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GThe public library is the only resource that some of the people in the county have. It is vital to have|a
vibrant andthriving public library system in conjunction with a taptch school system to produce a
trainable work force. It is also vital that people have access to all sorts of information, including political,
social, cultural, and litfd (G @ £ S NXSastooehudt$ Redidentipril 2013)
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Executive Summary

Funded by the North Carolina State Librargomprehensive strategic planning process was conducted
over a nine month period from August 2012 to May 2013. Phase 1 invaleeshmunity needs analysis
(CNA) dr the Gaston CountiPublicLibrary (GGL) conducted over a three month period from

Septembe to November 2012cross Gaston Countjpproximately 1,100 people participated in this
study including interviews with th@unty Board of Commissioner€hair, Courty Manager Library
Director, Presideniof the Friends of the Gaston County Public Libraogmmunity forums across the
county (n=5), ataff focus group, and survey responses in both online and hard copy format gathered
both inside the library and outside in the community.

Phase 2 took place from January to May 2013 and involved the work of two steering committees, one
internal and one gternal, and the entire @PL staff. Utilizing the results of the CNA a draft version of
the GCPL strategic plan was developed and then introducaddovetted withthe community through

four focus groups and an online survey (n=116).

Gaston County has grawn population by 9% over the past decade (2@000) and exceeds state and
national averages in both poverty and unemployment. In parallel with these statistics the library budget
has not grown over the past ten years and was recently cut by 12% dharight 2 fiscal year; library
registration for county residents also has remained stagnate over the past decade; staffing has been
reduced; visitation has dropped; and costs per circulatioveliacreased. It is difficult not to attribute

some correlation ad causality to these troubling statistics and hard to envision how unemployment and
literacy as countywide problems could be strategically addressed long term without the help and
support of libraries.

Results from the interviews and community forums segjghat GEL can best ensure it is aligned with

GKS O2dzyiéQa KAIK LINA2NRGE ySSRA GKNRBdAAK O2ftf 62N

and making sure it is relevant and has the resources and services that reflect these communityrioritie
(i.e. health, literacy, poverty, unemployment, substance abuse, and obesity). Largely due to the onset of
the information age and rapidly emerging technology trends, libraries appear to be more relevant than
ever to a diverse community with widely dispée needs: the unemployed looking for work; the well
educated and socioeconomically well off looking fdyamks, digital music, and high quality information
through library databases; the mother with children reading high quality books and attendingumsig

the seniokcitizen who goes to the library for companionship and cultural enrichment; the illiterate

looking for an opportunity to step out of the information darkness into the information age ; and the
homeless who visit the library asone of soéi@a Iy R 3I23SNYYSyiQa ol aldAzya
not harried or asked to leave. This understanding of the rich context in which modern day public
libraries serve their communities, however, is not held by all members of the community. Some view the
library as outdated, obsolete, and irrelevant, made so because of the information age and 24/7
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information access provided by the Internet and progressively smaller, more robust, portable, and agile
technology.

The community envisions their ideal libtar & + OSyGNJ} f AT SR NBLRaAAG2NE 2F
to a high quality of life through information and library spaces that serve them when they are needed.

These libraries are high technology community places staffed with a highly trained stadfétsttle to

meet their various information needs whether it is research for genealogy, help with using theirnew e

reader, help with setting up an email account, or help with applying for a job online. Buildings are well

lit, spacious, and full of portadé] well maintained furniture and technology. Innovative programming

also takes place at these libraries, which serve as the epicenter for community engagement, enrichment,

and discussion about relevant community issues. Books remain the primary focalvhd@e-books,

technology, and automated services continue to allow staff the flexibility and time to spend with

patrons so that their unique information needs are understood and accommodated.

The Internet has not rendered libraries obsoletmany commuity residents do not have access to the
information superhighway, others do not know how to navigate it or how to use the technology

required to access it, and, most importantly, libraries represent access to vetted information that the
community can relypn as high quality, relevant, and organized in such a way so that it is easier to find,

access, and use. In addition, libraries are not just information repositories but also centers for

community collaboration, training centers, employment assistanceltasha youth programming, and

GKS O2YYdzyAilieQa LIKeaAOlt YR FAYIYOALET O2YYAGYSy
informed citizenry.

For those that do not use the library there are several significant bawigérst is illiteracy and a ctre

that does not include libraries or seeking knowledge; second, are the lower socioeconomic strata, those

in poverty, which also do not have the tradition of using the library and cannot travel to libraries

because of lack of transportation or time. Aher group is the uppemiddle class and wealthy who

have access to technology and the information readily available online; they do not feel they need

libraries. A final barrier is library houtdJS 2 L)t SQ& A OKSRdzf Sa &aAvYLI st R2 y2i
libraries when they are open due to limited library hours.

The three main opportunities for improvement for BRGdentified by the community wasneedto

better collaborate and do outreach with the communityo increase its technology infrastructuré.e.

wireless, website, more computers, more computer/technology training, etc.){@neistore and/or
AYONBIFAS fAONI NE K2dzZNAE YR FdzyRAy3d G2 KStLI YSSa

¢tKS O2YYdzyAilieQa Yz2al AYLRNILFyY(d Rerlkehadl cdyhdingyNY I GA 2y
resources and events, web surfing, and access to government resources. Their most popular

entertainment information sources are leisure reading, news, email, watching movies via DVD, general

web surfing, attending community events, tehing television, and/or watching or reading about sports.

¢tKS O2YYdzyAideQa Yz2ald AYLRNIFYy(d tA0NINE aSNBAOSa |
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resources, reference services (f2f or virtual), access to personal research/general inforiizton,
website, programs for adults, books for children, and internet access.

Statistically significant differences (unlikely that the difference occurred by mere chance) in preferences
were found for information, entertainment, and library services asrgsnder, race, age, educational

level, computer usage, and frequency of library visitation. In particular women and black or African
American community participants rated the importance of information sources, entertainment, and
library services and progmming higher than all other groups. For age group, the major finding was that
patrons 17 or under were significantly less satisfied with library customer service, support for school
students, materials and services for personal enjoyment, and size amat lafylibrary branches.

In terms of library branches the Ferguson branch was most highly rated for its books and services and
hours of operation while the Belmont and Stanley branches had the highest levels of dissatisfaction with
their library atmosphee; Belmont and Mt. Holly were rated the most inconvenient locations.

Staff results suggest that they are generally satisfied (5.13 out of 7 points), love their jobs, and enjoy
working with the public. They are, however, suffering from low morale and iasatisfied with
management in terms of feeling undealued, that there is a lack of communication, and a lack of praise
and recognition of their hard work. Primary strengths of the library they identified were staff and their
customer service, communitglationships, and materials and services. Primary opportunities for
improvement include the neetb increase technologyn generalmore marketing/ outreach/

advocacy community involvement more staff, hours, and resourcegandmore training and

workshops Overall organizational culture was rated a 5 out of 7 points with three particular areas that
need to be addressednore frequent praisemore value placed on staff inpundgetting on the same
page as an organization

Comparing patron information anehtertainment preferences with their library priorities suggests 14
potential information services that could be emphasized by the library that may better align with what
the community appears to be asking for including news, weather, access to commasuityces,

events, and watching and reading about sports.

The results of the Gaston County Community Needs Analysis sedgf@stollowing high priority goals
should be considered:

1. ldentify and articulate a concrete and collaborative set of goals witkratbunty/city agencies
FfA3YySR 6A0K GKS O2dzyieQa (2L LINAR2NRGASAOD
Develop a comprehensive outreach and advocacy plan.

Develop a comprehensive marketing plan.

Improve library technology infrastructure, resources, and training.

Prioritize alignment of serees to meet the unique needs of its community segmented to serve
and expand services to current patrons and to recruit new ones.

Establish increasing staff morale as a strategic objective.
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7. Increase collaboration witbther nongovernmentcommunitypartners that are serving similar

populations that the library serves and are already working on high priority county goals.
8. 5SSt 2L I O2YLINBKSYaA@dS LI NIYSNBKAL LXI+Yy @gAGK
The GCPL 204216 strategic plan was developed with feeeight priority goals in mind and involves
six high priority goals:

Goal 1 Increased accessibility to library services and technologies by restoring library service hours by s
2015(Area 5)

Goal 2 WiFi at all locationgArea 4)

Goal 3 Establish and maintain high visibility and recogniijareas 2 and 3)

Goal 4 Increase Technology Litera@rea 4)

Goal 5 Traditional and nottraditional services, programming, and partnerships to address community nee
(health, educationemployment, literacy, consumer issues, parenting, arts and culture,(8ieas 1,7,8)

Goal 6 Remodeled libraries that are attractive, modern community destinations by spring(20d& 6).
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Our vision articulates what success will look like in the future.
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A versatile community center, open to all,
that evolves with changing technology and
social trends to empower lifelong growth,
learning, and education.
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Our mission statement reflects the commitment we are making to Gaston County.

Meeting individual and community needs
through information, education,
engagement, and enrichment.

GFr1Ay3 Yeé ¢t2RRf SNJ ¢AYSaA |
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To realize our vision and fulfill our mission, the following ideals direct us in our service to Gaston County and
Interactions with one another.

1. Quality of service
Respectful, polite, and consistently relevant, effective, efficient, and professional.

2. Communication
Clear, concise, collaborative, and ongoing.

3. Comfortable, Welcoming Environment
A place for relexation and entertainment that is welcoming to all.

4. Adaptability
Agile and responsive while making resources and services available to all

5. Trust
Dependable, reliable, and always there to help you find what you are looking for.

6. Empathy
Understanding, recognition, and honoring of a diversity of experience and perspective.

GKS OSYGSNI 2F 0O2YYdz
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The value-added, core services and functions we offer the people of Gaston County.

1. Staff Investment

Professional staff who are trained to meet the unique and diverse needs of all Gaston County residents.

2. Strong, interactive partnerships with government and community organizations.

Collaboration and partnerships with other community leaders and organizations to provide holistic, integrated
solutions.

3. Providing relevant informational, cultural, and entertaining programs for people of all ages and
interests.

Building and maintaining vital connections to the community so that programming, services, and resources are
relevant, impactful, and meaningful.

4. Marketing and Outreach

Building close bonds with the community so they understand the breadth and depth of library services we have
to offer.

5. Pleasant environments for bringing diverse people together.

A place to meet, be entertained, and seek relevant information.

6. Current Technology

Current, up-to-date technology that reflects the versatility in which the community expects to search for and use
library information, services, and resources.

6h dzi NB I O : ONJ NB LINPIANIYYAY3I FNBE 2FGS
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Goal 1: Increase accessibility to Library services and
technologies by restoring Branch Library service hours,
expanding network of community partners, and raising

funds to supplement County budget.

The Gaston County community uses its libraries at all times of the day. Increasing after work
and school hours access is a high priority.

Objectives

1.1 Networking with local businesses

1.2 Partner more with schools/community places

1.3 Seek alternative sources of funding

1.4 Enlist patrons as advocates and make commissioner information available
1.5 Have a library card campaign in each community

1.6 Create a Friends chapter at each branch
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Goal 2z Establish WiFi service at all Library locations.

Eightni ne percent of Amer i ¢ adGCPLdodsnawantegosemaifii er fr ee
the bottom 10% of the nation.

Objectives

2.1 Secure funding for Wi-Fi
2.2 Obtain all necessary equipment and contracts
2.3 Use County IT as lower cost option
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Goal 3z Establish and maintain high visibility and
recognition for the Library and its services

L/ braries are key drivers of a c o mbmeingpandhaés [ it er a
been evolving to meet the changing needs of the ¢
many new, innovative services and resources that did not exist in the pastthat may help

improve the quallty of life for Gaston County community members.

Objectives

3.1 Refine and update marketing plan

3.2 Partnership with community governments
3.3 Advertise (e.g. social media, theater, etc.)
3.4 YouTube commercial
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Goal 4 7 Increase technology literacy in the community
through staff training and programs for patron
education .

Libraries are redefining themselves as free techonology hubs for their communities. Staff need to be
trained in current, innovative technologies so that they can help support and provide training for the
community.

Objectives

4.1 Better tech training for staff

4.2 Collaborate with community college to promote synergistic opportunities
4.3 Offer classes and one technology expert at each branch.

4.4 Teen tech club

va TumbleBooks - eBooks for ek eBook ¢ 1 ,W

FUNBEEFAL
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Goal 57 Create traditional and non -traditional services,
programming, and partnerships to address community
needs such as health, education, employment, literacy,
consumer issues, parenting, and arts & culture.

Community connections are fostered through partnerships and awareness. We recognize that we can

achieve more in partnership with others than we can on our own. By taking a deliberate and thoughtful

approach to initiating and expanding relationships with government and community-based groups, GCPL

can reach underserved populations and library non-u s e r s . El evating public awar en
resources, services and programs is also crucial to fulfilling the GCPL mission.

Objectives

5.1 Provide space for Job fair/health fair/partner with community organizations
5.2 Add outreach to nursing homes

5.3 Grant writing for Hispanic programming

5.4 Virtual programming (e.g. Webinars, live chat, YouTube channel etc.)
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Goal 6z Remodel and retrofit library facilities so that
they become attractive, modern comm unity
destinations.

Li braries refl ect a c¢ommungbtapcbes needad be keptin gaBdrépairahd br ar y a
renovated when necessary that they can properly reflect the value the Gaston County community places
on literacy and knowledge.

Objectives

6.1 Use volunteers to help (eg. Boy scouts, etc.)

6.2 Contact various local businesses

6.3 Better maintenance and cleaning

6.4 Find volunteers and corporate donors to help with maintenance
6.5 Increase visibility to the public through contemporary signage
6.6 Dedicated teen spaces
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