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Date May 20, 2026
To Chair and Members of the Hamilton Public Library Board
From Chad Roglich, Director Facilities and Sustainability

Subject 2025 Report on Safety and Security

Recommendation

That the Library Board receive this report for information and comment.

Introduction

Public libraries, like the Hamilton Public Library (HPL), are community services that strive to
create inclusive public spaces. In recent years, mental health, addictions and homelessness
have at times impacted our ability to create a welcoming environment in locations where

those challenges are especially present.

Although 2025 was one of our most challenging years due to the social crises in our
community, we advanced a series of significant safety and security enhancements on top of
existing measures. These enhancements reflect our ongoing efforts to balance the realities
of increasing social complexity with our core values of inclusion, innovation, respect and

accountability.

Our work this year focused on strengthening frontline responses, expanding
community-based support roles, modernizing physical infrastructure, and refining policy and
training frameworks to better equip staff and partners. This report provides an overview of
not just the data, but also the various initiatives implemented in 2025 and outlines how these

changes contribute to safer and more supportive library environments across the system.



Security Partnership and Staffing

Transition to Allied Universal
In February 2025, HPL transitioned to a new contract security provider, Allied Universal,
marking a shift toward a more community-focused and relationship-based security model.
This approach aligns with the direction outlined in the 2024 report, which emphasized
“predictable, non-confrontational interactions” and a move away from an expanded security
footprint toward collaborative, human-centred strategies. Key improvements included:

e Updated uniforms designed to appear less tactical and more approachable

e Increased emphasis on verbal de-escalation and communication-based conflict

resolution

e Enhanced onboarding and training to support consistent service

Community-Based Support Roles
CMHA Peer Support Workers

Launched in January 2025 at Central Library, Peer Support Workers bring lived experience
and deep knowledge of local services to support members navigating mental health,
substance use, or social challenges. This model builds on the early success noted in the
2024 report, where Peer Support was described as “an innovative initiative [providing] onsite
de-escalation and critical navigation services”. Peer Support Workers continue to:

¢ Provide compassionate, non-authoritative support

e Assist members in accessing housing, financial, and health resources

e Reduce disruptive behaviours through relationship-building

Community Connectors

Although officially starting on site in February 2026, the idea and implementation around our
Community Connectors was a work in progress for much of 2025. Learning best practices
from communities facing similar challenges and ensuring a model that meets the Hamilton
Public Library mandate, we landed on a model that has proven to meet many of the needs
we were working on to address. Community Connectors complement both staff and security
by:



¢ Roving library spaces
e Building rapport with members
e Supporting early intervention and positive engagement
These roles strengthen our capacity to address challenges proactively and reinforce HPL's

commitment to human-centred service.

Physical Security Improvements

In 2025, HPL completed several infrastructure upgrades to enhance monitoring, improve staff
control over high-risk areas and support early detection of safety concerns.
Key improvements included:
e Kick-stops installed on washroom doors (Central floors 2-5)
e Halo Sensors installed at Central, Barton, and Saltfleet
- Testing began in December 2025
- Full implementation occurred in February 2026
¢ Remote-controlled washroom locks added to Central’s public washrooms on floors 2, 3
and 4.
These enhancements align with the environmental design strategies referenced in the 2024
report, which emphasized the importance of “environmental design. . . to maintain a safe and

welcoming environment”.

Policy and Training Framework Updates

Incident Reporting Improvements
In 2025, HPL refined its incident reporting processes to improve clarity, accuracy and
follow-up. Updates included:
o Clear separation of Incidents vs. Issues to strengthen trend analysis (Nov/Dec 2025)
e New review acknowledgments for Security, Health & Safety and Management
e Addition of an Administrative Notes section
e Improved identification of duplicate reports
These changes support more consistent data collection and strengthen our ability to identify

trends and respond effectively.



Policy Enhancements

Introduction of an appeals process for suspended members

Mandatory reinstatement meetings for serious occurrences or incidents

These updates reinforce fairness, transparency and accountability in member conduct

processes.

Training Initiatives

Ryan Dowd’s de-escalation training - courses cover a range of topics on conflict
prevention such as how to de-escalate someone who is angry, how to get someone to
leave, how to handle someone who is intoxicated, along with many other topics
surrounding de-escalation.

Since launching in Q4 of 2023, Staff have completed a total of 358 training sessions
on various topics. In 2025, there was a total of 215 training sessions completed, and in
2026 Q1, a total of 41 training sessions were completed.

Human Rights and Investigative training for Senior Leaders and the Suspension
Review Team is now being rolled out across our management team: The sessions
covered the following topics:

Foundational knowledge including what is discrimination, harassment, protected
grounds, bias, prejudice, stereotyping and profiling related to Goods and Services
In-depth review of harassment and sexual harassment

Service Provider’s duty to accommodate

Member Suspensions and Appeals

Onboarding - We have also worked internally to build and design enhanced
onboarding modules to support consistent expectations as it relates to incident
reporting and writing for all staff.

Verbal Intervention Training (Crisis Prevention Institute)

HPL has strengthened frontline safety practices by implementing Verbal Intervention
Training from the Crisis Prevention Institute, designed “to enhance HPL staff's abilities
to recognize, prevent, and manage crisis behaviours using person-centred and

trauma-informed responses.” This training is now embedded into onboarding and



remains an ongoing requirement for all staff, ensuring consistent, compassionate, and

effective responses to challenging behaviours across the system.

The year ahead will focus on deepening the progress made in 2025 while continuing to
evolve our approach to meet the changing needs of our community. Through collaborative
partnerships, thoughtful environmental design, strengthened policies, and a continued
emphasis on human-centred support, HPL remains committed to providing safe, welcoming

and inclusive spaces for all members and staff.

Review Teams

e Suspension Review Team expanded in Fall 2025 to include two union staff members
for inclusive and diverse feedback
¢ Incident Review Team created in December 2025 to analyze trends and support data-
driven decision-making.
These teams strengthen oversight and ensure decisions are informed, equitable and aligned

with organizational values.

Step System (Introduced 2024)

To continue to support consistent communication and proactive safety management, HPL
introduced its Step System in 2024. This original framework outlines escalating events and
subsequent action items to guide Staff, Management, and Senior Leadership through clear,
coordinated responses to incidents at Central, reinforcing a unified approach to safety,

accountability and situational awareness.

Security Hours and Financial Summary
Systemwide Security Hours (2025)

29,861.25 billed hours

Systemwide Security Costs (2025)

$897,456.33 total billed amount



Branch Level Billing Summary:

Branch 2025 Billed Amount
Central* $596,213.91
Barton $78,213.73
Parkdale $32,378.81
Dundas $19,164.40
Red Hill* $22,354.56
Terryberry* $26,902.35
Turner Park* $56,708.25
Valley Park* $37,176.48
Waterdown* $19,127.92
Mobile Ad-Hoc $19,71.24
Branch Ad Hoc $41,41.23
Farmers Market (chargeback) $2758.45

*Cost includes provisions for guarding services during After Hours Study Hall which run from

September until June each year.

Incidents

In this part of the report anytime Staff are referred to, this includes HPL Staff, contracted
security Staff, Peer Support Workers, Community Connectors and Social Workers.

In 2025, Staff reported 3,174 incidents across the system, which is a rate of 10.92 incidents
per 10,000 visitors. Most incidents (67.6%) occurred at the Central Library. When
standardized, the incident rate was higher only at Parkdale (35.23 incidents per 10,000
visitors) and Barton (28.52 incidents per 10,000 visitors) than at the Central Library (20.32

incidents per 10,000 visitors).

Table 1: Incidents, visitors and incident rate per 10,000 visitors

Year Incidents Visitors Incidents per
10,000 people




2025 3,174 2,907,392 10.92
Jan-Oct 2025 2,755 2,394,800 11.50
Nov-Dec 2025 419 512,592 8.17
2024 (Feb 28-Dec)* 1,653 2,118,085 7.80
2023 (Jan-Jun)* 1,129 1,277,124 8.84
2022 (Full Year) 1,304 1,743,222 7.48
2021 (Full Year) 708 795,498 8.90

* 2023 and 2024 data incomplete because of the cyber event

Figure 1: Incidents per month and the rate per 10,000 visitors a month
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911 and non-emergency calls

These are incidents when Staff call 911 or the non-emergency police line for paramedics.
Incidents are counted as 911 or non-emergency, even if subsequently the Staff cancel the
call. Calls to 911 or non-emergency occur for a variety of reasons, including incidents related
to trespassers, suspected drug poisonings, medical emergencies, threats to Staff or
Members and physical assaults. In nearly 10 per cent of incidents Staff called 911 (323
times) and in another nearly 5 per cent of incidents Staff called for non-emergency services

(157 times). More calls to both services were placed in December than in any other month.



The rate per 10,000 visitors was highest in December for both; 911 calls were second-highest

in November and non-emergency calls were second-highest by rate in June.

Figure 2: 911 calls and the rate per 10,000 visitors a month
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Figure 3: Non-emergency calls and the rate per 10,000 visitors a month
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Police and Paramedics on site

These are the number of times when these services arrive on scene during an incident. The
initial call may or may not have been placed by Staff, or the police/paramedics may have
arrived for another initial purpose. The reasons that police or paramedics may be on HPL
premises are not exclusively drug-related. In 2025, police officers were involved in 173

incidents across the system (5.1%). Paramedics were present at 209 incidents (6.2%).



Police were present more frequently in January than in any other month, followed by
November. The rate per 10,000 visitors was also the highest in those two months. January
was just below 1 incident per 10,000 visitors. Paramedics were on site more in December,
followed by January. The month with the third highest rate per 10,000 visitors was
September, despite having the same number of paramedics involved incidents to October,

there were 18K fewer visitors in September than October.

Figure 4: Police on site at incidents and the rate per 10,000 visitors a month

30 0.944

1
0.8080.791 09 5
25 0.6660'7250 . 08 %
0.576 0.7
20 0.483 0.500 062
0.431 S
15 0.5 =)
04 =
10 o 248 ol
5 0.2 2
(0]
OEIII-I--”?%
[
\
B‘D 44 @0 V‘Q @ \J§ N V‘ COQ’ % Q

Figure 5: Paramedics on site at incidents and the rate per 10,000 visitors a month
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Trespassing

Any time a person enters a Library branch while under HPL’s short or long-term suspension,
it is considered a violation and a case of trespassing in HPL facilities. In nearly 10 per cent of
all incidents, a Member was considered trespassing (298 incidents). Trespassing incidents
were noted at 14 of HPL’s Branches. Most trespassing incidents occurred at the Central
Library (64.4%, n= 192); three other locations had double-digit trespassing incidents over the
year Barton (n= 22), Red Hill (n= 31), and Saltfleet (n=23). December and January had the
highest number of trespassing incidents (n = 38), although December’s rate per 10,000

visitors is slightly higher because fewer visitors entered our Branches.

Figure 6: Trespassing incidents and the rate per 10,000 visitors a month
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lllegal drug incidents occur when Staff suspect or withess Members, or Members admit to
taking illegal drugs on Library premises. Incidents are also counted as illegal drugs if Staff
find drug paraphernalia (e.g., intact or broken crack pipes, needles) or find suspected illegal
drugs/drug residue (e.g., white powder residue). lllegal drugs were noted in nearly a quarter
of all incidents in 2025 (782 incidents). Drugs were identified in more incidents in January
followed by December and April. Eighty-nine per cent of illegal drug-related incidents
occurred at the Central Library (n= 698). For half of the year, the monthly illegal drug incident
rates per 10,000 visitors exceeded three (January, February, March, April, May, and

December) and exceeded two per 10,000 visitors in June and November.
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Figure 7: lllegal Drug Incidents and the rate per 10,000 visitors a month
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Naloxone Administration

In 2025, there were sixty incidents where Staff suspected someone was poisoned by illegal
drugs and made the decision to administer naloxone to revive the person from an
unconscious state. Fifty-one of these events happened at the Central Library with 74.5 per
cent of them occurring in the last three months of the year. In five incidents, Staff at the
Barton Branch administered naloxone and four times Staff administered naloxone offsite
(once outside of Barton, and three times outside of the Central Library). In 38 (63.3%) of the
naloxone administration incidents, Staff needed to administer more than one dose and in nine
cases (15%) after multiple doses of naloxone Staff had to perform chest compressions until
paramedics arrived because the Member would not recover. What is missing from this count
is the number of times that Staff utilized other recovery techniques to revive unconscious
people rather than administering naloxone, or naloxone was administered by another
bystander and the naloxone was not provided by Staff. In September for example, in ten
incidents Members were found unconscious and Staff did not administer naloxone; in one of

those incidents a bystander did administer naloxone.
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Figure 8: Naloxone administration Incidents and the rate per 10,000 visitors a month
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Looking Forward: 2026 Priorities and Strategic Focus

As we move into 2026, Hamilton Public Library remains committed to strengthening safety,
predictability in our spaces, and member support across all branches through a balanced,
community-centred approach. Building on the progress made in 2025, our focus will shift
toward deeper integration of community partnerships, enhanced data-driven decision-making

and continued modernization of our physical and procedural safety frameworks.

Strengthening Community-Based Support Models
The introduction of Peer Support Workers and Community Connectors has demonstrated the
value of relationship-based, non-authoritative engagement in reducing disruptive behaviours
and supporting members with complex needs. In 2026, HPL will:
e Expand the Community Connector model to additional branches where
early-intervention support is most needed
e Strengthening coordination between Peer Support Workers, Security and frontline staff

e Continue evaluating the impact of these roles on member experience, incident trends

and staff well-being

Advancing Environmental and Infrastructure Enhancements
Following the successful rollout of Halo Sensors, kick-stops, and remote-controlled

washroom locks, HPL will continue to explore environmental design improvements that

12



enhance visibility, reduce risk and support staff in managing high-traffic or high-risk areas.

Planned areas of focus include:
e Evaluating the effectiveness of Halo Sensor alerts and refining response protocols
e Assessing opportunities to expand sensor technology to additional branches
e Continuing improvements to sightlines, traffic flow, and staff presence in sensitive
areas, including Central Library
These initiatives align with the 2024 commitment to “quick environmental design fixes” and

long-term planning for safer, more sustainable spaces.

Enhancing Policy, Training and Review Processes
With updated incident reporting tools, expanded review teams, and strengthened conduct
policies introduced in 2025, 2026 will focus on:
e Implementing new onboarding incident reporting modules for staff and security
personnel
e Continuing Human Rights and de-escalation training for leaders and frontline teams
e Leveraging the Incident Review Team to identify trends and recommend systemwide

improvements

e Reviewing the appeals and reinstatement processes to ensure fairness, transparency

and consistency
These efforts reinforce HPL’'s commitment to predictable, equitable and member-centred

safety practices.

Deepening Data-Driven Insights and Sector Collaboration

HPL will continue to participate in national conversations on incident reporting, data

standards, collections and best practices through the Canadian Urban Libraries Council and

other partners. This work supports:
e More consistent reporting across the sector
¢ Improved benchmarking and trend analysis

e Shared learning on emerging safety challenges and effective interventions

13



Supporting Staff Well-Being and Psychological Safety
Recognizing the emotional and psychological demands placed on frontline teams, HPL will
continue to prioritize staff well-being through:

e Expanded access to mental health training

e Continued rollout of personal safety tools and communication devices

e Ongoing Workplace Violence Risk Assessment follow-ups and branch-specific action

plans
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