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Goal 1: Provide a seamless, efficient, equitable, and outstanding user experience. 
 
Objective Priority Action Items for FY2027  Measurement of Success 

1. Offer superior customer 
service to all library users. 

 

Finish reviewing and updating policies and related 
procedures. 
 

The Library’s policies will be updated to reflect 
current established values and service standards. 

Continue to grow staff’s cultural engagement and 
understanding by offering specific training using 
demographic data and staff insights. Develop Equity, 
Diversity, Inclusion, and Belonging (EDIB) 
competencies. 
 

Staff have benefited from training and continue to 
create a welcoming environment at the Library for all. 

With trustee, staff, and community input and 
involvement, develop a FY2028-2032 Strategic Plan 
for trustee approval in June 2027. 
 

A FY2028-2032 Strategic Plan has been developed 
with stakeholder input and approved by the trustees 
for implementation beginning in FY2028. 

2. Encourage feedback and 
constructive criticism from 
library users. 

Completed.  

3. Ensure staff will be 
appropriately allocated 
throughout the organization. 

Having completed a staffing workflow assessment to 
guide Administration in determining unmet needs 
and service improvements, assess and improve 
workflow and efficiencies across departments. 
 

Library departments will benefit from improved 
workflows. 
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Goal 2: Increase visibility as a critical community partner, known and valued by everyone in Needham. 
 
Objective Priority Action Items for FY2027 Measurement of Success 

1. Grow the Library’s visibility 
and position as the heart of 
the community. 

Develop a proactive community outreach plan with 
flexible internal procedures to reach patrons beyond 
the Library building. This is from the FY2025 Action 
Item for Goal 2, Objective 1. 

The Library will finalize its community outreach plan 
with implementation occurring in FY2027. 

Assess and develop an adult programming plan that is 
of interest to the Needham community. 
 

A plan that encompasses staff-led and paid 
programming for adult patrons and balances staff and 
financial resources will be used to enhance offerings. 

2. Strengthen the relationship 
between the Town. and the 
Library. 

Completed.  

3. Become a trusted and 
reliable resource for 
information about the Town. 

Completed  

 
 

 
Goal 3: Offer a user experience catered to the specific wants and needs of the Needham community 
 
Objective Priority Action Items for FY2027 Measurement of Success 
1.  Improve service, space, 
outreach, and resources for 
Emerging Adults. 

Completed. 
 

2. Improve service, space, 
outreach, and resources for 
Seniors. 

Completed. 
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3. Invest in “24/7” and mobile 
library concepts. 

Completed. 
 

4. Strengthen the Library’s 
branding and marketing. 

Create and implement a holistic communications 
plan for the Library that includes all manners by 
which the Library communicates with patrons and 
residents. 

While the completion of this plan will be a multi-year 

project, in FY27 we will measure success through 

improved signage and email communication. 

 
 

 

 
Goal 4: Provide access to an outstanding, diverse collection of materials for Needham patrons and understand the importance of building 
and promoting a representative collection.  
 
Objective Priority Action Items for FY2027 Measurement of Success 

1. Anticipate an ongoing need 
for accessible and current 
collections in various formats. 

Based on the consultant’s report assessing the 
Archives and recommending prioritized 
improvements, work will begin in FY2027. 
 

Library staff will have begun work to address the 
recommendations in the report. 

2. Equity, Diversity, Inclusion, 
and Belonging (EDIB) are core 
tenets of all collections.  

Completed.  

3. Investigate the 
development of an English 
Language Learning (ELL) 
Collection in the Children’s 
Room. 

Completed.  

4. Consolidate and refocus 
World Languages, 
emphasizing Needham 
patrons.  

Completed.  

 
 

 

3 



 
Goal 5: Ensure staff is well trained and fluent in analytic resources to provide the best collection of materials for the community.  
 
Objective Priority Action Items for FY2027 Measurement of Success 

1. Evaluate and standardize 
Collection Development 
practices. 

 
Review subscription database usage in order to 
implement additional marketing opportunities. This is 
from the FY2025 Action Item for Goal 5, Objective 1. 
 

New marketing opportunities will be developed and 
implemented to increase usage of subscription 
databases.  

Update the Collection Development Policy and 
standardize practices across all departments. ​
This is from the FY2026 Action Item for Goal 5, 
Objective 1, which will be expanded and completed in 
FY2027. 

An updated Collection Development Policy will 
address critical issues of curation, management, and 
community input and will guide the work to create a 
robust collection for all patrons. 

2. Reduce wait times 
associated with popular 
physical and digital materials.  

Completed.  

3. Clarify the process and 
create an SOP for patron 
requests for purchase. 

Completed.  

4. Ensure library staff is 
fluent in statistical analysis 
for all circulation functions.  

Completed.  
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Goal 6: Allocate time and resources to explore the future use of interior and exterior space and design.  
 
Objective Priority Action Items for FY2027 Measurement of Success 
1. Audit interior and exterior 
use of space.  

Completed.  

 
2. Reorganize the Children’s 
Room. 

Work with trustees and other Library supporters to 
make the best case for the Town to provide funding in 
FY2028 to design Phase 2, the renovation of the 
Children’s Department. 
 

In May 2027, request for funding for the design of 
Phase 2 is submitted as part of the budget process at 
Annual Town Meeting. 

 
3. Emphasize sustainability in 
any plans 

If grant funds become available, continue to work 
with the Town’s Sustainability Manager on the 
location and installation of EV charging stations at the 
Library. This is continued from the FY2026 Action Item 
for Goal 6, Objective 3. 
 

If grant funds become available to the Town, a plan for 
the installation of EV charging stations at the Library 
will be developed and possibly implemented. 
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