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Plan of Service 
2027–2031  

Goal 1: Resource Sharing   

Integrated Library System (ILS) 
Objective 

Provide the member libraries of the Monroe County Library System with a modern, updated 
Integrated Library System that meets current needs for search, usability, workflow consistency, 
and patron experience. 

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Improved search accuracy and usability for patrons and staff 
• Increased staff efficiency and reduced workaround processes 
• Higher patron satisfaction with catalog and account management 

Evaluation Method(s) 

• Patron satisfaction surveys (pre- and post-implementation) 
• Staff workflow assessments and time-on-task comparisons 
• Helpdesk/support ticket trends related to the catalog 

Shipping and Delivery Services 
Objective 

Stabilize and strengthen delivery services, especially staffing, equipment, and reliability. 

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Consistent, sustainable, on-time delivery across all member libraries 
• Reduced material handling errors and delays 
• Improved staff safety and workflow efficiency 
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Evaluation Method(s) 

• Delivery timeliness and route completion data 
• Incident/error tracking logs 
• Staff feedback surveys on delivery processes 
• Reduction of delays in services—fewer notifications 
• Fewer staff injuries 

Interlibrary Loan Services 
Objective 

Increase awareness, training, and ease of use so that the MCLS Interlibrary Loan service 
becomes more visible and consistently used across the county. 

Year(s) during which the system will be addressing this objective: 3–5 

Outcome(s) 

• Increased ILL request volume across all member libraries  
• Greater staff confidence in assisting with ILL requests  
• Improved patron awareness of ILL as a service option  

Evaluation Method(s) 

• Tracking and comparing ILL request statistics over time  
• Staff training participation and post-training surveys  
• Patron awareness survey questions  

Shared Electronic Collections 
Objective 

Investigate alternatives for managing county-wide shared digital resources, especially 
OverDrive/Libby, to ensure coordinated, equitable, cost-effective collection management and 
access. 

Year(s) during which the system will be addressing this objective: 1–4 

Outcome(s) 

• Exploration of options for establishing a more predictable and sustainable strategy for 
coordinating digital materials budgets across libraries  
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• Establishing more complete understanding of mechanisms available to provide broader 
and more equitable access to digital collections  

• Increased collaboration among libraries in collection development  
• Establishment of more up-to-date standards for coordinated collection development for 

shared digital resources 

Evaluation Method(s) 

• Budget trend analysis and system-wide cost-per-use metrics  
• System-wide circulation and usage data  
• Collection diversity and coverage reviews  
• Member library satisfaction surveys and participation metrics  

Supporting Technology 
Objective 

Enhance and expand shared technology infrastructure and support services to improve equitable 
access, strengthen cybersecurity, and increase operational efficiency for all member libraries, 
ensuring they have the tools and support needed to deliver high-quality, technology-enabled 
services to their communities. 

Year(s) during which the system will be addressing this objective: 3–5 

Outcome(s) 

• Improved system reliability and performance of network and core services to support 
library operations and patron services  

• Increased efficiency in technology support  
• Enhanced member library capacity to deliver technology-dependent services  
• Strengthened cybersecurity and risk management  

Evaluation Method(s) 

• System performance metrics 
• Helpdesk and service data 
• Member library feedback 
• Service impact indicators 
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Goal 2: Client Groups  

Adult Digital Literacy 
Objective 

Build a sustainable, coordinated system-wide digital literacy and adult learning support program 
to assist member libraries in the provision of educational resources and programming within their 
communities. 

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Coordination of partnerships with community organizations to offer digital literacy training  
• Additional digital literacy training and resources for member library staff  

Evaluation Method(s) 

• Number of partnership agreements and tracking activities associated with these 
partnerships  

• Participant outcome surveys (skills gained, confidence)  
• Member library feedback  

General Adult Literacy 
Objective 

Develop and maintain tools to support member library efforts to enhance functional and cultural 
literacy in their communities. 

Year(s) during which the system will be addressing this objective: 2–5 

Outcome(s) 

• Additional literacy training and resources for member library staff  
• Increased member library staff awareness of available resources and tools available to 

promote literacy within their communities  
• Facilitation of knowledge exchange between member libraries to encourage partnerships 

and collaboration in developing and growing countywide literacy efforts  

Evaluation Method(s) 

• Member library staff surveys  
• Measurement of engagement with MCLS-provided tools to enhance knowledge of literacy 

education among library staff  
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• Member library feedback  

Coordinated Outreach 
Objective 

Expand and clarify communication with member libraries about MCLS Coordinated Outreach 
services to homebound and underserved patrons, improving awareness and usability of available 
services. 

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Increased use of outreach services across target populations  
• Clear, consistent service models across member libraries  
• Improved awareness of outreach options in member libraries  

Evaluation Method(s) 

• Tracking Coordinated Outreach service usage statistics  
• Documentation of service models across libraries  
• Patron and partner feedback surveys  

Correctional Facilities (State and County) 
Objective 

Increase awareness, visibility, and connection to correctional and re-entry services while 
supporting advocacy and partnership-building. 

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Increased engagement with incarcerated and re-entry populations  
• Expanded partnerships with correctional and community organizations  
• Greater staff awareness of available services  
• Increased referrals from member library staff to these services  

Evaluation Method(s) 

• Program participation and service delivery metrics  
• Partnership tracking and outcomes  
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• Staff awareness surveys  
• Tracking member library referrals to services  

Youth Services: Ages 9–12 
Objective 

Provide member library staff with resources and support to help them deliver high-quality 
programs and services to the school-age youth of their communities.  

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 
• Dependable ongoing support for member library staff seeking resources to inform or 

enhance their services to this age level  
• Regular staff training and professional development opportunities  
• Coordination of a Summer Learning program  

Evaluation Method(s) 

• Statistics on MCLS consultations, use of resources, and other direct support  
• Summer Learning program participation metrics  
• Member library staff training participation  
• Member library feedback  

Youth Services: Teen/Young Adult 
Objective 

Strengthen MCLS support to member libraries in the area of Teen/Young Adult services through 
dedicated support, training, and clearer staffing and consultant structures. 

Year(s) during which the system will be addressing this objective: 4–5 

Outcome(s) 

• Increased quality and consistency of training and professional development opportunities 
for member library Teen/YA staff 

• Clearer roles and support structures for MCLS youth services staff, specifically focusing 
on defining roles that assist in supporting Teen/YA services  

Evaluation Method(s) 

• Staff training attendance and participation trends  
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• Staff surveys on support and training  
• Increase in participation from teens in library programs  

Early Literacy 
Objective 

Invest in dedicated early literacy expertise and support, including coaching, partnerships, and 
stronger multilingual/family-centered resources. 

Year(s) during which the system will be addressing this objective: 3–5 

Outcome(s) 

• Increased access to high-quality early literacy programming to support member library 
staff  

• Stronger partnerships with caregivers and early childhood organizations  
• Expanded multilingual and family-centered resources  

Evaluation Method(s) 

• Staff training attendance and participation trends  
• Staff surveys on support and training  
• Partnership tracking and outcomes  
• Collection and resource usage statistics  

Goal 3: Professional Development and Training 
Objective 

Create a structured, visible, and accessible system-wide training and professional development 
program for member library staff in all roles. 

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Increased staff participation in training opportunities  
• Improved staff confidence and skill development  
• Clear training and professional development pathways for different roles and career 

advancement  

Evaluation Method(s) 
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• Training attendance and completion data  
• Staff self-assessment surveys  
• Performance and skill development indicators  

Goal 4: Consulting Services 
Objective 

Provide member libraries with easy access to MCLS expertise through clearer visibility, simpler 
request processes, and more proactive consulting support. 

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Increased use of available consulting services by member libraries  
• More proactive system support for library initiatives  
• Greater visibility of MCLS staff in member libraries  
• Clear understanding of available services  

Evaluation Method(s)  

• Service request tracking and response times  
• Tracking of MCLS staff visits to member libraries  
• Documentation of consulting engagements  
• Feedback from member libraries  

Goal 5: Coordinated Services for Members 

Virtual Reference Service 
Objective 

Update and improve the existing Virtual Reference service while increasing awareness of the 
service among member library staff and promoting it more to the public.  

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Improved patron and staff awareness of the service  
• Greater member library staff familiarity with referral processes  
• Increased number of virtual reference interactions  
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• Increased number of referrals to the service by member library staff  
• Improved service provision, efficiency, and reliability  
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Evaluation Method(s) 

• Usage statistics from virtual reference platforms  
• Staff training participation  
• Patron awareness and satisfaction surveys  
• Regular analysis of reference transcripts  

Digitization Services 
Objective 

Improve discovery and visibility of digitized collections, while supporting the staffing and 
infrastructure needed to sustain the work.  

Year(s) during which the system will be addressing this objective: 4–5 

Outcome(s) 

• Increased visibility and use of digital collections  
• Improved metadata and searchability for digitized collections  
• Enhance sustainability of staffing and infrastructure for digitization  

Evaluation Method(s) 

• Digital collection usage analytics  
• Metadata quality audits  
• Project completion and backlog tracking  

Goal 6: Communication and Awareness 
Objective 

Strengthen communication between member libraries to be more clear, consistent, and 
transparent, building system identity and reducing confusion about roles, decisions, and 
opportunities.  

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Improved understanding of MCLS roles and services among all levels of member library 
staff  

• Increased participation and engagement in system-wide initiatives  
• Reduced confusion and duplication of effort  
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• Greater transparency and collaboration in system-wide decision-making processes  

Evaluation Method(s) 

• Staff surveys on communication effectiveness and overall satisfaction with system 
services  

• Participation rates in meetings and initiatives  
• Feedback from member libraries  

Goal 7: Collaborative Efforts with Other Library Systems & Organizations 
Objective 

Actively engage with other library systems to create opportunities for learning and exchange, and 
communicating opportunities, efforts, and outcomes clearly and consistently with MCLS 
membership.  

Year(s) during which the system will be addressing this objective: 1–5 

Outcome(s) 

• Continued participation in statewide organizations and collaborative projects aimed at 
benefitting MCLS and other NY State library systems  

• Increased joint initiatives and shared learning opportunities in collaboration with other 
library systems  

• Exploration and adoption or adaptation of best practices from peer systems  
• Clear communication of collaboration outcomes  

Evaluation Method(s) 

• Reporting on participation in coordinated efforts with other systems  
• Tracking number and type of collaborative projects engaged in  
• Documentation of shared practices implemented  
• Staff feedback on value of collaborations  

Goal 8: Construction 
Objective 

Coordinate the New York State Construction Grant application and administration process on 
behalf of member libraries with improved transparency and communication, while establishing 
local priorities that balance major projects with urgent accessibility and maintenance needs.  
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Year(s) during which the system will be addressing this objective: 1–5 
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Outcome(s) 

• Assist MCLS member libraries in establishing a clearer understanding of construction 
grant timelines and funding opportunities  

• Create a system for distributing grant funds locally that better balances between large 
projects and urgent needs  

• Increase overall success in grant applications for member libraries  

Evaluation Method(s) 

• Tracking trends in grant application success rates  
• Adherence to grant evaluation and submission timelines  
• Feedback from member libraries  

 

Endorsed by the Monroe County Library System Directors’ Council: July 8, 2026 
Approved by the Monroe County Library System Board of Trustees: August 17, 2026 
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