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MEASURES THAT MATTER –
WEBINAR SERIES

Webinar 1

Measures that 

Matter – who, what, 

when, where, and 

why

Webinar 2

Sampling, data types, 

and data management: 

how do these concepts 

impact the public 

library data landscape? 

Webinar 3

A conversation 

about meaningful

measures – from 

perspectives within 

and outside of the 

library field



PROJECT ACTIVITIES

Webinar 1

May 23

ALA Presentation

June 24

Webinar 2

June 13

Webinar 3

July 26

September – December 

Action plan development

Data Summit

September 18-19

Action plan written

and project completed, 

but work continues!

December 31

May – July

Raise awareness and get

feedback about project, 

complete Data Landscape



Measures that Matter: 
Moving Toward More 
Meaningful Measures

Chantal Stevens

Community Indicators Consortium



Community Indicators



Community Indicators

• Community

• Indicator



Community Indicators
Community and experts help identify what matters



Community Indicators
Community and experts help identify what matters



Community Indicators

Daycare 
Options

After-
school 

activities

Community and experts help identify what matters



Community Indicators
Measures that matter



Community Indicators
Setting targets



Community Indicators
Reporting to the Community

http://bniajfi.org/



Community Indicators
Reporting to the Community

https://sustainablecalgary.org/



Community Indicators
Reporting to the Community

http://etindex.org/dashboard/region



Community Indicators
Reporting to the Community

http://victoriafoundation.bc.ca/vital-signs/



Community Indicators
Community organizes to “move the needle”

http://www.strategicspartanburg.org/



Community Indicators
Library-related Community Indicators



Community Indicators
Library-related Community Indicators



Community Indicators
Libraries & Literacy



Measures that Matter



The logic model



The logic model



The logic model

What 
resources 
do you 
offer, e.g., 
Budget $, # 
staff, # 
computers, 
# widgets

What do you 
do: Services, 
training, 
classes, hours 
of operation,  
visits

Who do you 
reach and 
what do they 
do: # of 
clients, # of 
classes, 
partnerships

Changes that 
happened as 
a result of 
activities

Big picture 
results



The logic model



Facilities Operations

We meet established 
service levels

Our buildings are 
safe, secure, healthy 
and well functioning

Our city’s infrastructure is safe

so that

so that

We provide 
custodial, 

maintenance, and 
repair services

Activity Indicators: 

Completion speed, labor time, 
and quality ratings on 
preventive and corrective 
maintenance

Output Indicators: 
% of buildings meeting 
specified Service Levels 

Outcome Indicators: Building condition 
rating

Goal: our city is safe

Impact Indicators:
Percent of users who consider themselves 
safe when using city infrastructure

so that
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We train inmates 
in work skills

# of classes taught

Inmates will have a 
marketable skill 
when they leave 

prison…

# of inmates 
certified in the skill

Inmates choose 
gainful employment 

over crime…

% of inmates 
finding a job after 

release

Communities are 
safer.

% of inmates who 
commit crimes 

after release

…so that…

Activity / Output

Immediate Outcome

Intermediate Outcome

Impact

Reducing crime and recidivism



Indicator Mapping



Leading & Lagging Indicators

Lead Measure (activity)
An indicator that predicts future events and 
tend to change ahead of that event. 
Sometimes used as a predictor

Lagging Indicators (results)
An indicator that follows an event. 

Diet & Exercise Lose weight

Food desert Obesity rates

Attendance rate 3rd grade reading

Obesity rate Diabetes rates

Unemployment rate Unemployment rate

Hand washing Infection











Indicators and Equity



The truth vs. the whole truth



What data disaggregation tells us



What data disaggregation tells us



What data disaggregation tells us



Measures that Matter





Thank you!

Chantal Stevens

Community Indicators Consortium

www.communityindicators.net

http://www.communityindicators.net/


Measures that Matter

@ Brampton Library

Rebecca Jones

Director of Branches & Neighbourhood Services



• 9th largest in Canada: 600,000

• 51% not born in North America

• Growing @ 5% each year

• Incredibly young; median 34.7 years

• 6 Library Branches



What matters?



What matters?
Cost?

Does it move our agenda 

forward?

Is it important to 

residents/voters?

Are customers happy?

Are our jobs secure? 

Am I valued?

What’s driving decisions?

Is it worth my time?

WIIFT? 

For my child? 

For our life?
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So, what matters?

usage

satis-
factionoutcome

5700 people come to 

the branches each 

week;

>85% are seeking 

information or borrowing 
products;

>85% are extremely or 

very happy with our 
information & lending 

services;

>85% of those 

participating in our 

programs feel more 

knowledgeable about, 
confident & able to 

apply what they’ve 

learned

Operational, 

Program & 

Service 

Decisions



Our 

approach

Take one 

small step 

@ a time: 

Build staff understanding

(Presented what follows to Library

Teams & the Board)

Step 1



Outcomes say how



Shift

The emphasis from 

transactional to interaction & 

engagement

The attention from physical to 

digital

The language from Library to 

Residents or Community



Transition 

language 

about 

processes

to

language 

about resident 

outcomes

From
Circulate

Reference

Gate Counts

Active Cardholders

Customers

Numbers & 

satisfaction

To
Borrow

Advise & Interact

People Welcomed

Member Engagement

Members

Outcomes
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Resource 
Perspective

What we 
put in

Operational 
Perspective

What we 
deliver

User 
Perspective

What 
comes out 

of it for 
customers

Stakeholder 
Perspective

What 
changes for 
customers

input
outcome

output

impact





Customer

who 

benefits 

from 

outcome



Stakeholders 

for whom 

outcomes 

matter, and 

who 

experience 

the impact



WIIFU?

Data-driven decisions we 

all see

Staffing roles, 

competencies, allocation



Our 

approach

Take one 

small step 

@ a time: 

Engage staff in measures

about their daily work

Step 1

Step 2





Our 

approach

Take one 

small step 

@ a time: 

Involve staff in redesigning

core programs around

outcomes

Step 1

Step 2

Step 3



Will 
recommend 
the program 
to family or 
friends

>85%

Have a better 
understanding 
of how 
reading & 
talking with 
my child will 
positively 
impact his/her 
abilities in 
school

>85%

Will spend 
more time 
interacting 
with their 
children –
reading, 
talking & 
singing

>90%

Feel more 
confident to 
help their 
children learn

>80%

As a result of participating in Family Story Time: 



As a result of participating in Maker Programs:

Will 
recommend the 
program to 
family or friends

>90%

My child 
intends to apply 
what they’ve 
just learned

>80%

My child 
learned 
something new 
that is useful

>80%

My child feels 
more 
knowledgeable 
about 
engineering & 
science

>90%



84% say their child maintained or increased their reading skills

As a result of participating in the Summer Reading 

Program:



81% say their child is a more confident reader



Our 

approach

Take one 

small step 

@ a time: 

Bring it together, simply

Step 1

Step 2

Step 3

Step 4





January –

June 2017

People Use the Library to:

Borrow              60%

Find answers    30%

Study                26%

Programs         20%

Web/Wifi          20%

Programs

8% more delivered

to  44% more 

participants

Customers

>90% rate Services 

& Staff good - great

>75% would 

recommend us

Physical Items     -16%

Digital Items        +53%
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I have been using the library for the past seven months from 

the time I came to Brampton. It has been a heaven, a home 

away from home, and also a companion! This place has 

opened my eyes to so many things, especially elearning and 

also to keep up to what’s happening around the world today. 







QUESTIONS?



LEARNER GUIDE



THANK YOU!
➢Questions? Feedback? Please contact info@cosla.org or Tim 

Cherubini, COSLA Executive Director, at tcherubini@cosla.org

➢Follow Measures that Matter on Twitter: @libmeasuresmtr

➢Sign up for the email distribution list at 

https://www.surveymonkey.com/r/MtMEmailList

mailto:info@cosla.org
mailto:tcherubini@cosla.org
https://www.surveymonkey.com/r/MtMEmailList

