Altadena Library District

Strategic Plan
A Point in Time: Initiative Update, Phase I|
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Altadena Library District Strategic Planning Trip #2

\{!

The Strategic Planning Consultant Team completed the
second of three strategic planning sessions with the
Altadena Library District on September 19-22, 2019. The
Consultant Team conducted a two-day workshop with
all members of the library staff, met with members of the
Town Council, members of the Friends and Foundation,
the Facilities Committee, and facilitated the Strategic
Planning Committee Workshop with Katie Clark on
Sunday, September 22nd. The purpose of this trip was
to work and meet with all of the stakeholders to identify
emerging strategic themes and opportunities for the role
of the library to create a “Stronger Altadena.”

Staff Working Group Workshop #2

When: September 19-20, 2019
Where: Altadena Library District Main Branch

In the second of three workshops as part of the strategic
planning process, MSS facilitated a two-day workshop
with all of the Staff. The purpose of the workshop was for
the group to engage in a series of activities to:

1. Synthesize their learnings from the customer
interviews and observations,

2. ldentify gaps in their synthesis to inform the next
phase of work,

3. Envision future scenarios of activities, programs
and resources that can improve the community and
their patron’s lives and

4. Align this work with emerging strategic themes.
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CUSTOMER CANVAS
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Interactive Customer Canvas and Journey Canvas Worksheets
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Staff brainstorming ideas to support positive community experiences.

During these two days, participants also:

Developed a set of Core Values.

Developed a Community Asset Map.

Identified services and programs that could

enhance the community “out of the library.”

4. Learned about and embraced “Community
Development.”

5. Embraced the 21st century learning culture as a

“curriculum” for the library.

Al e

The following further describes the series of activities.

Launching the All-Staff Workshop, Katie Clark led a Core
Values exercise. For strategic work in libraries, values

are important because they are the constant guiding
principles of how the library will “show up” for the
community, for each other, and help guide decisions and
behavior, especially in difficult situations or when there

is a risk in doing so. Staff were given 78 different value
options and were asked to narrow down the options

to the top seven most important values that were both
their personal values and values that were important for
the library to embody. The top choices were synthesized
collectively as a group to incorporate the major concepts
and themes. The values identified by the Staff were:

Community
Equity
Innovation
Empathy
Intentional
Integrity

The group reviewed the Strategic Planning Committee’s
identified values and compared them to the Staff values,
noting how similar the “themes” are. The Strategic
Planning Committee’s values are:

Community
Integrity
Diversity
Creativity
Innovation
Sustainability

The Strategic Plan will incorporate the concepts,
language and commitments of both working groups.



Friends & Foundation Focus Group

All-Staff Workshop, Part I. Day 1: The Why

In the second of three workshops as part of the Strategic
Planning process, MSS facilitated a two-day workshop
with the library Staff. The purpose of the workshop was
to identify more deeply the library’s role in being a
customer partner throughout their life journey.

As homework prior to Workshop #2, the Staff engaged
in Directed Storytelling' and engaged in AEIOU
observations with current customers. With this work
in-hand, Staff then analyzed and synthesized it to
understand how to “de-construct” a customer journey as
a way to create an improved future customer experience.
The group took a deep dive into understanding
customer experience by mapping their learnings with
the tools called the “Customer Canvas” and the
“Journey Canvas.” The canvases provided a visual too
to analyze their interviews. Staff were able to analyze
the comprehensive customer journey, and identify the
needs, motivations, and challenges that the customer
experiences, and ultimately identify opportunities for
the library to play a relevant and responsible role in their
customer’s “life journey.” The group shared out their
visual analyses and posted the canvases on the wall for
a gallery walk. Participants then took a deeper dive to
identify the current state of the library’s capacities to
meet the user’s needs by identifying where customer
needs are currently met, under-met, and unmet.

The group then categorized the met, under-met, and
unmet needs under the following “Tools & Enablers” to
consider how each experience is impacted:

Activities, Programs, and Services
Places

Resources

Policy & Procedures
Relationships & Partners

Skills & Talents

The day concluded with Staff brainstorming ideas on how
to best activate each “Tool & Enabler.”

1 This process is often used to uncover customer
journeys and experiences over time. They involve one-
on-one interviews with a range of library customers

using methods for better understanding the customers

at a deeper level. Helps the organization explore who its
customers are as people, examine how the library fits into
their lives, and identify opportunities to design services
and interactions that create better outcomes. The stories
and insights that are gathered will inspire new ideas for
improving library services and enhancing the quality of life
in the community. 4



All-Staff Workshop, Part |. Day 2: The Why

When: September 20, 2019
Where: Altadena Library District Main Branch

Participants engaged in an Asset Mapping exercise as a
strength-based approach to Community Development.
Staff identified existing resources within Altadena and
discussed how these resources can support and
empower library programs.

Staff then engaged in a “future-casting” exercise to
design experiences in the Altadena community that
would activate library services throughout the town,
independent of the physical spaces. Some of the cool
ideas generated were “Front-yard Fridays,” laundry-mat
storytime, and walking tours that highlight Altadena’s
filming locations.

Upon this completion, participants picked back up on
developing an ideal future experience for the “customer.”
They were introduced to a tool called the “Customer
Card.”

This allowed Staff to engage in a deeper exploration of
the customers considering their needs in the context

of their “world” in four “layers” of the customer’s
ecosystem: as an individual, as a family member,

as a community member and in their “world-view.”
Participants did this work in teams that synthesized

their previous day’s work along common customer
types. These were: Young Parents, Retired Community
Members, Young Professionals, Children, and Teens.
Participants filled out a tool called “Customer Cards” to
create a comprehensive understanding of the customer’s
needs, motivations, aspirations and envisioned outcomes
for their experiences.

MSS then facilitated a final workshop activity to introduce
participants to creating ideal library services with “Service
Scenarios.” This tool allows an ideal future scenario to

be generated based on activating the library’s future
goals for their customer. Participants completed these
and shared out. Some great ideas included programming
around navigating digital literacy, offering a seed library to
engage all ages, and having a Repair Cafe at the library.

A working draft of the Strategic Framework was then
introduced to demonstrate how the customer experience
will activate strategic initiatives, to set up a framework for
change, and how to activate ALD's goals.

HOW DO WE CREATE CONDITIONS FOR
LEARNING & GROWTH WITH OUR CORE STRENGTHS?
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Journey through the Framework worksheets




MSS gathered the team’s Customer Cards and the
Service Scenarios to synthesize and establish next steps
in the development of the Strategic Framework.

Meeting with Facilities

When: September 21, 2019
Where: Altadena Library District Main Branch

Margaret Sullivan met with the Facilities Group to identify

how the Strategic Plan will incorporate the facilities. We
discussed how the library’s physical spaces will need to
play the role of activating the strategic work. We also
discussed how future leadership can start to think about
the “Town” as the library’s domain and the physical
presence is a touch-point in the “brand experience”

of the library. It was also discussed that the funding
strategies for facilities in the future will need to be
innovative to serve the community’s needs and equity of
presence throughout Altadena.

Strategic Planning Committee Meeting

When: September 22, 2019
Where: Altadena Library District Main Branch

On Sunday, Margaret Sullivan and Katie Clark engaged
in a robust discussion with the Strategic Planning
Committee about the future of the Altadena Library and
the role it can play to be an essential contributor. MSS
provided a presentation to tell the story of the current
work to date (found here) and provided a preliminary
“strategic worksheet” (found here) to guide the day’s
collaboration. The Strategic Planning Committee’s
discussion and workshopping was informed by this
“synthesis,” and broadened the participants view of
what the library can do to improve the quality of life for
Altadena’s residents. This visionary teamwork will be
incorporated into the final Strategic Plan.

Looking Ahead

In the next workshop, participants will refine the
Strategic Framework and work on creating services and
experiences based on the Strategic Areas of Focus.
These strategic areas will be informed by the work
completed to date.
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Journey through the Framework worksheets


https://www.dropbox.com/s/l7ef3462zfh6wyc/Altadena_SPC%20presentation.pdf?dl=0
https://www.dropbox.com/s/y4zn93f1x36vmti/ALD%20Workbook%20Final.pdf?dl=0

