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PURPOSE STATEMENT 
The Hamilton Public Library (HPL) provides library service to all residents of Hamilton. Our mission 
statement “Freedom to Belong and Discover” expresses our goal as an organization to create 
places and services where everyone is welcome, regardless of background. As part of the 2023-
2026 Strategic Plan, the Library Board also approved a vision statement: “A vibrant and welcoming 
community place where people learn, connect, share and discover.” In the execution of our mission 
and vision, the Library Board has adopted the following core values to shape how we conduct our 
business and the services we provide:  

• Accountability – Ensuring services remain relevant and that resources are managed effectively 
and transparently. We listen to the community and we communicate our rationale for decisions. 
 

• Inclusion – Creating trusted services and spaces that welcome and value everyone. We 
celebrate the varied cultures and histories of Hamiltonians. Equity informs our program design, 
so we can create fairer access to opportunities and help build a more just society. 

 
• Innovation – Anticipating and responding to changing needs and technology by continually 

adapting our work to remain relevant. We meet new challenges by gradually shifting resources 
to build capacity in areas of growing need. We are a leader in integrating sustainability into our 
planning and actions. 

 
• Intellectual Freedom – Providing free access to a wide range of ideas and artistic expressions. 

Ensuring residents have appropriate digital access and skills to flourish in the current economy 
and society. We nurture conversations that enhance mutual understanding and learning. 

 
• Respect – Supporting the value and dignity of all individuals. We work to support residents in 

overcoming the legacies of colonization, racism and other forms of discrimination. 
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STRATEGIC PRIORITIES 
In May 2023, the Library Board adopted three strategic priorities to provide direction 2023-2026. 
The priorities are: 

1. Connecting to Community - The Hamilton Public Library welcomes everyone and strives to 
create spaces where people feel respected and included. We will continue to be a leader in 
fostering belonging and enhancing mutual understanding. Our physical and digital spaces will be 
inviting and accessible. Our collections, programs and services will be reflective of the 
communities we work with. We will actively pursue partnerships with aligned organizations to 
increase our impact sustainably. 
 

2. Relevant and Responsive - The Hamilton Public Library advances our core library values as 
we embrace our evolving role in supporting digital access and literacy. We maintain strong 
physical collections as we grow digital services. Our spaces will be modern, accessible and 
increasingly energy efficient, as we use our operations to model sustainable solutions. We are 
engaged provincially and nationally as a leading library that works collaboratively to create 
policies and agreements which ensure fair access to copyrighted works in all formats. 
 

3. Learning Organization - The Hamilton Public Library continuously seeks more effective ways to 
create a resilient and learning organization. Staff development is a continuous focus, so that we 
can meet the changing societal, technological and information needs of residents. We continue 
to focus on reducing barriers and ensuring our services are simple to navigate. We look for new 
ways to do outreach and promote the awareness and use of our services. 

 
As we strive toward increasing the library’s positive impact, the Library Board expects that we will 
continually work towards measuring our value and basing service decisions on evidence and 
collective impact. We will meet new priorities by shifting current resources and using technology and 
process changes to improve how we do our work. The Board is proud that HPL is an internationally 
recognized innovative leader. HPL will continue to adopt new technologies and seek out new 
services and partnerships to serve our communities more effectively.  
 
Although the way public library service is delivered continues to evolve, the core values and mission 
of the public library remain highly relevant. Nurturing the love of reading, advancing literacy, 
preserving the past, supporting lifelong learning, reducing social isolation, advancing intellectual 
freedom and providing equitable access to information, ideas and technology remain core to the 
mission of the public library. 
 
TERM OF COUNCIL PRIORITIES & DECLARED STATES OF EMERGENCY 
Within our mandate and mission, HPL looks at ways we can advance and align with City of Hamilton 
priorities. Council approved priorities for this term of Council in 2023 and declared states of 
emergency around homelessness, mental health and the opioid crisis. There are many ways we 
currently align with Council priorities. The Library Board will be working with staff and partners in 
2024 to look for new ways our work can support and advance the priorities. 
 
Our updated Strategic Plan approved in May 2023 begins with the following statement: 
 
This updates Hamilton Public Library’s strategic direction for 2023 to 2026. As Staff work with the 
Library Board, Council and other stakeholders to advance these priorities, we will be mindful of the 
urgency and seriousness of some of our City’s challenges. The City has declared states of 
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emergency around homelessness, mental health and the opioid crisis. Recent events point to the 
urgent need for fundamental changes if we are going to reduce risks from climate change. 
 
Addressing these challenges requires long-term, collective action. As a trusted partner HPL is well 
equipped to contribute to collaborative solutions. We will face the challenges people in our 
community are experiencing with persistence, courage and a focus on finding common ground. We 
will advance reconciliation with our Indigenous neighbours as we create positive alternatives to the 
voices of hate, fear and division. 
  
Sustainable Economic and Ecological Development  
Reduce the Burden on Residential Tax Payers, Climate Change/Decarbonization Progress, 
Protection of Green Spaces and Water 

• HPL has a long history of adapting to changing needs within the funding challenges Council 
faces. In 2024 we will continue to strive to look for ways we can support the needs of residents 
while staying mindful of the need to control overall costs.   

• The Board’s Strategic Plan places new emphasis on addressing climate change. In 2023 Valley 
Park Library received LEED Gold certification. We will continue to work on better understanding 
how we can reduce our carbon footprint, reduce energy costs and work with partners to help 
Hamiltonians understand their role in protecting our environment.  

 
Safe and Thriving Neighbourhoods  
Increase in Housing Units for All and Reduce Homelessness, Improve Mobility, Accessibility and 
Road Safety 

• Libraries are critical community spaces, supporting residents of all backgrounds. 
• The acute challenges residents face, such as homelessness and other challenges, have led 

HPL to collaborate with partners to provide additional support in our spaces.  
 
Working of City Hall and Transparency in Municipal Government  
New Budget Process Implementation, Improve Public Engagement, Efficient Customer Service and 
Communication, Employer of Choice 

• Our 2024 budget submission aligns with the new direction provided by Council and the Mayoral 
Directive. 

• Residents consistently rank HPL well above average in the Our City Survey.  
• Since an extensive community survey in 2017, HPL has worked to remove barriers to using the 

Library and make acquiring a library card easier. In Q3 2023 our active membership grew to 
172,191.  

 
OUR FUTURE HAMILTON AND CITY OF HAMILTON STRATEGIC PLAN 
As the Library continues to provide and develop Library services that are responsive to community 
needs, we look to ensure our work aligns with the City’s vision and priorities. In particular, the six  
core themes identified by the positive long-term vision articulated in the Our Future Hamilton (OFH) 
community vision help inform our actions. We work to model participation in OFH and advance the 
priorities in our own work as we also promote awareness of them. In addition, while our mission and 
values are necessarily focused on our role as a public library, the City’s Strategic Plan and Cultural 



HPL 2024 Multi-Year Business Plan 

5  

Pillars1 align very well with our work. As the City adopts new strategies and initiatives, HPL will 
review and adapt our context, to ensure we maintain alignment with those broader goals. 
 

 
LONG-TERM TRENDS 
In March 2022, the Library Board updated its long-term planning assumptions. The assumptions 
that help inform our business plan are included in the document Meeting Community and Resident 
Needs - 20222. The trends are listed below. Explanatory text and further context are captured in the 
document.  

1. Disruptive Change and Resilience  
With more disruptive changes ahead, libraries will need to continue to focus on enhancing their 
ability to adapt. The health of our organization will be dependent upon HPL remaining relevant 
and vital to the lives of residents and to the communities we work with. 

2. Role of Public Library and the Importance of Partnerships 
Public libraries are uniquely positioned to contribute to the health, education, prosperity, and 
social cohesion of the communities we serve. To accomplish this, HPL will need to work in 
partnership with others to coordinate efforts to achieve positive change that address structural 
obstacles that prevent people from realizing their full potential. 

3. Funding Constraints 
There will be significant competition for funding. Operating budgets will continue to be 
constrained and accessing sufficient capital funding to maintain all our facilities will be an 
ongoing challenge. 

4. Increasing Importance of Digital Content 
The trends toward the increasing importance of digital content and growing competition from the 
private sector to provide access to it will continue. The circulation of physical books will remain a 

 
1 https://www.hamilton.ca/city-council/plans-strategies/trust-and-confidence-report/our-commitment-our-community  
2 https://www.hpl.ca/sites/default/files/MeetingCommunityMemberNeeds2022.pdf  

https://www.hamilton.ca/city-council/plans-strategies/trust-and-confidence-report/our-commitment-our-community
https://www.hpl.ca/sites/default/files/MeetingCommunityMemberNeeds2022.pdf
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core service and unique local content held and made accessible by HPL will become 
increasingly important. 

5. Challenge of Network Security and Complex Intellectual Property Landscape  
Network security, privacy and intellectual property issues will become more challenging and 
complex. With content that we control we have an opportunity to model best practices that 
facilitate effective sharing that creates the maximum benefit to society.  

 
INITIATIVES IN 2024 
 
SUPPORTING HAMILTON’S ECONOMIC DEVELOPMENT ACTION PLAN (EDAP) 
As an organization, our ability to adapt to changes brought on by the pandemic were critical to 
maintaining our effectiveness. HPL will continue to work with the City and other partners to support 
the recovery process. 
 
The COVID-19 pandemic exacerbated and made more visible some of the challenges that many 
residents face trying to navigate life, education and work in our community. The City of Hamilton’s 
2021-2025 Economic Development Action Plan (EDAP)3 identified six priorities to grow our 
economy and help ensure we can create a more inclusive prosperity. As HPL developed our post-
pandemic plan, we looked at what work we could do, consistent with our mission, mandate, and 
operations to advance the EDAP priorities. The table below illustrates how HPL is taking action to 
advance four of the priorities.  
 

EDAP PRIORITY HPL ACTION 

Facilitating a Skilled and 
Adaptable Workforce  

 Expand Study Hall access 
 Learning partnerships 
 Offering learning resources online, in-person and 

through partners  

Enhancing Digital Infrastructure 
and Services  

 New Service Hours Model 
 Adding IT services in Makerspaces to branches 
 Continued investments in strong IT infrastructure 
 Providing free computer use and free WiFi 

Moving Goods and People  

 Free PRESTO Cards for children (6 -12 years) with 
a library card 

 Investigate hybrid and e-vehicle options for 
Bookmobiles 

Revitalizing Priority Areas and 
Placemaking  

 Continued facility renewal 
 Opening Central Library at 8AM 
 Keeping Central open during statutory holidays as 

a Warming Centre 
 

 
3 https://investinhamilton.ca/edap/  

https://investinhamilton.ca/edap/
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SUPPORTING PUBLIC HEALTH 
HPL focused its organizational assets to position the Library as a constructive force during the 
pandemic. As HPL focused on its emergency response, we were laying the foundation for the 
organization’s role in the post-COVID recovery period. More recently, HPL continues to host Public 
Health Vaccination Clinics in our spaces, and now has Social Workers from Public Health working 
out of the Central Library. In 2024, HPL will continue our strong partnership with Public Health by 
adapting the Library’s program to play a complementary role as new challenges are faced.  
 
NEW STRATEGIC PLAN  
In 2023, the HPL Board approved a Strategic Plan update focused on increasing our relevance and 
positive impact. The pandemic has highlighted the obstacles and challenges many people face in 
our community. Our new Strategic Plan calls on us to continue to work in collaboration with other 
trusted partners. HPL’s programs and services are particularly aligned to:  

• Support literacy and reading skills in all age groups but especially youth  
• Support digital access, connectivity and the skills to function safely and successfully online 
• Support the integration of newcomers so they can contribute fully to our community success 

and prosperity 
• Provide barrier-free access to arts, culture and music, with an emphasis on nurturing, 

recognizing and showcasing local talent  
• Improve the knowledge and understanding of local history and the different peoples that 

have made Hamilton home 
• Reduce social isolation for all with a special emphasis on older adults  
• Advance Indigenous reconciliation 
• Work toward environmentally sustainable practices 

 
Understanding more fully the needs of the people we serve requires an ongoing commitment. A 
comprehensive community survey was completed in 2022 Q4 that helped to inform the Library 
Board of residents’ experiences with HPL. As in 2017, the last time HPL conducted the community 
survey, feedback was overwhelmingly positive. However, we acknowledge there are residents that 
do not currently use Library services and it is important we understand what barriers to access may 
be preventing that and make changes that systematically reduce them.  

 
OPERATING BUDGET AND SOUND FISCAL MANAGEMENT 
We will continue to ensure operating funds are used effectively to maximize our impact and 
relevance to the community. We will work within our 2024 operating budget while we plan for the 
2025-2027 budgets that meet the City of Hamilton’s budget targets as closely as possible. As we 
continue to strive to expand our impact by using existing resources, we will identify cost-effective 
and high-impact programs for the Library Board to consider. HPL will continue to ensure we play our 
part in helping the City of Hamilton overcome fiscal challenges.  

Revenue Diversification - We continue to focus on ways we can supplement our funding 
consistent with our vision and values as an organization. In the medium-term HPL will be focused 
on contributing to the economic recovery of residents and the City and helping create a more 
inclusive prosperity. We will work with the broader Canadian library community and allies to 
advocate for fairer and more sustainable funding systems in Canada and Ontario for municipalities 
like the City of Hamilton. 
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METRICS AND BUSINESS INTELLIGENCE 
HPL’s robust metrics reporting system continues to inform the Library’s decision making. During the 
pandemic, to respond to changing circumstances, HPL shifted to a weekly activity dashboard from a 
monthly one to better monitor capacity and impacts of changes. We also shifted to a cloud-based 
customer support system called FreshDesk to provide support for our online and phone channels. 
This system is much more effective at capturing timely metrics on volumes and types of inquiries, 
helping HPL better manage staff workloads. 

Research Platform - In collaboration with McMaster University’s Faculty of Social Sciences, HPL 
developed a conceptual community research platform to support current and future Community-
Based Participatory Research initiatives. The platform formalizes the partnership and supports 
these initiatives, providing McMaster faculty and researchers with access to the community via the 
Library. In turn, the Library benefits from the partnership as it helps inform decision making about 
our programs and services and contributes to demonstrating the Library’s social impact. This work 
includes a Researcher in Residence position at HPL. 
 
LIBRARY SERVICE HOURS – EXPANDING ACCESS 
In 2022, Library service hours were expanded systemwide with the goal of making our open hours 
more consistent across the system. The revamp in hours also eliminated any closed weekdays at 
some branches. In 2022 we also re-introduced Sunday service hours and after-hours Study Halls, 
the latter of which run from regular closing time to midnight Mondays-Thursdays.   
 
In 2023, as we continued to fill positions and build our team, we continued to execute our service 
strategy aimed at expanding access. We continued with the rollout of Sunday service hours. Study 
Halls was expanded to Central Library and the regional branches. Opening Central Library an hour 
earlier each weekday (8am) also began in 2023. Central Library currently closes for regular service 
Monday-Thursday at 8pm and converts to Study Hall hours at that time. Per our target hours we’d 
like to eventually transition to regular service 9pm closing time; this is not currently anticipated for 
2024. 
 
Some highlights of recent improvements to Library access: 

• Over 300 service hours a week have been added, not including evening Study Hall hours.  
• *After Hours Study Halls – Some residents lack quiet study space at home. To cost effectively 

support students, HPL keeps some locations open until midnight Monday-Thursday with the 
assistance of security guards. The space is open for quiet independent study. WiFi, computers, 
and printers are enabled for self-service use. In 2023 this was rolled out to include all Regional 
branches and Central, ensuring residents have access to this service in all parts of the City. 

• **Rural Extended Access – To reduce the risk of future closures to rural branches, HPL has 
implemented a remote access model. This model provides residents with 66 hours of service a 
week. On each open day, Library staff are present during part of the day. During other times 
registered Members use their library card and PIN to enter the premises. HPL monitors the 
locations via video and Staff are available to assist using a two-way video phone. We are 
actively working on implementing this service at Carlisle. The service is expected to be 
operational later this Fall 2023 at which point all Rural Extended Access locations will be 
operating with the service except Mount Hope where it will be added following the upcoming 
renovation. 

 
 



HPL 2024 Multi-Year Business Plan 

9  

 
 
 

TARGET OPEN HOURS   

 

Mon Tue Wed Thurs Fri Sat Sun Hrs/ 
Week 

2019 
Hrs 

Weekly 
Visits  
(Nov 
2023) 

Central 8-8 8-8 8-8 8-8 8-6 8-5 12-5 76 69 21,158 
Regional Branches*   
Dundas 9-8 9-8 9-8 9-8 9-6 9-5 1-5 65 60 2,831 
Red Hill 9-8 9-8 9-8 9-8 9-6 9-5 1-5 65 60 2,199 
Terryberry 9-8 9-8 9-8 9-8 9-6 9-5 1-5 65 55 3,389 
Turner Park 9-8 9-8 9-8 9-8 9-6 9-5 1-5 65 63 5,100 
Waterdown 9-8 9-8 9-8 9-8 9-6 9-5 1-5 65 55 2,432 
Valley Park 9-8 9-8 9-8 9-8 9-6 9-5 1-5 65 47 4,941 
Community Branches   
Ancaster 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 56 1,990 
Barton 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 43 1,332 
Kenilworth 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 43 1,364 
Binbrook 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 51 870 
Concession 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 43 1,233 
Sherwood 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 53 1,613 
Locke 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 35 1,358 
Westdale 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 56 2,407 

Parkdale 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 -- 467 

Saltfleet 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 53 3,120 
Stoney Creek 9-7 9-7 9-7 9-7 9-6 9-5 --- 57 35 952 
Rural (Extended Access)**   
Carlisle* 8-8 8-8 8-8 8-8 8-5 8-5 --- 66 32 275 
Freelton 8-8 8-8 8-8 8-8 8-5 8-5 --- 66 60 135 
Greensville 8-8 8-8 8-8 8-8 8-5 8-5 --- 66 17 257 
Lynden 8-8 8-8 8-8 8-8 8-5 8-5 --- 66 60 356 
Rural (Without Extended Access)   
Mount Hope 1-6 10-3 1-6 10-3 1-6 12-5 --- 30 18 149 

Total Hours 1,387 1,064 59,779 
Carlisle* - implementation of Extended Access currently in process. 
In 2024 Q2 and Q3, HPL will review the impact of the new service hour model, in advance of the 
2025 operating budget request. Services to review include closing of community branches at 7pm 
and the number of locations that are open on Sundays. 
 
FACILITY EXCELLENCE 
In early 2019 the fifth version of the Facilities Master Plan4 was approved by the Library Board. 
HPL has made great progress toward bringing all facilities up to current library and accessibility 
standards. Many major projects reached completion recently including the opening of a new Carlisle 

 
4 https://www.hpl.ca/sites/default/files/19-01-FMP.pdf  

https://www.hpl.ca/sites/default/files/19-01-FMP.pdf
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Branch in the former TD bank building, a new Greensville Branch on the site of the new Greensville 
Elementary School and a much-expanded, LEED Gold certified, Valley Park Branch. Below are 
some priority projects we’ll be moving forward with in 2024. Incorporating environmental 
sustainability into our future projects is an important aspect of facility excellence and a goal that has 
been stressed as a necessity by both our Library Board and City Council. 
 

 
• Mount Hope – In 2024 we plan to move forward with a final detailed design for a renovated 

Mount Hope Branch on the same site as the existing location. A budget request was submitted 
as part of the 2024 capital budget process to complement the existing funds already approved. 
The total project cost is estimated at $5.3 million. 

• Central Library Refresh – The Library Board has approved funding from Library Reserves for 
several facility projects. At the Central Library on York Boulevard, we are planning a major 
exterior refresh including installation of a new updated logo sign on the York Boulevard façade, a 
power wash of the exterior and investigating decorative lighting options. 

• Sherwood and Concession Branch Refreshes – In Q4 2023, HPL will request the approval of 
reserve funding from the Library Board to update both Concession and Sherwood Branches in 
2024. The scope of the Concession Branch refresh includes the construction of a Makerspace, 
the replacement of shelving units to improve sightlines and some updated furniture. Sherwood 
Branch program rooms will be updated (fresh paint, flooring and furniture), the information desk 
will be replaced and flexible small group and individual spaces will be built on the second floor. 
Both updates aim to provide comfortable, up-to-date spaces for the community to enjoy as well 
as increased access to technology. 

• Improving Operations – As HPL adapts to changing technology and resident needs, we are 
continuing to invest in our facilities. At Waterdown Branch, the existing computer lab was 
recently converted into a new Makerspace. At Central Library we are reconfiguring some of the 
staff space within the building to better support our current operations. Replacement of several 
public service info desks also occurred in 2023. As we move forward, an important focus will be 
ensuring our spaces remain welcoming, inviting and equipped with the latest technologies to 
allow people to thrive in our modern economy. 
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• Discovery Centre Program Design & Development Study:  In May 2023, HPL in collaboration 
with the Municipal Land Development Office (MLDO) and with support from the Indigenous 
Relations Office (IRO), presented a Staff Report to the West-Harbour Sub-Committee to approve 
a detailed feasibility study.  The study would test the potential for a shared space consisting of 
the following components: an Indigenous gathering space, a library branch, exhibits and gallery 
space, café and visitor amenities. The Report had been deferred to the Fall to allow further 
consultations with Indigenous communities. After further consultation and engagement over the 
summer months, and with general support for the Hamilton Public Library moving forward with 
the study, the report was presented in November to the Sub-Committee for final approval. The 
report was approved and on November 22nd, City Council ratified the recommendation. HPL is 
proceeding with the next steps in developing and testing the concept and will be a major focus 
for 2024. HPL has also been approached by the MLDO to use part of the space in the Discovery 
Centre to carry out pop-up exhibits over the next two years. HPL is currently exploring this 
option.  

 
LIBRARY COLLECTIONS  
The Hamilton Public Library has been a leader in adapting to the shift to digital materials. We also 
continue to support physical collections, adapting a strategy that helps those who want to shift to 
digital formats while also monitoring usage to ensure our collections remain relevant to residents. 
We anticipate a continued shift away from formats like DVDs and CDs, while physical books will 
remain a core format for the long-term. Within that shift, patterns of usage differ in parts of the City 
where residents have less disposable income. While many residents subscribe to personal digital 
streaming services, for those that do not, DVD usage remains an important entertainment option. In 
2024 we will continue to adapt and scale collections that are embraced by community members. 
 
The following chart illustrates the overall usage of physical and digital materials by quarter since 
2013. It shows the growth in digital usage mostly offsetting a modest decline in physical usage. In 
2019 we saw a growth in both physical and digital until the onset of the pandemic in 2020. 2021 and 
2022 have seen a rebound in usage but not yet back to pre-pandemic levels. We are anticipating a 
continued growth in usage in 2024. However, it is important to note DVD circulation, which drove a 
significant percentage of our circulation pre-pandemic, is seeing a decline due to the availability of 
streaming services and reduced offerings provided by DVD suppliers. With this noted trend it is 
anticipated circulation will continue to trend upwards but not at the same levels as pre-pandemic.  

 
 
Collections initiatives that will continue in 2024 include:   

• Expansion of Non-Traditional Items – The Library continues to explore non-traditional items to 
add alongside its traditional collection of books and DVDs. The intention of adding new 
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collections is not only to circulate for general usage but to incorporate them for programming 
use. In 2023, HPL partnered with Birds Canada to acquire bird watching kits for general use and 
to support children’s programming. The aim for 2024 is to expand our collection of non-
traditional items that aligns with HPL’s goals of supporting literacy and lifelong learning and can 
be incorporated into programming. 

• Express Collections – Based on Member feedback to make popular children’s titles readily 
available, HPL expanded its Express collections in late 2022 to include children’s bestsellers and 
perennial favourites. The collection continues to grow to include new children’s bestsellers that 
are readily available for checkout at each branch location alongside their holdable counterparts. 
The collection will continue to grow and offerings based on Member requests and publishing 
trends and data.   

• Early Literacy Kits – Launched in June 2023, Early Literacy Kits containing sets of phonics-
based leveled readers and intended to bridge the gap between picture books and leveled 
readers are designed to help young readers develop their skills. Kits are available at all branch 
locations and have been well received by Members. The plan for 2024 is to expand this well-
used collection and explore other lending models to meet demand. 

• Request for Proposal (RFP) for All Collections – The focus for 2024 will be to ensure HPL is 
receiving a great return on investment for collection materials and associated services supplied 
by vendors. This work aims to meet competitive rates for the acquisition, cataloguing, processing 
and shipment of shelf-ready materials for public use. A RFP will go out to all applicable vendors 
and review and awarding of the contract is planned for late 2024. 

 
SUPPORTING STUDENTS AND LIFELONG LEARNING 
In the rapidly changing economy and world we live in, there is a greater need to support residents in 
their personal educational journey. From helping families grow the next generation of readers to 
creative aging programs keeping seniors connected through artistic expression, HPL will continue to 
focus on supporting all Hamiltonians with learning resources, programs and collections. Some 
examples we will support in 2024:  

• Learning at HPL - The Library offers 1:1 tutoring via Brainfuse in English and French; this 
service includes job-seeker support with 1:1 resume and cover letter reviews and job and 
interview coaching. New learning supports and events are updated each month on the Learning 
at HPL page and via Online Programs.  

• Digital Literacy - Navigating the digital landscape is even more important as people’s lives 
moved online during the pandemic. The Library has launched several technology certificates and 
learning opportunities including the Cisco Learning Academy, which will continue into 2024. The 
library will continue to expand its computer training class offerings by adopting more content 
from the NorthStar Online Learning courses. 

• City School by Mohawk - HPL continues to grow its partnership with Mohawk College and is 
looking again to offer in-person free college credit programs at HPL. HPL is also working with 
Mohawk College and other partners on City School, Challenge 2025, and in 2024 will participate 
in a new pilot of Community Learning Alliance partners group. The hope is to create an Allied 
Network of credible partners providing micro-credential courses in the community. This would 
help workers gain new skills and provide low-barrier paths to more education. 

• Newcomer Services – The Library continues to offer virtual English Language Learning tutoring 
as well as weekly English Conversations Circles and quarterly programs for Newcomer 
Services. We have applied to expand Newcomer Services in the coming years and look forward 
to working with Immigration, Refugee and Citizenship Canada on new programs and services. 
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• Partnership with HWDSB – HPL has partnered with Hamilton-Wentworth District School Board 
(HWDSB) on a library card campaign by adding a registration option for an HPL card into 
HWDSB’s Parent Portal. The campaign provides elementary school students with the 
opportunity to be an HPL library card holder and to build the process into school registration for 
a simplified registration experience. HPL ran two pilots with 21 elementary schools (9,000 
students) and uptake has been promising. 2024 will see the expansion of this program to include 
more HWDSB system schools with the further consideration of expanding to other Hamilton 
school boards. 

DIGITAL ACCESS AND INCLUSION 
In today’s world, basic digital access and skills are vital to residents’ participation in the economy 
and their ability to access many government services. During the pandemic, as in-person access to 
government services became difficult and in many cases were not available, HPL and other libraries 
saw a large demand from residents for help applying for immigration papers, filing taxes, and 
accessing other services. HPL’s long-term commitment to and investment in digital access for 
residents has enabled us to provide: 

• Wi-Fi Improvements – Free public access Wi-Fi at all branches is a well-used service. In recent 
years we have ensured the internet signal is available outside our branches and during hours 
outside normal library service. In 2023 we completed a review of Wi-Fi coverage and quality of 
the service across HPL. We also installed outdoor Wi-Fi at almost all library branches. In 2024, 
we will continue with the replacement of all internal Wi-Fi and add better coverage to 
accommodate higher demand on Wi-Fi, specifically for video and sound for virtual meetings. We 
will add other new features like push notifications to allow a simpler login process that provides 
better metrics.  

• Public Computers – All public computers, monitors, privacy screens and office software were 
updated. In 2024, the Library will continue to review the service and make modifications to 
improve ease of access and response times.  

• Printing Services - HPL’s low-cost printing services are popular with students and residents 
alike. For many years, HPL has used revenue from printing to reinvest in technology and to 
ensure our printing system is robust. To reduce the cost of collecting lesser amounts of money 
and to improve barrier-free access, HPL offers 10 free black and white prints or equivalent a 
day, which is much appreciated by residents. In 2024 we will review the program to ensure our 
balance of free and revenue generation keeps the program sustainable.  

• Lending Devices and Data - Access to the internet and basic technology represents a 
challenge to many Hamiltonians and their families especially as more services and learning 
moves online. The Library continues to prioritize efforts to provide access to computers and the 
internet by updating technology and expanding the number of devices and length of time 
available to Members to access technology. The Library launched device lending with free 
internet to Members in need. There are more than 100 devices available across the system. In 
2024, HPL will work with partners such as City School by Mohawk, Boys and Girls Club and 
other organizations to offer this service to ensure that the devices and services reach the most 
people in need.  

• Attorney General of Ontario - The Library will continue to support residents who are required 
to appear in a virtual court session. Working with the Attorney General of Ontario in Hamilton, 
HPL provides residents without access to the appropriate technology to be able to participate in 
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legal proceedings virtually. This started during the pandemic and has been of critical assistance 
to those who otherwise would not be able to participate. 

• Virtual Branch - HPL’s virtual branch continues to be updated with added content daily. 
Members have access to newspapers and magazines from around the world in various 
languages. Movies, eBook and eAudio content as well as research databases to support 
educational, informational and recreational reading, watching and listening for all ages are 
examples of content that is accessible both online and for download. The virtual branch also 
offers a chat service for Members during the Library’s open hours. Members can connect directly 
with a team member to help access the services, collections, provide research support and 
community connections. 

• Hybrid Programming –While the Library started in-person programing in 2023, virtual 
programming remained popular. In 2024, we will equip all branches with the technology that 
would enable them to offer hybrid and virtual programs. 

 
EXTENDING OUR REACH 
The Community Survey completed by HPL in 2017 provided input from residents who did not 
currently use HPL. That survey identified several barriers to using the Library, including fines being 
a barrier to low-income families. The Library removed all fines and late fees in April of 2021. While 
this has proved successful, in 2024 HPL will continue to look at ways to address the small number 
of residents who have taken advantage of the system in order keep items long overdue. Not 
returning materials in a timely manner will delay other residents from benefiting from the Library’s 
collections. The Library will continue to explore ways that limit long overdues without returning to 
late fees. A Community Survey was conducted again in late 2022, the results of which will inform 
HPL’s actions including: 

• Library Membership Growth – Staff will continue to look for ways to increase the number of 
residents who benefit from library services. Currently we have more than 170,000 active 
Members (people who have a library card and have used the library in the last two years). That 
represents 30% of the City’s population. The pandemic had a negative impact on Library 
membership as shutdowns and service reductions limited the ability for the public to receive the 
full benefit of our services. In 2022, as we started to emerge from pandemic restrictions, we 
started to see active membership climb again. Our membership levels have now surpassed 
where they were pre-pandemic. We anticipate this will continue in 2024. Our goal is to reach 
35% library membership by 2028. One area of emphasis is ensuring students have active cards 
and are using HPL to advance their studies. 

• Civic Institutions Projects and Passes – The Library has partnered with the Hamilton Civic 
Museums' Heritage Resource Management Team on the Museums Strategy, free entry to 
museums using a library card and collecting statistics on Library card use. The Library continues 
to partner with the Art Gallery of Hamilton and Provincial and Regional Parks to also provide 
loanable park passes for Members. HPL continues to work with Museums and Parks partners to 
create and offer virtual augmented reality experiences that document artifacts and historical 
buildings and lands. We continue to work to arrange other pass opportunities to reduce barriers.  

• Engaging Volunteers – For many years HPL has actively cultivated programs that enable 
residents to contribute in meaningful ways to help other residents. Through the Newcomer 
Learning Centre volunteers provide new Canadians with regular appointments to practise their 
English. This program is popular with volunteers because they get to know the individuals they 
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are assisting and it creates a safe mutual connection for people who otherwise would not know 
each other. 2024 will continue to provide opportunities, including those for school students to 
earn their volunteer hours in multiple ways including Reading Buddies, Teen Tech Tutors and 
Knit for a Cause programs.  

 
PARTNERSHIPS AND COMMUNITY BUILDING  
The Hamilton Public Library Working with Us Partnership 
and Program Policy articulates three core reasons we 
engage in partnerships. HPL has a long history of 
successful partnerships. In 2024 we will continue to engage 
in partnerships that help people access and navigate 
services. We are looking to work with others to support 
educational success, access to art and culture, personal 
wellbeing and economic prosperity. HPL works with other 
organizations that are focused on working together to make 
meaningful impacts.  

A key part of our strategy is our work on the Red Book 
Hamilton5. HPL now manages the Red Book, a Hamilton 
community resource database. HPL took on this 
commitment to ensure there is a comprehensive and up-to-
date source of information about services and supports 
available to Hamilton residents. The site includes 
governmental and non-governmental information. To further the impact of this work, HPL is making 
the data in the Red Book available for free, to support things like specialized resource lists for target 
groups. 

Partnerships have long been interwoven into how HPL works to advance individuals and 
communities. The pandemic caused a significant interruption in some of the work we do with 
partners. In 2024, we will continue our engagement with existing and new partners to advance 
shared objectives. Some of the key partnerships we will work to advance in 2024 include:  
 

• City’s Xperience Annex - For the past several years HPL has had a successful partnership with 
Xperience Annex, which works with youth to understand their needs and create pathways to 
community services and employment. In 2024 we will continue to work with the City on 
advancing this partnership and other initiatives that help residents navigate paths to meaningful 
employment and education.  

• Cable 14 Partnership – Cable 14, who regularly promotes, highlights, and broadcasts library 
programs. This partnership is a creative outreach for Members who are not able to visit Library 
branches, or attend programs online. Cable 14 offers volunteer opportunities to HPL’s other 
partner, Mohawk Community College.  

• Ongoing local community partnerships with BIAs and Farmers’ Markets - We strive to 
become a visible presence in the community at Farmers’ Markets across the City promoting 
Library services and programs along with food literacy and actively engaging Hamiltonians to 
support local business. 

 
5 https://redbook.hpl.ca/redbook  

https://redbook.hpl.ca/redbook
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• Health Promotion Community Use of Space – The Library continues to work with the City of 
Hamilton to host COVID-19 vaccination clinics. We plan to continue to host flu clinics and we will 
be opening Central Library as a Warm Place on select statutory holidays when we are otherwise 
closed this winter. The Library has also had the opportunity to work with The AIDS Network to 
host space for a harm reduction worker and some pop-up testing information booths at libraries.  

• Public Health Social Worker – In 2022 a renewed social worker program was developed at 
HPL in partnership with Public Health. This program advances a few key objectives: connecting 
residents to services, helping individuals experiencing challenges successfully navigate HPL 
services and finally as a resource to help mentor and coach Staff in challenging situations. At the 
beginning of 2023 this was offered at the Central Library and as of September it was expanded 
to also include Barton Branch. A partnership with McMaster’s School of Social Work will 
continue in 2024 where Master and Undergraduate students can carry out placements in HPL 
spaces. This work includes adding students in the program throughout the year to work 
alongside the social workers to gain practical hands-on experience and provide administrative 
assistance to Staff. We are working with McMaster to conduct a review of the effectiveness of 
the program and are awaiting to hear if we have been successful in our grant application to fund 
this review.  

• Parks and Recreation and EarlyON – The Library continues to work with these City teams to 
provide shared programming and resources. In 2023, Bookmobile expanded its services to 
several EarlyON locations weekly and in 2024 will work on strengthening this partnership to 
include co-programming opportunities during visits and in Library spaces.  

• Supporting Elections – The Library was able to host Elections Canada polling stations in 2021 
and Provincial polling stations in 2022. In addition, the Library worked with the City and the 
Engage Hamilton platform to prepare for the 2022 Municipal Election, including hosting a polling 
station at the Binbrook and Central libraries. Moving forward, we will be ready to assist when 
elections are called. 

 
INCLUSION, CULTURE AND HISTORY 
Inclusion is a core value of the Hamilton Public Library. In 2020 the Library Board updated our 
Diversity and Inclusion Policy6. As we work on developing our post-pandemic programs, we are 
committed to working with others to advance social cohesion. This involves helping residents find 
belonging in their community and having relationships with others in the community that have 
diverse backgrounds and experiences.  
 
In our interconnected, fast changing world, having a better understanding of our different histories 
and cultures helps us understand today and makes us better equipped to work for a better future 
that does not ignore past injustice but learns from it, so we do not repeat the same mistakes.  This 
work is ongoing. Major 2024 focuses will include:  

• Local History and Archives (LHA) – Our LHA department was established in the early 20th 
Century. Our expansive collection has many unique collections capturing Hamilton history that is 
not held elsewhere. Digitizing this collection to make it accessible to students and researchers 
has been an ongoing effort. As technology improves and we gain more experience, HPL is 
investing in better infrastructure to manage this important work. This includes investing in a 
Digital Asset Management System (DAMS) that is currently under investigation for 

 
6 https://www.hpl.ca/articles/diversity-and-inclusion-policy  

https://www.hpl.ca/articles/diversity-and-inclusion-policy
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implementation in 2024. This is an important part of our plan to support an acceleration of the 
digitization of key collections.  

• Internet Archives: Open Library - Working with the Internet Archives (IA) HPL has launched its 
Open Library collection and in 2023 has moved the digitization work in-house through a 
partnership with Internet Archives Canada. In 2024 we will continue to build the collection. 

• Urban Indigenous Strategy (UIS) - We look forward to continued work with the City of 
Hamilton’s Indigenous Relations Team (IRT) as we work towards the Calls to Action in both the 
UIS and Truth and Reconciliation. The Library has worked in partnership with the IRT on the 
ExperienceCommons.ca project, the Red Dress Exhibit, National Indigenous Peoples Day and 
Orange Shirt Day. In 2024 HPL is looking to broaden and strengthen the partnership with the 
IRT and work with them to engage with the Indigenous community on collaborative programming 
opportunities for HPL and the Indigenous gathering space within the Discovery Centre. 

• McMaster University and McMaster Library - HPL partners with McMaster in multiple ways, 
including in the annual Writer in Residence. HPL is a key partner in two national research 
initiatives led by McMaster Researchers: one explores the effectiveness of digital literacy 
programs and services in the public library and the other is exploring strategies to keep seniors 
socially engaged. 

 
SETTING OUR STAFF UP FOR SUCCESS  
Serving communities that are facing rapid change requires we develop responsive Staff training. 
Our committed Staff will be equipped to meet this challenge because we will continue in 2024 to 
create adaptable training to meet theirs and the community’s needs. 
 
As we continue to respond to meet the needs of the “new normal”, our Staff development must 
respond. HPL will continue to employ new technology and process improvements to meet 
community needs and increase our internal capacity without expanding our overall staffing 
complement. 

• Staff Day 2024 – In 2023 HPL held its first in-person Staff Day since 2019. Supporting staff 
development is an essential element of HPL’s current strategic priority: A Learning Organization. 
The day allows all Staff the opportunity to engage in professional development to be better 
prepared to meet the evolving needs of Library Members and communities. In 2023, 115 HPL 
Staff members helped shape, plan and support the day and 321 HPL Staff members attended. 
Plans are underway for another in-person Staff Day in 2024. 

• Gender Identity and Expression Protocol Training City of Hamilton - This training is 
currently unavailable to our Staff as a result of the City’s deployment of their Learning 
Management System. We are working with the City’s Diversity team to obtain access through 
the Learning Management System or an alternative hosting arrangement. Currently we have 204 
Staff trained in the organization and hope the new online format will enable us to train remaining 
Staff quickly once we secure access. 

• Identifying and Filling Training Gaps – In Q4 of 2022 HPL conducted a comprehensive 
training survey of Staff to see where they identified gaps in training and their proficiency at 
handling various kinds of situations. In response, we established a Working Group that has 
deployed a series of training initiatives to address identified needs, including the Who Does 
What activity at Staff Day and our weekly Refresh Wednesday posts. The working group is also 
supporting Subject Matter Experts across the organization on training projects related to other 
high priority needs, including Makerspace training, online security and supporting Members with 
disabilities in the use of assistive devices. 
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• Emotions Matter - Emotions Matter, an accessible emotional labour training program, emerged 
through the partnership with McMaster University and CMHA as a result of a 2021 survey of 
Library workers, including HPL, that identified opportunities for better emotional labour training 
for front-lines Library workers. HPL has adapted the emotional labour training program into an 
eLearning course and hosted within the Library so it is also accessible to other neighbouring 
library systems to help Staff develop emotional resilience. The course raises awareness of key 
concepts related to emotional labour and supports the development of skills that will assist our 
Staff in responding to the emotional demands of their jobs. The training was rolled out to 
Extended Management at the end of September 2023 and launched for all public service Staff 
on November 1 with a target completion date of February 2024. 

• Workplace Mental Health Leadership Certificate - HPL certified Managers and Coordinators 
with the original goal to have all Staff at those job levels certified by the end of 2022. However, 
with Management Team members focused on leading the return Library services and hours in 
2022, we hoped to accomplish this goal in 2023 instead. This is a training program facilitated by 
the City, however, and has also been unavailable to us in 2023. We continue to work with the 
City on access to training and have also provided Managers with access to Emotions Matter 
training and Ryan Dowd’s Homeless Training suite that includes modules related to mental 
health. We plan to revisit this training plan in 2024. 

• Learning Management System – Talks have begun between City partners and HPL staff about 
expanding access to the City’s Learning Management System to HPL. This has been on HPL’s 
wish list for more than a decade because it is expected to greatly improve efficiency in training 
deployment and record management at HPL as well as to ensure better sharing of training 
between HPL and the City. It is a significant project that would include recoding digital training 
records and updating almost all of our eLearning, in addition to implementing, training and 
launching the new software. We hope to establish a service-level agreement with the City and to 
work toward a 2024 rollout but planning is in the early stages and firm timelines have not yet 
been established.  

• Orientations for New Staff - As we continue to build capacity, we also continue to revise and 
update orientation processes for new Staff. HPL revised onboarding materials to support 
trainers, Managers, and Supervisors as they leverage current technologies to onboard new 
employees. To date, in 2023 we have welcomed 87 new Staff, 39 of which were hired as 
Information Clerks to the Call-In List. We will continue to strengthen our team with new recruits 
towards the end of 2023 and 2024 using a hybrid approach where appropriate and by providing 
Health and Safety, legislative and essential job-core training in a consistent, accommodating, 
and equitable manner. 

• ELPs – Librarian, Technical Services, Youth Services in 2024 - As an effective method for 
career development and equipping staff with relevant and useful skillsets, we continue to expand 
our Experiential Learning Program (ELP) opportunities to build internal capacity. ELPs are 
internal professional development programs that are supported by coaches or mentors and 
include practical experience in a particular role. In 2023, 17 staff completed the Youth Services 
ELP and 14 more are scheduled to complete the program by January 2024. Additionally, six staff 
have completed the Librarian ELP and one has been enrolled in the Tech Services ELP. In 
2024, we are working with the Union and the City to introduce a Driver Training ELP and are 
committed to continuing to run YS ELP and Librarian ELP programs in 2024. 

• Management and Leadership Training – HPL implemented several training initiatives to better 
support new Staff in leadership and management positions. In January 2024, 43 Staff in 
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leadership positions completed WSPS’s Supervisor Responsibility and Due Diligence training 
and we also completed Performance Management training with Managers. This year, three HPL 
staff completed the national Public Library Leaders training program and an additional four staff 
have been accepted into the program that runs from September 2023 to January 2025. In 
Spring, 10 Managers and Librarians completed the Project Management Foundations for 
Librarians training course. We’ve also committed to extending Executive Coaching opportunities 
to interested Managers in a phased approach and are planning refresher training on absence 
reporting and in areas related to scheduling and payroll. 

• Verbal Intervention™ Training (Conflict Prevention Institute) – In 2023 we continued 
providing conflict de-escalation training to all public service Staff through the Conflict Prevention 
Institute’s (CPI) Prepare™ Training program. In the fall of 2023, we switched to CPI’s updated 
conflict de-escalation program, Verbal Intervention™ Training. Like Prepare™, Verbal 
Intervention™ Training instills the confidence and skills to verbally de-escalate disruptive 
behaviours and prevent further escalation. In 2023, 110 public service Staff received Prepare™ 
or Verbal Intervention™ Training. In 2024 we will continue to ensure public service Staff and 
new hires receive this training. 

• Equity, Diversity and Inclusion (EDI) - In February 2023, we began requiring that Staff 
complete the Ontario Human Rights Commission’s Call It Out training on racism, racial 
discrimination and human rights.  More than 200 Staff have been trained to date and the training 
is included in our onboarding plans for new Staff going forward. At our Staff Day event, we 
featured a keynote speech from Elamin Abdelmahmoud and a panel discussion led by Lyndon 
George and HARRC Board Members, both of which centred on issues related to equity, diversity 
and inclusion and were consistently identified by Staff as highlights of the day. We have also 
relaunched our Inclusion and AODA Working Group that previously had a customer service 
focus as the Diversity and Inclusion Standing Committee with an updated Terms of Reference 
that includes providing recommendations on Staff training, recruitment, policies. Our training 
team will continue working with this committee and with the City’s Diversity team to expand EDI 
training for staff in 2024. 

• HPL Staff Reflection Survey – In 2023, we conducted an organization-wide, anonymous Staff 
survey. The goal of this survey was to obtain Staff feedback to identify areas we are doing well 
in as an organization, along with areas we can improve upon. Questions were designed to 
measure the following areas of interest – job satisfaction; employee morale; Staff engagement; 
work-life balance; career development; branch/department communication; teamwork/employee 
relations; job content and design; work conditions, environment and respect; psychological 
safety; communications/decision making; rewards and recognition; training and opportunity; and 
diversity and inclusion. We are currently analyzing the results of the survey to create a short-
term action plan for 2024, along with the long-term goals for the years ahead.  

• Training Related to Other Initiatives – In addition to the projects above, our Staff Development 
and Training team continue to support professional development and Staff training related to 
projects across the system. Some examples of large training projects completed in 2023 include 
the rollout of new Staff software for managing public computers and tech-supported 
improvements to our Library holds processing. We will continue to support large projects in 
2024, such as the Synerion scheduling software and an upgrade of our HPLnet intranet to 
Sharepoint Online. 
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MAJOR INITIATIVES FOR 2025 TO 2027 
Translating the vision articulated in our new Strategic Plan into operational activities will be a major 
focus of 2025-2027. Ensuring we maximize our impact by shifting existing resources to areas of new 
demand will remain our focus. Specific initiatives that we anticipate from 2025 to 2027 include: 

• Supporting the Recovery - As our community moves past the COVID-19 pandemic, HPL will 
work with trusted partners to support residents, students, small businesses and job seekers to 
move forward in their learning and economic prospects. We will monitor changing needs and 
new challenges facing residents. 

• Expanding Service in a Sustainable Way – HPL will continue to expand accessible, consistent 
service to all areas of the City. In late 2024 the Library Board will assess the impact of the 2022 
Library service hours expansion systemwide aimed at making our open hours more consistent 
across the system. We will continue to review the impact of the new service hour model, in 
advance of future operating budget requests. Items to be considered include the closing of 
community branches at 7 pm and the number of locations that are open on Sundays. 

• Central Library – Local History and Archives (LHA) - The final phase of Central renovations 
is the Third Floor that includes making Local History and Archives more visible. Planning the 
scope of that project and its relationship to a potential City of Hamilton Museum will require 
significant planning and consultations. The planning process for the LHA renovations will be an 
ongoing effort. 

• Bookmobile Replacement - HPL has two bookmobiles that are past their expected useful life. 
A replacement program and forecast needs to be put in place. Consideration should be given to 
requirements and need for an additional vehicle or potentially other forms of service delivery 
(i.e., electric/hybrid vehicles, smaller vehicle, alternative service models). 

• Digital Technology Initiatives - We will continue to pursue digital technology improvements to 
streamline our services and enhance service offerings. We will continue to add new and 
emerging technologies to our services. We continue to expand Makerspace services by opening 
new locations at branches and adding new services. In 2024, we will offer gaming areas at 
Central Library as a means of engaging youth when they are at the branch. This is something 
that could be expanded to other branches in future years, if successful. 

• Planning for Future Facilities - As HPL begins to finish the major facility renewal that began 
more than 10 years ago, the Library Board will work with the City on longer term plans to 
address services in areas lacking resources and areas with increasing population growth. We 
will look for opportunities to expand our services in areas where residents need more support. 
Targeted building refreshes will be key in making sure our spaces continue to meet or exceed 
community expectations. As facilities are refreshed and improved on, energy efficiency and 
environmental sensitivity will be important aspects to consider. We will continue to look for 
opportunities to ensure environmental sustainability is built into design plans.   
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