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INTRODUCTION
“A library is a growing organism,” S.R. Ranganathan’s fifth law of library science is 
as true today as when the theory was first proposed in 1931. Far from being dusty, 
staid institutions, modern public libraries are constantly evolving to meet the needs 
of their communities. More than ever, the role of the public library is to provide 
leadership and opportunities to help the community navigate new ways to discover, 
consume, and create information and content. 

To better serve its customers, the L.E. Phillips Memorial Public Library began a 
strategic planning process with WiLS (formerly Wisconsin Library Services) in the 
spring of 2015. The goal was to ensure that the services and resources provided 
by the library align with the aspirations of the greater Eau Claire community. 
Committee members spent several months gathering data and feedback from 
staff, board trustees, and community stakeholders. 

The result is a straightforward planning document which captures the essence 
of what the library will try to achieve over the next few years in an accessible 
format that staff will be able to understand, interpret, and implement. It is a living 
document encouraging flexibility, experimentation, and growth, along with the tools 
and knowledge to replicate components of the process as needed.
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SERVICE GOALS  
1.  Develop all resources, services, programs and staff to provide the 

best customer experience possible through increasing satisfaction and 
convenience. 

INITIATIVES
A.  Evaluate service hours.

Result: Additional hours would require additional staff.  
No change recommended at this time.

B.  Enhance and promote device-charging options.
Result: Charging stations installed on first and second floors.

C.  Implement self-check.
Result: Three units put in service in 2018. Three more added in 2019.

D.  Provide color copier and explore color printer options.
Result: Equipment put in service in 2018.

E.  Assess organizational structure. 
Result: Classification and Compensation Plan approved effective January 2018. Organizational 
structure under ongoing review.

F.  Continue to assess and improve internal communication.
Result: Internal customer feedback communication module in use. More frequent division meetings 
and skills training ongoing.

G.  Provide regular in-service training and development (e.g., division retreats, all-day in-service, cross-
training, staff expert talks at staff meetings) in areas such as customer service and team building.
Result: Increased use of wireless communication tools. Monthly staff training, annual Management 
Team Retreat, and annual all-day, all-staff development training ongoing.

FUTURE INNOVATIVE IDEAS
•  Allow customers to have food in the library.

Result: Food policy implemented.
•  Offer notary and passport services.

Status: Research in progress.
•  Expand the circulating collection to include materials that offer a convenience to customers 

(e.g., specialty tools and bakeware). 
Result: Added such tools to the Dabble Box circulating collection. Currently pressure canners and a 
lefse kit are available to check out.
Building Expansion: More space is needed to house a larger collection of such tools.

2.  Optimize space utilization to increase the flexibility of facility use and to align spaces with 
programming and community needs to position the library as a community center and destination.

INITIATIVES
A.  Ensure library interests and needs, such as parking and driver-side book drops, are addressed 

in the Eau Claire Street project, including a potential plaza development.
Status: Awaiting information and guidance from the City of Eau Claire. 
Building Expansion: Plans may be impacted by building expansion.

B.  Create small group meeting spaces.
Progress: Converted smallest meeting room to study room. 
Building Expansion: Current building lacks space for more small group meeting and study spaces.

SYMBOL KEY

   Exploring options.

   In progress.

  Awaiting information 
and guidance from 
the City of Eau Claire.

  Building expansion 
may impact plans.

   Completed. 



C.  Perform a space needs analysis, including an analysis of the  
physical collections.
Result: Completed in 2017. Study calls for expansion and upgrade.

D.  Enhance exterior library lighting for safety and security.
Status: Awaiting information and guidance from the City of Eau Claire. 
Building Expansion: Renovations will likely change lighting needs.

E.  Improve comfort of meeting rooms and seating in the library.
Progress: Seating in meeting rooms and on second floor were replaced  
in 2017.

F. �Condense�first�floor�public�computer�stations.
Result: Completed in 2016. Footprint will be further condensed through  
use of smaller desks in 2019 space reallocation move to second floor.

G.  Reduce the physical footprint of the Information & Reference desk.
Result: Completed in 2016. The first floor desk will be re-purposed for  
self-checkouts, and a new, flexible Information & Reference desk installed  
on second floor during 2019 space reallocation.

FUTURE INNOVATIVE IDEAS
•  Develop the area outside of the Eau Claire Room.

Building Expansion: Under consideration as part of expansion.
•  Enclose and develop the covered portion of the lower-level parking area.

Building Expansion: Under consideration as part of expansion.
• �Develop�seasonal�roof�area�outside�magazine�and�media�areas�on�the�second�floor.

Building Expansion: Under consideration as part of expansion.
•  Develop access to the riverfront.

Building Expansion: Under consideration as part of expansion.

3. Foster a culture of creativity and innovation.

INITIATIVES
A.  Enhance and diversify DIY programming (e.g., cooking, home improvement, sewing, knitting, 

gardening, bicycle repair, and job searching).
Progress: Work in progress to begin a "Dabbler-in-Residence" program series.

B.  Invite performing artists to appear in the public areas of the library.
Result: Hosting live performances at appropriate events: Wisconsin ArtsWest 40 reception, Dabble 
Day. Had special pop-up performance by the Chippewa Valley Youth Chorus in 2019.

C.  Develop a multipurpose space and provide a variety of equipment and materials which will allow 
customers and local organizations to create and collaborate.
Result: Dabble Box makerspace opened January 2017. Furnishings, organizational equipment, and 
storage room added in 2018.

D.  Broaden the scope of programming on popular topics (e.g., develop programs on cooking and 
canning to complement garden programs).
Progress: Seeking input from community through surveys and community conversations.  
Building Expansion: More space and fixtures, such as outdoor spaces, a commercial kitchen, and a 
larger makerspace would facilitate broader programming.

FUTURE INNOVATIVE IDEAS
•  Develop a program which allows customers to schedule one-on-one time with a community or 

staff expert on a variety of topics (e.g., photography, playing guitar, and knitting).
Building Expansion: More space and fixtures in a library expansion would facilitate this service.
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•  Create video series on website of local experts (e.g., technology,  
domestic skills, oral history).
Building Expansion: Video recording studio, if included in the expansion,  
would make the creation of this video series feasible.

•  Expand the circulating collection to include materials that  
encourage creativity and innovation (e.g., MaKey MaKey, geocaching,  
music theory).
Result: Added such tools to the Dabble Box circulating collection.  
Currently banjos, Bosebuild Speaker Cubes, crochet kits, Cubelets kits,  
Dash & Dot robot kits, GoPro cameras, music keyboards, knitting kits,  
Makey Makey kits, needle felting kits, Raspberry Pi kits, sewing machines,  
Squishy Circuits kits, ukuleles, and a wood burning kit are available to  
check out.
Building Expansion: More space is needed to house a larger collection  
of materials.

4.  Increase outreach services and partnerships in the community by expanding the library’s delivery 
of and access to services and resources outside of the library, both physically and virtually.

INITIATIVES
A.  Provide outreach services to the retirement-age population.

Result: Working with Chippewa Valley Learning in Retirement to provide programming targeted for 
seniors. Hosted Mayo Clinic Health Systems's "Strong Bodies" program series in 2018. Provided 
outreach at Senior Americans Day event. 

B.  Develop programming outside of the library (e.g., Big Read, pub crawl/quiz, and scavenger hunts).
Result: Partnerships with After Dark, daycares and child care centers, schools, YMCA and Talking is 
Teaching. 

C.  Coordinate with local organizations (e.g., job service, veteran affairs, and social services) to 
provide space for service to library customers.
Status: Coordinating on an ongoing basis. 
Building Expansion: Exploring additional options that would be possible with a library renovation.

D.  Develop a team of library staff and board trustees to regularly meet with organizations and 
businesses in the community to assess needs and gather partnership ideas.
Progress: Developing a spreadsheet to document interests and skills of library board and staff.  

E.  Connect collection displays to local events, festivals, etc.
Result: Creating displays to support Pablo events and library marketing themes. 

F.  Prepare all staff for basic level advocacy; all management staff and board trustees to actively 
advocate for the library. 
Result: Formalizing talking points on services, policies, and checklist which are shared at monthly 
all-staff meetings. 

G.  Develop mobile library services.
Result: BookBike launched in 2016. Books on Buses launched with Eau Claire Transit in 2017. 
Added BookBike trailer in 2018 to expand the BookBike's reach.

H.  Explore potential for creating additional instructional videos to make better use of library 
services and resources.
Progress: Partnership with Valley Media Works/Chippewa Valley Community Television to produce 
promotional videos for self-checkouts and Books on Buses. 

FUTURE INNOVATIVE IDEAS
•  Provide technology outreach at local events and public locations.

Status: In development. Considering "Tame Your Tech" computer and device assistance on an 
outreach basis. 
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5.  Develop a marketing plan that, through new branding, broad promotion 
and targeted messaging, expands and enhances awareness of the 
library’s services, resources and value to the community.

INITIATIVES
A. �Create�an�advertising�campaign�based�on�customer�profiles�(e.g.,� 

college students, job seekers, DIYers, and families with early readers).
Status:  Preparing groundwork for this advanced marketing model.  
Planned for initiation in 2019.

B.  Develop a social media outreach plan.
Result: Added Instagram to our social media presence. 

C.  Explore tools to identify and reach non-users.
Result: Waived fines, initiated a fines-free policy, and reduced borrowing  
restrictions in 2018. Added Hoopla digital media service to enhance  
digital outreach. Added dynamic language translation to website, and  
created Hmong and Spanish language customer applications and brochures. 

D.  Place library posters and message boards throughout the community.
Result: Posters are being mailed to various businesses. 

E.   Develop marketing around customer stories and outcomes.
Progress: Collecting quotes and stories from customers. Facebook presence led to new home 
delivery cardholder. Staff began new cardholder campaign on Facebook. 

F.  Create a presence at community events (e.g., farmer’s markets and summer concerts).
Result: BookBike visits and presence at special community events will continue. Evaluation of 
venues and times is ongoing.

G.  Engage local “celebrities” in advocacy interviews and advertising.
Progress: Actively collecting endorsements from well-known community members. Began using 
these quotes in publicity pieces in 2017.

H. �Develop�flyers�to�hand�out�at�downtown�housing�units,�businesses,�and�parking�ramps�which�
target�programming�and�resources�for�that�customer�profile.
Status: In development. 

I.  Pursue exterior electronic signage options.
Result: Exterior LED message board installed in 2018.

FUTURE INNOVATIVE IDEAS
•  Consider and evaluate the need for a staff marketing position.

Status: In development.
•  Launch a library podcast with community members as guests.

Building Expansion: Sound recording studio, if included in the expansion, would make the creation 
of a podcast feasible.

6. Develop a transparent and sustainable budget that grows to reflect the community.

INITIATIVES
A. �Work�with�county�officials�to�update�the�County�Library�Agreement.

Result: Reviewed in 2018, and plan to review annually thereafter.
B.  Communicate the library budget to local, regional, and state agencies.

Status: In development.
C. �Research�and�report�on�the�finding�of�a�library�impact�fee�for�the�City�of�Eau�Claire.

Result: Planning and Development Committee researched and discussed. As of 2018, the City of 
Eau Claire is not set up to implement impact fees for libraries. Will monitor legislation for changes.
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FOUNDATIONAL  
PLANNING ELEMENTS
MISSION STATEMENT
The library promotes lifelong learning, creates collaborative spaces, and supports 
open access to diverse materials and resources to enhance the quality of life in the 
community.

VALUES
ACCESS: The library strives to enhance learning and to ensure open access to 
information for all.
INTELLECTUAL FREEDOM: The library strives to provide resources and programs 
that offer a wide variety of viewpoints on a broad range of topics.
PRIVACY: The library protects every individual’s right to explore information and 
ideas in a confidential manner.
STEWARDSHIP: The library recognizes that it belongs to the people of the 
community and strives to be an exceptionally good steward of the investment and 
trust that the public has placed in it.
COLLABORATION:  The library works together with non-profit organizations, other 
governmental entities, businesses and individuals that share the library’s mission 
to maximize the benefits available to every resident of the Eau Claire area.
SERVICE:  The library provides knowledgeable assistance and quality resources to 
ensure a positive and welcoming customer experience.

CORE STRATEGIES
• Contribute to the development of an informed and engaged community.
• Grow a new generation of young readers and foster the joy of reading for all 

generations.
• Attract and nurture new library customers.
• Enhance services valued by traditional library customers.
• Create spaces and opportunities that promote community connections, creativity 

and collaboration.
• Provide excellent customer service and library spaces that foster a convenient, 

welcoming and inclusive environment for all.

BRAND: SO MUCH MORE . . .
The purpose of this brand is to highlight the diverse range of materials, programs 
and services offered by the library. It also encourages customers to consider how 
the library can add value to the quality of their lives.
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