.  Despite disadvantages, 

library membership continues to grow each year.  122,324 patrons visited the Regional 

Libraries annually, and staff answered 21,956 requests for information across 2015/16.  

 

The Regional Library is more than a collection of material, it is a highly valued public space 

of learning, meeting and engagement.  As usage rises, so do the community’s expectations 

of Library’s services, for example for private tutoring spaces for school, TAFE and University 

students and for meeting spaces for community organisations and local Aboriginal 

organisations. 
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Population analysis (demography) 
 

The community served by the Richmond-Upper Clarence Regional Library is a diverse one 

consisting of a widespread rural base.  There are three larger towns plus a number of 

smaller villages throughout the region.  The agricultural production of the region includes, 

cattle, dairy, poultry, soybean and tea tree. 

 

The following is a breakdown of the population of the constituent Councils of the Regional 

Library service based on the 2011 Census. 

 

 Richmond Valley 
Council 

Kyogle Council 

Total Population 22,037 9,228 
Male Population 10,905 4,642 
Female Population 11,132 4,586 
Indigenous Persons  
(comprises Aboriginal and Torres Strait Islander) 

1,453 489 

Employed 4,386 3,428 
Unemployed 402 349 
Speaks language other than English 383 115 
Born overseas 1,212 573 

(2011Census of Population and Housing for Richmond Valley and Kyogle Statistical Local Area – New South Wales). 

 

The figures indicate we have an Indigenous population of 6.2% and a multi-cultural 

population of 5.7%.  This highlights the opportunity for RUCRL to ensure future programs 

and services recognize and support the different cultures within our community. 
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Library snapshot 
 

In 2015/16 the Regional Library had: 

 122,324 patrons and visitors, 

 16,404 registered members (52% of the population), 

 1,156 new members, 

 525 programs/events (increase of 39% on previous year), 

 Satisfied 21,956 information requests with a 98% success rate, 

 13,986 internet bookings, 

 21,080 Wi-Fi uses, 

 7,190 satisfied reserves, and 

 5,438 new titles added to the collection. 

 

The Richmond-Upper Clarence Regional Library consists of five library services: 

1. Casino Library – (Headquarters of the Regional Library) open 40.5 hours per week. 

2. Kyogle Library - open 36.5 hours per week. 

3. Evans Head Library/Richmond Valley Customer Service – open 43 hours per week. 

4. Coraki Library – open 6 hours per week. 

5. Mobile Library – consists of 19 scheduled stops over a fortnightly schedule. 

 

Staffing consists of 8 full-time staff, 4 part-time, 2 job share and 1 casual staff.  Their 

qualifications are as follows: 

 3 Qualified Librarians,  

 1 Library Technician,  

 7 Library Assistants,  

 2 Library Assistant/Customer Service, and  

 1 Mobile Library Operator. 

 

 

 

 

 
 

 

 

 

LIAC Excellence Award winner  
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What the library offers 
 
The Library contributes to the success of the community, providing a place where learning 

and literacy are encouraged, a place where the diversity, history, ideas and abilities of the 

community are celebrated, a place of connectedness. 

 
The Library offers a friendly and professional library service to all customers and is an 

invaluable resource for the community.  It provides welcoming public library spaces and 

services which aim to be stimulating environments where lifelong learning and self- 

expression are encouraged to assist our communities to grow. 

 

This includes: 

 Modern and relevant and collection with an up-to-date Collection Development Policy, 

 eResources has been established and continually added to enhanced, 

 Tailored programs, both children and adult, including a schedule of weekly programs 

that facilitate early literacy skills, adult education as well as leisure activities, 

 On-going consultation with the community to identify resources for effective delivery, 

and 

 Social engagement with the community. 

 

By achieving this we have distinguished RUCRL as the community focal point facilitating the 

following outcomes: 

 A library which encourages the community to reach their full potential, 

 A library that is innovative and accessible for its community, 

 A library that is a sustainable, viable community asset, and 

 A library that is flexible in adapting to emerging social and technological trends. 

 

 
 
Mobile Library Operator of the Year 
Bill won the prestigious David Quinlivan 
Mobile Library Operator of the year for his 
outstanding contribution to the mobile 
library service of the Richmond-Upper 
Clarence Regional Library.  
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New Mobile Library out on its route 

 

 
 
 
 
Official opening by  
 Bill Meuffels (Mobile Library Operator) 
 Dr Alex Byrne (State Librarian and  
     Chief Executive) 
 Thomas George(Member for Lismore) 
 Gary Ellem (Regional Library  
     Manager) 
 
 
 
 
 
 

 

 

Left to right: 

 Bill Meuffels - Mobile Library Operator 
 Dr Alex Byrne – State Librarian and Chief 

Executive 
 Ernie Bennett - Richmond Valley Council 

Mayor 
 Gary Ellem – Regional Library Manager 
 Thomas George – Member for Lismore 
 Danielle Mulholland - Kyogle Council Mayor 
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What you said (from a Library Customer Survey) 
 
To assist with the preparation of this Plan a community survey was made available across all 

our service points and on-line.  A summary of the results is attached as Appendix 2.  A total 

of 295 responses were received across all age groups from 14 years to 80 plus years. 

 

The key message from the community was how important the library is to them, as the 

following comments show: 

 Any improvement is good.  Keep the library going for all the community is essential.  

Being able to use the library as an information hub for the community would be 

welcome 

 Staff is welcoming and extremely helpful. 

 The Mobile Library is a fantastic resource for remote communities. 

 I would be lost without the borrowing service at the library; the staff are pleasant, 

capable and helpful.  I often refer people to the library for info such as legal issues and 

health. 

 Casino Library is an important part of our community life, staff all very friendly and 

welcoming and helpful. 

 The library enriches my life, knowledge and community info. 

 The Library is a lifeline to the elderly. 

 

 
Writing workshop 
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Key challenges to future delivery of services 
 
The library, like many other community based services, faces many challenges due to: 

 Resourcing issues and the ability of Council to provide levels of funding required to 

meet contemporary service delivery standards. 

 The perception of funding bodies that libraries are a cost rather than an investment. 

 The impact of state and federal government cost shifting. 

 

In this context the key challenges facing RUCRL include: 

- Provision of adequate staffing and greater emphasis on workforce planning, 

- Reliance on volunteers, 

- An ageing population and increasing social isolation, 

- The impact of sea and tree changers, 

- The impact of technology and changing community needs, 

- Impact of electronic formats and electronic delivery e.g. eBooks and eReaders, 

eAudio, eMagazines etc., and 

- Facilitation and delivery of education and recreation programs. 
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SWOT Analysis 
 

 

 

STRENGTHS WEAKNESSES 

 Staff: experienced, knowledgeable, dedicated, 

creative 

 Customer focused 

 Embrace change 

 Welcoming, friendly, safe environment 

 Success of existing programs 

 Affordable value-added services 

 Volunteers 

 Decline in state funding 

 Ageing infrastructure 

 Limited floor space 

 Access to professional staff 

 Labour intensive process 

 Location/visibility of central library. 

 Limited staff training opportunities and 

budget 

 Limited marketing/promotions expertise 

 Limited opening hours 

 Limited community access to technology 

OPPORTUNITIES THREATS 

 Seek alternative funding: grants, local projects 

 Embrace new technologies: RFID, social 

networking 

 Outsourcing selected operations 

 Co-operative projects, services, programs with 

other library services 

 Partnerships: with other council departments, 

community groups, schools 

 Increased community engagement 

 Increase local media relationships 

 Increasing community demand: for facilities, 

services, programs, collections 

 New collection formats: presents funding and 

collection issues 

 Rapid changes in technology and staying 

relevant 

 Changing community demand and usage 

patterns: collections, technology, programs, 

services 

 Changing skills set requirements of staff 

 Unsuccessful grant applications 
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Our Vision 
21st Century libraries that support our community to 
connect and achieve 
 
Our vision focuses on facilitating the RUCRL as a community hub that supports a connected 

and learning community.  Formal, informal and lifestyle learning is maintained in partnership 

with our diverse community as we support lifelong achievement by: 

 

 Anticipating community needs, 

 Providing an open, comfortable, neutral and inviting space for the community, 

 Celebrating knowledge and learning, 

 Encouraging imagination and the exchange of ideas, 

 Building partnerships that support the community and library user, and 

 Being a recognised community leader. 

 

 
Display by Casino Men’s Shed 
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Our Values 
A corporate culture of excellence in customer service 
based on a cohesive and passionate staff 
 
Our values encompass: 

 

 Mutual respect: for people, ideas, knowledge, 

 Accountability: for our actions to enrich, engage and connect with the community, 

 Sustainability: in thinking long-term, 

 Pride: in being a professional, dynamic customer-focused team, and 

 Communication: with our team, with our community and understanding their needs. 

 

This Strategic Plan indicates how the library will maintain and expand these areas which will 

focus on future growth and continuing relevance to the changing needs of the community.  In 

working towards this, six areas have been identified as follows: 

 

 Infrastructure - providing both a physical and virtual library for learning, discovering 

and creating, 

 Sustainability/Community Awareness - contributing to well-educated and informed 

communities using various marketing methods, 

 Technology and innovation – provide information technology resources to help 

overcome the digital divide, 

 Programs and events – programs for all age groups and diverse interests, and 

 Resources and capabilities – provide equitable community access to all library 

resources. 

 Social Inclusion – use the library service to improve social cohesion in the 

community. 
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Monitoring our success 
 
To monitor the success of the Regional Library’s six objectives, a number of Key 

Performance Indicators (KPIs) are used: 

 

 Develop sustainable options  

 Increase the rate of membership 

 Increase the number of programs 

 

As well a Regional Library Annual Report is submitted to inform Council of the library 

activities and achievements.  Annual statistics are submitted to the State Library of NSW so 

that comparisons and benchmarking can be made with other NSW public libraries. 

A Performance and Recognition Management System (PARMS) is used to enable each staff 

member to perform their commitments to the library and council. 

 

NSW State Library publication “Living Learning Libraries: standards and guidelines for NSW 

public libraries” is used as a guideline. 

 

Quarterly reviews are undertaken of the Richmond Valley Council Organisational and 

Delivery Plans. 
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Appendix 1 – Richmond-Upper Clarence Regional Library 
Community Survey 
 

 
No. of participants who Answered this question – 286 – No. of participants who skipped this question 9 

 
 
 
 
 
 
 
 
 

 
No. of participants who Answered this question – 294 – No. of participants who skipped this question 1 

26.90% 

73.10% 

What is your Gender 

Male

Female

3.70% 2.40% 2.00% 5.10% 

10.20% 

21.80% 

23.80% 

21.80% 

9.20% 

What is your age? 

14-17

18-20

21 - 29

30-39

40 - 49

50 - 59

60 - 69

70 - 79

80 +
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No. of participants who Answered this question – 293 – No. of participants who skipped this question 1 

 
 
 
 
 
 
 
 
 

 
No. of participants who Answered this question – 295 – No. of participants who skipped this question 0 

54.30% 

35.50% 

18.80% 

1.40% 
6.50% 3.80% 

What library(s) do you use? 

Casino

Kyogle

Evans Head

Coraki

Mobile Library

Online

16.30% 

22.00% 

33.90% 

18.30% 

9.50% 

How often do you use the library services? 

More than once a week

Weekly

Fortnightly

Monthly

Occasionally
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No. of participants who Answered this question – 290 – No. of participants who skipped this question 5 

 

 

 

 

 
No. of participants who Answered this question – 287 – No. of participants who skipped this question 8 

 

90.30% 

53.10% 

34.80% 

17.20% 

12.10% 

25.20% 

26.20% 

15.20% 

10.30% 

12.10% 6.90% 

2.80% 

1.40% 1.40% 

3.80% 
3.80% 

What type of items do you currently borrow 
from the library? Novels

Information books

DVDs

Music CDs

Audio books

Large print

Magazines

Children's novels

Children's Information books

Teen novels

Picture books

eBooks

eBook audio

eMagazines

Downloadable music

Other

90.20% 

58.20% 

42.90% 

22.30% 

17.10% 

27.20% 

28.60% 

16.70% 

11.50% 

14.30% 

10.80% 

11.80% 

5.90% 5.90% 6.60% 3.80% 

What type of items do you plan to borrow in 
the future? Novels

Information books

DVDs

Music CDs

Audio books

Large print

Magazines

Children's novels

Children's Information books

Teen novels

Picture books

eBooks

eBook audio

eMagazines

Downloadable music

Other



Richmond Upper-Clarence Regional Library Strategic Plan 2016-2020 Page | 19 

 
No. of participants who Answered this question – 279 – No. of participants who skipped this question 16 

 

 

 

 

 
No. of participants who Answered this question – 290 – No. of participants who skipped this question 5 

65.90% 

11.10% 

2.90% 

24.70% 

20.80% 

14.30% 

24.00% 
14.00% 

25.80% 

12.20% 

15.10% 16.80% 3.70% 

How would you like to be informed on  
what is happening in your library 

Express Examiner

Rivertown Times

Coraki and District News

Northern Star

Word of Mouth

Radio

Email

SMS

Brochures/flyers/posters

Facebook and other social media

Web/Internet

Library newsletter/BLOG

Other

96.20% 

64.50% 

9.70% 16.90% 

23.40% 

29.30% 

33.40% 

30.00% 
13.80% 9.60% 

What is important to you when you  
use your library? 

Friendly, knowledgabe staff

Current collections

eBooks, eMagazines & eMusic

Study and meeting areas

Latest technologies

Wifi

Comfortable lounge chairs

Stimulating programs for all ages
& interests

External areas for reading or
activities

Other
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No. of participants who Answered this question – 199 – No. of participants who skipped this question 96 

 

 

 
No. of participants who Answered this question –59 – No. of participants who skipped this question 236 

17.60% 
17.10% 

34.70% 

28.10% 

25.60% 

28.10% 

36.20% 36.20% 

36.20% 

40.20% 

32.20% 

37.40% 

Are you interested in attending  
library programs about these topics?  

Using Government websites e.g.
Centrelink, tax office etc

Using Social media e.g. Facebook,
Twitter, Youtube etc

Using electronic databases for
research e.g. for family history

Using devices such as smartphones,
eBook readers and computer tablets
etc
Digital Photography

Topical Community Issues

Health and Wellbeing

Local history

Reading and literature

Author Visits

Hobbies and leisure activities

Other

5.10% 

13.60% 

22.00% 

23.70% 

35.60% 

Are you interested in children's programs for 
these ages? 

0 - 2 years

2 - 3 years

3 - 5 years

5 - 12 years

12 - 16 years
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No. of participants who Answered this question – 225 – No. of participants who skipped this question 70 

29.30% 

36.40% 

29.80% 

34.20% 

27.10% 

11.10% 16.00% 12.40% 
24.90% 

23.10% 

20.40% 

36.90% 

31.60% 

18.20% 18.50% 

How can we improve our library service? 
Inviting welcoming atmosphere

Good internal signage

User friendly library space

Additional opening hours

Exhibition space

Self-service loans

Council information services

Reference Services

Community group information

Regular activities

Innovative children's programs

Expanded adult programs

Plentiful parking

Café

Other
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Appendix 2 – Action Plan 
 

Focus Goal Action Outcomes Success Indicators Timeframe 

Infrastructure 

To have resources – people, 
places, practices, 
technologies and funding 
adequate for our evolving 
library service needs. 

Review and develop options 
for floor space at all branch 
libraries. 
Investigate funding 
opportunities. 

Development of branch 
libraries as community hubs 
through provision of 
designated spaces for 
specific audiences. 

 Increase in library users.  
 Increase in membership to 

55%. 
 Increase in programs and 

events offered. 

2017 

To provide welcoming, 
contemporary, adaptable 
community focused branch 
libraries – both real and 
virtual – to all members of 
the community. 

Review layout and 
presentation of branch 
libraries collections. 

Collections presented in a 
modern context making them 
more responsive to user 
needs. 

Increase in circulation statistics. 

2018 

Review and develop options 
for a designated youth space 
at Casino Library. 

Provision of programs and 
events relevant to the target 
audience. 

Introduction of targeted 
programs for youth. Increase in 
youth membership and usage of 
library facilities. 

2017 

Review opening hours to be 
more consistent and 
convenient across all branch 
libraries. 

Library services, collections 
and programs will be more 
convenient and accessible 
for the community. 

Increase in loans, increased 
participation in programs and 
events by 10%. 2016 

Replacement of existing 
Mobile library vehicle. 

Provision of modern and 
accessible library services to 
remote areas of our 
community, including internet 
access. 

 Increase in loans by 29%. 
 Increase in membership by 

28% to meet NSW State 
averages. 

2016 

Review Evans Head branch 
in line with people and 
places. 

Stage 1 – customer service 
branch operational. 

Increased floor space, 
membership, loans and usage. 2016 

Sustainability/Community 
Awareness 

Libraries to meet or exceed 
the expectations of users 
with a well-resourced and 
sustainable regional library 

Maximise opportunities to 
market and promote library 
services to wider 
communities not yet 
connected to libraries and 
learning programs. 
Investigate grant funding and 
increased Council funding to 
have resources for evolving 
library service and customer 
needs. 

 All library services, 
programs and facilities are 
well utilised. Increase in 
attendance, visits, demand 
for more programs. 

 All-weather LED screens 
used to promote library 
services 24/7. 

 Successful grant 
applications and increased 
per capita funding. 

 Use of services and facilities 
are maximised by the 
community. The development 
of a community learning 
culture. 

 Increased membership and 
increase community 
engagement. 

 Modern, well-resourced and 
well used library service. 

Ongoing 
 
 
 
 
2017 
 
 
Ongoing 
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Focus Goal Action Outcomes Success Indicators Timeframe 

Sustainability/Community 
Awareness 

Libraries to meet or exceed 
the expectations of users 
with a well-resourced and 
sustainable regional library. 

Annually review relevance of 
library services through 
community consultation. 

Dynamic, relevant services 
delivered in a sustainable 
environment. 

Identified changes as indicated 
by community feedback. Annually 

Seek and source funding 
opportunities that will assist in 
the delivery of 
programs/services/staff 
resources. 

Libraries, resources, funding, 
services and facilities are 
sustainable. 

Services delivered within budget 
constraints. Successful grant 
applications. Annually 

Bi-annual customer 
satisfaction surveys. 

Customer needs identified.  Libraries, resources, funding, 
services and facilities 
sustainable. 

 90% satisfaction rate. 

2016 

Develop a volunteer program 
to sustainably deliver services 
to community. 

Volunteer management 
strategy is prepared so 
volunteers maybe utilised to 
enhance service delivery. 

 Community pride. 
 Volunteer contribution 

maximised to assist the 
delivery of services to the 
community. 

2017 

To make a significant 
contribution to build vibrant 
and well educated/informed 
communities; be aware of 
the diverse range of 
community services and 
facilities actively 
participating in opportunities 
for community learning. 

Identify and create 
partnership that could 
promote the development of a 
learning community. 

The RUCRL team will 
provide professional library 
services to our community 
with exceptional focus on 
delighting customers within 
an organisational culture of 
continuous improvement. 

 Regular positive presence in a 
variety of media. 

 10% increase in programs 
and event participation. 

 Highlights and achievements 
reported quarterly. 

Ongoing 
 

Annually 
 

Ongoing 

Develop specified 
programming and seek 
funding to facilitate and 
support identified 
partnerships. 

A partnered approach to 
community learning. 

Increased community 
awareness of the range and 
relevance of library services, 
collections and activities. 

Ongoing 

Engage with communities to 
identify library strengths, 
gaps, needs and priorities 
and engage with hard to 
reach communities including 
non-users. 

Review and seek new 
partnerships aligning with 
community needs. 

Well informed understanding 
of community needs and 
expectations. 

Successful grant applications. 
Annually 

Expand programs to include 
author visits, leisure activities, 
technology, children’s 
programs, ease social 
isolation 

Know our community and 
who we reach.  Better 
community engagement and 
more social inclusion. 

 Increased use of library 
services and programs. 

 Library services are available 
where, when and how 
customers need. 

On-going - 
Bi-annually 
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Focus Goal Action Outcomes Success Indicators Timeframe 

Technology and Innovation 

To improve and expand core 
services by making more 
effective use of technology 
in all libraries for remote and 
on-site customers. 

Position and develop the 
libraries as the community 
hub for information, recreation 
and lifelong learning. 

Provision of an innovative 
library service responsive to 
changing community needs. 

 More reliable and modern IT 
service. 

 Reduction in complaints 
regarding IT facilities and 
service. 

2016 

The library will be innovative 
in service provision 

To review and develop 
training plan for staff. 

Identify training needs and 
implement a responsive 
training program. 

Up-skilling of staff. 
Annually 

Investigate and develop a 
plan to introduce RFID (radio 
frequency identification) 
technologies and self-service. 

Self-check in-out system to 
facilitate customer service 
and collection management 
in accordance with industry 
direction and customer 
demand. 

 RFID technology implemented 
in all branches. 

 Release of staff for other 
customer focused services. 

2017 

To review and develop 
technology based programs 
for the community. 

Provision of responsive 
programs relevant to 
community needs. 

 Increase in number of 
programs delivered. 

 Increase in number of 
attendees. 

Annually 

Implement and utilise Library 
Management System through 
training. 

Optimise Libero capabilities 
to drive innovation, reporting, 
inform customers and 
continually improve staff 
knowledge. 

 Greater customer use of 
WebOPAC SMS to inform 
customers. 

 Borrower profiling. 

Annually 
 
 

2016 

Investigate alternate Library 
management system. 

Migrate to same Library 
Management System as 
neighbouring Libraries. 

Better use of LMS – share 
resources with neighbouring 
Libraries. 

2017 

Investigate an on-line PC 
booking system. 

Enhancing the customer and 
staff PC use experience. 

 Fully automated booking 
system.  

 Release of staff for other 
customer focused services. 

2018 

Resources and 
Capabilities 

Provide equitable 
community access to all 
library resources. 

Develop a collection relevant 
to the community as a whole. 
Annual review of Collection 
Development Policy. 

Branch library collections 
reviewed ensuring equitable 
content. 

Achieve a 90% customer 
satisfaction rating. Annually 

Develop more efficient and 
effective purchasing and 
processing practices. 

Investigate purchasing 
practices and outsourcing 
options for all collection 
materials. 

Provision of balance between 
acquisition of print and 
digital. 

Increase in the number of 
collections specific to customer 
needs. 

Ongoing 
Annually 

Key processes streamlined. Improved turnaround time for 
processing of new materials. 

Ongoing 
Annually 
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Focus Goal Action Outcomes Success Indicators Timeframe 
Resources and 
Capabilities 

Develop more efficient and 
effective purchasing and 
processing practices. 

Implement Library specific 
customer service training. 

New and enhanced 
programs/services developed 
to meet specific customer 
needs (community needs). 

Satisfied customers. 
Ongoing 
Annually 

Programs/Events 

To facilitate lifelong learning 
and encourage growth in 
literacy levels for an active, 
engaged community. 

Review and develop a 
schedule for the delivery of 
adult programs/events. 

Increased staff awareness 
and ability to delivery 
programs/events on time. 

 Increase in the number of 
programs/events offered to the 
community. 

 Increase programs to meet 
NSW State averages 

2017-2018 

Provide programs across all 
ages and diverse interests. 

Review and develop existing 
schedule of children/youth 
programs and events. 

Increase in age specific 
programs/events. Provision 
of early childhood literacy 
programs to encourage a 
lifelong reading habit. 

 Increased number of 
programs/events offered. 

 Increased number of 
attendees to meet NSW State 
averages. 

Ongoing 

Review and profile the 
needs/expectations of the 
community through 
consultation. 

The delivery of dynamic 
library programs/events that 
facilitate lifelong learning to 
all sectors of the community. 

 Satisfaction rate of attendees. 
 Number of attendees. 
 Development of a community 

learning culture. 

Ongoing. 
Review 

annually. 

Review/identify resources 
needed for effective delivery 
of regional library 
programs/events (floor space, 
furniture, equipment, costs). 

More informed, innovative 
and planned programming. 
Develop resources to support 
delivery of effective 
programs/events to the 
community. 

Satisfaction rate of attendees. 

Ongoing. 
Review 

annually. 

Develop service, 
program/event monitoring and 
evaluation methodologies. 

Feedback on the efficacy, 
effectiveness, value of each 
program/events. 

Qualitative and quantitative 
feedback. 

Ongoing. 
Review 

quarterly. 
Research and evaluate the 
programs/events of other 
libraries. 

More informed, innovative 
and planned programming. 

Program themes developed 
annually. Ongoing To identify new innovations 

and adaptable ideas. 
Investigate appointment of a 
promotions staff member. 

Promotions staff member 
manages regular promotional 
activities at all branches. 

Promotions staff member 
appointed.  Programs continue 
to increase and be successful. 

2017-2018 
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Focus Goal Action Outcomes Success Indicators Timeframe 

Social Inclusion 

Libraries are a central point 
of community engagement 
and community learning. 

Provide a genuine public 
space and a safe and 
welcoming atmosphere. 

Enhanced quality of life for 
library customers. 

Satisfied customers with multiple 
and changing needs. Ongoing 

Annually 

Resolve social exclusion 
and promote social 
inclusion. 

Contribute to the community 
cohesion. 

Encouraging responsible 
social behaviour. 

Being a safe and pleasant place 
to visit. Ongoing 

Provide programs across all 
ages and diverse interests. 

Investigate the concept of 
space and place of a library.  
Provide equitable access to 
services. 

A welcoming and engaging 
space with programs and 
services that attract 
customers to use the library. 

Be a recognized community 
leader. Ongoing. 

Anticipate community needs 
and interests. 

Increase in services 
delivered. 

Libraries are open, inviting and 
vibrant. 

Ongoing.  
Review 

annually. 
Create engagement 
opportunities with the 
community. 

Greater use of the library.  
Socially vulnerable people 
have opportunities to engage 
with the broader community 
through the library services. 

Increased use of the library 
services and programs. Ongoing.  

Review 
annually. 

Greater customer interaction, 
social networking and 
information access. 

A better understanding and 
greater engagement of the 
community. 

Satisfied customers and a 
professional and innovative 
library staff. 

Ongoing.  
Review 

quarterly. 
Target digitally excluded 
people with programs to help 
them to gain digital skills and 
better lives. 

People improve their digital 
skills.  Digital programs 
created.  Mobile devices 
available for outreach 
engagement. 

New partnerships forged with 
disability support groups and 
charities.  Successful digital 
inclusion program created. 

Ongoing. 
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