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We acknowledge the lands which constitute the
present-day City of Mississauga as being part of the
Treaty and Traditional Territory of the Mississaugas of
the Credit First Nation, The Haudenosaunee
Confederacy, the Huron-Wendat and Wyandot
Nations. We recognize these peoples and their
ancestors as peoples who inhabited these lands since
time immemorial. The City of Mississauga is home to
many global Indigenous Peoples.

As a municipality, the City of Mississauga is actively
working towards Reconciliation by confronting our
past and our present, providing space for Indigenous
Peoples within their territory, to recognize and
uphold their Treaty Rights and to support Indigenous
Peoples. We formally recognize the Anishinaabe
origins of our name and continue to make
Mississauga a safe space for all Indigenous Peoples.
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Commissioner’s Message

Libraries and library services have continued to be important in the lives
of Mississauga residents. We heard this throughout the pandemic where
our services constantly adapted to meet the needs of the community.
From outdoor story times, to increasing access to digital services, to
curbside pick-up of materials, residents demonstrated their appreciation
for library services.

The Community Services Department is committed to providing excellent
customer service to our Mississauga residents. To achieve this goal, it is
important to solicit feedback from residents and groups with interest on
an ongoing basis. The Future Directions Plan uses that feedback, along
with demographic information and user data, to help guide decision-making in how
Mississauga Library spends its time, resources, and funds on community priorities.

Thank you to everyone who has provided feedback into the development of this plan.

Sincerely,
Jodi Robillos
Commissioner, Community Services

Director’s Message

The role of the modern public library is constantly evolving to meet the
changing needs of the communities we serve. Along with traditional
services such as providing access to print and digital resources, public
libraries now provide space to encourage connections and community-
building, access to technology, and more opportunities to learn and
explore. Through numerous engagements with residents and groups with
interest during the development of the 2024 Future Directions Library
Plan, these new library roles have been recognized by the Mississauga
community. This plan reflects on opportunities to advance library services
in Mississauga and positions the Mississauga Library to remain responsive
to the community by providing the resources, services, programs, and
spaces that our residents want and can benefit from. We remain committed to supporting
literacy, creativity, and innovation with a future-ready focus on technology skills to help our
community thrive.

| would like to extend my gratitude to members of the community who provided their valuable
feedback and helped shape this plan, as well as Council and the Library Board for their
ongoing support. | will also take this opportunity to recognize the hard work of our dedicated
library staff and thank them for their commitment and dedication to serving the residents of
Mississauga.

Sincerely,
Rona O’Banion
Director, Library
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Executive Summary

Executive Summary

Meadowvale Library

Purpose

The purpose of this plan is to provide Mississauga Library with a five-year plan and a 10-year
horizon - setting goals for a longer-term (10-year) future direction but with shorter term (five-
year) action recommendations towards those goals.

Strategic Priorities

Five strategic priorities have been identified to guide the 2024 Future Directions Library Plan
based on the most important needs and priorities identified through multiple research streams.
Advancing and refining the strategic priorities identified in the 2019 Future Directions Library
Plan, these priorities reflect significant developments within the library and the broader
community.

1. Expand and Extend Library Spaces: Increase the physical area of library locations and
extend the library’s presence into non-traditional spaces to address population growth,
densification, and changing customer needs.

2. Be Future-ready and Resilient: Develop the processes, technology, and infrastructure
needed to prepare for and respond to anticipated and unanticipated pressures over the
next 10 years.

Executive Summary | 2024 Library Plan 6
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Executive Summary

3. Enhance Customer-centred Service: Apply a user-first and evidence-based approach to
service and program planning and delivery.

4. Advance Community Cohesion: Build on the library’s role as an accessible social
institution to encourage community connections, mutual understanding and democratic
values.

5. Champion the Value of Library Services: Promote greater understanding of how public
libraries serve and strengthen their communities and celebrate Mississauga Library’s
impact.

Each priority is shaped by Mississauga Library’s areas of focus (as listed below) and each
recommendation connects with one or more of these areas of focus:

1 1 25
Facility Development Digital Services Community Engagement
i
Service Evolution Staff Development Lifelong Learning
Recommendations

The strategic priorities are organized under two complementary library strategies - the Facility
Strategy and the Service Strategy - which collectively contain 21 recommendations.

Together, these strategies outline how Mississauga Library can address population growth,
densification and changing customer habits to become more efficient and responsive to
community needs over time.

As Mississauga continues to grow and urbanize, access to free and flexible-use space will be
increasingly important. In addition, sufficient space is essential to bridging the digital divide by
providing access to Wi-Fi services and public workstations for those with limited technology
access outside the library. At the same time, land in Mississauga is scarce and creative solutions
are needed to address population growth pressures.

The following strategies recognize that Mississauga Library should expand its physical spaces

in keeping with industry standards where possible while also exploring non-traditional service
delivery solutions that can serve more people with less space.

Executive Summary | 2024 Library Plan 7



Executive Summary

Facility Strategy

Redevelop or expand Lakeview Library to service anticipated population growth.

Replace the Cooksville Library with a new location as part of the development of a new
community centre and/or mixed-use development.

Redevelop or expand Mississauga Valley Library as part of a broader renovation of the
Community Centre.

Introduce express libraries that meet the community where they are.
Consult residents to determine the future of library services in the Sheridan community.
Explore adding reading gardens at library locations.

Identify appropriate sites and timelines for Storywalks, aiming for one Storywalk in each
service area.

Service Strategy
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Refresh Mississauga Library’s vision, mission and value statements to better reflect how
the Library aims to serve the community.

Develop a proactive strategy for service and program planning, delivery, and assessment
using data-driven decision making.

Invest in furniture, equipment and design features that enable flexible use of space.
Invest in essential technology services to help bridge the digital divide.

Invest in enhanced technology to support creativity and innovation, specifically through
Maker Mississauga services and programs.

Further develop collections to be inclusive and to reflect community demographics and
interests.

Explore offering increased hours of operation through an extended access or self-serve
hours model.

Optimize the library website and expand virtual branch services.

Support the creation of the City’s Reconciliation Plan and actively explore the creation of
a Community Circle with our Indigenous partners which will inform and guide
programming as well as relevant initiatives across the City.

Advance Equity, Diversity and Inclusion (EDI) commitments to retain and develop a
talented workforce that reflects Mississauga’s diverse community.

Expand equitable library access for underserved and vulnerable residents.

10.5
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Executive Summary

Highlight and build on the library’s role in supporting civic engagement and climate
action by encouraging an informed and active community.

Increase marketing and communications efforts to build greater brand recognition and
acceptance throughout the community.

Contribute to sector-wide efforts to strengthen and sustain library services in line with
City and library priorities.

Burnhamthorpe Library

Executive Summary | 2024 Library Plan 9
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Section 1: Introduction

Overview of Mississauga Library and Services

Mission Statement

The Mississauga Library exists to provide library services to
meet the life-long informational, educational, cultural and

recreational needs for all citizens.

Mississauga’s Commitment To:

Indigenous Communities

In 2015, The Truth and Reconciliation Commission of Canada published 94 Calls to Action to
forward Reconciliation between Indigenous and Non-Indigenous Peoples in Canada. The City
of Mississauga has committed to take action on 13 of those that are actionable by municipal
governments and, in addition, has taken several notable actions over the past several years in
its efforts to renew and strengthen relationships with Indigenous communities and residents. In
addition to commemorating the history and legacy of residential schools with the rest of
Canada on National Truth and Reconciliation Day, the City celebrates Indigenous Peoples Day
and regularly collaborates on Indigenous policy matters, as well as programming and
operations with Indigenous communities. Our Indigenous partners include the Mississaugas of
the Credit First Nation, the Six Nations of the Grand River First Nation, the Huron-Wendat First
Nation and the Haudenosaunee Confederacy.

The City is deeply committed to the ongoing work of reversing the erasure of Indigenous
Peoples, their history and their culture. Reconciliation efforts have been made in every area of
the Community Services department and will continue to take place. The Mississauga Library
has also supported Reconciliation education through initiatives such as the Moccasin Identifier
program and the REDress project. The City will continue to ensure that Indigenous
perspectives, considerations and comments are included into its collective work as a
municipality. This plan is just one part of the pathway forward to improving our shared future.

Introduction | 2024 Library Plan 1
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Equity, Diversity and Inclusion

The City’s commitment to Equity, Diversity and Inclusion (EDI) is grounded in two
fundamental goals:

a. To create a respectful and supportive workplace that attracts, retains and develops a
talented workforce that reflects our communities and residents.

b. To include EDI considerations in a meaningful manner into all City policies, programs and
services with a goal to consistently produce equitable outcomes for the communities
we serve.

To support these goals, the City has undertaken key steps:

e Developed a Workforce Diversity and Inclusion Strategy to assess the diversity and
inclusion of the City’s workforce, and make adjustments to ensure the workforce continues
to provide excellent service and engender trust.

e Developed its first Workplace Psychological Health and Safety Strategy to promote the
mental health of employees.

e Hired dedicated Subject Matter Experts (SMEs) in HR and the City Manager’s Office to
further its EDI goals.

e Produced EDI-based learning and development curriculum/training for the City including
all leaders.

e Produced tools and resources to help all staff incorporate EDI considerations in
their practices.

e Instituted an annual reporting mechanism to Council on EDI progress across the City.

Erin Meadows Library

Introduction | 2024 Library Plan 12
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The Mississauga Library also supports the City’s EDI goals by offering diverse and multilingual
collections, and inclusive programming such as a Pride Book Club in partnership with
Brampton and Caledon libraries, diverse author talks, English conversation circles, and story
times in various languages that reflect the community we serve.

This plan, along with other developed strategies and programs, plus the ongoing education
and training of employees, helps to support the City’s goals and its commitment to equity,
diversity and inclusion.

Environmental Sustainability and Climate Change

As a City, Mississauga is committed to doing its part towards securing a better future by
transforming into a low carbon, sustainable and resilient city. For more than a decade, the City
has embraced this transformation through the City’s Strategic Plan and dozens of plans and
supporting strategies, standards and policies. More recently, the City declared a climate
emergency and passed the Climate Change Action Plan (CCAP), which is built around this
central vision, and is the City’s 10-year roadmap that outlines concrete actions that directly
support building a greener, smarter, and more sustainable and prosperous city.

The Mississauga Library supports the City’s environmental goals with lending practices that
promote a circular economy by encouraging reuse of products, resulting in waste reduction.

As part of our journey to reach these ambitious goals, the City has taken a more deliberate
approach to applying climate and sustainability measures in the development of this plan and
its supporting recommendations.

COVID-19 Pandemic Impact

The COVID-19 pandemic, along with the resulting facility closures and service changes, had and
continues to have a profound effect on the Mississauga Library.

The closure of facilities due to health regulations in 2020, and to varying degrees through 2021
and into 2022, severely impacted library key performance measures such as circulation of
physical materials, foot traffic (in-person visits) and program attendance. During this time, the
library successfully introduced curbside pickup to allow customers access to physical
collections, and introduced online programming. Customers greatly appreciated being able to
continue connecting with the library. A strong marketing strategy led to significant increases in
digital circulation, resulting in digital circulation outperforming physical circulation for the

first time.

As the community continues to readjust to life in a post-pandemic era, the impacts of the
pandemic are still evident. While in-person visits to the library have been slow to increase, the
growth is consistent and there is confidence that pre-pandemic usage will be reached and
surpassed as customers rediscover all the library has to offer. A significant number of
customers will continue to rely on digital collections and services, and will expect a vibrant and
growing virtual branch. The library needs to find ways to deliver high-quality services both in
person and online.

Introduction | 2024 Library Plan 13
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COVID-19 also had a lasting impact on the staff of Mississauga Library. Staff and staffing levels
are still recovering. During what were difficult and uncertain times, library staff worked hard to
deliver services in new ways but it was a challenge. Resignations, layoffs and illness caused
stress on the staff team. As we focus on rebuilding, managers continue to look for ways to help
staff adjust to new ways of work and staff development is a key priority.

Notable Achievements

The Mississauga Library has experienced many notable achievements over the past four years
that demonstrate a commitment to being responsive to community needs and continuous
improvement.

e The virtual library branch has dramatically expanded its services in order to increase access.
Customers can now create virtual cards online for access to digital collections, make library
account payments online, and attend online programming. Since the launch of these
services, the library continues to see great interest and demand in these areas.

e The library has partnered with other public libraries in Ontario to increase access to digital
collections through participation in a reciprocal lending agreement. Partner libraries include
Ottawa, London, Hamilton, Burlington, and Kingston Frontenac public libraries.

e The library has expanded upon the
Library of Things and now offers
additional lending services with
hotspots, Chromebooks, CO»
monitors, and a second seed library
location. The technology lending
program positions the library to help
bridge the digital divide in the
community.

e To meet the growing needs of its
customers and changing business
priorities, the Hazel McCallion Central
Library (HMCL) closed in early 2021
for a major renovation. During the
closure, an estimated 120,000 kg of
City-owned items were diverted from
landfill as library and City of
Mississauga staff were able to reuse, A
recycle and donate a number of items ‘ =
to reduce environmental impacts. The 1 -
HMCL is slated to reopen to the public ‘
in late 2023, offering various new
services, technologies and spaces.

Chromebooks are available at all library locations.

e The library has expanded the Maker
initiative with 3D printing services at
eight library locations, and four
dedicated Makerspaces. HMCL will
host an additional Makerspace 3D printer at Malton Library’s Makerspace.

Introduction | 2024 Library Plan 14
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location following its re-opening. A team of staff, led by the new manager of Makerspaces,
will ensure a strategic program featuring high-quality services continue to be provided
through these spaces.

e In early 2022, the Mississauga Library eliminated fines for overdue materials. By going fine-
free, the library is promoting equitable access to its services.

Erin Meadows Library

Introduction | 2024 Library Plan 15






Section 2: Plan Foundation

Developing the Plan

Every five years, the City of Mississauga updates the Future Directions Library Plan with new
research, updated population forecasts, engagement feedback and other valuable inputs.

The graphic below illustrates the process for updating the plan:

Final Plan

Research Engagement Draft Plan Feedback

Population Public Review of Public
Forecasts Recommendations

Final

Community Community Recommendations

Benchmarking Groups Presentation Groups
to Council

Implementation

Industry Indigenous Indigenous Plan

Trends Peoples Peoples
Staff Staff

Council Council

Presentation
to Council

Library Board

The plan was developed with a number of key inputs based on research, engagement and
needs assessments. The study began with research into trends in library service provision and
examples of best practices from other municipalities and libraries. While research was
underway, a series of engagement activities identified the current state of the Library Division’s
services, recent accomplishments, key challenges and areas of focus for the 2024 Future
Directions Plan.

There may be upcoming changes to legislation, provincial policies (e.g., the Provincial Policy
Statement) and Minister’s Zoning Orders that may impact the population forecasts assumed
within the horizon of this plan.

An example of a recent change to legislation is Bill 112 (the Hazel McCallion Act), which was
passed by the Ontario Government in June 2023. The legislation that would effectively dissolve
the Region of Peel by January 1, 2025 and convert Mississauga, Brampton and Caledon into
independent, single-tier municipalities is currently under review with new updates pending. The
2024 Future Directions Library Plan was developed under the context that Mississauga is part
of the Region of Peel.

Any required changes to recommendations affected by updated population growth forecasts,

the dissolution of regional governance or other legislation will be assessed, and the City will
remain flexible and respond accordingly to provide high-quality facilities and services.

Plan Foundation | 2024 Library Plan 17
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Children’s area at Malton Library

Alignment with City Plans and Policies

To ensure consistent planning, the Future Directions Library Plan considers policies and
recommendations set out by other City plans including the City’s Official Plan, other City
strategic and growth plans, and the 2022 Library Infrastructure Study along with other
municipal documents.

Mississauga Strategic Plan

The City’s Strategic Plan establishes the vision and priorities that define what the City wants to
be. This vision is supported by five Strategic Pillars: Move, Belong, Connect, Prosper and Green.
These pillars represent the main objectives that drive all City actions and initiatives (including
the preparation of policies and plans such as Future Directions). The strategic pillars reflect a
common purpose: a collective desire for success in leadership, quality of life, and civic pride -
all of which are relevant to the Future Directions Library Plan.

In order to realize our strategic goals, the City needs to regularly adapt and plan for change. To
that end, in 2024 the City of Mississauga is conducting a review and update of the Strategic
Plan to ensure its priorities remain relevant and that actions are being taken to realize its goals
and objectives. The updated Strategic Plan is scheduled to be launched in 2025. The Future
Directions initiatives have taken steps to ensure alignment to both the current and future
iterations of the City’s Strategic Plan.

Plan Foundation | 2024 Library Plan 18
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Mississauga Official Plan

The Mississauga Official Plan guides how the City will grow and develop, as required by the
Ontario Planning Act, and provides policies to manage and direct land use and the physical
change of the city, in line with the City’s Strategic Plan. Its policies address important parts of
city-building that affect everyone who lives and works in Mississauga including housing,
transportation, cultural heritage, the natural environment and the economy. The 2024 Future
Directions Library Plan was developed in consideration of these policies and in alignment with
its objectives.

Mississauga's Housing Strategy

Recommendations in the Future Directions Plans help to support Mississauga’s housing
strategy through the construction of new community infrastructure and redevelopment of
existing facilities. This includes but is not limited to community centers, libraries, fire stations,
parks, and spaces for culture activities and creative sector use. The plans consider options for
intensifying areas by promoting mixed-use developments that integrate residential,
commercial, recreational, and community service spaces. They also consider working with
educational institutions and other partners to increase access to indoor spaces that are not
traditionally used for community services. To increase access to parkland and opportunities for
outdoor recreation, strategies include incorporating more trails and passive recreation in
greenlands, prioritizing the redevelopment of vacant or underutilized parkland, and continuing
to rely on parkland dedication and acquisition. In addition to infrastructure, services will adapt
to accommodate this new level of growth. For example, the introduction of express libraries
will service more communities where they are located. Engaging with residents will continue
to be a key component to ensure that amenities, programs, and services align with local needs
and preferences. Additionally, data and analysis will be used to assess demand, monitor
utilization, and adapt strategies accordingly.

City’s Budget

The City works hard to achieve value for money and sound financial stewardship in the
development of the annual Business Plan & Budget. The City prepares the Business Plan &
Budget using a rolling four-year planning horizon for the operating budget and a 10-year
horizon for capital budget planning. This multi-year approach allows the City to respond to
political, economic, social and environmental circumstances.

Management of the City’s services is organized into 14 administrative service areas. Each
service area prepares an individual business plan and budget in line with City priorities that are
established and communicated by the City’s Leadership Team. This annual process starts in
May and concludes in December (in a non-election year) with Council’s approval of the budget
for the upcoming year. Council reviews estimates and forecasts for the full four-year period;
however, when Council votes each year to authorize spending and taxation, it is for the first
year of the new cycle only.

When Future Directions Plans are endorsed by Council, the funding required to implement

actions identified within the plans is not approved at the same time. Instead, service areas with
Future Directions Plans bring items forward for consideration during a future business planning

Plan Foundation | 2024 Library Plan 19
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and budget cycle. Only once these items have been approved in the budget can they move
forward for implementation.

Library Infrastructure Study

The Library Infrastructure Study (LIS) was completed in 2022 as a background study for the
Future Directions planning process. Intended to guide Mississauga Library’s capital
development strategy to the year 2031, the LIS evaluates the ability of existing library locations
to respond to future growth as well as potential needs for new locations.

Based on a city-wide and Service Area-based analysis of Mississauga Library’s 18 locations, the
LIS identifies 14 recommendations to guide system-wide and location-specific decisions. These
recommendations are prioritized within five initiatives to guide the library over the next 10
years. The main focus of the priority initiatives is the need for increased space and the
introduction of less resource-intensive express service points.

The LIS recommendations and priority initiatives were taken into consideration throughout the
Future Directions planning process and are reflected in the plan’s recommendations.

Burnhamthorpe Library

Plan Foundation | 2024 Library Plan 20
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Planning in the Context of Growth and Change

Since 2004, Future Directions Plans for Recreation, Parks & Forestry, and Library Services have
organized the City into six functional service areas in order to provide the basis for sub-
geographic analysis. In 2022, the six original service area boundaries were revisited to
recognize the evolution of Mississauga’s urban structure and population density characteristics.
Through further analysis conducted during the 2024 Future Directions process, slight
adjustments have been made to the service area boundaries and validated through a
population, case study, and service level analysis that has resulted in:

e Renaming service areas using an alphabetized list rather than a numbered approach to
avoid confusion with ward numbers;

e No changes to the original Service Area 1, Service Area 3 and Service Area 4 which were
respectively renamed as Service Area A, Service Area C and Service Area D;

e Creating a new Service Area E specifically to reflect the Hurontario LRT network and the
higher densities that are found along the urban growth centre (UGC) corridor. This
adjustment integrates the Uptown Major Node found in the original Service Area 2 and
separates the Mississauga Valley and Cooksville Neighbourhoods from the original Service
Area 5; and

e Dividing the original Service Area 6 in half and create new Service Area G and Service Area
H using the Credit River to separate the area into two districts with the QEW remaining as
the northern boundary.

The 2024 Future Directions plan now includes eight service areas which better align with the
City structure outlined in the new Mississauga Official Plan. These service areas better reflect
the evolution in the City structure, transportation network and planned growth patterns. They
also provide a basis to potentially differentiate service levels based on land densities and
developments, account for land economics, and allow the City to tailor its strategies based on
provincial legislation. The adjusted service area boundaries offer a balance between reflecting
Mississauga’s urban structure and the City’s historical approach to planning.

Plan Foundation | 2024 Library Plan 21
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Section 3:
Population Growth

Historical and Current Population

Between the 2001 and 2021 census periods, the City of Mississauga’s recorded population grew
from 612,925 to 717,961 persons (unadjusted for net census under coverage),! resulting in
105,000 more people or an increase of 17 per cent. Between 2016 and 2021, however, the City’s
population declined by 3,638 persons which may be a result of multiple factors. The COVID-19
pandemic likely contributed to this decline due to the construction delays affecting a large
number of developments, online learning decreasing the number of post-secondary students,
and restrictions limiting immigration.

The annualized growth rate has been declining since 2001 which could be a result of an aging
population and aging-in-place trends, and/or financial barriers to home ownership. The City’s
population is expected to grow again and ‘catch up’ to the approved short-term forecast
based on submitted planning applications and building permit activity.

The City’s current growth forecasts estimate a 2021 population of 795,040 persons and to
ensure consistency with other City reports, this figure is used as the baseline for this plan.

750,000 o1 566
713,443 : LAVEI
—0— —0
700,000
668,549
650,000
612,925
600,000
2001 2006 2011 2016 2021

City of Mississauga Census Recorded Population, 2007-2021

! Statistics Canada Census, 2001 - 2021
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Projected Population Growth

10.5

Growth forecasts show that Mississauga’s population will grow from the current year estimate
of 795,040 to reach 852,060 by 2031. Beyond the current Future Directions planning period,

Mississauga’s population is projected to reach 995,040 by the year 2051.

Table 1 illustrates the distribution of Mississauga’s population and forecasted growth by

Service Areas.

Table 1: Forecasted Population Growth by Service Area Boundaries, 2021-2051

Service iggz)lllation E’gzjlation ig;ﬂllation 10 Year Growth Rate 30 Year Growth Rate
Area Estimate Estimate Estimate (2021-2031) (2021-2051)

A 187,410 195,280 209,320 ?7280/700 persons) 1(]2170310 persons)

B 159,570 161,210 167,950 1(10(;’/20 persons) ?833080 persons)

C 39,430 39,060 40,900 ;?3303) persons) ?174:/;0 persons)

D 102,440 101,990 107,730 fﬁé’ persons) ?5?2%;)0 persons)

E 140,000 172,490 226,750 55224(:./;0 persons) (656070/;0 persons)

F 74,840 75,540 91,410 ?7‘?5 persons) ?126.??70 persons)

G 47,640 53,480 66,450 ](?Z:o persons) f]%f%?o persons)

H 43,710 53,010 84,530 g%’o persons) ?4304;3/020 persons)
Total 795,040 852,060 SRR 352;),/800 persons) f;)z(tfooo persons)
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Service Area Boundaries

Legend

3 service Area Boundaries
Major Roads

Municipal Boundary

The projected distribution of Mississauga’s population has been analyzed for each Service
Area. The following trends are noted:

Service Area A is Mississauga’s largest by population with a year 2021 estimate of 187,410
persons. The area has seen considerable development in recent years through the Churchill
Meadows area in the north-west and its previously undeveloped land base is now
considered to be largely built. There are still 7,900 new residents forecasted for this service
area by 2031 and 22,000 more people in total by the year 2051. Growth is mostly located
within the Central Erin Mills Major Node (nearly 50 per cent of the service area’s net share
of the population increase by 2031); the Ninth Line and Streetsville Neighbourhoods will
experience most of the remaining growth. Notably, the Ninth Line Neighbourhood is
projected to experience substantial growth as much of its undeveloped land base has
approved plans for a subdivision which will account for approximately half of this service
area’s population growth over the next eight years.

Service Area B has a present-day population of 159,570 and is expected to grow to 161,210
over the next eight years.

Service Area C contains Mississauga’s smallest population total (largely because the
majority of this service area is composed of non-residential character areas), with a year
2021 estimate of 39,430 persons that is projected to remain about the same over the next
eight years before increasing slightly to 40,900 persons by the year 2051. Virtually all of
this service area’s future development activity is planned to be directed to the Malton
Community Node.
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e Service Area D is forecasted to have little change in its total population - presently
estimated at 102,440 persons. Growth is projected in the post-2031 period with
approximately 5,300 persons to be added by the year 2051 over and above present day
estimates. The Sheridan Community Node, Sheridan Neighbourhood and Mavis-Erindale
Employment Area are expected to account for 75 per cent of long-range growth.

e Service Area E contains the City’s Urban Growth Centre which is comprised of the
Downtown Core, Uptown Node, Fairview, Cooksville and Hospital Character Areas, and a
number of stable areas like the Mineola and Cooksville Neighbourhood Character Areas. It
has a population of 140,000 and is projected to increase by nearly 32,500 to reach a
population of 172,500 by 2031. This service area will see the highest growth over the next
10 years and second highest growth over the next 20 years.

e Service Area F has a population of 74,840 and is projected to remain relatively unchanged,
increasing by 700 persons between 2021 and 2031.

e Service Areas G and H have a current population estimate of 91,350 and are collectively
forecasted to experience major growth over the next 30 years. The forecasted population
will total 106,500 persons by 2031 and over 150,000 persons living south of the QEW in
Mississauga by 2051 with development activity primarily being directed to the Port Credit
Neighbourhood West, Port Credit Major Node, Lakeview Waterfront Major Node, and
Lakeview Neighbourhood.

Meadowvale Library

In May 2023, an Enhanced Minister’s Zoning Order (EMZO) was released to permit increased
density and other changes to Lakeview Village in Service Area H. The EMZO identifies that
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Lakeview Village will have a maximum of 16,000 residential units, which is double what is
currently planned for in this development area. At the time of preparing this Future Directions
Library Plan, City staff are in the process of understanding the full scale of the impact the
EMZO will have on this area as it relates to projected population. Staff will monitor site build
out and the demands for service may be revisited prior to the next Future Directions Plan.

Bill 23 requires the City to make a pledge to build more homes. The City’s Planning & Building
Department indicates that Mississauga will still use the current growth forecasts to support
their infrastructure planning, with the caveat that Bill 23 indicates that the Province will prepare
a new Growth Plan for the Greater Golden Horseshoe. The City of Mississauga would have to
consider how any new provincial Growth Plan will affect population allocations and approved
growth forecasts.

Areas of Intensification

Development will be primarily directed to the City’s Intensification Areas as defined through
the City of Mississauga Official Plan. 50 per cent of all new residential population growth in
Mississauga forecasted by the year 2031 - amounting to 26,500 people - is being directed to
the Urban Growth Centre (referred to as the Downtown in the previous Official Plan) and its
associated character areas. The majority of the remaining share of growth by 2031 is forecasted
for Mississauga’s Major Nodes (25 per cent) and Neighbourhoods (21 per cent).

e The Urban Growth Centre is located in Service Area E and is subdivided into four 'Character
Areas’ around the Highway 10 (Hurontario Street) corridor. Of the four areas, the Downtown
Core is expected to receive 81 per cent of the growth representing over 21,400 residents
forecasted by the year 2031 and another 22,500 by the year 2051 to reach a total
population of nearly 81,000 persons (over double the population that currently exists).

e Central Erin Mills Major Node is located in Service Area A north of Highway 403 and in
between Winston Churchill Boulevard and Erin Mills Parkway. The Central Erin Mills node is
forecasted to add 4,600 persons over the next 10 years and 7,350 new residents by 2051,
ultimately reaching nearly 15,000 persons in total. Expected growth in this node will
account for nearly one third of all growth in Mississauga’s Major Nodes

e Uptown Major Node is located in Service Area E north of Highway 403 along Hurontario
Street. The Uptown node is forecasted to add 5,500 persons over the next 10 years and
nearly 22,500 new residents by 2051, ultimately reaching just over 34,500 persons in total.
The 10-year growth in this node accounts for nearly 10 per cent of all growth to occur in
Mississauga by 2031.

e Port Credit Neighbourhood (West) is located in Service Area G to the south-west of
Mississauga Road along Lakeshore Road. Port Credit is projected to increase in population
by 5,300 persons in the next 10 years and over 11,100 persons to more than four times its
population in 30 years to 14,700 persons in total. This 10-year growth represents nearly 45
per cent of all neighbourhood growth and nine per cent of the total population growth.

e Lakeview Neighbourhood is located in Service Area H in the south-eastern portion of
Mississauga. This neighbourhood is projected to grow by 3,800 persons over the next 10
years with an additional 9,600 persons by 2051. This growth will result in a total population
of 37,500 by 2051, equating to an average annual growth rate of 1.8 per cent.
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o Lakeview Waterfront Major Node is located in Service Area H and surrounded by the
Lakeview Neighbourhood. As previously identified, the province’s EMZO identifies that
Lakeview Village will accommodate 16,000 residential units, which is double what is
currently planned for this area. City staff are currently in the process of understanding the
impact the EMZO will have on the projected population and as a result total population

growth is currently unknown.

Table 1: Projected Growth by Character Area (Major Area of Intensification)

Character Area 2021 2031 iﬂgh;‘; 2031 :::Z;eGorfo(v:\:::
Urban Growth Centre 79,650 106,170 26,520 47%

Central Erin Mills Major Node 7,620 12,200 4,580 8%

Uptown Major Node 12,090 17,570 5,480 10%

Port Credit Neighbourhood (West) 3,530 8,810 5,280 9%

Lakeview Neighbourhood 24,200 27,990 3,790 7%

Lakeview Waterfront Major Node 0 4,460 4,460 8%

Source: City of Mississauga, 2022

* Population forecast for Lakeview Waterfront Major Node does not reflect the Province’s EMZO impacting Lakeview
Village as City staff are understanding the population impact at the time of preparing this Future Directions Plan.
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Section 4: Engagement
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Lorne Park Library

Purposeful Engagement

The 2024 Future Directions Library plan was developed in consideration with the vision for
community engagement at the City of Mississauga: Meaningful engagement every time. This
process provides for open, two-way dialogue, offers an inclusive approach to seek diverse
opinions and ensures that decision-making is well informed. To accomplish this, multiple
forums were promoted to the community including focus groups, online surveys, pop-up
engagements and face-to-face meetings. In addition to the range of methods used to consult
residents and groups with interest, the Future Directions ‘Have Your Say’ engagement page
was made available for translation to allow for non-English speaking members of the
community to engage in the public consultation process. Regular, purposeful engagement was
conducted throughout each phase of the project and outcomes have been incorporated into
this Plan. The open, transparent, accessible, inclusive and participatory manner with which
engagement for the Future Directions Library plan was conducted strongly upholds the City’s
vision of meaningful engagement every time.
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Consultation Initiatives

15,000+
people engaged

Consultation with residents,
groups with interest, staff,
Indigenous groups, community
groups, Library Board, and
Council helped shape the

Future Directions Library Plan.
Input was received through
the following ways:

—

Virtual Public
Engagement Session

Library Board
Consultation

Indigenous Communities
Consultations

Key Findings/Themes

—
H=

Public Awareness
and Promotion

Staff Engagement
and Survey

10.5

o —
O—

Community
Survey

Pop Up
Engagements

Council
Interviews

Mississauga Library has emerged out of the pandemic period and is now navigating what its
operations, programming, and service delivery will look like in a range of areas. In this context,
engagements explored perceptions of the library, current offerings, use and participation, and
future priorities. Key themes reveal the needs and priorities of groups with interest and
community members as they look ahead over the next five to 10 years. Recommendations in
the 2024 Future Directions Library plan position the library to successfully respond to these
needs and priorities, ensuring it can continue to adapt with its community and best serve
Mississauga residents in the years ahead.
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Capacity and resources to meet increasing demand: Mississauga Library has continually
expanded its scope of services to meet community needs without a matching increase in
resources. While this expanding scope pre-dates COVID-19, post-pandemic hybrid
programming is contributing to a strain on resources as customers expect both in-person and
digital options. The Library intends to maintain hybrid programming but, when faced with
capacity limitations, in-person programs are prioritized. In addition, there is significant
community demand for increased hours of operation, particularly on weekday evenings and
weekends, which is also voiced by Library leadership in consultations.

Diversity of community roles: Mississauga Library plays a range of roles in the community.
Internally and externally, the library’s most important role is seen as supporting literacy and
lifelong learning - traditional values for a public library. For library staff, providing access to
digital technology and services is essential, though general public awareness of this role is
somewhat lower. In addition, internal groups with interest envision a role for the library in
delivering innovative services and supporting innovation in the community, though awareness
of this role is lower among the general public. Notably, the library plays an important municipal
role in connecting vulnerable residents to City and Region of Peel resources through its Open
Window Hub, and supporting newcomer services through a range of community partnerships.
There is an important opportunity for the Library to better define and promote these

many roles.

The third space: Providing
accessible, welcoming space is a
foundation of Mississauga Library. As
the City looks ahead to population
growth and densification, particularly
downtown, the Library hopes to be a
“community living room” where
residents can work, study, socialize
and find entertainment. As
Mississauga Library’s largest location
and located downtown, the Hazel
McCallion Central Library (HMCL) is
essential to this aim. Engagements
indicate the location’s closure for
renovation has left a notable service
gap and there was a strong desire to
see it reopened. Beyond HMCL, the
Mississauga Library must also consider how it can continue to provide a third space for
residents across Mississauga with consideration given to specific space needs of community
segments such as children, youth, and teenagers and vulnerable community members. Third
space considerations will be especially relevant in densely populated areas such as condo
developments in the Lakeview Waterfront and Lakeview Neighbourhood areas.

Meadowvale Library

Non-traditional services and service points: Internally, there is a strong desire for the library to
adopt and expand non-traditional services (e.g., Makerspaces, Library of Things) and service
points (e.g., express libraries). In general, the public shows less interest in these initiatives,
though there is significant interest from teenagers and young adults in accessing video games
through the library. This lower interest is most likely due to a lack of awareness around the

Engagement | 2024 Library Plan 33

10.5



availability of certain non-traditional
services, as individuals engaged
through community pop-ups
frequently expressed a desire for
services already offered by

the library.

Access to technology and digital
services: There appears to be a gap
between internal library and external
public perceptions about the role of
the library in providing access to
technology and digital services. The
library sector is recognized as being
a community leader in these areas
and is committed to helping bridge
the digital divide. However, the public has relatively low awareness beyond digital lending of
eBooks and audiobooks - for example, there is low awareness of the library’s technology
lending and streaming services. (It should be noted that the majority of public engagement for
2024 Future Directions was conducted virtually and therefore findings may skew toward
residents who have less need for the library’s technology resources and digital offerings.) On
the other hand, the Library’s move toward digital services during COVID-19 was very well
received and helped raise the Library’s profile within the community, indicating great potential
in this area. There is an opportunity for the library to build on that momentum to better reach
users with its technology and digital services.

Computer stations at Erin Meadows Library.

Passionate staff team: The library has a dedicated staff team that is respected internally and
externally. Staff support for finding information is seen as a key role by staff and the public
alike, and staff provide valuable personal touchpoints for library users. Maintaining a strong
and resilient staff should continue to be a priority for the library, as staff must feel prepared to
adapt to changing technologies, customer expectations and broader community needs.

Feedback on Draft Plans

From November 2023 to January 2024, the draft 2024 Future Directions Library Plan
underwent a comprehensive Feedback Phase to ensure the proposed plan was thoroughly
tested and refined before finalization. A variety of engagement strategies were conducted to
gather feedback including:

e an online survey that garnered 10,920 responses
e virtual meetings
e pop-up engagements throughout the city

feedback via email

The results of these initiatives are detailed in the Feedback Report.
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Section 5: Existing and
Future Conditions

Erin Meadows Library

Pressures, Challenges and Opportunities

To understand existing and future conditions of the library’s operating context, the planning
process included a community profile and market analysis of Mississauga’s service areas. The
analysis draws on current community profiles, population projections and notable behavioural
characteristics to identify pressures, challenges and opportunities for the 2024 Future
Directions Library plan. Mississauga’s current demographics and projected growth and
intensification are especially relevant to the library in a number of key areas - both in
continuing to serve existing users, and to attract and retain new potential users by
understanding and meeting their specific needs.

Increased Demand for Space: The most significant pressure for the library in the next five to 10
years will be the increased demand for space - particularly in Service Area G and Service Area
H which are expected to see the city’s largest population growth rates. Additionally, spaces for
socializing and remote work are likely to be in especially high demand in Service Area B and
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Service Area E, while dedicated spaces for children and youth are likely to be in higher demand
in Service Area C. Meeting the demand for specific spaces could increase usage among
existing users as well as attract new in-person users - particularly among existing residents
unaware of the variety of library spaces available and among new Mississauga residents.

Virtual cards as a gateway to library registration: Research shows residents in Service Area A,
Service Area B and Service Area E may be more likely to register digitally for a new card than
in-person. These areas present opportunities to pilot digital outreach activities aimed at
increasing virtual card registration. While digital-only use may be preferred by some residents,
for others the virtual card can serve as a gateway registration by introducing them to the range
of library offerings and showcasing additional benefits of in-person use such as access to
space, technology and specific programs.

Family-friendly programming: There are
opportunities to use family-friendly programming to
increase adult use and participation alongside their
children. For example, library staff could mention
upcoming adult programs during family-friendly
programs or staff could build displays that highlight
adult materials that connect to children’s program
topics. Library locations in Service Area A and

\ Service Area C are well positioned to explore

Baby Storytime program. these opportunities.

Serving older adults: The library is well positioned to serve Mississauga’s older adult
population, particularly through existing digital literacy and technology support services. The
Library is also well positioned to provide space to read, host programs to connect older adults
and provide valuable personal interactions with staff. Library locations in Service Area D,
Service Area F and Service Area H are well positioned to explore these opportunities.

The Library as community hub: There is an
opportunity for Mississauga Library to improve its
position as a community hub. In particular, library
locations in Service Area F, Service Area G and Service
Area H are well positioned to be promoted as hubs for
civic engagement (including sustainability and climate
action) as well as for reliable news and information.

Special-interest materials and programs: The library’s
large collection is a key strength and there are

opportunities to appeal to residents’ hobbies and :
special interests through related content and strategic .'....ﬂ.-
programming in each service area. [

Fun and entertainment: There is also an opportunity
for the library to better showcase its entertainment
value, specifically through digital materials such as
film/TV streaming as well as innovation spaces that
include Makerspaces, gaming, and other technologies Tackleshare program (fishing rods) available
in Service Area B, Service Area C, and Service Area E. at Meadowvale Library.
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Notably, the reopening of Hazel McCallion Central Library (HMCL) presents a significant
opportunity to position that location as an entertainment destination to attract the high
proportion of adults 25-39 in the area.

Innovations and Trends

Findings from the environmental scan are presented thematically to match the library’s
commitment to Reconciliation and identified areas of focus: facility development, digital
services, service evolution, community engagement, staff development and lifelong learning.
Mississauga Library’s priorities and focus areas align with trends and areas of innovation across
the library sector.

Reconciliation

Libraries across Canada have developed dedicated programs, collections and resources to
educate about and celebrate Indigenous cultures. In some cases, these services are guided
through partnership with Indigenous organizations and community members. Libraries are also
beginning to offer dedicated spaces for Indigenous content and programs - in some cases
purpose-built and shaped by Indigenous designers. Alongside these Reconciliation efforts,
libraries provide staff training around Indigenous engagement and many have integrated land
acknowledgments into their programs.

Facility Development

While LEED certification has historically
been a key standard for facility
development, some jurisdictions have
developed their own customized
approaches to meet climate action

One of the key trends in facility

targets. For example, Mississauga’s H

e o Groan Bulding By development continues to be
Standard is a low-to-zero carbon incorporating sustainability and
approach to new construction and

major renovation building projects. low-carbon practices into

Within facilities, libraries are building design.
increasingly designing and adapting
spaces to be flexible in order to serve a
wide variety of functions and respond
to changing community needs.

In addition to these key trends, libraries are increasingly integrating the outdoors into what is
considered library space by offering gardens and terraces for reading and socializing. This
approach maximizes the space available to users while also strengthening libraries’
placemaking contribution.
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Digital Services

Libraries are community leaders in digital services, supporting the adoption of new
technologies by providing access and training, both for library staff and users. Digital access
and inclusion remain a priority for public libraries. The COVID-19 pandemic revealed an urgent
need to provide access to Wi-Fi and Wi-Fi-enabled devices beyond the walls of the library,
which resulted in many library systems growing these services.

In addition to providing access to essential technology, libraries also offer innovation spaces
with specialized/emerging technologies and entertainment systems. In terms of virtual service,
libraries continue to develop their digital branches to offer the same or similar services to those
offered in-person - but with the convenience and remote access users increasingly expect from
all services.

Makerspace equipment at Malton Library.

Service Evolution

Service evolution has been essential as the role libraries play in communities has expanded.
The current digital landscape has created a general expectation for personalized services and
content. Libraries aim to provide a personalized experience through a user-first approach that
prioritizes direct customer service, providing an increasingly rare personal touchpoint for users.
Libraries are also providing customized recommendations directly from library staff and third-
party digital platforms. In addition, discovery products allow libraries to add a layer of
personalization to their catalogues, providing users with results ranked by relevance similar to
a search engine.
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The growth of hybrid programming has been a significant development since the pandemic
and libraries are now navigating how best to balance in-person programming (a core service)
and digital programming (which has greater reach and can improve accessibility).

Libraries are attempting to make programs and services more convenient for a greater number
of people through alternative service points such as kiosks and pick-up lockers. Libraries can
also bring resources and services directly to community members through mobile libraries and
homebound delivery programs. In addition, a number of libraries have added object collections
such as toys or tools, broadening the type of materials available to lend.

Lastly, in order to meet community demand, some public library systems have introduced
extended access and self-serve hours that see some library spaces open beyond regular
operating hours.

Community Engagement

Libraries are key community hubs and community engagement takes place in a number of
ways. With service increasingly guided by a user-first approach, libraries are seeking a greater
understanding of user satisfaction. However, while user feedback is generally encouraged and
some programs such as Library Impact Ontario (formerly the Bridge Project) capture specific
types of feedback, it is generally challenging to collect consistent data about user satisfaction
- a common gap across the sector.

Through community partnerships and programming, libraries link residents to other community
services including cultural attractions, newcomer services and specific initiatives related to
topics such as legal advice, art projects and mental health. Urban libraries are increasingly
offering dedicated programs and services for vulnerable community members including
unhoused individuals and those experiencing mental health and related issues. In many cases,
these libraries employ, or partner with, social workers to lead these efforts. While such services
are in line with libraries’ commitments to equity and access for all, there is often a gap in staff
training beyond specialized positions to support individuals in crisis.

Staff Development

Despite many libraries adopting strong EDI mandates and policies, the library sector continues
to experience staff diversity challenges. As a result, some libraries are exploring innovative
ways to attract more diverse candidates such as sharing job postings within equity-priority
communities and considering lived experience alongside traditional educational and
professional qualifications.

Staff training is essential to keep pace with EDI initiatives and changing technology, as well as
to address the gap between library education and necessary job skills. In addition to traditional
organizational training (e.g., customer service, emergency response plans), some library
systems have introduced peer-to-peer learning and special initiatives such as innovation
challenges to encourage professional development.

It is generally recognized that health and well-being initiatives (health care benefits, fitness
programs, paid time off) support work-life balance and contribute to happier, more productive
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workplaces. Although there is very little data on health and well-being initiatives for library
staff available to the public, there is a growing acknowledgement that such initiatives are
important to employees. To this end, some libraries across Canada have generally committed
to providing health and wellness programs for staff well-being and a healthy workspace,
focusing on a variety of topics including mental wellness, physical activity, healthy eating, and
smoke and vape-free workspaces.

Lifelong Learning

Libraries’ contribution to lifelong learning is primarily expressed through supporting multiple
literacies. In addition to supporting traditional literacy through collections, reading programs
and language learning, digital and financial literacy are particularly relevant to libraries’ work to
support equity in their communities. Alongside supporting multiple literacies, maker and
handicraft instruction have gained popularity in recent years.

Maker software help develop STEAM (science, technology, engineering, art, math) skills.
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Comparative Library System Review

Mississauga Library’s provision, utilization and participation levels were assessed against 11
comparable public library systems. The following library systems were included for comparison
because of comparable size to Mississauga Library:

e Calgary Public Library

e Edmonton Public Library

e Halifax Public Library

e Hamilton Public Library

e Ottawa Public Library

e Toronto Public Library

e Vancouver Public Library

e Winnipeg Public Library

The following library systems were included for comparison because of proximity to
Mississauga:

e Brampton Public Library

e London Public Library

e Vaughan Public Library

Data sources analyzed in this section include 2019, 2020, and 2021 statistics and therefore do
not reflect any changes that may have occurred in 2022 and 2023 that reflect pandemic
recovery. In some cases, changes in provision levels over the period examined may be the
result of service delivery adaptations in keeping with public health guidelines such as social
distancing. Importantly for the Mississauga Library context, HMCL - the system’s largest
location - closed in early 2021 for renovations and is expected to reopen in late 2023.

Explanation is offered where this closure may have impacted provision, use and participation
data for Mississauga Library.

Key performance indicators that were analyzed include floor space, opening hours, alternative

service delivery, staff and training, technology access, registration, visits, collections and
programs.
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Lakeview Library

Floor Space

Among comparable libraries, the average floor space provision was 0.55 square foot per
capita. In 2021, Mississauga Library’s floor space provision was 0.44 square foot per capita, or
21 per cent below the average. Notably, the renovation of Hazel McCallion Central Library
(HMCL) will add 28,000 square feet.

Service Area E and Service Area F have the highest floor space per capita. The remaining areas
are below the system-wide average of 0.44 square foot per capita. Looking ahead to the City’s
2031 population projections, floor space per capita will remain stable for Service Area A,
Service Area C and Service Area F. Service Area B and Service Area D are projected to see an
increase while Service Area E, Service Area G and Service Area H will see a decrease in floor
space per capita by 2031.

Opening Hours

Mississauga Library currently has an average of 61 opening hours per week across library
locations. While this provision is above the average for comparable libraries (57 hours), it falls 6
per cent short of the provision guidelines of 65 opening hours per week recommended by the
Administrators of Rural and Urban Public Libraries of Ontario (ARUPLO). Notably, only three
comparable library systems currently meet the recommended provision guideline - Brampton,
Vaughan and Calgary.
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Alternative Service Delivery Points

As noted in the trends and innovations sections above, a number of library systems offer
alternative service delivery points to users such as lockers, deposit stations and kiosks. Among
comparable Ontario library systems, only Toronto, Ottawa and Hamilton Public Libraries
reported any deposit stations and kiosks. National statistics collected by Canadian Urban
Libraries Council (CULC) did not include alternative service delivery points.

Staff and Training

In 2021, comparable libraries had an average of 4.6 staff per 10,000 population. At 3.9 staff per
10,000 population, Mississauga Library is 15 per cent below the average. This figure is expected
to increase when HMCL reopens.

While the amount spent by Mississauga ($310/FTE) on staff training was above the average
($266/FTE) in 2020, 2021 saw a decrease in spending to $250/FTE, well below the average
spending in peer library systems ($371/FTE) in that same year. The dip in Mississauga Library’s
spending does not represent a decrease in budget - the staff training budget has not
decreased in this period - but rather reflects limited training opportunities (e.g. cancelled
conferences), a focus on urgent priorities (e.g. digital programming and service delivery) and
an overall lower number of staff during the COVID-19 pandemic. Staff training activities are
expected to return to normal levels in 2023 and beyond.

Technology Access
e

N
On average, most comparable library systems saw ;‘;;‘;gg:omgab'e O
increases in the number of workstations per capita [

between 2020 and 2021. Mississauga is one of two
systems whose workstations show a considerable
decrease (from 338 workstations in 2020 to 140
workstations in 2021), placing Mississauga 70 per
cent below the average workstation per capita
compared to peer systems. The reduction in
workstations is due to two key factors: (i) social
distancing requirements during the pandemic :

(Mississauga Library reported on the reduced Hotspot devices connect a computer, phone
number of in-use workstations as opposed to total or tablet to wireless Internet for free.
number in the system, which was 264 in 2021), and

(ii) the closure of HMCL for renovation in March 2021. Therefore, this reduction should be
understood as temporary. Notably, all peer systems are below the recommended provision
standards in 2021.

No Internat at home? Borrow ours!
i e o isen o s

The Library

In lending technology, Mississauga is nearly in line with the average number of lending laptops,
netbooks and tablets per capita for 2021. Notably, Mississauga Library increased the number of
lending devices by 160 per cent between 2020 and 2021.

Finally, Mississauga Library has a similar average number of hotspots per capita versus
comparable libraries.
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Registration

Comparable libraries had a higher number of active cardholders in 2019 prior to the COVID-19
pandemic than in 2020 and 2021. However, there is a decreasing trend of active cardholders as
a percentage of the population across library systems. Mississauga was well above the average
in 2019 (52 per cent above), but the opposite is true for 2020 (18 per cent below) and 2021 (27
per cent below) compared to peer systems.

In 2021, Mississauga Library reported 27 per cent fewer active cardholders as a percentage of
the population than comparable libraries. It should be noted that Mississauga Library changed
how it reports active cardholders - beginning in 2020, Mississauga’s data reflects the number
of customers who have used their accounts within the previous two years (the same definition
currently used for OPLS data). It is not known whether comparable libraries reported in line
with this definition or whether they reported on total cardholders in their systems (including
inactive accounts).

As of September 2022, 91 per cent of Mississauga Library’s active accounts were traditional
cards and 9 per cent were virtual accounts.

Visits

In 2019, library visits per capita were higher than in the following years (2020 and 2021). While
2020 saw a decrease due to closures caused by the COVID-19 pandemic, there was an increase
in some library systems, including Mississauga, during 2021.

Mississauga’s in-person visits per capita more than doubled between 2020 and 2021, although
the increase was still below 2019 levels (as well as 6 per cent below the comparable library
average in 2021). As noted above, 2021 saw the closures of HMCL for renovations and Port
Credit Library for structural rehabilitation, which have significantly affected in-person visits -
particularly the HMCL closure as it is the system’s largest location. In addition, several public
health restrictions were still in place in 2021, which explains why visitation levels had not yet
returned to pre-pandemic levels. With restrictions being removed and residents returning to a
more active community and public life, Mississauga Library can expect the 2022 and 2023 data
to show a return to pre-pandemic visit levels. The reopening of Mississauga’s HMCL in late
2023 will further increase visits during the remainder of 2023 and beyond.

In terms of e-visits, Mississauga Library lags behind all but one of the Ontario comparable
libraries. National statistics collected by CULC did not include e-visits per capita.
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Collections

Mississauga Library increased its holdings per capita by 121 per cent between 2020 and 2021,
and as a result is 12 per cent above the average among comparable libraries in 2021. However,
Mississauga’s circulation per capita is 33 per cent below the average for comparable libraries in
2021. As noted above, the temporary closures of HMCL and Port Credit Library significantly
impacted library use and participation levels. With HMCL'’s reopening, Mississauga Library can
expect to see circulations increase.

Programs

Among comparable libraries, Mississauga Library had the lowest programs per capita in 2020
and 2021, at 43 per cent and 47 per cent below the averages of for those years respectively.
The number of programs Mississauga delivered was impacted significantly by the HMCL
renovation.

Mississauga is one of the two peer library systems whose program attendance per capita has
increased between 2020 and 2021. Furthermore, Mississauga is the only comparable library
that appears to have rebounded to pre-pandemic levels in 2021, placing it 46 per cent above
the average attendance per capita among comparable libraries. In addition, although
Mississauga offered the fewest programs per capita compared to peer systems, program
attendance per capita is higher than some peer systems, suggesting that programming is
meeting the needs of existing customers and successfully engaging community members.
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Section 6: Mississauga
Library Strategy

Mississauga Library is in a period of transition. The system continues to recover from pandemic
disruptions and restrictions while looking ahead to significant community growth and
intensification.

The city’s growing population presents an opportunity for the library to more fully showcase its
role as a community connector as it serves increasingly more residents. At the same time, the
library can expect to face increased demand for space, programs and services, and will need to
invest in growth to meet that demand.

Five strategic priorities have been identified to guide the library through the next five to 10
years as the system evolves and adapts to changing conditions. These priorities are based on
the key needs identified through engagements and research into the existing and future
conditions of Mississauga Library:

1. Expand and Extend Library Spaces: Increase the physical area of library locations and
extend the library’s presence into non-traditional spaces to address population growth,
densification, and changing customer needs.

2. Be Future-ready and Resilient: Develop the processes, technology, and infrastructure
needed to prepare for and respond to anticipated and unanticipated pressures over the
next 10 years.

3. Enhance Customer-centred Service: Apply a user-first and evidence-based approach to
service and program planning and delivery.

4. Advance Community Cohesion: Build on the library’s role as an accessible social institution
to encourage community connections, mutual understanding and democratic values.

5. Champion the Value of Library Services: Promote greater understanding of how public
libraries serve and strengthen their communities and celebrate Mississauga Library’s
impact.

Each priority is shaped by Mississauga Library’s areas of focus (as listed below) and each
recommendation connects with one or more of these areas of focus:

=] PN
Facility Development Digital Services Community Engagement
.
Service Evolution Staff Development Lifelong Learning
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In addition, the following overarching lenses have been applied throughout the Future
Directions planning process in developing these recommendations:

Equity, Diversity, and Inclusion: Mississauga Library is guided by a commitment to ensure
that the City’s diverse community, including staff and the public, is included and belongs at
the library.

Reconciliation: Mississauga Library is committed to advancing Truth and Reconciliation
inside and outside of the library.

Environmental Sustainability and Climate Change: Mississauga Library supports climate
action and incorporates environmentally sustainable practices through its services,
programs, and operations.

Digital Enablement: Mississauga Library leverages technology and digital tools to empower
community members and to deliver high-quality services.

Facility Strategy

Mississauga Library operates 18 library locations, identified in the map below, that collectively
provide 365,040 square feet of floor space.

Library Locations and Population
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As Mississauga’s population continues to grow and the City manages its land scarcity, library
facilities that are integrated with mixed-use or redevelopment projects will help Mississauga
Library maximize available space.

At time of writing, the Hazel McCallion Central Library (HMCL) remains closed for a major
renovation to meet the growing needs of its customers and changing priorities. The renovation
will move the library forward as an important part of an urban community that inspires literacy,
creativity and lifelong learning. This is the first large-scale renovation of HMCL to take place
since its opening in 1991, and the facility is scheduled to reopen in 2023. The Port Credit Library
is also closed at the time of writing as it undergoes structural rehabilitation and routine
maintenance. The Port Credit Library is expected to reopen to the public in mid-August 2023.

Starting in 2024, the City of Mississauga is redeveloping South Common Community Centre
and Library to meet the needs of the community, including by improving infrastructure to
address population growth and the changing demographics in the area. The project will aim to
serve the community through improved library and recreational services, and implementing
higher accessibility and green building standards.

The 2022 Library Infrastructure Study (LIS) evaluates the ability of existing library locations to
respond to future growth in Mississauga as well as potential needs for new locations. It
recommends several key construction and expansion initiatives to ensure Mississauga Library
can continue to serve a growing community.

The Facility Strategy includes the seven
recommendations under the strategic

priority to expand and extend library All recommended new

spaces. These recommendations build . .

on the LIS findings and outline how the construction and major

library can increase space and service . o ere L.

orovisions to jointly address renovation initiatives should
densification and changing customer meet the Clty Of Mississauga’s
needs. Recommendations are

supported by Future Directions Corporate Green BUIldlng
population projections as well as groups

with interest and public consultations. In Standard and Facility

keeping with City policies, all

recommended new construction and ACCESSibi“ty Design
major renovation initiatives should meet

the City of Mississauga’s Corporate Standards-
Green Building Standard and Facility
Accessibility Design Standards.

Library Space Provision Standard

As Mississauga continues to grow and urbanize, access to free and flexible-use public space
will become increasingly important. In addition, sufficient space is essential to bridging the
digital divide by providing access to Wi-Fi services and public workstations for those with
limited access outside the library. Certain areas in Mississauga will develop at different rates
and in different ways - with notable growth and densification expected in Service Area E,
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Service Area G and Service Area H. It will be essential to ensure equitable access to library
services throughout the city, especially in areas experiencing rapid change and growth.

The library’s significant investment in redeveloping HMCL adds approximately 28,000 square
feet of public space. This location will be a major community asset and is set to be a significant
hub for those who live, work, and study Downtown. At the same time, HMCL is not the primary
location for all Mississauga residents and does not serve all parts of the city equally. To account
for HMCL’s significant contribution to Mississauga Library’s services more broadly without
altering the picture of provision levels in specific areas, the library should target city-wide and
service-area-specific provision standards.

Where possible, the Library will target a space provision standard of 0.5 square foot per capita
system-wide. This target recognizes that Mississauga Library is growing its physical footprint to
effectively serve the city’s growing population while also leveraging opportunities for less space-
intensive service delivery (e.g. through express service points and innovative community
partnerships).

This system wide provision standard is based on a target of 1.0 square foot per capita in
Service Area E and .35 square foot per capita through the rest of the City’s service areas.
Service Area E, which includes HMCL, serves users beyond the immediate residential areas,
including those who work and study nearby and those who travel downtown specifically to
access programs, services, and spaces at this flagship location, which justifies its need for a
larger provision standard.

This approach recognizes that the library sector has seen a shift away from system-wide area-
per-capita recommendations. Provision guidelines are increasingly more specific, with some
guidelines recommending user-seat calculations tied to the types of user spaces or functions.
For example, a standing public access computer station requires less area than a workstation
intended for personal laptop connection, while a children’s area or a teen area will each have its
own space provision standards. This change in approach to industry provision standards
reflects the reality that library locations and spaces vary based on the local needs of the
communities they serve.

At the same time, land in Mississauga is scarce and creative solutions are needed to address
population growth pressures. The Facility Strategy recommendations recognize that
Mississauga Library will continue to increase space to meet community needs in line with
industry standards where feasible, while also exploring non-traditional service delivery
solutions such as kiosks, holds lockers and digital express libraries that can serve more people
with less space.
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Expand and Extend Library Spaces

Recommendation:

Redevelop or expand Lakeview Library to service anticipated population growth.

Outcome: Lakeview Library effectively serves a growing, densifying population.
Related Areas of Focus:
1T 1
| I |
| I |

Facility Development

Lakeview Library is a stand-alone branch located in the designated Lakeview Neighbourhood
servicing Mississauga’s southeastern areas. Lakeview Library is one of the less-visited and
lower-circulating branches in the library system, due in part to its location within a residential
neighborhood and limited accessibility by transit. However, the location’s average attendance
per program is in line with the system-wide average. This attendance level may be due in part
to younger households and families moving into the area, which may indicate a growing
interest in library services and programs in the area.

Lakeview Library
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There will be a need for additional library space in Lakeview as the area sees population
growth due to intensification projects and the introduction of rapid transit. Lakeview Library’s
current size, and the funding identified in the current 10-year capital plan, will not be able to
address the post-2031 demand for library space generated by projected population growth.
The Enhanced Minister’s Zoning Order (EMZO) up to doubles the number of residential units
that are currently planned in Lakeview and therefore may have further impacts on the needs
for local library services.

The current site is located within the existing neighbourhood and adjacent to a park. As
expansion opportunities may be limited, the City will need to investigate whether renovating or

relocating this location will most effectively provide increased space and improved accessibility.

Recommendation:

Replace the Cooksville Library with a new location as part of the development of a
new community centre and/or mixed-use development.

Outcome: Cooksville Library provides quality library space and services for its
high-density community.

Related Areas of Focus:

1T 1
Illll

Facility Development

Cooksville Library is currently located in a leased space on the second floor of the Cooksville
Colonnade. It is surrounded by high-density housing yet is the smallest Mississauga Library
location. The facility is in poor condition and consultations indicate community needs are not
being as effectively met at Cooksville compared to other locations.

Cooksville expects additional residential intensification and the introduction of rapid transit
post-2031. As a result, there will be an even greater need for library space and services in

the area.

The current location should be replaced with a new library co-located as part of a community
centre and/or mixed-use development. This project was endorsed by Council in May 2023.
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Recommendation:

Redevelop or expand Mississauga Valley Library as part of a broader renovation of the
Community Centre.

Outcome: Mississauga Valley Library has more space and improved visibility within the
Mississauga Valley Community Centre to better serve a growing population.

Related Areas of Focus:

= |
C T 1
§ |

Facility Development

Mississauga Valley Library is co-located within Mississauga Valley Community Centre, a multi-
use community centre. Despite the community centre being relatively busy, the library location
experiences below-average in-person visits. This contrast is likely due to the library’s small size
and location in an area of the building with low foot traffic.

The area served by Mississauga Valley Community Centre and Library is anticipating significant
population growth in the coming decades. As such, the City is reviewing options to redevelop
Mississauga Valley Community Centre by 2030. This redevelopment provides an opportunity to
expand Mississauga Valley Library to effectively position the branch to serve the growing
community - including by ensuring its visibility within the community centre development.

Recommendation:

Introduce Express Libraries that meet the community where they are.

Outcome: Residents have convenient access to library services as part of their regular routines.

Related Areas of Focus:

1 1 1 —
| | 2N
Facility Development Digital Services Community Engagement Service Evolution

Express Library service points will enable the library to serve Mississauga’s growing population
and meet residents where they are in their daily lives. Express service points may take the form
of kiosks and holds lockers. Other services that can be considered include providing digital
access to the library catalogue and remote customer service that connects customers to staff
for support.
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Internal consultations reflected a desire to “go beyond the walls of the library” and bring
services directly to community members. The public survey further revealed that the top
reason residents do not use the library is due to a lack of time. Express services provide a
valuable opportunity to bring the library to the community, increase awareness and access, and
address customers’ time limitations.

The research identified several priority sites for express library service points. The City Centre
Transit Terminal is a high-traffic, Wi-Fi-enabled site located near HMCL. As such, it is a prime

location for an express library intended as a gateway to increased library use, both in-person

and virtually.

Frank McKechnie Community Centre and Library is situated within the designated Hurontario
Neighbourhood and services the Uptown Major Node. Based on specific community needs,
current levels of use and anticipated population growth in the area, Frank McKechnie Library
does not have adequate floor area to meet local needs. Exploring opportunities to incorporate
express service points and/or additional library space as part of upcoming mixed-use
developments in the area will allow library services to keep pace with growth and respond to
diverse community characteristics in and around the Uptown Major Node.

Port Credit is expected to see significant population growth through residential intensification
and the introduction of rapid transit to the area post-2031, which will amplify pressures on the
Port Credit Library. Including express service points as part of a prospective mixed-use
development in Port Credit will help relieve the pressures on the library post-2031.

The City is considering redeveloping the Small Arms Inspection Building North Building in the
Lakeview area. As this area expects significant population growth, there will be a need for
additional library services in the area, which can be supported by an express library service
point at the Small Arms Inspection Building North Building.

Specific Actions:

a. Introduce an express library at the City Centre Transit Terminal.

b. Explore opportunities for express service points and/or additional library space as part
of mixed-use developments in the Uptown Major Node.

c. Explore adding express service points in Port Credit as part of a prospective mixed-
use development.

d. Redevelop the Small Arms Inspection Building North Building to include express
library services alongside recreation and cultural amenities to address increased
population growth.

e. Pursue other opportunity-based express service points (e.g., in City parks).
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Recommendation:

Consult residents to determine the future of library services in the Sheridan
community.

Outcome: Library services for the Sheridan Community evolve to meet local needs, guided by
community input.

Related Areas of Focus:

Facility Development Community Engagement Service Evolution

The Sheridan Library occupies leased space on the lower level of the Sheridan Centre. The
branch has one of Mississauga Library’s smallest floor areas and lowest number of in-person
visits and circulation rates, which may be due to its low visibility within the mall.

The lease agreement for this location expires in 2027. Ahead of the lease expiry, Mississauga
Library should consult with the community to understand Sheridan residents’ needs for library
services and programs. If consultations reveal a need for ongoing library services in the area,
the City should ideally pursue developing a library location as part of a mixed-use or
redevelopment project. This approach will maximize limited land availability. To ensure
appropriate service provision, a new Sheridan Library will require a minimum of 10,000

square feet.

Recommendation:

a Explore adding reading gardens at library locations.

Outcome: Accessible, welcoming outdoor space that expands community access and improves
engagement with Mississauga Library.

Related Areas of Focus:

Facility Development Community Engagement Service Evolution
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Meadowvale Library Reading Terrace

Mississauga Library should continue to extend its presence outdoors through parks and other
outdoor areas around library buildings. The importance of accessible, welcoming outdoor
spaces was highlighted during the COVID-19 pandemic when indoor facilities were closed or
significantly restricted. The library has an opportunity to meet the growing demand for public
space while increasing its visibility within the community and reaching residents who are less
likely to walk through the library’s doors.

Working with other City divisions such as Parks, Forestry & Environment and Recreation &
Culture Mississauga Library should explore constructing outdoor reading gardens, seating
and/or library program space at the Burnhamthorpe, Erin Meadows, Frank McKechnie, Malton,
Lakeview, Lorne Park and South Common Libraries as well as at other locations as
opportunities present themselves.

The library should consider how these outdoor spaces can be designed for flexible use and to
maximize year-round engagement (e.g. by providing some coverage for rain and snow).

Recommendation:

Identify appropriate sites and timelines for Storywalks, aiming for one Storywalk in
each service area.

Outcome: Mississauga Library promotes storytelling and literacy through outdoor spaces
across the city.
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Related Areas of Focus:

Facility Development Community Engagement Lifelong Learning

Libraries are helping to animate areas within parks, along trails and within streetscapes by
creating Storywalks - temporary or permanent installations that embed stories into outdoor
spaces. Mississauga Library should curate Storywalks relevant to the city’s diverse
communities, which may include featuring popular children’s stories, works by local authors,
traditional cultural stories and natural or local history narratives. To this end, the Library should
work with the City’s Parks & Culture Planning team to explore collaboration, including support
from Heritage Planning and Museums staff as well as opportunities to integrate Storywalks
with public art.

To showcase diverse stories and celebrate literacy across the city, the library should target a
minimum of one Storywalk in each service area. Appropriate sites may include existing park
pathways, major playgrounds, historical districts and other areas with high pedestrian traffic.
Site selection should be opportunity-based with specific locations determined in consultation
with the Parks, Forestry & Environment Division and their Parks & Culture Planning team.

Service Strategy

The Service Strategy includes 14 recommendations under four strategic priorities: be future-
ready and resilient; enhance customer-centred service; advance community cohesion; and
champion the value of library services.

In addition to reflecting and addressing the library’s key needs and priorities, these
recommendations build on the library’s rapid service evolution during the COVID-19 pandemic

to meet evolving community needs. This strategy aims to leverage those successes, enabling
Mississauga Library to be more efficient and responsive to community needs over time.

Be Future-ready and Resilient

Recommendation:

Refresh Mississauga Library's vision, mission, and value statements to better reflect
how the library aims to serve the community.

Outcome: The library’s vision, mission, and value statements reflect the organization’s
aspirations for high-quality service delivery in a modern context.
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Related Areas of Focus:

020

Community Engagement Service Evolution Staff Development

The aim of the vision statement is to define the role the library aspires to play in the
community, while the mission statement defines how it aims to achieve that vision. Value
statements should complement the vision and mission by summarizing the library’s core
principles. Given major developments over the past decade in the information and service
landscapes (as well as in Mississauga itself), the Mississauga Library’s vision, mission and values
should be revisited to ensure they remain current.

The library’s commitment to literacy and lifelong learning remains unchanged - staff and
community members identified these as key roles. At the same time, there is an opportunity to
better reflect the direction of modern library services, which includes new and emerging
literacies (e.g. digital, environmental, financial, nutritional) and equitable access to technology.

Internal consultations suggested that the library has sometimes struggled to define its unique
value proposition to decision-makers and community members who are less familiar with the
services it provides. Refreshing the vision, mission, and value statements will let the library
better define itself so internal and external groups with interest and the broader community
better understand its role and value.

In addition, this refresh will allow the library to develop a more aspirational, future-oriented
vision statement that captures the dynamism of Mississauga Library better than the current
descriptive statement - and to share that vision with the community.
Specific Actions:

a. Work with the Library Board to update the library’s vision, mission, and value statements.

b. Update the library website so the vision, mission, and values are up-front and easily found
by visitors.

c. Provide regular library-wide communication on applying the library’s and City’s visions,
missions, and values to ensure these principles are guiding day-to-day service delivery.

Recommendation:

Develop a proactive strategy for service and program planning, delivery, and
assessment using data-driven decision making.

Outcome: The library identifies evolving customer needs and expectations and knows how to
meet them.
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Related Areas of Focus:

LN

Digital Services Community Engagement Service Evolution Lifelong Learning

Throughout consultations, a common theme was how the scope of library services has
expanded over the past decades. From the growth of digital service delivery and the increased
need for technology services to helping vulnerable residents access support services, what it
means to work at Mississauga Library - or any urban public library - has evolved and expanded
significantly.

To deliver meaningful services to existing and potential customers in formats they want and
will use, the library needs to stay informed about service trends both within and beyond the
library sector. Additionally, using a framework to assess programs and services against
community needs, the library can ensure it is meeting as many community needs, in the right
format, as efficiently as possible.

Service trends across libraries show an expansion of non-traditional services, including hybrid
programs, expanded self-service options, and even home delivery. Beyond the direct impact of
library services, the library is influenced by industries including publishing, gaming, and retail.
The library should also look to its commercial competitors such as Audible and Netflix to
understand what service models and interfaces customers expect.

In addition to staying informed about these trends, the library will need to develop processes
to share knowledge within the organization. Consultations highlighted that the library’s
frontline staff have in-depth knowledge of the community they serve. Given its strong
customer service foundation, the library can blend personal staff service with emerging service
models to become a leader for community-oriented customer service in Mississauga.

Specific Actions:

a. Expand straightforward data collection opportunities to collect and analyze feedback on
services and programs. In addition to ongoing participation in Library Impact Ontario
Bridge surveys, implement methods to track number of unique and repeat customers,
collect simple satisfaction ratings and invite suggestions for improvement. Ensure non-
users are regularly engaged through surveys designed to identify barriers to library use
and participation.

b. Regularly analyze data to assess how successfully services and programs achieve their
intended aim, and adapt services and programs accordingly to test new approaches.

c. Regularly analyze trends, including customer service best practices in comparable
industries and commercial competitors to identify slowing/emerging trends and
current/anticipated service gaps.

d. Explore creative ways to engage staff in identifying key library challenges and proposing
solutions. Leverage the Library’s internal knowledge-sharing forum to increase
communication and information sharing in the library, including by exploring peer-to-
peer opportunities.
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e. Conduct a review of services and programs to identify the required library resources
(particularly staff time); relevant staff skills and competencies; whether delivery can be in-
person, hybrid, and/or virtual-only; and how each meets the needs of current/potential
customers and contributes to the library’s strategic goals. Use this review to outline a
pathway to a service delivery and programming framework. Explore adapting or
discontinuing programs and services that do not meet today’s customer needs.

f.  Work with relevant external partners to co-develop and deliver community engagement
training on working with specific community segments (e.g. youth, vulnerable community
members, Indigenous residents, non-English speakers).

Recommendation:

Invest in furniture, equipment, and design features that enable flexible use of space.

Outcome: Library locations adapt and respond to changing conditions and opportunities.

Related Areas of Focus:

Facility Development Service Evolution

Greater design flexibility across Mississauga Library will enable each location to serve a variety
of functions and respond to evolving community needs and expectations.

Sector research shows a clear trend toward flexible library spaces that can be easily rearranged
and support the varied use of space - from quiet study and research spaces to event and
meeting spaces to program and exhibition spaces. Engagements further highlighted the range
of spaces customers expect from their library location. The public survey, community pop-ups
and staff survey all addressed the need for space to study and work as well as the need for
group areas and lounges.

The value of flexible spaces was especially evident during the COVID-19 pandemic which saw
the need to quickly adapt spaces to new social distancing requirements.
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Moveable furniture at Burnhamthorpe Library.

Specific Actions:

a.

Purchase furniture and equipment that allow flexibility (e.g. shelves on wheels that can be
moved easily, tablets to support roving customer assistance, movable walls that can create
temporary closed spaces as needed, height-adjustable tables that can be raised for
receptions and other social events).

Ensure the technical infrastructure is in place to support digital needs (e.g. high-quality Wi-
Fi, plentiful outlets to support changing seating configurations).

Conduct sound analyses at all locations and integrate additional soundproofing and
absorption measures, prioritizing analysis at open-concept and higher-use locations.
Improved sound absorption and soundproofing throughout library locations will allow the
library to adapt how space is used at specific times (e.g. exam study period) or for specific
programs (e.g. English conversation classes) with less risk of disruption to other activities
taking place in the same space or nearby.

Explore opportunities to rebalance floor space between physical materials and other uses
(e.g. study space, program space). Consideration should be given to material holds and
browsing patterns to support efficient use of space that continues to support
discoverability (e.g. through displaying books face out vs. spine out and curated
selections). Consideration should also be given to how rebalancing floor space can best
support flexible space uses (e.g. by creating central non-shelved areas that can be used for
events and programs, by ensuring shelves are moveable).

Explore environmental design considerations that support safety and security.
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Recommendation:

Invest in essential technology services to help bridge the digital divide.

Outcome: Mississauga residents have equitable access to technology services.

Related Areas of Focus:

1 1 1 —
|| LN
Facility Development Digital Services Community Engagement Service Evolution Lifelong Learning

To fulfil Mississauga Library’s commitment to help bridge the digital divide, the library must
have effective technology services - especially at locations that serve lower-income residents.

Results from the 2019 Bridge Patron Survey show that while Wi-Fi is by far the most used
technology service at Mississauga Library, customers are frustrated by restricted access that
limits their ability to use some common apps and websites. Customers expressed similar
frustrations during community pop-up events, relating in some cases that they have had to
leave the library to find Wi-Fi elsewhere that allows them to make calls over the internet.

While the library has significantly grown its technology lending collection (e.g. Chromebooks),
the number of public workstations per capita lags behind comparable libraries. Providing
access to these workstations is a critical component of helping to bridge the digital divide for
residents who have limited computer access elsewhere.

Laptop & iPad lending kiosks at Clarkson Library.
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Specific Actions:

a. Seek upgrades to City Wi-Fi to improve internet access inside and outside of library
locations, including updating security protocols to allow access to apps and websites
commonly used for communication, education, and job applications.

b. Publicize upgraded Wi-Fi, including through traditional and outdoor media to ensure the
message reaches residents who may have limited exposure to digital communications
and advertising.

c. Increase the number of computers available for public use, prioritizing locations that serve
lower-income residents such as the Malton and Cooksville Libraries. Where space issues
limit the number of public workstations, explore installing self-serve laptop kiosks that
allow users to borrow laptops within the library and promote flexible use of technology
within the space.

d. Increase awareness of technology lending and ensure the supply continues to meet
demand over time.

Recommendation:

Invest in enhanced technology to support creativity and innovation, specifically
through Maker Mississauga services and programs.

Outcome: The library is the go-to place to build creativity and innovation skKills in
the community.

Related Areas of Focus:

1 1 1 —
| PP .8
Facility Development Digital Services Community Engagement Service Evolution
AT é
Staff Development Lifelong Learning

Mississauga Library provides access to technology and equipment (e.g. 3D printers, recording
equipment) that are not easily available elsewhere. With the growing Maker Mississauga
program, the library is well positioned to expand these activities and support creative
expression, innovation, experimentation and new forms of lifelong learning.

Engagements revealed limited public awareness about the library’s enhanced technology

offerings. As these services grow, there is an opportunity to better publicize them and explore
integrating them with better-known City offerings such as summer camps.
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Recording studio at Malton Library Makerspace.

Specific Actions:
a. Continue to implement and expand the Maker Mississauga program.

b. Explore a Maker-in-residence program at HMCL. As part of this program, a local maker
(someone who engages in hands-on, do-it-yourself activities involving creating, inventing,
designing or building physical objects) would be provided with resources and support to
work from HMCL for a set period of time while sharing their expertise through workshops
and events with the community. It aims to encourage collaboration, knowledge sharing and
inspire others in the art of making.

c. Explore integrating new Makerspaces at Churchill Meadows, Frank McKechnie, Erin
Meadows and Lorne Park Libraries.

d. Identify opportunities to further develop and integrate Maker services with other library
services (e.g. crochet and knitting circles with programmed events), City divisions (e.g. City-
wide Programs) and local education programs.
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Enhance Customer-centred Service

Recommendation:

Further develop collections to be inclusive and to reflect community demographics
and interests.

Outcome: The library’s collection is responsive to community needs, preferences and interests.

Related Areas of Focus:

AN

Digital Services Community Engagement Service Evolution Lifelong Learning

The Community Profile and Market Assessment identified an opportunity to build on targeted,
local approaches that match library services to local interests. In many cases, the library
already has materials that customers want, but customers are unaware they are available. With
the Community Profile and Market Assessment findings, the library is able to share interest-
based materials relevant to each location.

In addition, engagements indicated a desire to see expanded access to bestselling and new
titles across library locations, including a specific demand for young adult literature.
Engagements also uncovered a desire for more materials available in diverse languages, which
can be challenging for Canadian libraries to acquire, especially in digital formats. Census data
shows that nearly one-third of Mississauga residents most often speak a language other than
English at home. There may be opportunities to leverage provincial library partnerships and
explore ways to jointly increase access to materials in more languages.

Specific Actions:

a. Acquire a larger collection of Young Adult materials and develop targeted marketing
strategies for those materials.

b. Showcase interest-based materials relevant to each location.

c. Promote the Library’s suggest-a-title service, especially to target customer groups (e.g.
younger adults).

d. With partner libraries, explore sector-wide solutions to provide greater access to materials
in more languages.

e. Explore purchasing models to improve availability and decrease wait times for new and
bestselling titles.
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Recommendation:

Explore offering increased hours of operation through an extended access or self-
serve hours model.

Outcome: Increased access to library services.

Related Areas of Focus:

Community Engagement Service Evolution

Opening hours are critical to library accessibility: “The single greatest barrier to library use as
reported in community needs assessments is time.”2 Notably, Mississauga Library currently falls
short of the recommended provision guideline of an average of 65 opening hours per week for
a system of the city’s size.

The public survey uncovered a strong desire to see increased library hours of operation, with
roughly one in four respondents indicating a desire for more weekend hours.

Looking to the sector more broadly, some public library systems have introduced extended
access and self-serve hours that see some locations open beyond regular opening hours, with
certain service restrictions in place.

At time of writing, plans are underway to offer after-hours access for holds pick-up and study
space at the newly renovated HMCL. In exploring the feasibility of extended access or self-
serve hours at other locations, Mississauga Library should prioritize locations that both fall
below the recommended provision guidelines for opening hours and that have lower square
footage compared to other locations - such as Clarkson, Cooksville, Lakeview and Woodlands
Libraries.

In addition, consideration should be given to ensuring customers can maintain personal
touchpoints and connections with library staff alongside the development of any self-serve
models.

Specific Actions:

a. Evaluate effectiveness of after-hours access at HMCL based on usage levels and
customer feedback.

b. Explore the feasibility of expanding after-hours access at additional locations, prioritizing
locations with the fewest opening hours and lowest space provision.

2 Administrators of Rural and Urban Public Libraries of Ontario. (2017). Guidelines For Rural/Urban Public Library
Systems. P7. Retrieved from: Guidelines for Rural/Urban Public Library Systems (fopl.ca)
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Recommendation:

s8] Optimize the library website and expand virtual branch services.

Outcome: Increased discoverability, awareness and use of the library’s website and digital
services.

Related Areas of Focus:

i,

Digital Services Community Engagement Service Evolution

Libraries are increasingly packaging their digital services (e.g. including online collections,
streaming platforms, and other offerings) as a virtual branch or digital library. In keeping with
the evolving service landscape, customers increasingly expect digital services to match the
quality and breadth of in-person service.

Mississauga Library has developed a virtual branch and rapidly expanded its digital offerings
during the pandemic. The virtual branch became critical for libraries to offer multiple access
points for their services.

Despite the library’s investment in its virtual branch and digital services, e-visits are lower than
comparable institutions. This difference is likely due in part to general discoverability and
usability challenges with the Mississauga Library website.

For the virtual branch to provide effective services, the website must be easy to navigate and
support discoverability. The Mississauga Library should invest in website enhancements to
optimize its virtual branch.

Specific Actions:

a. Conduct an SEO and user-experience (UX) audit
and implement improvements to increase overall
discoverability of library website services.

b. Develop a clear definition of what the virtual branch
entails and improve its visibility (e.g. through
targeted, paid ads).

c. Prioritize and begin implementing services to be
added to the virtual branch based on the review of
programs and services.

d. Develop and invest in a virtual customer support
model that approximates 24/7 service (e.g. through

a mix of live and chat-bot support). Mississauga Library’s virtual branch at
mississaugalibrary.ca.
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Advance Community Cohesion

Recommendation:

Support the creation of the City’s Reconciliation Plan and actively explore the creation
of a Community Circle with our Indigenous partners which will inform and guide
programming as well as relevant initiatives across the City.

Outcome: The library’s commitment to Truth and Reconciliation is reflected across its
operations and services.

Related Areas of Focus:

N 98¢

Community Engagement Staff Development Lifelong Learning

The City of Mississauga has committed to ensure that Indigenous perspectives, considerations
and comments are included in its collective work as a municipality. Research found that the
City’s commitment to Truth and Reconciliation, and the library’s work in this area, are in line
with sector trends.

Looking ahead, there may be opportunities for the library to deepen its working relationship
with Indigenous communities through program design and delivery. Truth and Reconciliation
requires ongoing work, and specific actions are needed to advance efforts and ensure that the
library’s commitment is present across its operations and services.

Specific Actions:

a. Expand programming to educate the community about and celebrate contemporary
Indigenous cultures, heritage and other topics including through partnership with
Indigenous groups and organizations.

b. Highlight the library’s role as a source of information on the lands and full history of
Mississauga.

c. Include Indigenous Cultural Competency Training for all library staff.

Recommendation:

Advance EDI commitments to retain and develop a talented workforce that reflects
Mississauga’s diverse community.

Outcome: The library is an inclusive working environment whose staff reflects the diversity of
Mississauga’s community.
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Related Areas of Focus:

o0

Community Engagement Staff Development

The City of Mississauga, like many organizations, lacks staff diversity relative to the community
served. This gap is particularly evident at the leadership level. As the Mississauga community
continues to grow and diversify, addressing representation within the library division
(especially in leadership roles) will need to be a priority.

The City’s EDI team currently supports all departments in implementing the City’s EDI strategy.
The library can build on its relationship and ongoing work with the EDI team to focus on
improving its recruitment practices. In addition, mentorship and other professional
development opportunities could help diversify the internal leadership talent pipeline.

Specific Actions:

a. Gain an accurate understanding of current library staff diversity by analyzing the library-
specific results of the 2022 Employee Engagement and Demographic Survey.

b. Work with the City’s EDI team to ensure the EDI strategy is applied in relevant staff
development areas, including staff recruitment.

c. Strengthen the internal pipeline for advancement (e.g. specialized training) to create more
opportunities for junior staff to reach leadership roles.

Recommendation:

il Expand equitable library access for underserved and vulnerable residents.

Outcome: All Mississauga residents have equitable access to library services, including
technology services.

Related Areas of Focus:

Community Engagement Service Evolution Lifelong Learning

The library is a key supporter of the City’s EDI commitments, and actively implements these
commitments through inclusive programming initiatives.

There is an opportunity for the library to build on existing efforts to reach underserved and
vulnerable residents, further advancing City-wide EDI goals. Areas that should be highlighted
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include the library’s free spaces and technology services that contribute to bridging the digital
divide in Mississauga.

Looking ahead, the library will need to adapt to the community’s growing population and the
pending dissolution of the Region of Peel. The library must develop a plan with the City to
ensure that Open Window Hub, a key EDI service, can be sustained through these changes.

Specific Actions:

a. Expand partnerships with community development agencies to explore solutions that
bring library services to underserved and vulnerable residents.

b. Collaborate with the City to develop a vision for the future of Open Window Hub in
consultation with users and community partners.

c. Explore opportunities for sustainable funding for Open Window Hub.

Recommendation:

il Highlight and build on the library’s role in supporting civic engagement and climate
action by encouraging an informed and active community.

Outcome: The library is recognized as a community hub for civic engagement and
climate action.

Related Areas of Focus:

Facility Development Community Engagement Lifelong Learning

Public libraries play a key role in encouraging an informed and active community, promoting
democratic values and providing resources and platforms for community members to
participate in shaping their communities. The organizational review revealed that the library
engages in these areas and supports local climate action. For example, it reduces waste by
diverting materials from construction projects and supports sustainability by circulating various
materials.

In the current social climate, there is a key opportunity for the library to build on its social and
civic engagement activities. By better showcasing existing activities in these areas, the library
can promote community awareness and position itself as a source of reliable information about
social and civic topics. In particular, Burnhamthorpe, Lorne Park and Lakeview are well
positioned to support civic engagement and climate action programs and events, as
community members in these areas are more likely to have a strong interest in these themes.
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Specific Actions:

a. Create a special event series on topics related to current events. Consider high-profile
events at HMCL with partner events at neighbourhood locations focused on hyper-local
issues supported by curated reading lists to complement the event series.

b. Highlight sustainable practices and features (e.g. through signage, special tours) to make
the library’s commitment to environmental sustainability more visible.

c. Increase contributions to the circular economy through collections, programs and services
(e.g. Library of Things, Maker skills).

d. Explore opportunities to partner with Parks, Forestry & Environment to develop
programming related to climate action.

Community gardens at Woodlands Library.
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Champion the Value of Library Services

Recommendation:

200l Increase marketing and communications efforts to build greater brand recognition
and support of library services throughout the community.

Outcome: The library is highly visible within the community, and residents understand and
value the range of services provided leading to increased library use.

Related Areas of Focus:

Community Engagement

In addition to its vast collection of physical and digital items, the library has a wide range of
services and programs that support everything from access to technology to creative
expression, innovation and entrepreneurship. A recurring theme through almost all
engagement activities was low public awareness of the full range of services the library offers.
From community pop-ups to the public survey, awareness was highest around traditional
services like informational resources and book lending. The library can leverage existing digital
and in-person opportunities to better communicate what modern library services include and
how they deliver value within the community.

In recent years, Mississauga Library’s Social Engagement team has advanced the library’s
marketing and communications efforts through a formal plan. The team is also exploring a
shared calendar with other Community Services divisions to identify opportunities to mutually
support each other’s messaging and increase efficiencies. The next step for the library is
greater investment in paid marketing to ensure the library’s key messages are reaching
community members, and that the library is positioned as a valuable and appealing service.

Alongside paid marketing efforts, the library can leverage existing digital and in-person
opportunities to better communicate its value through word of mouth, which is still a strong
driver of library use. As a City division, the library is well positioned to help build an
understanding of how library services support City priorities. Greater understanding in this area
will equip City leaders to spread the word within their networks. Furthermore, the library can
engage its Board and other volunteers as local influencers to help build awareness about the
library within their community networks.

Specific Actions:

a. Develop standard language that concisely explains how the library serves Mississauga. Use
this language when introducing all internal and external library programs and events.
Consider distinct adult and children’s versions of this language.
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b. Integrate community pop-ups into ongoing outreach activities. Prioritize high-traffic locations
and well-attended events, particularly in locations that will help the Library reach residents
who use library services less regularly. Consider investing in a vehicle that can be used to
support short-term service delivery and programming at pop-ups (e.g., Wi-Fi equipped with
sound system, modular tables and seating that can be set up in different spaces).

c. Explore marketing approaches or tools to reach specific under-engaged community
segments (e.g. post-secondary institutions, non-English newspapers, neighbourhood
newsletters, newcomer welcome packages, youth channels).

d. Publish an annual public-facing Mississauga Library impact report.

e. Explore selling Mississauga Library merchandise (e.g. book bags, hoodies) that lets
customers celebrate their use of the library.

f. Build on the Library Board advocacy plan to encourage board members to drive word-of-
mouth advocacy.

g. Create opportunities to educate City leaders about library services, emphasizing community
impact and value (e.g. lead tours of HMCL, host City team meetings in library spaces, deliver
impact presentations to Council).

h. Pursue thought leadership opportunities that highlight library expertise and values (e.g. op-
eds in major publications, public speaking opportunities, podcast guest spots).

i. Establish a TAG alumni group to maintain a lasting connection that increases library
awareness among young adults.

Th'brary

And wherevel
at mississauga

you 90
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Delivery of items at Meadowvale Library.

Mississauga Library Strategy | 2024 Library Plan 74



10.5

Recommendation:

2kl Contribute to sector-wide efforts to strengthen and sustain library services in line with
City and library priorities.

Outcome: Library services are widely seen as integral to thriving communities.

Related Areas of Focus:

Community Engagement

Library sector professional organizations and associations - such as Administrators of Rural
and Urban Libraries of Ontario (ARUPLO), Ontario Library Association (OLA), and Canadian
Urban Libraries Council (CULC) - support the sector in a range of ways, from measuring library
performance to defining industry guidelines and advocating for increased funding.

Looking beyond the local municipal context, these organizations offer another channel for the
library to champion the value of library services through collective efforts. These professional
networks also allow Mississauga Library to participate in tackling sector-wide issues.

Specific Actions:

a. Increase involvement in professional organizations and continue to support sector-building
advocacy and initiatives.

b. Explore building stronger relationships between the sector and post-secondary institutions
that offer library education programs to identify and advise on how to close gaps between
what is taught and the skills/knowledge needed to succeed in library services work.
Consider how libraries can support skill-building through access to existing resources (e.g.
leveraging Makerspaces to support digital and technology skill development).

c. Explore ways to generate broader interest in library education (e.g. through high school and
post-secondary career fairs) to support efforts to diversify qualified candidates in the next
five to 10 years.
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Section 7:
Implementation Plan

This Implementation Plan is a planning tool to be used in conjunction with the capital
recommendations contained within the 2024 Future Directions Plan. City staff should review
this Implementation Plan annually to monitor progress on each item and ensure that
recommendations are being incorporated into work plans. Key components of the
Implementation Plan include:

Recommendations: The table below summarizes the recommendations contained within
the 2024 Future Directions Plan in the order that they appear in this report.

Reason for Implementation: Highlights a brief summary of the purpose for the
recommendations and what it will achieve.

Timeframe: The timing for implementation of a recommendation should only be considered
as a guide. Three timeframes are used: short-term (one to four years), medium-term (five to
nine years) and long-term (10+ years).

Section(s) Most Responsible: Identifies sections of the City responsible for implementing
the recommendation.

Capital/Operating Costs: Recommendations with capital costs will be subjected to the
annual planning and budget processes. Recommendations that are anticipated to have an
operating impact will also be reviewed through the annual planning and budget process.

Related Areas of . Reason for . Section(s) Most Capital/

Recommendation . Timeframe . .
Focus Implementation Responsible Operating
1. Facility Redevelop or expand Population growth Medium Library Facilities | Capital
Development Lakeview Library to Term and Operations/

service anticipated F&PM

population growth.
2. Facility Replace the Cooksville Population growth Medium Library Facilities | Capital
Development Library with a new Term and Operations/

location as part of the F&PM

development of a new
community centre
and/or mixed-use
development.

3. Facility Redevelop or expand Population growth Short Term Library Facilities | Capital
Development Mississauga Valley Changing customer and Operations/
Library as part of a needs F&PM

broader renovation of
the Community Centre.
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Related Areas of . Reason for . Section(s) Most Capital/
Recommendation . Timeframe . ;
Focus Implementation Responsible Operating
4. Facility Introduce express Population growth Medium Digital Library Capital
Development, libraries that meet the Changing customer | Term Services &
Digital Services, community where they needs Collections/
Community are. F&PM
Awareness gaps
Engagement,
Service Evolution
5. Facility Consult residents to Leased space Medium Library Facilities | Capital
Development, determine the future of Term and Operations/
Community library services in the F&PM
Engagement, Sheridan community.
Service Evolution
6. Facility Explore adding reading Population growth Opportunity | Library Facilities | Capital
Development, gardens at library Evolving sector Based and Operations/
Community locations. service delivery F&PM/ Parks,
Engagement, models Forestry &
Service Evolution Environment/
Recreation &
Culture
7. Facility Identify appropriate sites | Celebration and Opportunity | Library Facilities | Capital
Development, and timelines for support for literacy Based and Operations/
Community Storywalks, aiming for Community F&PM/ Parks,
Engagement, one Storywalk in each awareness Forestry &
Lifelong learning service area. Environment
8. Community Refresh the library's Changing sector and | Short term Library Division/ | N/A
Engagement, vision, mission, and value | community contexts Library Board
Service Evolution, | statements to better Need for a future-
Staff reflect how the library oriented vision
Development aims to serve the
community.
9. Service Develop a proactive Rapidly evolving Short term Operations Operating
Evolution, Staff strategy for service and trends and customer Planning and
Development program planning, expectations Analysis, Library
delivery, and assessment | capacity challenges
gzlggigstriadkri:;n Improve adaptability
and flexibility
10. Facility Invest in furniture, Evolving sector Medium Library Facilities | Capital
Development, equipment, and design service delivery term and Operations/
Service Evolution | features that enable models F&PM
flexible use of space. Changing customer
use patterns
Improve adaptability
and flexibility
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Related Areas of . Reason for . Section(s) Most Capital/

Recommendation . Timeframe . ;
Focus Implementation Responsible Operating
1. Facility Invest in essential Bridging the digital Short term Digital Library Capital
Development, technology services to divide Services and
Digital Services, help bridge the digital Wi-Fi limitations Collections
Community divide.
Engagement,
Service Evolution,
Lifelong Learning
12. Facility Invest in enhanced Evolving sector Medium Digital Library Capital
Development, technology to support service delivery term Services and
Digital Services, creativity and innovation, | models Collections
Community specifically through Emerging non-
Engagement, Maker Mississauga traditional literacy
Service Evolution, | services and programs. areas
Staff
Development,
Lifelong Learning
13. Digital Further develop Community demand | Ongoing Digital Library Operating
Services, collections to be Community diversity Services and
Community inclusive and to reflect Collections
Engagement, community
Service Evolution, | demographics and
Lifelong Learning | interests.
14. Community Explore offering Meet customer Medium Library Division Operating
Engagement, increased hours of demand term
Service Evolution | operation through an Capacity challenges

extended access or self- .

serve hours model. Evolylng sgctor

service delivery
models

15. Digital Optimize the library Discoverability and Short term Digital Library Operating
Services, website and expand awareness gaps Services and
Community virtual branch services. Evolving sector Collections
Engagement, service delivery
Service Evolution models
16. Community Support the creation of Library and City Short term Library Division N/A
Engagement, the City’s Reconciliation Reconciliation
Staff plan and actively explore | commitments
Development, the creation of a
Lifelong Learning | Community Circle with

our Indigenous partners

which will inform and

guide programming as

well as relevant initiatives

across the City.
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Related Areas of . Reason for . Section(s) Most Capital/

Recommendation . Timeframe . ;
Focus Implementation Responsible Operating
17. Community Advance Equity, Diversity | Library and City EDI Ongoing Library Division N/A
Engagement, and Inclusion (EDI) commitments
Staff commitments to retain Community diversity
Development and develop a talented

workforce that reflects

Mississauga’s diverse

community.
18. Community Expand equitable library | Library and City EDI Medium Central Library Operating
Engagement, access for underserved commitments term and Community
Service Evolution, | and vulnerable residents. | service and access Development
Lifelong Learning for vulnerable

populations

19. Facility Highlight and build on Library and City Short term Library Division/ | Operating
Development, the library’s role in climate Parks, Forestry,
Community supporting civic commitments & Environment
Engagement, engagement and climate | sacial climate and
Lifelong Learning | action by encouraging an | ayolving community

informed and active needs

community.
20. Community Increase marketing and Community Ongoing Library Division Operating
Engagement communications efforts awareness and

to build greater brand perception

recognition and challenges

acceptance throughout

the community.
21. Community Contribute to sector- Sector sustainability Ongoing Library Division N/A
Engagement wide efforts to to serve changing

strengthen and sustain community context

library services in line

with City and library

priorities.

Funding the Plan

Recommendations in the Future Directions Plan do not always require financial support;
sometimes improvements can be accomplished through changes in approach or in policy. Most
projects, however, require funding to proceed. Many projects are funded in the City’s current
business plan and budget, with many still requiring funding sources to be identified. The City

must balance service provision with affordability and will thoughtfully seek funding for projects
as opportunities present themselves. Capital initiatives are typically funded through a
combination of sources. Existing and new sources are evaluated annually to determine the best
approach for funding the City’s projects. The following provides detail on currently available
funding sources:

e Partnerships

e Federal and provincial grants
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e Development charges
e Community benefits charges
e Capital reserves

e Debt financing

Partnerships

The City cannot fund all of its Future Directions Plan projects alone. Partnerships with external
agencies can provide welcome funding as well as other resources. Opportunities can be found
in the sharing of resources, such as the co-location of different services in a single facility.

This can help to reduce the costs of any one agency. Similarly, there may be partnership
opportunities with Mississauga’s community organizations and corporations that can benefit
both parties.

Federal and Provincial Grants

The City receives funding from both federal and provincial levels of government. Much of this
funding is targeted to specific programs by the granting authorities, and every effort is made
to use these funds for priority projects. Where City contributions are required, the City will
determine affordability and impacts on its financial position prior to applying for grants.

Development Charges

Funds collected under the Development Charges (DC) Act are collected and used to help
offset the cost of funding growth-related capital costs. Historically, DCs were structured so that
“growth pays for growth” but revenues collected through DCs are insufficient to fully address
all the City’s growth initiatives.

Community Benefits Charges

Section 37 of the Planning Act provides the mechanism for a municipality to impose
community benefits charges against high density residential land developments. This revenue
tool has replaced the former Section 37 bonus zoning fee. The revenue collected is used to
help offset the cost of funding growth-related capital costs related to the servicing needs of
residential developments that are five or more storeys.

Capital Reserves

Reserves and reserve funds are created to assist with long-term financial stability and financial
planning. The City has a long history of prudently managing its reserves and reserve funds.
One of the purposes for maintaining strong reserve funds is to make provisions for sustaining
existing infrastructure and City building. The City has implemented an annual Capital
Infrastructure and Debt Repayment levy since 2013. The rate is reviewed annually as part of the
business plan and budget approval process.
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Debt Financing

Long-term financing is a critical component in funding new construction, and replacing and
upgrading capital assets for the City of Mississauga. Taking on long-term debt allows the City
to spread out the cost of capital projects over the useful lives of the assets. The amount of
debt the City issues each year is determined by how much funding will be yielded by a portion
of the capital infrastructure and debt impacts property tax; the larger the debt that a city
holds, the larger the percentage of the property tax that must be allocated to service

that debt.

With all of the City’s competing priorities, choices must be made. The 2023-2026 business plan
and budget provides detail with respect to which Future Directions projects are currently
proposed for funding. Projects identified in the plan that do not have funding sources
identified will be brought forward in future budget cycles for approval as viable funding
sources become available. Each year, Council will direct which projects can be funded based on
business cases and project plans through the annual business planning process.
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Section 8: Appendix

Community Profile

Age

The 2021 Census recorded the median age in the City of Mississauga at 40.8 years, 2.3 years
older than the 2011 Census, indicating the population is aging, however it is slightly younger
than the 41.6 years for Ontario as a whole. Between the 2011 and 2021 Census periods, there
were approximately 28,500 fewer children and teens under the age of 20 while the number of
persons 55 years of age and older grew by over 57,000 persons. The 55+ age group now
represents 31 per cent of the City’s population whereas the figure was 24 per cent in 2011. The
number of younger adults (20 to 34 years) has been modestly increasing over the past three
Census periods.

Environics Analytics reports indicate that the largest concentration of residents under the age
of 10 is found in Service Area A in the northwest with over 17,000 children. Service Area A also
has the largest total population. If using the proportion of any one age group as a percentage
of the total Service Area population, Service Areas C and E have the highest proportion

of children.

Environics reporting also shows the largest number of older adults 55+in Service Areas A and
B due to their large total population. When looking at the 55+ as a percentage of the
population, the highest rates are found in Service Areas F, G and H where more than one in
every three persons fall under the City’s definition of an older adult.

Table 2: Age Structure by Service Area, 2021 Census

A B c D E F G H
Children (0 to 9) 9.7% 8.9% 1.5% 8.8% 10.0% 9.0% 8.8% 8.8%
Youth (10 to 19) 12.8% 12.2% 1.7% 10.2% 8.9% 9.9% 10.9% 8.8%
Younger Adults (20 to 34) 23.5% 251% 25.8% 23.8% 26.0% 20.8% 20.7% 19.8%
Mature Adults (35 to 54) 27.4% 26.1% 25.7% 23.2% 26.8% 25.0% 25.3% 26.6%
Older Adults (55 to 69) 18.0% 19.0% 14.6% 21.0% 16.6% 20.0% 21.0% 21.6%
Seniors (70+) 8.5% 8.6% 10.6% 13.1% 1.7% 15.3% 13.2% 14.3%

Source: Environics Analytics, 2022.

Income

The 2021 Census reported that Mississauga’s average income for private households was
$126,500, higher than the Provincial average of $116,000. Environics Analytics reports that
communities located south of the QEW along with Service Area B have the highest average
incomes while lower average incomes are found in Service Areas E and C, the latter of which is
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32 per cent less than the city wide average.® Statistics Canada reports that 9.4 per cent of the
population falls within its Low Income Measure After Tax (LIM-AT). Notably, 12% of children
under the age of 18 and 12% of older adults above the age of 65 are living in LIM-AT
households.

Table 3: Average Private Household Income by Service Area, 2021 Census

Service Area Average Income
$138,238
$140,371
$86,206
$137,040
$90,442
$105,372
$180,946
$143,269
Citywide $125,736

I oM Mmoo |m@|>

Source: Environics Analytics, 2022

Education

Among those age 15 years and over, the 2021 Census reported that 61 per cent of the
population held a postsecondary certificate, diploma or degree compared to 57 per cent
across the Province. 25 per cent of Mississauga’s population held a high school diploma or
equivalent, slightly lower compared to the Province (27 per cent). The remaining population (13
per cent) do not hold a certificate, diploma or degree.

Language

According to the 2021 Census, 44 per cent of Mississauga residents list English as the language
most often spoken at home, a significant decrease of 16 per cent from the previous Census.
This rate is consistent with the Regional rate (47%) although significantly below the Provincial
rate (68%). More than one out of four residents (26%) list a non-official language (e.g., other
than English and French). The top five non-official languages spoken at home across
Mississauga in 2021 were Urdu (5.0%), Arabic (4.6%), Mandarin (3.2%), Polish (3.1 per cent), and
Punjabi (2.9%). Over the past 10 years the top five non-official languages spoken at home have
remained similar although each has grown around 2%.

3 Future Directions Report: Environics Analytics, 2022
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Table 4: Top Five Non-Official Languages Spoken by Service Area, 2021 Census

Service Area Top Five Non-Official Languages Spoken at Home

Urdu (8%), Arabic (8%), Mandarin (4%), Tagalog (2%), Spanish (2%)
Urdu (8%), Arabic (6%), Punjabi (5%), Cantonese (4%), Mandarin (3%)
Punjabi (21%), Urdu (5%), Gujarati (4%), Hindi (3%), Italian (3%)

Urdu (5%), Polish (4%), Mandarin (4%), Arabic (4%), Tagalog (3%)
Arabic (10%), Urdu (5%), Polish (4%), Tagalog (4%), Spanish (3%)
Polish (6%), Ukrainian (5%), Urdu (4%), Italian (3%), Arabic (3%)
Polish (4%), Arabic (2%), Mandarin (2%), Spanish (2%), Tagalog (2%)

I oM Mmool oO|®@|>

Polish (4%), Portuguese (3%), Italian (3%), Spanish (2%), Ukrainian (2%)

Source: Environics Analytics, 2022

Immigration

Similar to previous Census periods, 53% of Mississauga’s population was made up of
immigrants in 2021 which is comparable to that of Peel Region (52%) but significantly higher
than the Provincial rate (30%). Recent immigrants arriving in the five-year period between 2016
and 2021 represented 14% of the total foreign-born population. Service Area E has the largest
proportion of immigrants (63.7%), closely followed by both Service Area C and B (62.9% and
62.6% respectively). Even in Service Areas G and H which have the smallest proportion of
immigrants, more than one out of three people are reported as foreign-born residents.

The 2021 Census records 62% of Mississauga’s population as being racialized, a consistent
increase since 2011 and 2016 when the rates were 54% and 57%, respectively. In comparison to
the Region of Peel as a whole whose racialized population comprises 69%, Mississauga is
slightly lower but is nearly double that of the province (34%). In 2021, the three largest
racialized cultural groups consisted of South Asian (25%), Chinese (7%), and Black (7%)
populations.

Table 5: Proportion of Immigrant Population by Service Area, 2021 Census

Service Area Proportion of Immigrant Population

55.6%

62.6%
62.9%

50.1%
63.7%

56.7%
36.3%

T oMM OlO|T@|>

35.0%

Source: Environics Analytics, 2022
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Engagement Participants

The following table provides details about each engagement activity, specifically the audiences
reached, the engagement format, the research lead and the number of participants.
Information has been supplied jointly by Nordicity and City of Mississauga staff.

Table 1: Overview of Internal and External Engagements

Audience ‘ Format ‘ Lead ‘ Joint Consultation ‘ Participants Reached

Council

Mayor and Councillors ‘ Individual interviews ‘ City staff ‘ Yes - All divisions ‘ 12 participants

Internal - Library

Commissioner and Virtual meeting Nordicity No 2 participants

Division Director

Library Leadership Team | Virtual meeting Nordicity No 5 participants

Facilities and Operations | Virtual meeting Nordicity No 10 participants

(Library Branch

Managers)

Collections and Material Virtual meeting Nordicity No 6 participants

Handling/ Library

Innovation and

Technology/

Makerspaces/Social

Engagement

Program Development Virtual meeting Nordicity No 4 participants

and Training/Community

Development and Open

Window Hub/ Local

History

Library Staff Online survey Nordicity No 84 responses

(November 28 -
December 31, 2022)

Internal - City of Mississauga (Non-library)

Environment Virtual meeting Nordicity No 2 participants

EDI Virtual meeting Nordicity No 1 participant

Economic Development Meeting Nordicity No 3 participants

Office

External Groups with Interest

Library Board Virtual meeting Nordicity No 9 participants

School Boards Virtual meeting Nordicity Yes - Recreation, 8 participants and 1 email
Library, Parks, response (4 boards invited)
Forestry, and
Environment Culture

UTM Meeting Nordicity No 1 participant
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Emails; Recorded
message; Road signs;
Website; etc.

Audience Format Lead Joint Consultation Participants Reached
Sheridan College Meeting Nordicity No 1 participant
Teen Advisory Group Meeting Nordicity No 10 participants
(TAG)
Older Adult Providers In-branch City staff No ~15 participants through
and Clubs engagement; Email email, staff facilitation and
communication poster engagement (40
groups invited to virtual
meeting - cancelled due to
low registration)
Region of Peel and Peel Virtual meeting Nordicity Yes - Recreation, 15 participants(22 staff
Regional Police Library, Parks, invited)
Forestry, and
Environment
Youth Virtual meeting; City staff Yes - Recreation, 9 participants and 5 survey
Survey Library, Parks, responses
Forestry, and
Environment,
Culture
Community Agencies Meeting Nordicity Yes - Recreation, 18 participants (78 groups
Library, Parks, invited)
Forestry, and
Environment,
Culture
Indigenous Governments
Mississaugas of the Meeting City staff Yes - All divisions TBD
Credit First Nation
Six Nations of the Grand Meeting City staff Yes - All divisions
River
Public
Virtual Public Virtual meeting Nordicity Yes - All divisions 20 participants
Engagement
Community pop-up 2 X pop-ups Nordicity No 150 participants
events
Public survey Online survey City staff and | Yes - All divisions 7,021 responses
(November 14 to Nordicity representing 15,424
December 30, 2022) residents
Passive engagement Posters; Digital ads; City staff No n/a
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Public Survey Demographic Summary

The following is a high-level summary of the demographic profile of responding households.

e There were a total of 15,424 people living in responding households, representing
approximately two per cent of Mississauga’s population.

e Compared to the 2021 Census, responding households were over-represented in infants and
toddlers (under 4 years), children and youth (ages 5 to 13 years), teenagers and young
adults (ages 14 to 25 years), and mature adults (36 to 50 years). Conversely, responding
households were under-represented in adults (26 to 35 years), older adults (51 to 69 years)
and seniors (70+ years). This is common as family households are more likely to complete a
survey of this type.

Table 6: Age Group Distribution of Responding Households

Age Group* Survey Sample 2021 Difference
Number of Persons % Census (+/-)

Under 4 Years 917 6% 4% 2%

5to 13 Years 2,201 14% 1% 3%

14 to 25 Years 2,364 15% 13% 2%

26 to 35 Years 2,002 13% 14% -1%

36 to 50 Years 3,441 22% 19% 3%

51to 69 Years 3,295 21% 27% -6%

70+ Years 1,204 8% 13% -5%

Total 15,424 100% 100%

*Note: Age categories used in the public survey are not consistent with the age categories used in the Statistics
Canada 2021 Census, however, for high-level comparative purposes they are acceptable for the objectives of this
analysis.

e 43 per cent of survey respondents were between the ages of 30 and 49 years.

e More than one-quarter (26 per cent) of survey respondents have lived in Mississauga for
more than 30 years. One in five (22 per cent) of survey respondents have lived in the City
for 11 to 20 years. 17 per cent of survey respondents are generally considered to be new
residents who have lived in Mississauga for less than five years.

e English is the most common language spoken at home, which was identified by nine in ten
(91 per cent) survey respondents. Other common languages included Urdu (six per cent),
Hindi (six per cent), French (five per cent) Arabic (four per cent) and Cantonese (three per
cent). This is generally consistent with the 2021 Census as the most common languages
spoken at home are English, Chinese (e.g. Cantonese, Mandarin, etc.), Urdu, Arabic, Punjabi,
Polish and Tagalog (Filipino).

e Responding households in the L5N postal code area were over-represented compared to
Canada Post household data by Forward Sortation Area (FSA). The L5N area is bound by
Highway 401 to the north, Highway 407 to the west, Britannia Road West to the south and
Levi Creek to the east. By contrast, responding households in the L5B postal code were

Appendix | 2024 Library Plan 89



10.5

under-represented compared to Canada Post household data by FSA. The L5B area is
bound by Highway 403 to the north, Mavis Road to the west, Queen Elizabeth Way to the
south and Hurontario Street to the east. Generally speaking, responding households are
representative of the distribution of households across Mississauga. Less than one per cent
of survey respondents were non-residents (e.g. Milton, Oakville, etc.); experience
demonstrates that this response rate from non-residents has no impact on the overall
survey results.

Table 7: Distribution of Responding Households by Postal Code

Postal Code Survey Sample Canada Post Difference
# % Postal Code FSA +/-)
L5M 666 15% 13% 2%
L5N 663 15% 1% 4%
L5L 340 8% 6% 2%
L5B 337 8% 12% -4%
L5A 257 6% 8% -2%
L5V 233 5% 6% 0%
L5J 229 5% 4% 1%
L4z 209 5% 6% -1%
L5G 193 4% 4% 1%
L5C 161 4% 4% 0%
L5R 156 4% 5% -2%
L4W 134 3% 3% 0%
L4Y 128 3% 4% -1%
L5H 124 3% 2% 1%
L5E 19 3% 2% 1%
L5W 114 3% 2% 0%
L4T 97 2% 4% -2%
L5K 91 2% 2% 0%
L4X 74 2% 3% -1%
L4V 4 0% 0% 0%
L5P 4 0% 0% 0%
L5T 2 0% 0% 0%
L5S 0 0% 0% 0%
Don't know/Prefer not to answer 66 1%
Other 36 1%
Total 4,437 100%
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Table 8: Geographic Distribution of Responding Households by Postal Code

X Legend

Major Roads
[] Business & Employment Lands
Municipal Boundary

[ FsA Areas

e Nearly two-thirds (61 per cent) of survey respondents identified as a woman and one-third
(33 per cent) identified as a man. Approximately one per cent of survey respondents
identified as gender non-confirming/non-binary or genderqueer and five per cent preferred
not to answer.

e More than one-quarter (26 per cent) of survey respondents had a household income of
$110,000 or more. By comparison, the median household income in 2020 was $102,000 or
$89,000 after tax.

e Four in five (80 per cent) survey respondents use a personal vehicle as their primary mode
of transport, either as a driver or a passenger. Other common modes of transport included
MiWay public transit (nine per cent) and walking (six per cent).

e More than one-third (38 per cent) of survey respondents identified as a Racialized Person,
which included people who are non-Caucasian in race or non-white in colour and do not
include Indigenous Peoples of Turtle Island/North America. Less than one per cent of
survey respondents identified as an Indigenous Person of Turtle Island/North America, half
(54 per cent) of whom were a First Nations Indigenous Person and nearly one-third was
Metis (31 per cent).

e Nearly one-tenth (nine per cent) of survey respondents identified as a person with a
disability. Among this sub-group, 43 per cent had a mobility/dexterity limitation such as a
physical disability. 35 per cent had a mental/emotional health disability and 34 per cent had
a chronic health condition. Other disabilities that were identified included, but were not
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limited to, hearing, learning or behavioural, neurological, vision, developmental and
speech/language.

Overview of Public Survey

This section provides an overview of public survey findings relevant to the library. It includes
charts for the library components of the common questions as well as all library section
questions.

Common Questions

The following charts show responses related to library services from the common questions
section of the public survey.

Figure 1: What Do You Like Best About Library Services in the City of Mississauga? (Select up to 3) (n=7,021)

Access to services, programs, events, spaces and/or _ 570;
facilities v
Variety of services, programs, events, spaces and/or _ 550,
facilities ”
Quality of services, programs, events, spaces and/or _ 530,
facilities .
Opportunity to learn, develop skills, be inspired I
and/or try new things .
Price of services, programs, events, spaces and/or _ 409
facilities 5
Opportunity to connect with community, friends, I
and family .
Other (please explain) . 3%

0% 10% 20% 30% 40% 50% 60%

Source: City of Mississauga Future Directions Public Survey

Among those who selected "other,” common themes included variety of materials and services
for all different ages (especially children and families); access to technology and digital
materials; help from professional and friendly staff; engaging programs and guest
lectures/workshops; and supportive and safe environment that can bring together all different
cultures to connect.
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Figure 2: What Are the Reasons You Are Unable to Participate in Library Services Provided by the City of Mississauga?

(Select up to 3) (n=7,021)

Not Applicable. | am able to participate

I donothave enough time

I amnot aware of what facilities, services, programs
and events are available

Programs, services, events, spaces and/or facilities
are not available/open at a convenient time

The locations are too far away or not easily
accessible

Programs, services, events, spaces and/or facilities
are too crowded or programs are full

Programs, services, events, spaces and/or facilities |
want do not existin Mississauga

I amnot satisfied with the quality of the services,
programs, events spaces and/or facilities

I'mnotinterested in participating

The fees are too expensive

Programs, services, events, spaces and/or facilities
are not accessible for persons with disabilities

I don'tunderstand the language and/or face
cultural barriers

| don'tfeel welcomed

Other

I 34
I 6%

I 12

[ [RED

I

I

B 5o

B 5%
Bl
B 4
B 3%
B %
B 2>
B %

0% 5%

Source: City of Mississauga Future Directions Public Survey

Among those who selected “other,” common themes included reluctance or hesitance to use

programs and services (or returning to in-person facilities) due to COVID-19, and the impact of

closures across a variety of the library facilities due to renovations and construction.
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Figure 3: How Has Your Use of Library Services or Attendance to Programs and Events Changed Since the Onset of the
COVID-19 Pandemic in Spring 20207? (n=7,021)

Used more 30%

No change 24%

Used less 23%

Have not used 13%

Don'tknow / Not sure - 2%

0% 5% 10% 15% 20% 25% 30% 35%

Source: City of Mississauga Future Directions Public Survey

Figure 4: Are You Satisfied With the Amount of Time It Takes You to Travel to Library Services? (n=7,021)

Yes 80%

No 7%

Don't know / Not sure 5%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Source: City of Mississauga Future Directions Public Survey
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Figure 5: What Is the Best Way for You To Learn About Services, Programs, Events, Spaces, and Facilities Offered by
the City of Mississauga? (Please select all that apply) (n=6,652)

e e . N
mississaugalibrary.ca, mississauga.ca/recreation,.. . °
E-Mails or E-Newsletters | 54
ActiveMississauga.ca _ 48%
Sodial Media (including Twitter, Facebook, _ 390,
Instagram, TikTok) &
Posters at Community Centres, Libraries, Arenas, etc _ 31%
Search Engines (e.g. Google) || NG 1%
Brochures and Flyers ||| NN DI 22
Media and News Stories _ 18%

Electronic Display Boards at Facilities and -
Transit/Bus Stops _ .

Transit Shelter Posters or Advertisements on Buses - 13%
Newspaper Print - 9%,
Radio Advertisements - 9%

Other (please explain) . 3%
0%  10% 20% 30% 40% 50% 60% 70%
Source: City of Mississauga Future Directions Public Survey
Among those who selected "other,” common themes included word of mouth; City or library

booths at community events; TV and other media stories surrounding community updates and
events; and involvement through schools and school outreach efforts.
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Library Questions

The following charts show responses from the library-specific section of the public survey.
Figure 6: In the Past Twelve Months, Please Identify How Frequently You Have Accessed the Mississauga Library in the

Following Ways: (n=7,021)

4%
6%

Engaged with the Library Staff at an Open

WindowHub
50%
Contacted the Library by email, phone or social
media
469
19%
19%
Visited the Library's website to access online 21%
library services 17%
14%
13%
20%
- - 23%
Visited alibrary branch 0%
10%
13%

0

=

b 10%  20%  30%  40%  50%  60%

m Every few days mWeekly mMonthly mAfewtimesayear W Onceayear orless mNever

Source: City of Mississauga Future Directions Public Survey
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Figure 7 Why Do You Not Access the Library and Its Materials, Programs or Services More Frequently? (Please select
your top 3) (n=1,388)

e Ly e ™ N 25"
/0

services the Library offers

I don't need the Library, | can access the materials I
v

and services | need elsewhere

The programs and/or events donotinterestme [ NNRMEBIEBEE 19%
The materials and services | aminterested in are I
Yo

not always available or difficult to access

Not enough programs and services available for e B
adults o

The available materials do notinterest me [ NGB 10%

Not enough programs and services available for o
children and youth I 7

Not enough programs and services available for TR
older adults/seniors 55+ i

I don'tfeel comfortable or welcome atthe Library [l 4%
Not enough programs and opportunities for

persons with lower incomes

Not enough programs and opportunities for B
persons from diverse cultural backgrounds o

Not enough programs and opportunities available W
for people with disabilities L

Other (please explain) - |GG 29%
0% 5% 10% 15% 20% 25% 30% 35%

Source: City of Mississauga Future Directions Public Survey

Among those who selected "other,” common themes included | do not have enough time
and/or are too busy; | am not from Mississauga or access pubilic libraries from surrounding
municipalities such as Toronto; the library near me is currently under construction/renovation
and is closed; and | am immunocompromised or have health issues that make it challenging for
me to access the library in-person (especially due to COVID-19).
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Figure 8 Why Do You Not Access the Library and Its Materials, Programs, or Services More Frequently? (Select all that
apply) (n=7,021)

90%
80%
70%
60%

50%
40%
30%
20%
10%

0%

Monday Tuesday Wednesday  Thursday Friday Saturday Sunday

E Morning M Afternoon EEvening

Source: City of Mississauga Future Directions Public Survey
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Figure 9 Please Rate Your Level of Satisfaction With the Following Mississauga Library Collections, Programs and
Services (n=7,021)

Library staff support for finding information I 067
Books or magazines in print N 061
eBooks, eAudiobooks, or other online collections I 048
Common areas and lounges N 047
Wi-fi internet connection I 045
Public computers, printers, and scanners B 042
Quiet Study spaces B 0.42
Movie, TV series and other DVDs I 035
Music or Books on CDs Bl 031
Children’s Programs Hl 0.28
Laptop and Hotspots Bl 028
Meeting and Event spaces B 025
Streaming music or videos o023
Makerspaces H 0.20
Adult Programs M 0.19
Maker and technology programs M 019
Teen Programs H 0.18
Programs for Older Adults / Seniors 55+ programs H 017
Other | 0.03
-2 -1 0 1 2
Very Neutral/ Very
unsatisfied Unsure satisfied

Source: City of Mississauga Future Directions Public Survey

Among those who selected "other,” common themes included the desire for a café or eating

area; more video games for youth and younger adults; and the need to ensure separation

between quiet space and community space in order to best enjoy library collections, services

and programs.
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Figure 10 What would you like to see (or see more of) at Mississauga Library in the future? (Please select your top

three) (n=4,345)
Recently published materials and greater

availability of those materials (e.g., best-sellers in

Workshops and educational opportunities run by
thelibrary

Increased hours of operation on the weekend

More flexible borrowing and return policies

Better internet/WIFI

Better spaces that could be used for work or study

Virtual or hybrid programming

Up-to-date technology and equipment

Tool Library / Library of Things

Increased hours of operation during the week

Express libraries / Library Kiosks / Library Vending

Machines / Library return boxes in convenient...

Digital literacy programs

Newspapers or magazines in different languages

Spaces to create my own projects and work on my
hobbies

Media and information literacy programs

Other

I 52
I :5

N

N

%

B
B
.

0% 10%

Source: City of Mississauga Future Directions Public Survey

Among those who selected "other,” common themes included greater selection and quantity
of books; an extended range of programing for kids and youth (including book clubs, tutoring

20% 30% 40% 50% 60%

and study groups); and greater range of multilingual materials and programming.
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Overview of Staff Survey

This section provides an overview of staff survey findings. It includes charts for each question
from the staff survey.

Figure 11 Please Identify How Important the Following Should Be to the Role of the Library Over the Next Five Years
(n=85)

88
Supporting literacy

85

Being afree and accessible public space

1.78

Supporting lifelong learning

—_
w
w

Being a community hub where residents convene and
connect with one another

Helping to bridge the digital divide through digital
literacy programming and access to digital services

(V8]
=

= I I
-
(¥l
b

Furthering the City's equity, diversity, and inclusion
goals

Furthering the City's environmental and sustainability
goals

—_
o]
o]

-
o
~J

Supporting reconciliation and the City's commitment
toIndigenous Peoples and communities

_.
=}
<

Being a change agent for the community

Supporting innovation and entrepreneurship

[
=
=
(o)}
=
o
0

Other
-2 -1 0 1 2
Not at all Very important
important

Source: City of Mississauga Future Directions Library Staff Survey
Among staff who selected "other,” additional priorities noted included providing space and

programs for children, adults and older adults; more support for older adults; and facilitating
community conversations around social issues.
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Figure 12: What Library Services/Service Areas Do You Think Will Be Most Important for the Community Over the Next
Five Years? (n=85)

I ' 5>
Digital services (e.g., Wi-Fi, public computers, printers)
I 7
Library staff support for finding information
Digital resources (e.g., ebooks, audiobooks, data _ 167
services)
I 1 <3
Quiet study spaces
_ I
Physical resources (e.g., books, journals, CDs)
Programming and events (e.q, programming and _ 1.39
training, lectures)
I 111
Common areas, lounges, and other social spaces
fon
Other (please select and explain)
-2 -1 0 1 2
Not at all ) Very
important Important

Source: City of Mississauga Future Directions Library Staff Survey

Among staff who selected "other,” additional priorities noted included access to supports and
services that may not otherwise be present in the community; more support for students with
their research; and supporting staff with internet and equipment instruction for using devices
and systems.
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Figure 13: What Should the Library Offer (Or Offer More Of) In the Near Future? (Please select your top 3) (n=84)
Recenly publisned materials and orete” I -
availability of those materials (e.g., best-... °

Better spaces that could be used for work or
T 43
study
getter internet/wi-i |
Workshops and educational opportunities _ 33%
hosted by the library ©
Up-to-date technology and equipment,
e tec I -
including Makerspaces
Tool Library/Library of Things _ 19%
Virtual or hybrid programming _ 15%

Spaces for residents to create their own _ 14%
projects and work on hobbies °

Digital literacy programs _ 14%

Media and information literacy programs _ 14%

Express libraries/library kiosks/library vending o
machines/library return boxes in convenient... _ %

Newspapers or magazines in different o
languages - [

More flexible borrowing and return policies - 8%
Increased hours of operation on the weekend - 7%
Increased hours of operation during the week . 2%

other [ 4%

0% 10% 20% 30% 40% 50%

Source: City of Mississauga Future Directions Library Staff Survey

Among staff who selected "other,” responses included a circulating collection of data-enabled
library devices such as laptops/tablets; and more quiet spaces in the library for work and study.
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Figure 14: Mississauga Library Values Staff Training, Development, and Access to Resources To Ensure High
Quality Service Delivery. Please Identify How Important the Following Are to You as a Library Staff Member (n=85)

Training and skills development related tolibrary core I 6
competencies
I 179
I 172

Technology training

Customer service training

I 148
Mental health and wellbeing services for staff
o R I 30
Circulation and cash handling training
I 113
Diversity, Equity and Inclusion training
, . . I 057
City-led training resour ces and/or workshops
" I 076
Tuition and conference support
I 007
Other
-2 -1 0 1 2
Not at all ] Very
important Important

Source: City of Mississauga Future Directions Library Staff Survey
Among staff who selected "other,” common themes included more mentoring and staff

shadowing opportunities; mental health support and training; and general library program
training.
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Figure 15: The COVID-19 Pandemic Presented Particular Challenges for Public Libraries, Including Extended Closures
and Changes in Service Delivery. How Successful Do You Think the Library Was in Pivoting To Virtual Service
Delivery During the COVID-19 Pandemic? (n=85)

Somewhat unsuccessful - 6%

Not at all successful I 1%

0% 10% 20% 30% 40% 50% 60%

Source: City of Mississauga Future Directions Library Staff Survey

Figure 16: How Well Equipped Do You Think Staff Were To Deal With the Pivot To Virtual Service During the
COVID-19 Pandemic? (n=85)

Very well equiped _ 13%
Somewhat unequiped _ 27%
Not equiped at all _ 12%

0% 10% 20% 30% 40% 50% 60%

Source: City of Mississauga Future Directions Library Staff Survey
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Figure 17: What Key Challenges Do You Feel the Library Faces in Continuing With a Hybrid Service Delivery
Model (Virtual and In-Person) Moving Forward? (Please select your top 3) (n=84)

Human resource capacity (e.g., to deliver in-person
and virtual programming, to support digital users)

71%

Staff skills and training required to carry out duties

O
using hybrid service delivery i

Technical, space, and/or equipment challengesin

0
hybrid service delivery e

Extra time needed to plan and deliver in a hybrid

O
format -

Other (please explain) - 7%

0% 10% 20% 30% 40% 50% 60% 70% 80%

Source: City of Mississauga Future Directions Library Staff Survey

Among staff who selected "other,” a common theme included improved management and

mandate surrounding hybrid programming (greater training and clear directives are needed, as

some staff are extremely hesitant to offer their skills to online programming).
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Figure 18: What Barriers Exist That Might Hinder the Library’s Ability To Meet Evolving Community Needs in

the Following Areas (Please select up to 3 for each area) (n=84)

100%
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80%
70%
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30%
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Source: City of Mississauga Future Directions Library Staff Survey

Among staff who selected "other,” responses included the need for greater awareness and

outreach and
engagement

publicity to library programs and events in branch with calendars; need to hire more staff for
library programming; greater availability and number of books and materials readily available;

and greater selection of up-to-date equipment for the public and staff.
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Figure 19: An Ongoing Challenge Facing Public Libraries Is Raising Awareness of the Services That Are Provided,
the Role Those Services Play in the Well-Being of the Community and the Expertise and Resources Required To
Deliver Those Services. In Your View, What Is the Level of Public Awareness Regarding the Library’s Programs,
Services and Role in the Community? (n=82)
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Other |
-2 -1 0 1 2
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aware

Source: City of Mississauga Future Directions Library Staff Survey
Among staff who selected "other,” additional comments included the need to provide training

for all staff on how to communicate the role and services provided to the community by
Mississauga public libraries.

Appendix | 2024 Library Plan 108



10.5

Overview of Community Pop-ups

This section provides an overview of the community pop-up findings. The first pop-up event
was held at the City Centre Transit Terminal on a weekday late afternoon/early evening and
directly engaged 110 people. The second pop-up event was held at Meadowvale Community
Centre and Library on a weekend afternoon and directly engaged 40 people. The charts in this
section show responses to specific engagement questions at each pop-up.

Figure 20: In the Last 12 Months, How Frequently Have You Visited a Mississauga Library Location or Accessed Library
Materials (In Person or Online)?

Total number of responses from Transit Terminal pop-up n=77

Total number of responses from Meadowvale pop-up n=49

Every few days 00, 24%
Weekly 170 44%
Monthly mo 9%
Afew times a year ! ?06000
Once a year or less 00"_ 10%
Never 2 220,

0% 5%  10% 15% 20%  25% 30% 35% 40%  45%  50%

B Meadowvale B Transit Terminal

Source: City of Mississauga Public Pop-up Event Polling Results
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Figure 21: The Thing | Value Most About the Mississauga Library Is...
Total number of responses from Transit Terminal pop-up N=34T otal
number of responses from Meadowvale pop-up n=37
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. 11%
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/0

0% 10% 20% 30% 40% 50% 60% 70%

35%
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Source: City of Mississauga Public Pop-up Event Polling Results

When asked the open-ended question “what would you like to see more of,” some of the key
themes that came through at both pop-ups included:

e More programming geared towards all different age groups including kids, youth, adults
and seniors.

e More quiet space for studying, working, and reading (large meeting rooms, individual
booths, etc.).

e More lending technology such as tablets, computers, video games, recording
equipment, etc.

Greater variety of materials such as books and magazines in terms of themes (i.e. LGBTQ2S+),
as well as languages (Arabic, French, etc.)
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Comparative Library System Review

Mississauga Library’s provision, utilization and participation levels were assessed against 11
comparable public library systems (using available data from 2019, 2020 and 2021), as well as
against industry recommendations for provision standards where such standards exist. Industry
standards that are provided are recommended by Administrators of Rural and Urban Public
Libraries of Ontario (ARUPLO) and are supported by the Ontario Public Library Guidelines
Monitoring and Accreditation Council.

The following library systems were included for comparison because of comparable size to
Mississauga Library:

e Calgary Public Library

e Edmonton Public Library

e Halifax Public Library

e Ottawa Public Library

e Toronto Public Library

e Vancouver Public Library

¢ Winnipeg Public Library

The following library systems were included for comparison because of proximity to
Mississauga:

e Brampton Public Library

e Hamilton Public Library

e London Public Library

In addition, Vaughan Public Library was included as an aspirational example due to the level of
funding it currently receives for a system of its size.

While limitations in the source data mean complete data sets are not available for all
comparable systems across all three years, the analysis nonetheless reveals trends across the
systems. Notably, data sources analyzed in this section include 2019, 2020 and 2021 statistics
and therefore do not reflect any changes that may have occurred in 2022 and 2023 as the
sector recovers from the pandemic. In some cases, changes in provision levels over the period
examined may be the result of changes in service delivery in keeping with public health
guidelines such as social distancing. Importantly for the Mississauga Library context, HMCL -
the system’s largest location - closed in early 2021 for renovations and is expected to reopen in
late 2023. Explanation is offered where this closure may have impacted provision, use and
participation data for Mississauga Library.

Key performance indicators that were analyzed include floor space, opening hours,

alternative service delivery, staff and training, technology access, registration, visits,
collections and programs.
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Floor Space

ARUPLO industry guidelines recommend public libraries should provide five user spaces for
every 1,000 population. This number covers all types of user spaces except meeting rooms and
staff areas, and should be adjusted depending on specific library aims - for example, a library
with significant research materials will likely need more seating than a library that encourages
browsing. Square footage recommendations for user spaces depend on the space type - a
standing public access computer station requires less area than a workstation intended for
personal laptop connection - but 30 to 35 square-feet per user seat can be used as an average
measure across a branch.

Public library data captures floor space per capita and therefore does not provide a direct
comparison to provision standards based on user spaces. Nonetheless, examining floor space
per capita for comparable library systems serves to benchmark Mississauga Library’s space
provision level against peer systems - both industry guidelines and data for comparable
systems are recognized as measurement tools to assess a library’s provision levels.

The following figure shows that Mississauga has 21 per cent less floor space per capita
compared to the average floor space of other library systems in 2021. In addition, Mississauga
experienced a slight decrease in the square footage per capita from 2019 to 2020. This change
is most likely due to population growth as Mississauga Library has not lost floor space - and
the renovation of HMCL adds 28,000 additional square feet of public space. Most comparable
libraries that reported floor space for 2020 and 2021 showed a stable or slight increase in
square footage per capita over the same period.

Figure 22: Floor Space (Square Feet) Per Capita
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Source: Canadian Urban Libraries Council Key Performance Indicators (2019), Ontario Public Library
Statistics (2020, 2021)
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The next figure presents a breakdown of floor space per capita by service area for the City’s
current and projected 2031 population. Floor space per capita will remain stable for Service
Area A, Service Area C and Service Area F. Service Area B and Service Area D are projected to
see an increase, while Service Areas E Service Area G and Service Area H will see a decrease in
floor space per capita by 2031. The expected decreases are due to the concentration of the
City’s projected growth in these areas.

Figure 23: Floor Space (Square Feet) Per Capita by Service Area
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Source: Future Directions Projected Population Growth

Opening Hours

ARUPLO industry guidelines indicate a system of Mississauga Library’s size should have a
minimum of 65 opening hours per week.

Mississauga Library currently has an average of 61 opening hours per week across Library
locations. (Note that at time of writing, the Living Arts Centre Pop Up is temporarily operating
during the HMCL renovation. HMCL is expected to operate over 65 hours a week once
reopened in late 2023. In addition, Port Credit Library is closed and the Port Credit Memorial
Arena Pop Up is temporarily operating in its place with the same hours.) This provision is
above the average for peer institution (57 hours), as shown in the figure below. However, 61
opening hours falls 6 per cent short of the recommended provision guidelines of 65 opening
hours per week. Notably, only three comparable library systems currently meet the
recommended provision guideline - Brampton, Vaughan and Calgary.

Appendix | 2024 Library Plan 13

10.5



10.5

Figure 24: Total Average Opening Hours Per Week
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Source: Nordicity research, February 2023

The distribution of opening hours through the week provides an additional basis for
benchmarking Mississauga Library. The figure below illustrates the average opening hours for
peer library systems during weekday daytime (before 5 p.m.) and evening hours (after 5 p.m.)
as well as weekend daytime (before 5 p.m.) and evening hours (after 5 p.m.). As shown, the
bulk of opening hours fall during weekday daytime hours, followed by weekday evening hours.
Overall, Mississauga Library sits above the average for weekday daytime, weekday evening and
weekend daytime hours. However, Mississauga is among the seven peer libraries that do not
offer any weekend evening opening hours (after 5 p.m.).
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Figure 25: Average Opening Hours by Weekday and Weekend Time of Day
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Source: Nordicity research, February 2023

Alternative Service Delivery Points

As noted in the trends and innovations sections above, a number of library systems offer
alternative service delivery points to their users such as lockers, deposit stations and kiosks. In
some cases, libraries are being asked to report on these alternative service delivery points For
example, the Ontario Public Library Statistics (OPLS) collects data on the number of deposit
stations and kiosks in Ontario library systems, though there is limited data available at this
time. Among Ontario comparable library systems, only Toronto, Ottawa and Hamilton Public
Libraries reported any deposit stations and kiosks. National statistics collected by Canadian
Urban Libraries Council did not include alternative service delivery points.

Staff and Training

ARUPLO industry guidelines recommend that the library administrator for each system be a
professional librarian and that one-third of all system-wide staff should be professional
librarians, with one full-time equivalent librarian for every 10,000 population. Guidelines focus
only on professional librarians and do not address all staff positions. As a best practice, not less
than 1 per cent of the total staff budget should be dedicated to continuing education and
training for staff.
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As illustrated in the following figure, Mississauga, Toronto, Brampton and Hamilton libraries
have seen decreases in staff per 10,000 population in 2020 and 2021. Specifically, Mississauga
has 9 per cent (in 2020) and 15 per cent (in 2021) fewer staff when compared to the average
staff per 10,000 population of peer systems. The decrease is primarily due to the closure of
HMCL for renovations. While some of the observed decrease in staff per 10,000 population
could be due to population increases, the dip shown below should be largely understood as
temporary and will change again upon the reopening of HMCL. Notably, some library systems
(including London, Vaughan and Ottawa) have seen an increase in staff per 10,000 population
over the same period.

Figure 26: Staff (FTE) Per 10,000 Population
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Source: Canadian Urban Libraries Council Key Performance Indicators (2019), Ontario Public Library
Statistics (2020, 2021)
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As illustrated in Figure 27 below, the amount spent on staff training per full-time equivalent
(FTE) varies significantly among library systems. London, Toronto, Hamilton and Brampton
Public Libraries increased their staff training spending in 2021 compared to 2020, while
Mississauga, Ottawa, and Vaughan decreased their spending over that period. While the
amount spent by Mississauga ($310/FTE) on staff training was above the average ($266/FTE)
in 2020, 2021 saw a decrease in spending on staff training to $250/FTE - well below the
average spending in peer library systems of $371/FTE in that same year. The dip in Mississauga
Library’s spending does not represent a decrease in budget; the staff training budget has not
decreased in this period but rather reflects limited training opportunities (e.g. cancelled
conferences), a focus on urgent priorities (e.g. digital programming and service delivery), and
an overall smaller number of staff during the COVID-19 pandemic. Staff training activities are
expected to return to normal levels in 2023 and beyond.

Figure 27: Staff Training Costs Per FTE
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Source: Ontario Public Library Statistics

Technology Access

Industry guidelines for technology provision indicate that library systems should have a public
access catalogue of library holdings; an internet presence with information sources along with
staff assistance to navigate these sources; and an active social media presence. In addition,
each branch should have high-speed internet access and public workstations with access to
the internet and library catalogue; the ability for users to copy and print online materials; and
laptops and workstations for public use, including a minimum of three public access
workstations plus one additional workstation per 1,300 population for locations serving
populations over 2,500; public Wi-Fi; and access to reliable telephone service.

On average, most comparable library systems (including Vaughan, Brampton, Toronto, Ottawa
and Hamilton) have seen increases in the number of workstations per capita between 2020
and 2021, as shown in the following figure. Mississauga is one of two systems whose
workstations show a considerable decrease (from 338 workstations in 2020 to 140
workstations in 2021), placing Mississauga 70 per cent below the average workstations per
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capita compared to peer systems. The reduction in workstations can be due to two key factors:
(i) social distancing requirements during the pandemic (i.e. Mississauga Library reported on the
reduced number of in-use workstations as opposed to the total number in the system, which
was 264 in 2021) and (ii) the closure of HMCL for renovation in March 2021. Therefore, this
reduction should be understood as temporary. A more accurate picture of workstations per
capita is expected in the 2023 and 2024 OPLS data, which will reflect the end of social
distancing requirements as well as the reopening of HMCL. Notably, all peer systems are below
the recommended provision standards of 0.00095 per capita for 2021.

Figure 28: Workstations Per Capita
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Source: Ontario Public Library Statistics
The following figure on lending technology shows that while Mississauga is four per cent below

the peer average, it increased the number of lending devices by 160 per cent between 2020
and 2021.
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Figure 29: Lending Laptops, Netbooks, Tablets Per Capita
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Mississauga Library aligns with peer libraries when it comes to average hotspots per capita, as
shown in the following figure.

Figure 30: Hotspots Per Capita.
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Source: Ontario Public Library Statistics
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As expected, the average number of Wi-Fi users as a percentage of library visitors across
comparable libraries was lower in 2020 (30 per cent) compared to 2021 (35 per cent) given
the public health restrictions. As illustrated in the following figure, the number of people using
public library Wi-Fi as a percentage of library visitors has increased for only two peer library
systems (Vaughan and Toronto), while others have seen a decrease (Mississauga, Ottawa,
Brampton, London and Hamilton) between 2020 and 2021. By this measure, Mississauga
Library was 12 points and 19 percentage points below the average for 2020 and 2021
respectively. (As noted previously, this decrease should also be understood in the context of
the HMCL renovation.)

Figure 31: Number of People Using Wi-Fi as a Percentage of Library Visitors
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Results from the 2019 Bridge Patron Survey provide additional context about the use of Wi-Fi
at Ontario public libraries and at Mississauga Library specifically. Wi-Fi internet access is the
most used technology service, with more than half of respondents (61 per cent for Mississauga
Library, 62 per cent for other libraries) reporting they used it. A further 10 per cent in
Mississauga and 8 per cent at other libraries reported using library Wi-Fi outside of library
locations. However, respondent comments reveal some frustrations around restricted Wi-Fi
access at Mississauga Library - for example, being unable to access VPNs for post-secondary
institutions, being unable to make WhatsApp calls and being unable to submit an online
application due to JavaScript not being enabled.
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Registration

Libraries had a higher number of active cardholders in 2019 prior to the COVID-19 pandemic
than in 2020 and 2021. However, there is a decreasing trend of active cardholders as a
percentage of the population across library systems, as illustrated in the figure below.
Mississauga was well above the average in 2019 (52 per cent above), but the opposite is true
for 2020 (18 per cent below) and 2021 (27 per cent below) compared to peer systems. It
should be noted that Mississauga Library changed how it reports active cardholders. Data from
2020 and 2021 reflects the number of customers who used their accounts within the previous
two years (the same definition currently used for OPLS data), while in 2019 the library most
likely reported on total cardholders in the library’s system (even if they had not been actively
used).

Figure 32: Registration (Active Cardholders) as a Percentage of Population

80.00%
70.00%
60.00%
50.00% — 2019
40.00% . 2020
— 021
30.00% ses sssss
el .e.. essess 7019 Average
20.00% sssses 2020 Average
10.00% essses 7021 Average
0.00%
A &
A€ 3 0\5@ 6‘&‘0
"G (&
\‘;\\é} Q’bo Q‘Q’

Source: Canadian Urban Libraries Council Key Performance Indicators (2019), Ontario Public Library
Statistics (2020, 2021)

In addition to regular library cards, Mississauga Library offers virtual cards which provide
access to digital items (and can be converted to a regular card in-person). As of September
2022, 4 per cent of total active cardholders held virtual cards, as shown in the figure below.
Note that active cardholders are defined as having used their accounts within the previous two
years; non-active accounts are those kept on record for up to six years (following retention
regulations) but that have not been used in more than two years.
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Figure 33: Mississauga Library Account Types (September 2022)
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Visits

As expected, in 2019 library visits per capita were higher than in the following years (2020 and
2021). While 2020 saw a decrease due to closures caused by the COVID-19 pandemic, there is
a subsequent increase in some peer systems including Mississauga for 2021 as shown in the
figure below. Mississauga’s in-person visits per capita more than doubled from 0.76 in 2020 to
1.62 in 2021, although the increase was still below 2019 levels (as well as 6 per cent below the
peer average in 2021). As noted above, 2021 saw the closures of HMCL for renovations and Port
Credit Library for structural rehabilitation, which greatly impacted in-person visits - particularly
the HMCL closure as it is the system’s largest location. In addition, several public health
restrictions were still in place in 2021 - and notably varied in different jurisdictions - which
explains why visitation levels had not yet returned to pre-pandemic levels across comparable
libraries. With restrictions being removed and residents returning to more active community
and public life, plus the reopening of Mississauga’s HMCL in late 2023, Mississauga Library can
expect the 2022 and 2023 data to show a return to pre-pandemic visit levels.
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Figure 34: In-person Visits Per Capita
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Source: Canadian Urban Libraries Council Key Performance Indicators (2019), Ontario Public Library
Statistics (2020, 2021)

The following figure shows that average e-visits to library website per capita decreased from 8
in 2020 to 7 in 2021. Mississauga reported the lowest rate of e-visits per capita at 2.33 in 2020
and 1.88 in 2021, 71% and 73% below the average, respectively. However, investigation by
Mississauga Library staff revealed that these figures did not capture all e-visits to the Library’s
website - specifically, visits for electronic resources had not been reported. Based on the
internal figure of 3,351,124 e-visits in 2021, Mississauga Library’s adjusted number of e-visits is
4.3 e-visits per capita. As shown below, based on the adjusted data for 2021, Mississauga lags
behind all but one of the comparator libraries in Ontario.
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Figure 35: E-visits Per Capita
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not included in the average calculation for 2021.
Source: Ontario Public Library Statistics

Collections

ARUPLO industry guidelines recognize that library collections include a variety of materials
and resources and should be responsive to community needs. In general, collections should
include physical, print and digital formats as well as other electronic resources and it is
recognized that collections are shared among branches. For a system of Mississauga Library’s
size (serving 35,000+ population), guidelines indicate there should be at least 50,000 items in
the physical collection. While the guidelines do not provide a per capita measure, this
recommendation translates to approximately 1.43 items per capita (based on 50,000+ items
for branches serving 35,000+ population).

As shown in the following figure, Mississauga’s holdings per capita increased from 0.39 in 2020
to 0.86 in 2021. Nonetheless, Mississauga’s holdings per capita was 50 per cent and 19 per cent
below the averages for 2020 (0.78 holdings per capita) and 2021 (1.06 holdings per capita)
respectively. If Toronto Public Library, which appears to be an outlier in 2021, is excluded from
the average for that year, Mississauga’s holdings per capita were 12 per cent above the adjusted
average in 2021 (0.77 holdings per capita).

Appendix | 2024 Library Plan 124



10.5

Figure 36: Holdings Per Capita
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Source: Ontario Public Library Statistics

Moreover, almost all comparable libraries increased their circulation per capita between 2020
and 2021 as shown in the figure below. Across comparable libraries, the average circulation per
capita increased from 3.82 in 2020 to 4.74 in 2021. However, Mississauga’s circulation per capita
remained 33 per cent below the average in both 2020 and 2021. As noted above, the temporary
closures of HMCL and Port Credit Library greatly impacted library use and participation levels.
With HMCL’s reopening, Mississauga Library can expect to see circulations increase.

Figure 37: Circulations Per Capita
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Programs

Except for London Public Library, all other comparable libraries have experienced a reduction
in programs per capita between 2020 and 2021. The following figure reveals that Mississauga
had the lowest programs per capita in 2020 and 2021 at 43 per cent and 47 per cent below the
averages of those years respectively. The data shows library systems were offering more
programs during the first year of the pandemic (2020); this increase could be a result of the
move to online programming in an effort to keep library staff and customers engaged during
the pandemic. For Mississauga Library, the number of programs delivered was also impacted
significantly by the HMCL renovation.

Figure 38: Programs Per Capita
0.007
0.006
0.005

0.004 o
SesssssRsERRREEN ssssssssene (R RN _2020

0.003 I 2021

0.002 mes sssses 7020 Average

eesess 7021 Average
0.001

0.000

Source: Ontario Public Library Statistics

Program attendance per capita was higher in 2019 compared to the following years.
Mississauga is one of the two peer library systems whose program attendance per capita has
increased between 2020 and 2021, as shown in the following figure. While Mississauga was 71
per cent below the average program attendance per capita in 2020, the library saw an increase
in attendance in 2021, resulting in attendance levels of 46 per cent above the average in 2021
(compared to peer systems). Furthermore, it appears Mississauga rebounded to pre-pandemic
levels in 2021, a finding not observed in any of the other comparable systems. In addition,
although Mississauga offered the fewest programs per capita compared to peer systems as
mentioned above, program attendance per capita is higher than some peer systems,
suggesting that programming is meeting the needs of existing customers and successfully
engaging community members.
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Figure 39: Program Attendance Per Capita

0.60

0.50

0.40

0.30

0.20

0.10

0.00

2019
I 020
— 021
essess 7019 Average
essees 7020 Average
essses 7021 Average

Source: Canadian Urban Libraries Council Key Performance Indicators (2019), Ontario Public Library

Statistics (2020, 2021

Appendix | 2024 Library Plan

127

10.5



Feedback Report

Introduction

From November 2023 to January 2024, the draft 2024 Future Directions Library Plan
underwent a comprehensive Feedback Phase to ensure the proposed plan was thoroughly
tested and refined before finalization. A variety of engagement strategies were conducted to
gather feedback, including:

e an online survey
e virtual meetings
e pop-up engagements throughout the city

feedback via email

The results of these initiatives are summarized in this report.

Online Survey

The 2024 Future Directions online survey played a key role as the primary means of collecting
feedback, chosen for its accessibility and capacity to engage a broad audience. The survey
launched on November 6, and closed on December 15, 2023. It was promoted through a
number of marketing channels to ensure a high response rate:

e Future Directions webpage and project page

¢ Informational alerts on Recreation & Culture and Library websites

e Posters and digital screens in community centres and libraries

e Social media posts on City channels

e Social media ads on various platforms

o eNewsletter

e Email to online communication subscribers

e Readerboards

e News release

e Councillor newsletters

e 311 call centre message

e City of Mississauga staff webpage and emails

The survey contained questions on select strategic priorities and key recommendations from
all 2024 Future Directions Plans. Respondents were asked if they agreed, disagreed or were

neutral on these select strategic priorities and recommendations and could include additional
feedback in a comment box if desired.
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The survey garnered a total of 10,920 responses. Although the survey contained questions on
all Future Directions Plans, the following summarizes the results of the survey questions related
to Library. Percentages may not add to 100% due to rounding.

Strategic Priorities

1. Expand and extend library spaces to address population growth, and changing customer
needs.

76%

m Agree mDisagree mNeutral

Three-quarters (76%) of survey respondents agree with the strategic priority to increase
the physical area of library locations and extend the library’s presence into other spaces to
address population growth, densification, and changing customer needs. Among the
additional feedback provided in the comments, the following themes and considerations
related to this priority emerged.

¢ Some respondents noted opportunities to revitalize, repurpose, or renovate
underutilized and older library spaces.

e There is a desire for more spaces for independent and group study, co-working, and
meetings within libraries. Some respondents noted that study rooms can serve as both
private study rooms and, at other times, social/group spaces that limit disruption to
other customers. Others suggested adding more armchairs and slightly dimmed
lighting to create cozy reading spaces. Respondents also noted a desire for more
dedicated children’s spaces, including areas for homework, tutoring, and group studly.
One comment notes that libraries located near parks may encourage student and
youth participation.

¢ Among freelancers and work-from-home residents, there is a desire for greater access
to smaller meeting rooms or workstations equipped to support videoconferencing
and video creation (e.g., with green screens). Some respondents suggested rental
fees may be suitable for these types of spaces, which could be offered through
libraries or community centres.

¢ Many respondents expressed appreciation of existing library facilities.

¢ Among comments that expressed neutrality or disagreement with this priority, many
respondents see investment in digital resources and infrastructure as a higher
priority than expanding physical library spaces. (Note: Digital development is a priority
for Mississauga Library and reflected in the recommendations throughout the Facility
and Service Strategies.)
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2. Invest in processes, technology, and equipment that cater to future community needs.

85% 3% 12%

m Agree mDisagree mNeutral

Most (85%) survey respondents agree that the library should prioritize developing the
processes, technology, and infrastructure needed to cater to future community needs.
Among the additional feedback provided in the comments, the following themes and
considerations related to this priority emerged.

¢ Respondent comments suggest a consensus that the future of accessing information
is online, which changes the traditional need for physical libraries. Respondents
recognize that libraries must adapt by selecting strategic physical locations and
developing into multifunctional spaces. Beyond being information repositories,
libraries can serve as learning hubs that host various public activities that benefit their
communities.

3. Use data and public feedback to inform programs and services.

85% 3% 12%

m Agree mDisagree mNeutral

Most (85%) survey respondents agree that using data and public feedback to inform
programs and services should be a priority for the library. Among the additional feedback
provided in the comments, the following themes and considerations related to this priority
emerged.

¢ While many respondents expressed appreciation for library staff and suggested only
that they “keep up the good work,” others expressed concern related to gaps in
customer service. Some residents pointed to regular training, including on serving
users with disabilities, as something that can improve overall customer service and
user experience.

¢ Some respondents find the current program offerings challenging to navigate.
Suggestions include improving search and filter functions as well as adjusting the time
that registration opens.

¢ Additional suggestions related to improving user experience include less frequent
renewals for library cards, a digital library card app, and the option to login using
username and password rather than the 14-digit library card number.

¢ A number of respondent comments pointed to opportunities to improve customer
experience identified elsewhere in the 2024 Future Directions Library Plan, such as
regularly collecting customer feedback and promoting customer acquisition requests.
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4. Build on the library’s role as an accessible social place to encourage community
connections.

79% 5% 16%

B Agree mDisagree mNeutral

Most (79%) respondents agree with the library’s priority to build on its role as an
accessible social place to encourage community connections. Among the additional
feedback provided in the comments, the following themes and considerations related to
this priority emerged.

¢ Respondents noted that the library provides an accessible space for community
members.

e There is a desire for increased community events, particularly those offered on
evenings and weekends. Respondents specifically identified the role of library in
providing programs for newcomers and noted opportunities for programs related to
climate change awareness.

¢ A number of respondent comments suggest opportunities to expand and deepen the
library’s community engagement identified elsewhere in the 2024 Future Directions
Library Plan, such as partnering with other organizations and individuals to reach
diverse customers and exploring a library vehicle that can take services to homebound
residents and other vulnerable residents and communities.

5. Promote greater understanding of how public libraries serve and strengthen their
communities.

m Agree mDisagree mNeutral

Three-quarters (76%) agree that championing the value of library services should be a
priority for Mississauga Library. Among the additional feedback provided in the comments,
the following themes and considerations related to this priority emerged.

¢ Respondents recognize the important role libraries play as community hubs and
note how libraries serve residents of all ages. Comments point to a general
understanding of the need to modernize library services and service delivery methods,
including through digital tools.

¢ At the same time, respondents see value in increased promotion of existing library
services and resources, as many community members are unaware of the breadth of
offerings available with a library card. Some comments point specifically to a need for
greater promotion of programs through diverse channels to reach more community
members.
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¢ A number of comments highlight the library’s impact, and there is a suggestion that
the library explore creating short, engaging videos to illustrate and showcase its
impact on community members.

Key Recommendations

1. Invest in enhanced technology to support creativity and innovation.

82% 15%

m Agree mDisagree mNeutral

Most (82%) respondents agree with the recommendation for Mississauga Library to invest
in enhanced technology to support creativity and innovation. Among the additional
feedback provided in the comments, the following themes and considerations related to
this recommendation emerged.

* There is a desire for more maker spaces and services, including a tool library and
related training sessions. A desire for more printers also noted, including 3D printers
and printers that can handle a range of paper sizes.

¢ Respondents emphasized the importance of ensuring students have access to
emerging technologies in libraries. In addition, the importance of technology loans
(such as laptops) and access to chargers at all workstations was also noted.

2. Explore offering increased hours of operation, for example through a self-serve hours
model.

67% 8% 24%

B Agree mDisagree mNeutral

Two-thirds (67%) of respondents agree with the recommendation for the library to explore
offering increased hours of operation. One-quarter (25%) of respondents selected neutral,
while the remaining 8% disagreed. Among the additional feedback provided in the comments,
the following themes and considerations related to this recommendation emerged.

* While comments generally expressed support for increased hours of operation -
particularly on weekends - there are some concerns about increasing self-service and
decreasing personal touchpoints with staff. Respondents note that interactions with
library staff help create a sense of community at the library, particularly for older adults.

¢ Some respondents would prefer to see the expansion of specific services and
programs rather than an overall increase in library hours.

¢ Respondents also noted other considerations related to self-serve models such as the
potential for trials or pilot programs and planning for customer safety and security.
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3. Develop collections to be inclusive and to reflect community demographics and
interests.

68% 8% 24%

m Agree mDisagree mNeutral

Two-thirds (68%) of respondents agree with the recommendation for the library to
develop collections to be inclusive and to reflect community demographics and interests.
One-quarter (24%) of respondents selected neutral, while the remaining 8% disagreed.
Among the additional feedback provided in the comments, the following themes and
considerations related to this recommendation emerged.

¢ Respondent comments confirm a desire for improved access to new releases, best-
sellers and other in-demand titles. Comments also confirm a need for a greater
selection of culturally diverse materials and books in languages other than English. In
addition, respondents point to expanded digital collections as a way the library can
serve more residents and improve overall accessibility of resources.

¢ Among the comments that expressed neutrality or disagreement with this
recommendation, residents were unsure of the relevance of this recommendation
given that the library already maintains a diverse collection.

4. Explore adding outdoor reading gardens at library locations.

m Agree mDisagree mNeutral

More than two-thirds (69%) of respondents agree with the recommendation to explore
adding outdoor reading gardens at library locations. Nearly a quarter (22%) of
respondents selected neutral, and one in ten (10%) disagreed. Among the additional
feedback provided in the comments, the following themes and considerations related to
this recommendation emerged.

¢ While many respondents expressed enthusiasm for reading gardens, specifically
praising the Meadowvale Library reading terrace, concerns were raised about the
practicality and versatility of outdoor reading gardens in Canada’s colder months.
Respondents suggest multipurpose spaces that can be used year-round would be a
more welcome addition to libraries’ outdoor areas.

Additional Comments
In addition to comments related directly to the strategy priorities and recommendations above,

residents shared additional feedback relevant to Mississauga Library’s programs, services, and
operations.
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Many comments relate to programming suggestions, including the desire for more
community programs (e.g., parent and baby class, online options, training programs);
programs for seniors (e.g., technology training, social gatherings); and programs for
children and youth (e.g., after-school programs, coding, robotics, school visits).

There is a desire for the library to increase its youth engagement and outreach efforts.
Some residents suggest there is an opportunity to better use underutilized youth drop-in
spaces at some locations.

Some respondents suggest greater rotation of books between smaller library branches
for displays to support customers discovering new material.

Some respondents inquired about the possibility of increasing access to a bigger
collection by partnering with Toronto Public Library to share access.

There is some interest in greater volunteering opportunities at the library.

Demographic Analysis

The following is a high-level summary of the demographic profile of responding households
from the 2024 Future Directions Feedback Survey.

There were a total of 28,573 people living in responding households representing
approximately 4% of Mississauga’s 2021 Census population.

93% of respondents describe themselves as residents of Mississauga. This is followed by
25% of respondents indicating that they work in Mississauga, and another 5% indicating
that they study in Mississauga.

Among the respondents who indicated that they are currently studying in Mississauga, 60%
are studying at the post-secondary level, 33% at the high school level, and 7% at the
elementary/middle school level.

Less than 3% of respondents indicated that they are part of an organization. Among this
group, 44% are part of a community organization, 24% are with a sports group, 23% are
with a cultural organization, and 9% are with a recreation group.

Compared to the 2021 Census, responding households were slightly over-represented in
infants and toddlers (under 4 years), children (4 to 9 years), and youth and teenagers (10 to
19 years). Conversely, responding households were slightly under-represented in young
adults (20 to 34 years), older adults (55 to 69 years), and seniors (70+ years). Adults 35 to
54 years were represented similarly compared to the 2021 Census. This is common as family
households are generally more likely to complete a survey of this type.
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Table 9: Age Group Distribution of Responding Households

Age Group Number of Persons % 2021 Census Difference (+/-)
Under 4 Years 1,496 5% 4% 1%

4 to 9 Years 2,142 7% 5% 2%

10 to 19 Years 3,556 12% 12% 1%

20 to 34 Years 5,610 20% 21% -1%

35 to 54 Years 7,674 27% 26% 0%

55 to 69 Years 5,073 18% 20% -2%

70+ Years 3,022 1% 1% -1%

Total 28,573 100% 100%

Nearly half (44%) of survey respondents are between the ages of 30 and 39.

English is the most common language spoken at home, which was identified by nine-in-ten
(94%) survey respondents. Other common languages include Hindi (9%), Urdu (7%), French
(5%), Arabic (4%), Punjabi (4%), Spanish (4%), Mandarin (3%), Tagalog (3%), and Cantonese
(3%). This is generally consistent with the 2021 Census as the most common languages
spoken at home are English, Chinese (e.g., Cantonese, Mandarin, etc.), Urdu, Arabic, Punjabi,
Polish, and Tagalog (Filipino).

Responding households in the L5N and L5M postal code areas were over-represented
compared to Canada Post household data by Forward Sortation Area (FSA). The L5N area
is bound by Highway 401 to the north, Highway 407 to the west, Britannia Road West to the
south, and Levi Creek to the east. The L5M area is bound by Britannia Road West to the
north, Highway 407 to the west, Highway 403 to the south, and Creditview Road to the
east. Contrastingly, responding households in the L5A and L5B postal code were under-
represented compared to Canada Post household data by FSA. The L5B area is bound by
Highway 403 to the north, Mavis Road to the west, Queen Elizabeth Way to the south, and
Hurontario Street to the east. The L5A area is bound by Burnhamthorpe Road East to the
north, Hurontario Street to the west, Queen Elizabeth Way to the south, and Cawthra Road
to the east. Generally speaking, responding households are representative of the
distribution of households across Mississauga. Two percent of survey respondents were
non-residents and another two percent did not respond to this question.
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Table 10: Distribution of Responding Households by Postal Code

Canada Post

Postal Code # % Postal Code FSA Difference (+/-)
L5M 1182 15% 13% 2%
L5N 1,069 14% 1% 3%
L5B 693 9% 12% -3%
L5L 576 7% 6% 1%
L5A 430 5% 8% -3%
L5J 408 5% 4% 1%
L5V 386 5% 6% -1%
L4z 351 4% 6% -2%
L5C 306 4% 4% 0%
L5R 305 4% 5% -1%
L5G 289 4% 4% 0%
L4W 233 3% 3% 0%
L4y 224 3% 4% -1%
L5H 224 3% 2% 1%
LAT 214 3% 4% -1%
L5W 212 3% 2% 1%
L5E 167 2% 2% 0%
L4X 147 2% 3% -1%
L5K 129 2% 2% 0%
L4V 7 0% 0% 0%
L5T 7 0% 0% 0%
L5S 6 0% 0% 0%
L5P 0 0% 0% 0%
Don’t know/Prefer not to answer 126 2%

Other 147 2%

Total 7,841 100%

Table 11: Geographic Distribution of Responding Households by Postal Code

Appendix | 2024 Library Plan 136



10.5

L5S
0%
L5W
LS(I)! 20
14% L5T L4T L4V
0% 3% ' 0%
L5M L5V / L5R
0, 0, 0,
15% 5% | 4% [ Laz Lav
l 4% 3%
L5L
7% L5C | L5B
99 | LSA | LAY [L4X
5% | 3% | 2%

LSG
A%

LSE
2%

[] Postal code Fsa

Business and Employment Lands

Slightly more than one-quarter (26%) of respondents have lived in Mississauga for more
than 30 years. Approximately one-in-five (19%) survey respondents have lived in the City
for 21 to 30 years. Another approximately one-in-five (19%) respondents were generally
considered to be new residents, who have lived in Mississauga for less than five years.

Over half (59%) of survey respondents identified as a woman and 36% identified as a man.
Less than one percent identified as gender non-conforming/non-binary, genderqueer, or
other, and 4% said they prefer not to respond. Nearly one-third (30%) of survey
respondents reported a household income of $110,000 or more. By comparison, the median
household income in 2020 was $102,000 or $89,000 after tax.

Four-in-five (80%) survey respondents identified that they rely on personal vehicles as their
primary mode of transportation. Other common modes of transportation include MiWay
Public Transit (12%) and Walking (3%).

40% of respondents identified as a racialized person, which included people who are non-
Caucasian in race or non-white in colour and do not include Indigenous Peoples of Turtle
Island/North America. Less than 1% of respondents identified as an Indigenous Person of
Turtle Island/North America. Among this group, half (52%) identified as a First Nation
Indigenous Person and one-quarter identified as Metis (24%).
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e 10% of respondents identified as a person with a disability. Among this group, 40% had
mobility/dexterity limitations such as a physical disability, 37% had a mental/emotional
health disability and 35% had a chronic health condition. Other disabilities that were
identified included, but were not limited to, hearing, learning or behavioural, vision,
neurological, developmental, and speech/language.

Virtual Public Feedback Meeting

The Future Directions Virtual Public Feedback Meeting provided an opportunity for members
of the public to express feedback though verbal discussion with plan consultants and City of
Mississauga staff. The meeting was held on November 22, 2023 at 6-7:30pm. The same
marketing tactics as the online survey above were employed.

The meeting had a total of 156 registrations, with actual attendance recorded at 28. The
agenda included a brief overview of each plan, followed by poll questions on the plan’s key
recommendations, and a question and answer period. The following summarizes the results of
the poll questions related to the Future Directions Library and associated discussion. Note that
not all individuals in attendance participated in the poll questions.

Poll Questions

1. Invest in enhanced technology to support creativity and innovation, specifically through
Maker Mississauga services and programs.

79% 7% 14%
m Agree mDisagree mNeutral
Number of responses: 14

Among those who responded to this poll question, most agree with the recommendation
to invest in enhanced technology, specifically through Maker Mississauga. Support for this
recommendation was also expressed through the chat discussion, with two attendees
noting an interest in maker services and programs including 3D printing, woodworking,
and support for DIY repairs.

2. Explore offering increased hours of operation through an extended access or self-serve
hours model.

92% 8%

m Agree u Neutral

Number of responses: 14
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Nearly all those who responded to this poll question agree with the recommendation to
explore offering increased hours of operation, and none disagreed with it. One attendee
noted they were more interested in extended access rather than self-serve models.

3. Develop collections to be inclusive and to reflect community demographics and
interests.

83% 17%

m Agree m Neutral

Number of responses: 12

Most respondents who answered this poll question agree with the recommendation to
develop collections to be inclusive and to reflect community demographics and interests,
and none disagreed.

4. Explore adding outdoor reading gardens at library locations.

m Agree m Neutral

Number of responses: 14

Most respondents who answered this poll question agree with the recommendation to
explore adding outdoor reading gardens at more library locations, and none disagreed.
One attendee noted their satisfaction with the outdoor reading terrace at the Meadowvale
Library.

Pop-Up Engagements

Pop-up engagements were organized at City Centre Transit Terminal and at Light Up the
Square Event at Celebration Square, serving as a supplementary approach to gathering
valuable feedback. The locations were selected with consideration for foot traffic, targeting
diverse demographics such as youth, older adults, users of City services, and those who may
not have previously participated in City programs. The online survey was promoted at each of
these events, and the opportunity for verbal feedback was provided. The following summarizes
the feedback received.

City Centre Transit Terminal

Location Date Time Number of People Engaged

City Centre Transit Terminal November 15, 2023 4:00 p.m. - 6:00 p.m. 83

While there was limited feedback for Mississauga Library at this engagement, two residents
expressed an interest in greater access to library services.
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Light Up The Square Event at Mississauga Celebration Square

Location Date Time Number of People Engaged

Celebration Square November 25, 2023 5-9pm 100

At this engagement, residents were invited to select agree, disagree or neutral for the same
key recommendations as those listed above for the Virtual Public Feedback Meeting. Overall,
there was strong agreement with the recommendations.

For Invest in enhanced technology to support creativity and innovation, almost all (98%)
respondents agreed with one person (2%) selecting neutral.

For Explore offering increased hours of operation, for example through a self-serve hours
model, 84% of respondents agreed and 16% selected neutral.

For Develop collections to be inclusive and to reflect community demographics and interests,
83% agreed, 15% selected neutral and 2% disagreed.

For Explore adding outdoor reading gardens at library locations, almost all (96%) respondents
agreed with 4% selecting neutral.

Other comments from residents expressed enthusiasm for the plan as well as a few
programming and service suggestions.

External Groups

The Library Board was invited to participate in a feedback session aimed to gather their
perspective on the plan recommendations. In addition, Directors of Education for four school
boards in Mississauga were asked to share their feedback via email on recommendations that
involved them. The following summarizes the feedback received from each of the groups.

Library Board

Date: November 15, 2023
Time: 5:30 - 7:30 pm

Attendees: Library Board, Library Leadership Team, Nordicity consultantsThe Mississauga
Library board provided positive feedback on the draft plan, underscoring especially the
importance of the strategic priority Promote greater understanding of how public libraries
serve and strengthen their communities. Additional comments included confirming
neurodiverse customers are included in the library’s consideration of diverse residents’ needs,
and a suggestion that the library consider commuting distance to library locations in future
space provision guidelines.
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Feedback from Indigenous Groups

Six Nations of the Grand River provided positive feedback on the draft plan with a few minor
changes. No comment was received from Mississaugas of the Credit First Nations regarding
this plan. City of Mississauga Indigenous Relations commits to continually follow up and
address any concerns raised by the Nation throughout the life of this plan.

Feedback from Directors of Education

An email was sent to four Directors of Education that included a link to the draft plans and key
recommendations that involve school boards in Mississauga. No feedback was received.

Conclusion

By seeking input from the public, community groups and other groups with interest during the
Feedback Phase, the City was able to determine whether the Future Directions Plan
recommendations met the diverse needs and expectations of its residents. This iterative
process enhanced the overall quality and effectiveness of the plans, and fostered a sense of
community involvement and ownership.

Overall, community input indicates strong agreement with Mississauga Library’s strategic
priorities and the key recommendations presented for feedback. Much of the feedback
received highlights both the essential role the library plays in the community, and the challenge
it faces in ensuring its valuable programs and services reach all of Mississauga’s residents.
Comments and questions received through this process will guide revisions to key
recommendations and their rationale. This robust Feedback Phase helps to ensure the 2024
Future Directions Library Plan is inclusive and responsive to the community the library serves.
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