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Topeka & Shawnee County Public Library

+
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www.tscpl.org | twitter: @Topekal.ibrary | Facebook: www.facebook.com/T npel:-;aLihra;'},r | YouTube: www.youtube.com/Topekalibrary
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225 employees

1 building
4 bookmobiles E

1 unified brand
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Process Improvement: Using data, tools and a
process to analyze and evaluate something you are
doing to ensure you are getting the best results
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staff turnover
LIBRARY @ leadership change
- barriers
budget culs

gualily concerns

services
project
problem

orijaniration staffing

big hairy audacious goal (BHAG)

environmental scan

Process
Improvement

puople
Tacilities
funding

cijuipmant




® [urnover
% &l ®Lcadership Change

; oBudget Crisis
e ®Quality Concern
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H Triggers con't

. . Library PI
eFighting
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} What's the objective?
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Facilitation is the art and craft of
I I helping people work together to
achieve great things
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The Team

Who are they and what do they need to know?
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TRIVIA TEST 2012

eam Training
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Dealing with things and
ideas one after another
or in order

LOGICAL

Able to reason
deductively from what
has gone before

EMPATHIC

Able to understand how
another person feels and
able to Communicate
that feeling
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H Scan your environment
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HAssessment

Al A

(1] "Inwl_g I"‘-rwmr) oA ._:_leﬂ& |:]'.,E.j\ﬂ ]__‘1!1,;.;{ I:au'ﬂll
% S low, Slowet Hoar G\bna\w_
oy \sole rtmu’c:\\lf \nidden on Duc wWelosite
Coar » lorosd Eﬁ}:_d[-rmn- Nomes of DB ore unclans
o~
o Pﬂfhfﬂ'\f" ._,._}Il’ Shale II_]I:'_‘I W a'ﬂ ::Tw{"*-m
f 3 e & R J"h'l.“-'mrh_i: +l"'-t|"ﬁ
.a.'u!:,r 'E'”“Jr -]na LS R E.t":' ud!:-fh a :Fl'f"‘j‘-l'rh_
‘i‘_{lﬂ Euﬁbrlfcaﬂn?g Soma. are {J(Fﬂ_qgkqeu
Lrea 4o s domars, c:;: "r::rxx I-H« fi
oDl g |"l’lq_ m_ .fr 1.-'-.':_:._
ﬂﬂf:}h‘hhﬁq o 5\1’:.'{{.' | Mo way ]., tﬂmﬂ Ff'uimﬁ
e i"é'"‘"-xw.n -:r,.‘,:
}BﬁI’" ocamselg | .

mﬂr? e < \lqa_\‘ 1"‘“:’““.

D {'{'ﬂu

2% Dfﬁck@

e

Library PI
Feb. 22, 2012
Infopeople Webinar




LIBRARY @

H Gold Standard

Feb. 22, 2012
Infopeople Webinar




LIBRARY @

Outcomes

What will it look like when we're done?
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Work

What's the to-do list? TO-250

Tricrease cardhslAers

Tncrease civenlation

A Adress vvait times
Jmplemert ﬁﬁf—cﬂfwﬁk.s
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H Work Plan

Goal Project Action Timeframe |Whois Status Update
Responsible

13.1 Create service equity with regards to |Create library services that Create Library & Work pilot 10/31/11|Thad, Marie, or
access to library materials regardless |deliver materials directly to project with Stormont-Vail Paul, John
of the distance someone lives from |our customers,
the library.

15.1 Create service equity with regards to |Increase usage of digital Implement new eBook and 12/31/11|5carlett, JeH T ar
access to library materials regardless |downloads on the digital eAudio platforms in conjunction
of the distance someone lives from | branch. with State Library
the library.

214 |Organize staff, schedules, and Find ways to better utilize Evaluate hours Bookmaobiles are 12/31/11|Thad te - D
workflow based on changes to stalf ime and assign staff to |out. Would a reduction in hours educe
outreach services. tazks appropnate to their be beneficial enough in terms of rs

classification level frecing up staff that it would
warrant what we would lose in
sorvice levels?

4.1.1 Make decisions about specific Utilize CommunityConnect, Divide up the county into 12/31/11|Thad, Paul
services based on data. Polarns, and other relevant sections so that we can deploy

data in the best way possible, |services to each section in the
best way possible.

41.3 Make decisions about specific Utilize CommunityConnect, Develop ways to measure and 12/31/11|Thad, Paul, i
services based on data Palans, and other relevant track use of Library @ Work Shannon

data in the best way possible, |service,

4.1.4 Make decisions about specific Utilize CommunityConnect, Develop ways to measure and 2/29/12 |Thad, Scarlett, |In process - Will
services based on data. Polans, and other relevant track use of digital downloads Paul be difficult (may

data in the best way possible not be possible)
to get the
infermation we
need from
Overdrive
1.1.1 Create service equity with regards to |Create library services Develop plan that anticaptes 3/31/12 |Yes Group In process -

access to library materials regardless
of the distance someone lives from

the library,

deployment similar to
¥
customer experience at the

main library

the replacement of
Bookmobiles with similar

vehicle-based services

Yes/No groups
meeting

tcgether to
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H Apply the nght Resources
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H Process Improvement

It works!




Tools: Your Stuff
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HTOO]S' Data

Paotential by Segment

Potential Rank. Segment Name
1. Rusthel Tradifions
1. Green Acles

2. Exurbanies

JEFFERSon T 3, Midlife Junclion
4, Home Town
| 4, Cozy and Comfortable
&, Retiremant Commundigs
a8, In Style
&, Up and Coming Famaiies
6, Old and Mewcomers

Great Expactations

8, Axpinng Young Families

B, City Dimengions

&, Crossroads

10, Rusibeh Retirees

10, Metropolitans

11, Milk and Cookies

12, Prosp E-upl;r (AL

13, Heartland Commamitias
| 14, Inner Caly Tenans

USHY 24

| 14, Sophisticated Squires
15, Simpde Liv ng
B, Mudland Crowved
7. foung and Restless
I, College Towns
& Praire Living
&, Matro City Edge
Foulhvwres]. Families
ocial Security Set
0. Modest Inc. Homes

Avg. Circulation

1986 - 1992 Pre-automation 1,208,062
93 - 1997 Automation 1,564,288
98 - 2001 Construction 1,582,589

2-2005 New Building 2,061,310

2006 - 2009 Millsap Era 2,449 669
2010 - 2011 Overdue Fines 2,368,301

#rimresy Cromaliom
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PG BT I T AR [ B, M ST
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B CHE WL W R

P e® s Dt e men e e S

o e mem P

St fer h B Yo 00t 1 0 danod et O mger B Mo B
S e men gy
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HThe Right Tools for the Job

*Root cause analysis

+Simons’ seven strategy questions
+Action priority matrix
*Plus/delta
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HDecision—Making Tools

Figure 1: Action Priority Matrix
A

“Quick Wins" “Major Projects”

Force Field Analysis

“Fill Ins™ “Thankless Tasks"

Driving Forces

28uey) pasodoud

!
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H Homemade Tools

Date

Froject Title |
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H Friends of the Library Case Study

F:"lﬂﬂd-?a (& h‘i L{gr‘_
_—; AN qé({_ "‘C)ftzr\d-\(_; |
S L\r}mme;\ ale
# Booknane
Friends Contributions X L ine Dales

2010 - $57,500 A o visen !

2011 - $82,500 Nl
2012 - $100,000
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Friends of the Libra

Here be dragons

Feoenang - Faahtes
Dlexchi Siend

Dincard - o eorelilion, claciele
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Discard T - poor condition, pbecisis
‘iahanieer ot
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Process as DWW yes
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Friends of the Library Fina

Here lies treasure

Recapving - Facilities o

sl Comaitsan o Dock

[Hscard - poor condilicn, obaakete

Flace in big Tubs & move 1o Room A

DIAGRAM C

Friends Donations

Recening - Friends StaflVolunteers or Library st eoluntesrs

hicte — Mocate wpace bor
s, reroe o shivig.
inulal biting computens, net
p phots waton

- . - e -
In Room A check all non-Bolion, Biclion with sulograghs, parts of

o sevies, and aullsors recently in the news oo died. and media ilesns for

£ Wil Usa Barcodes il poasible, computer, oF Personal lonowhedge.

i Sort bo online shebwes in Room A il = 315 and rank = million o = 550
and rank » imillion

Pl usliihid salanshi on 251 o ihall
Enter el sy irsdew

Shors bated matensn in
drvgrainl ava

Sor 1o Bookigue car if genty wied, ood qualkty, rewer, collechible,
favorite author, senies, quantities, or specific subjects. Move to Room
B in he cleaned, somed, and priced
CRuch with Libeary Departments ko reeed on g quiniies of B tarme S
Cnrmisn prasesn b Rank ey pre st
S0 iems suitabla for book sala o book sals car, move i Room B
for penne Soling and pRsing
Corleus process for OOk ki Drepanatos

Pl rerraring marlerais on by sabe s or i rash
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Som o Gookigua can i gendy used. 9ood quakty, newer, oollactids
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H In Progress or Completed

®Reserves
eFoundation

eFriends

eGallery

e Community Services
eSpecial Collections
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H Facilitation

8 Good leaders come up with answers,
1.2 but great leaders ask the right questions.
GRE AT ~ Jim Collins
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H How you do it |

Getting Questioning, Focusing Energizing  Agenda
Started Setting
Managing

Preparing Recording
Dystunction

Closing Building Library PI
Consensus Feb. 22. 2012

Infopeople Webinar
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H Evaluation

Library Pl
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H Success or Failure?
MANAGEMENT SUPPORT

PROCESS NOT TASKS

CUSTOMER BENEFIT




Management Support
and Leadership
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ﬁ Organizational Culture

Which attitude defines your organization?

“I refuse to let

lack of money
be an excuse!”




staff turnover
LIBRARY @ leadership change
- - barriers
budget culs

gualily concerns

services
project
problem

orijaniration staffing

- big hairy audacions goal (BHAG)

environmental scan

Process
Improvement

puople
Tacilities
funding

cijuipmant




Customer
Benefit
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H Our Greatest Asset Is US!
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H Thank you. Gina Millsap

785.580.4430 LM 7

omillsap@tscpl.org || Il[l[’
twitter: @GinaMillsap

online: ginajmillsap.com |

Candidate for President of the
American Library Association

VOTE

J. MILLSAP Libeary P

Feb. 22, 2012
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