Orange County Library System
Strategic Plan 2021: 4th Quarter Update
Improve the Customer Experience, establishing OCLS as a friendly, welcoming and community
centric service
A. Establish an ongoing customer service training program
1. Evaluate and update customer service standards

Progress

Champion

Updated

The new Customer Service Champions group has not yet
had a chance to meet, so there is no further update for
this quarter.

Kristopher
Shoemaker

9.21

The new Customer Service Champions group has not yet had a
chance to meet, so there is no further update for this quarter.

Kristopher
Shoemaker

6.21

The group of new Customer Service Champions has been
created, with representation from across the system. The
Training and Development manager has created a list of initial
questions to evaluate our current standards, and the first meeting
of the group is planned for April.

Kristopher
Shoemaker

3.21

We are exploring options for revamping the Customer Service
Champions program to create further engagement and practice
with the Customer Service Story.

Kristopher
Shoemaker

12.20

2. Provide staff training on customer service

Progress

Champion

Updated

We offered the following live online trainings to staff this quarter:
• Why Psychological Safety Matters More Now Than Ever
– with 4 attendees.
• Patron Bashing in Public Libraries: Its Effect on the
Professional and the Profession (scheduled for end of
September, currently 15 registrants)
The following titles were added to, or highlighted for SumTotal this
quarter:
• Customer Service from the Inside Out – with 8
completions.
• Libraries Reimagined Conference – with 1 completion.
• Invisible Disabilities and Bias - Physical Disabilities –
with 6 completions.
• Invisible Disabilities and Bias - Mental and Cognitive
Disabilities – with 9 completions.
• Making Libraries Accessible: Focusing on the User,
Outreach, Programs, and Workshops – with 2
completions.
The following titles were highlighted / recommended as part of our
monthly training highlights YouTube videos this quarter:
• Users at the Center of Everything: Service Design in
Rapidly Changing Libraries
• On Implicit Bias and Communication

Kristopher
Shoemaker

9.21

Progress

Champion

Updated

Kristopher
Shoemaker

6.21

Cultural Humility: What It Is and Why It’s Important to
You and Your Library
• Uncomfortable Conversations With Librarians -- DEI
Perspective
• Little Hands Signing in Storytime: First Signs
• Bouncing Back: Developing Resilience Amid Challenges
and Change with Linda Bruno
• Strengthening Relationships to Navigate Challenges
• Autism in Libraries
• Welcoming Deaf and Hard of Hearing Patrons to Your
Library
(these trainings were 3rd party and do not have attendance data)
•

We offered the following live online trainings to staff this quarter:
• The Division of Blind Services - with 9 attendees
• Outreach in Unusual Times - with 6 attendees
• The Evolution of Diversity and Inclusion - with 5 attendees
• Creating a Culture of Diversity, Equity, and Belonging - with 3
attendees
• 10 Customer Service Trends and Predictions for 2021/2022
and Beyond (scheduled for later this month)
The following titles were added to, or highlighted for SumTotal this
quarter:
• Falling Between the Cracks: Addressing Workplace Mistakes
and Misunderstandings - with 14 completions
• An Empathetic Approach to Customer Service Training - with
5 completions
• Internal Customer Service - with 3 completions
• Customer Service in a Digital World - with 6 completions
• Passive-Aggressive Behavior: Sources and Solutions for
Library Workspaces - with 2 completions
• Creating E-mails for Effective Communication - with 1
completion
• Customer Service in a Digital World - with 6 completions
The following titles were highlighted / recommended as part of our
monthly training highlights YouTube videos this quarter:
• Are You Listening? (effective listening training)
• Autism & Libraries: Resources & Tools
• A Ready Reference Refresher
• Smart Spaces are Community Places
• Mango Languages: Connecting with Your Community
• Passive Programming That Pulls Them In: Provocative Passive
Programming Ideas
• Windows & Mirrors
(these trainings were 3 party and do not have attendance data)
rd

Progress

Champion

Updated

Kristopher
Shoemaker

3.21

Kristopher
Shoemaker

12.20

A class of ten managers and admin staff completed the Mental
Health First Aid certification course. We are exploring options to
offer this at a wider capacity of OCLS staff.
Regarding Customer Service Training:
We offered the following live online trainings to staff this quarter:
• Emotional Intelligence Series: EQ Introduction with 25
attendees
• Emotional Intelligence Series: Self-Awareness with 26
attendees
• Emotional Intelligence Series: Self-Management with 26
attendees
• Emotional Intelligence Series: Social Awareness with 27
attendees
• Emotional Intelligence Series: Relationship Management
with 28 attendees
• Navigating United Way 2-1-1 with 5 attendees
• What Would You Do: Strategies for Dealing with Implicit Bias
in the Workplace with 3 attendees
• Autism Overview with 32 attendees
The following titles were added to SumTotal this quarter:
• Understanding Compassion Fatigue in Your Library - newly
added, further completion data will be available next
quarter
• Customer Service in a Digital World - 1 staff member has
completed this course
• Mental Health Awareness and the Library Profession - 3 staff
have completed this course
The following titles were highlighted / recommended as part of our
monthly training highlights YouTube videos this quarter:
• Privacy 101: Current Issues Facing Libraries and Our Users
- third party training, no statistics available
• Creating a Diverse Patron Collection - third party training, no
statistics available
• The Impact of Words on Customer Service - Words to Use vs
Words to Lose - 8 staff have completed this course

Regarding Customer Service Training:
We offered the following live online trainings to staff this quarter:
• How to be More Inclusive in Your Readers’
Advisory Work
• Compassion Fatigue During a Crisis: Recognize and
Heal
• The Art of Communication

Progress

Champion

Updated

The following titles were highlighted / recommended as part of our
monthly training highlights YouTube videos this quarter:
• Welcoming New Customers to the Library
• Building CQ - Understanding Cultural Intelligence
• Customer Service in a Digital World
• Recognition & Gratitude: Why It Matters to Our
Customers, Community and Profession
3. Evaluate on-boarding / orientation program

Progress

Champion

Updated

An onboarding and orientation focus group / committee
has been formed for a further deep dive into revamping
our process going forward. A comprehensive plan of
action has been developed and the group is set to meet
soon, with the goals of ensuring new staff members are
properly acclimated, guided, and developed as they start
their careers with OCLS.

Kristopher
Shoemaker

9.21

The data from the survey that was sent to all staff who have been
hired in the last three years is being reviewed. We are also
reviewing the SumTotal onboarding package for necessary
updates and any needed additions.

Kristopher
Shoemaker

6.21

Kristopher
Shoemaker

3.21

Kristopher
Shoemaker

12.20

Orientations have not yet resumed, but we are reviewing the
curriculum for necessary updates, and options for potential online
delivery as a backup in the future.
A small group of staff from the survey have volunteered to
provide additional feedback and input as we consider changes.
The Staff Association is exploring options for welcome kits to
send to new staff within their first week of hire.
A survey was sent to all staff who have been hired in the last three
years, seeking feedback on the usefulness of the content, if anything
was missing, and if there was anything they would change overall
regarding both the SumTotal required classes, and the OCLS Connect
New Employee orientation. The survey is set to close on Friday April
2nd, but we have received some very valuable and thoughtful
feedback so far.
Spectrum assistant managers are working on a New Manager, What's
Next? resource and training list to assist in onboarding new managers.

Due to COVID-19, in-person trainings, orientations, and hiring
are on hold. In the meantime, we are revisiting the feedback from
last year's surveys and data compilation.
The survey data of the last two years of orientation surveys was
compiled into the following sections, based on questions asked:

Progress

Champion

Updated

Progress

Champion

Updated

The new Customer Service Champions group has not yet
had a chance to meet, so there is no further update for
this quarter.

Kristopher
Shoemaker

9.21

The new Customer Service Champions group has not yet had a
chance to meet, so there is no further update for this quarter.

Kristopher
Shoemaker

6.21

The group of new Customer Service Champions has been
created, with representation from across the system. As we
work to evaluate and potentially update our current standards,
we'll also be discussing means to promote the story going
forward. The first meeting of the group is planned for April.

Kristopher
Shoemaker

3.21

• What would you change about the OCLS Connect - Get to

Know Your Library Orientation?

• The OCLS Connect - Get to Know Your Library

Orientation could be improved by:

• My favorite part of the OCLS Connect - Get to Know

Your Library Orientation was:

• My least favorite part of the OCLS Connect - Get to

Know Your Library Orientation was:

• Do you have any questions that were not answered as part

of the OCLS Connect - Get to Know Your Library
Orientation? If yes, please list:
• Any other comments or feedback?
The following questions were posed to the managers and
administrators of the system:

New Employee Orientation
• What do you think is missing from our new employee
orientation?
• What do you think we do well (in regards to orientation)?
• In a perfect world scenario, what would your dream new
employee orientation look like?
New Employee Onboarding
• What do you think is missing from our new employee
onboarding?
• What do you think we do well (in regards to onboarding)?
• In a perfect world scenario, what would your dream new
employee onboarding look like?
Follow up questions will be sent to staff who have been hired in
the last 2 years for additional feedback now that they have been
on staff longer and may have additional perspectives.
We will use this feedback to update the onboarding e-learnings,
and look at future possibilities for orientation updates.
4. Promote the OCLS customer service story

Progress

Champion

Updated

We are exploring options for revamping the Customer Service
Champions program to create further engagement and practice
with the Customer Service Story.

Kristopher
Shoemaker

12.20

5. Provide training on dealing with hostile customers

Progress

Champion

Updated

We offered the following live online trainings to staff this quarter:
• Dealing with Challenging Patrons and Safety Situations –
with 7 attendees
The following titles were added to, or highlighted for SumTotal this
quarter:
• Ten Tips for Managing Conflict – with 12 completions.
• Dealing with Challenging Patrons and Safety Situations –
with 18 completions
• FHSLA /TBLC Mental Health Awareness – with 2
completions.
The Training and Development Manager has become a certified
trainer for the Crisis Prevention Institute’s Verbal Intervention
course, and we will explore system-wide implementation to assist
staff with prevention and verbal de-escalation strategies for dealing
with hostile customers as we are able to transition back to in-person
trainings.

Kristopher
Shoemaker

9.21

Regarding dealing with hostile customers:
We offered the following live online trainings to staff this quarter:
• Serving Library Patrons with a Trauma History: An AwarenessBuilding Seminar – with 1 attendee

Kristopher
Shoemaker

6.21

Kristopher
Shoemaker

3.21

The following courses were added to SumTotal this quarter:
• Diffuse the Situation: Using Conversation to Build Empathy and
Trust With the Public – recently added, no completions yet
• Embrace the Change Not the Conflict: Difficult Conversations
in the Workplace – with 1 completion
The following titles were highlighted / recommended as part of our
monthly training highlights YouTube videos this quarter:
• Ten Tips for Managing Conflict
• Library Ethics: Earning Trust and Respect During Difficult Times
• Working Well With Different Personality Styles
(these trainings were 3 party and do not have attendance data)
rd

We have begun exploring the curriculum for the Crisis Prevention
Institute’s Verbal Intervention course, and system-wide
implementation options to assist staff with prevention and verbal deescalation strategies for dealing with hostile customers.
Regarding dealing with hostile customers:
The following courses were added to SumTotal this quarter:

Progress

Champion

Updated

Kristopher
Shoemaker

12.20

(While not specifically addressing dealing with hostile customers, the
meditation and mindfulness courses can assist staff in dealing with the
stress that may come with these interactions)
• Guided Meditation: Quick 5 Minute Meditation to Relax and
Recharge by Breathe - 1 staff member has completed this
course
• Guided Mindfulness Meditation: 5 Minute Quick Anxiety
Reduction - 2 staff members have completed this course
• 5 Minute Stress Relief Guided Meditation - newly added,
further completion data available next quarter
• Positive Mind: 5 Minutes Meditation - newly added, further
completion data available next quarter
• 5 Minute Guided Morning Mindfulness Meditation: Focused,
Calm, and Centered - newly added, further completion data
available next quarter
• Mental Health Awareness and the Library Profession - 3 staff
have completed this course
We offered the following live online trainings to staff this quarter:
• Managing Differences Constructively with 10 attendees
The following titles were highlighted / recommended as part of our
monthly training highlights YouTube videos this quarter:
• Defusing Conflict Situations - 5 staff members have completed
this course
• The Art of Saying No to the Patron - 6 staff members have
completed this course
• Building Your Confidence Muscle - third party training, data
not available
• Conflict in a Peaceful Workplace - 17 staff members have
completed this course

Regarding dealing with hostile customers:
The following courses were purchased and added to SumTotal this
quarter:
• Angry Patrons: Defusing, De-escalating and
Improving Outcomes
• Defusing Conflict Situations in the Library
• Safe & Secure Libraries: Helping Staff Deal With
Challenging Patrons
We offered the following live online trainings to staff this quarter:
• Effective Communication During a Conflict

The following titles were highlighted / recommended as part of our
monthly training highlights YouTube videos this quarter:
• Customer Service Confrontation and Conflict
• De-Escalating Intense Situations
B. Evolve the Mystery Shopper program to be a customer feedback based metric which delivers on customercentric attributes. Engage in an ongoing program of customer feedback

1. Expand the Mystery Shopper program to include technology classes and or library events

Progress

Champion

Updated

Due to the increase of COVID cases in Orange County, the
Library has pushed back the start date of in-person
programs and classes until January, 2022. The Library will
begin expanding the mystery shopper program once staff
have settled in to again offering these resources in-person.

Bethany
Stone

9.21

Bethany
Stone

6.21

Bethany
Stone

3.21

Mystery shopper scores continue to be very high with no
location receiving a score lower than 90% during this
quarter.
Some comments from some of the mystery shops this
quarter include:
"Both employees I encountered were easy to talk to and
genuinely wanted me to enjoy my visit. Both were positive
and upbeat which elevated my experience even more.
Elizabeth and Joriel made a mundane visit to the Southeast
library feel special."
"Kate was very professional and helpful during both of my
interactions with her. She did a great job and I left with
several great resources. I would definitely come back to the
South Creek branch based on this experience."
"Sonya was one of two employees working at the
Eatonville branch. She looked up immediately when I
walked through the door and gave me a genuine greeting.
She exceeded my expectations with helping me find what I
needed and made the effort to make a personal connection
with me."
During this quarter the COVID-related questions were removed
from the mystery shop forms as many of the COVID protocols were
removed or amended.
The committee is continuing to work on updating additional service
questions in order to have the form ready for use in October, at the
start of the new fiscal year.
In April 2021, all library locations again received a 93% or higher
shopper score. This included thirteen perfect 100% shops that
involved 24 staff members from across the system.
The committee of public service managers met to review the
current shopper report questionnaires and submitted a report of their
suggested adjustments for consideration.
During a regular branch mystery shop two Zoom technology classes
and one Zoom event at Fairview Shores were evaluated by a
Mystery Shopper and received 100%. The shopper commented that

Progress

Champion

Updated

Bethany
Stone

12.20

Progress

Champion

Updated

We have added optional demographic questions to the
Library's engagement survey to get a better understanding
of who is checking out library materials. Also included are
questions on purchasing newly released books and favorite
library stories or memories. These new questions will be
used when they surveys are sent in FY2022.

Bethany
Stone

9.21

MPR is working with the IT Design and Development Department
to create a QR code that automatically gathers the data about the event

Bethany
Stone

6.21

The committee is evaluating the current available customer
feedback methods, discussing information desired to be collected
from customer feedback and ideas for streamlining the feedback
process moving forward.

Bethany
Stone

3.21

“instructors had a command of the room and had students engaged
in activities."
A committee of managers is working on updating the questions
used by the mystery shoppers to ensure they reflect the changes in
services provided by the library. As we work through this process,
we will begin evaluating best practices for including technology
classes and or library events.
2. Evaluate various customer feedback methods and update as necessary

Some of the comments received in the engagement survey
this past quarter include:
"Diane (Southeast Branch) was very helpful with
suggestions for titles I might enjoy. I felt like a very
important client as she took the time to chat with me."
"I'm learning English and everyone tries to help me with
patience and care." (Windermere Branch)
"Sarah helped me find the Robert B. Parker ghostwriter
Mike Lupica and where to search for certain fiction books in
the re-organization of the library." (West Oaks Branch)
MPR has created bookmarks with QR codes linking directly
to various library surveys that staff in various locations can
share with customers to increase survey participation.

or class a customer is responding about in a library survey.
The committee is continuing to develop ideas to streamline the surveying
process and to determine the most helpful information to request from
customers.

In February, South Creek hosted a Storywalk at East Lake Park in
Lake Nona. During the Storywalk we tested the use of a QR
code that allowed participants to track their

Progress

Champion

Updated

Bethany
Stone

12.20

Progress

Champion

Updated

The library featured over 60 Kudos for staff submitted by
customers via email, survey or comment during this past
quarter. These Kudos are highlighted on the Staff
Recognition page and sent via email to all library staff
members. Here is a small sampling of some of the Kudos
received and shared by the Library.

Bethany
Stone

9.21

Bethany
Stone

6.21

own attendance and provide feedback. Using this method, we
recorded an attendance of 58 participants and received several
positive comments about the event.
A new committee is being formed to evaluate the current feedback
methods available to customers and then begin exploring new
options. The primary feedback methods include the customer
satisfaction survey, the quarterly agile survey, emails to the library,
contact through social media and the Share Your Experience forms.
3. Enhance customer-driven staff recognition program

"A customer called to express gratitude and praise for Kris
Woodson and Josh Cupp (Special Services). She said, "They
were really great and helped me rectify a situation I had.
They were excellent and I just wanted to call to let you all
know."
"Aimee at the Chickasaw Library helped me find out that
the book I was reading "Little Fires Everywhere" is now on
HULU as a T.V. series. So grateful to her always helping us
with extra information and so friendly! Thanks to all staff @
Chickasaw."
"We moved to Florida just as everything shutdown due to
COVID. Was told of a stich class by my daughter-in-law.
Found the Southwest Branch Fiber Arts meet-up and was
warmly welcomed by Rebecca S, Sandra M and Anita P as
well the other attendees. Zooms were something to look
forward to during the pandemic and greatly enjoyed! I have
since tried other Zoom classes offered. Thank you for
helping during a trying time, making a new place feel a bit
more like home."
In April 2021, Reality Based Group (the mystery shopping service
used by the library) rolled out various reporting functions in the
software that will make tracking shopper scores and reports easier
and more efficient for the library.
During this quarter library staff received 34 kudos for service
provided to library customers. Some of the kudos include:

Progress

Champion

Updated

Bethany
Stone

3.21

Bethany
Stone

12.20

"I am new to Orlando and have been using Office Depot for all my
office work. However, they have removed self-service computers
due to COVID. But all my problems were solved when I visited
the public library in the Windermere location.
The ladies welcomed me and assisted me with membership and
printing projects. I am delighted to share my experience. Thank you
all!"
"I'm glad the Library has informed personnel. They are always
pleasant and informative and patient with me. They never stop
working. The library is the only tax I get a good return on
investment. If they asked me to raise my library tax I would say
yes."
"From customer Janice Blumenthal regarding her approved
Suggest-A-Title: Amazing! Thank you so much! My 7-year-old
says: "Please can you tell the librarians thank you, thank you, thank
you, thank you - lots and lots and LOTS of thank yous!" She is so
happy and can't wait to get started."
In March 2021 every location received a 90% shopper score or
higher.
Branch Manager Ken Gibert gave a presentation during the March
DPS meeting highlighting the most often missed questions by
location so managers could work with their teams to improve scores
moving forward. He also shared some best practices, answered
questions and fielded suggestions for possible question changes
moving forward.
South Trail staff reviewed the commonly missed questions on the
Mystery Shopper Report.
• Chickasaw is reviewing Shopper questions with staff and

doing role playing activities in order to get more
consistent scores.

• North Orange implemented “Motivational Mondays” where

staff have an opportunity to recognize a staff
member’s exceptional customer service interactions for
both internal and external customers.

• North Orange hosted a “Rules of Conduct: Customer Service

Focus” for staff to gain skills on how to address rules
while still providing great customer service.

• Southwest reviews customer service scenarios during

morning meetings.

C. Provide inviting facilities to fulfill community needs
1. Implement the space usage plan with a focus on the specific needs of the community

Progress

Champion

Updated

The Hiawassee Branch refresh is nearly complete and the
staff is very happy with the new layout and furniture. The
South Creek refresh is scheduled to start on October 4,
2021. During the refresh, the branch will get new customer
service point furniture, new study tables, and chairs, and
the large vinyl tile section in the middle of the branch will
be carpeted to minimize noise.

Steve
Powell

9.21

The Hiawassee Branch refresh is scheduled for August 1st through
September 18th during which time the branch will get new tables
and chairs on wheels for the public to use. Additionally, the public
space will get an entirely new layout to improve customer flow and
sightlines.

Steve
Powell

6.21

The West Oaks Branch reopened from their refresh on January 4,
2021. The compact shelving was removed, the public and staff
restrooms were renovated, and there is new carpet and paint
throughout the building.

Steve
Powell

3.21

The North Orange Branch refresh was completed on November
1, 2020, providing much-needed updates. The West Oaks
Branch is currently in the refresh process.

Steve
Powell

12.20

Progress

Champion

Updated

The Hiawassee Branch service desk was installed during
the refresh. The same type of customer service desk
furniture will be installed at South Creek during their
upcoming refresh.

Steve
Powell

9.21

The customer service desk will be replaced as part of the Hiawassee
Branch refresh bringing it in line with all of the other refreshed
branches that have a more user-friendly front desk.

Steve
Powell

6.21

The West Oaks Branch has a new customer service desk and
juvenile height shelving throughout making the branch look and feel
bigger and brighter.

Steve
Powell

3.21

The North Orange Branch has a new customer service desk,
adult height shelving is now juvenile height, and sightlines have
been improved.

Steve
Powell

12.20

Progress

Champion

Updated

The Hiawassee Branch refresh is complete and the South
Creek refresh is scheduled to start on October 4, 2021.

Steve
Powell

9.21

2. Implement the customer service furniture and space usage plan

3. Evaluate renovation needs

The Questline staff area and offices are complete with new
cubicles, carpet, and paint and the space looks fantastic.

Progress

Champion

Updated

Steve
Powell

6.21

Due to the pandemic and budget uncertainty, all renovation projects
are currently on hold.

Steve
Powell

3.21

Due to the pandemic and budget uncertainty, all renovation
projects are currently on hold.

Steve
Powell

12.20

Progress

Champion

Updated

No update at this time.

Steve
Powell

9.21

No update at this time.

Steve
Powell

6.21

The Main Circulation Department has submitted a proposal but due
to the pandemic we are not hosting in-person meetings or
implementing new services.

Steve
Powell

3.21

The Main Circulation Department has submitted a proposal but
due to the pandemic we are not hosting in-person meetings or
implementing new services.

Steve
Powell

12.20

Progress

Champion

Updated

OCLS is not able to transition to Wise at this time. The ILS
and OPAC do not provide the level of functionality and
configuration required by OCLS’s customers and staff. OCLC
is aware that OCLS is not establishing a go-live date at this
time and that OCLS intends to stay on the project as an early
adopter until a go-live can be accomplished. The next step is
for OCLS is to notify Innovative Interfaces Inc., of its intent
to renew the Sierra contract for another year.

Steve
Powell

9.21

The Melrose stage area is currently in the bidding process
and details are being worked out to improve the stage as a
performance area. In addition, the stage upgrades will
provide an opportunity for customers to experience audio,
video, and lighting classes outside of a studio setting.
As part of the Hiawassee Branch refresh the branch will get new
carpet and paint and the public restrooms will receive new floor and
wall tiles, fixtures, tops, and partition walls.
The Questline staff area and offices are slated to get new carpet,
paint, desks, and cubicle walls sometime in the next few months.
The existing desks and cubicle walls are repurposed State Farm
furniture that was included with the purchase of the Chickasaw
Branch building.

4. Explore notary services

D. Enhance the on-boarding experience for new customers
1. Go-live with a new ILS

Progress

Champion

Updated

The Wise ILS project continues to move forward. OCLS was
upgraded to the latest software version, 6.6.5, on June 15th. The
next step in the process is for OCLS to send OCLC all existing
customer and item data on June 21st. Then beginning on July 13th
OCLS will perform full end-to-end system testing. A new go-live
date for Wise has not been established at this time.

Steve
Powell

6.21

The work to go-live with Wise is still in progress. OCLS established
high standards for the performance of the ILS and the OPAC which
have not been met. OCLS and OCLC continue to negotiate through
the issues to determine a level of acceptance and set a new go-live
date.

Steve
Powell

3.21

The go-live for Wise was tentatively scheduled for early
February 2021. An announcement at the December 2020 Board
of Trustees meeting stated, “We have already met and talked
with OCLC and the go-live is no longer scheduled. We are now
working through the details to define the additional
development necessary and to set dates for all deliverables
current and near future. We need Wise done so that we can
completely test the entirety of the configuration and
functionality of the ILS and OPAC. Once we get there, we can talk
about what day to roll Wise out to the public. There is no
downside to more time for all parties involved, especially OCLS
staff. I will provide you with an update in January.”

Steve
Powell

12.20

Progress

Champion

Updated

A team of staff from Main and Branches is working through
the details.

Steve
Powell

9.21

A team of staff from Branches and Main was formed to
explore and develop an onboarding orientation for both online
and in-person customers. The team is collaborating in
Microsoft Teams and is currently gathering ideas and will regroup next month.

Steve
Powell

6.21

Due to the pandemic and staff resources committed to providing
excellent virtual classes, events, and programs, there is no update
at this time.

Steve
Powell

3.21

Due to the pandemic and staff resources committed to providing
excellent virtual classes, events, and programs, there is no
update at this time.

Steve
Powell

12.20

Progress

Champion

Updated

On July 12, the Melrose Center went live with the
new OnDemand Melrose Center General Orientation. For
the first time, the orientation is available online. The new
Orientation consists of a series of short videos followed by
ten review questions, with the process taking about 20

Steve
Powell

9.21

2. Develop and pilot test an onboarding orientation (online and in person)

3. Develop online Melrose Center General Orientation

Progress

Champion

Updated

Marko Torres, the Melrose Customer Service Tech, has
completed all the on-screen video and voiceover
recordings. Other Melrose staff continue to edit video content
and fine-tune the graphics. We are still on track for a July
1 go-live.

Steve
Powell

6.21

Jim Myers, Melrose Center Department Head, is working with some
Melrose staff members and IT Design & Development to fine-tune
the scripts, short videos, web-form, and acknowledgment process.

Steve
Powell

3.21

Steve
Powell

12.20

Progress

Champion

Updated

The Executive Edge Team is tentative to present the
changes and updates to the Rules of Conduct to Admin in
September 2021. If all goes well, they plan to present the
new ROC to the Board at the November 2021 meeting. If
approved they would work through rolling out the new ROC
in early 2022.

Steve
Powell

9.21

The Executive Edge Team presented their proposed changes to the
Customer Service Leads, Learning Central staff, and Youth Services
staff on March 30th and April 1st. They followed up with a survey
to 39 staff of which 22 respondents agreed with the initial proposal.
The Team is now moving into realigning some of the rules and
adjusting language as necessary after which they will make another
proposal to the Admin Team.

Steve
Powell

6.21

The Executive Edge Team proposed initial changes to the Admin
Team on March 10, 2021. The next step in the process for
Executive Edge will be to present their proposed changes to the
Customer Service Leads, Learning Central staff, and Youth
Services staff. After the presentation Executive Edge will survey
staff to gauge their approval or disapproval of the proposed
changes. Scheduling the presentation in progress.

Steve
Powell

3.21

The Executive Edge Team, Southeast Branch Manager Paolo
Melillo, Custodial and Security Manager Craig Goetzke, and

Steve
Powell

12.20

minutes to complete. It concludes with participants being
prompted to sign the Melrose Center Term of Use, which
makes their Membership official. In the first three weeks,
the Center welcomed 46 new Members by way of the new
Orientation. The Orientation was a real team effort,
involving Marko Torres (on-screen guide and narrator),
Gabriel Soltren (video), Robert Jakab and Juan Rivera
(design), Colleen Hooks (digital building), Cassie Shivers
(support throughout, vanity URL), and Melissa Lawrence
(supervisory oversight).

st

Due to the pandemic and staff resources committed to providing
excellent virtual classes, events, and programs, there is no update
at this time.
4. Review the ROC from a customer perspective
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A team of staff from Main and Branches is working through
the details.
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A team of staff from Branches and Main was formed to
explore and develop an onboarding orientation video for both
online and in-person customers. The team is collaborating in
Microsoft Teams and is currently gathering ideas and will regroup next month.
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Due to the pandemic and staff resources committed to providing
excellent virtual classes, events, and programs, there is no update
at this time.
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Due to the pandemic and staff resources committed to providing
excellent virtual classes, events, and programs, there is no
update at this time.
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A team of staff from Main and Branches is working through
the details.
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A team of staff from Branches and Main was formed to
evaluate onboarding customers that only use OCLS
virtually. The team is collaborating in Microsoft Teams and is
currently gathering ideas and will re-group next month.

Steve
Powell

6.21

Due to the pandemic and staff resources committed to providing
excellent virtual classes, events, and programs, there is no update
at this time.
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Due to the pandemic and staff resources committed to providing
excellent virtual classes, events, and programs, there is no
update at this time.
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The new library cards with a break-away key chain card are
now being issued. The Hiawassee Branch issued the first new
card on February 12, 2021.
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New library cards with a key chain card have been received. We
are working through the inventory of the current cards before
rolling these out for issuance.
Increase awareness of OCLS and what is offered
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Melrose Department Head Jim Myers have started an evaluation
of the ROC to bring changes to the Board of Trustees before the
end of the fiscal year.

5. Evaluate an onboarding orientation video (online and in person)

6. Evaluate onboarding customers that only use OCLS virtually

7. Explore alternative library cards

A. Develop a strategic marketing plan
1. Develop strategic communications plan for our specified target audiences

Progress
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Families with children: Our partnership with WKMG
continues to communicate directly with this audience. In
June, we ran 182 ads on WKMG Channel 6 TV, and our
digital ads on WKMG's website received 169,389
impressions. Social media ads run through WKMG received
1,779 views and 14 clicks. In July, we ran 194 ads on WKMG,
received 170,042 impressions through ads on the website,
received 2,784 views on social media and 42 clicks. We also
benefited from significant editorial support from WKMG,
who dedicated reporter Crystal Moyer to doing an ongoing
news series called Beyond the Books, which highlights
library services and stories. During the past quarter, Moyer
reported on National Library Card Sign-up Month,
homework help, cooking classes and Melrose Center.
During September, Youth Services initiated its second
annual school library card drive through the School
Partnership Program. Schools are all given a unique URL
that can be used to sign up students for library cards, and
those URLs help us track how many library card
applications each school is responsible for. Midway through
September, the initiative was responsible for 845 juvenile
card applications.
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Newcomers: In September, we worked with the Sentinel
once again to do an email blast promoting library card
signup for National Library Week. As we did in previous
blasts, we asked the Sentinel to send an email to 50,000
people who have moved within Orange County in the past
six months.
The email was sent in the first week of September. Stats
gathered on traffic to our website indicated that we
received 882 clicks through to our library card signup page
from that email blast.
New card registrations for September are still being
counted.
Millennials: In our continued outreach to Millennials (2540), we began utilizing Instagram Live in our partnership
with Pulptown. Instagram is particularly strong with males
and females in the 25-34 age range; 75 percent of
Pulptown’s 10,000 Instagram followers are between ages
25-44. In this quarter, our Events & Programs department
was featured in an Instagram Live interview to message the
Adult Summer Reading Program which received nearly 400
views. Through Bungalower, whose largest audience is ages
25-34, our advertising focused on our ‘Where You Are’
campaign to spotlight virtual events and home delivery.
Most models used in these ads were in the Millennial
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demographic. Advertisements on Bungalower’s website
received an average of 1,912 page views, while
advertisements through their e-newsletter received an
average of 1,307 page views and averaged a 12
percent click rate.
Hispanic Market: See update under Multicultural
Marketing.
The @ocls Instagram account, which continues to see steady
engagement and growth year over year, has a predominant audience
of women ages 25-44. After studying this audience's habits in FY
2019-2020 and analyzing data available to us through SproutSocial,
consistent patterns of engagement were observed. These library
users:
1) regularly use the library's home delivery service
2) primarily request books through the library's home delivery
service
3) engage with content that highlights the library's collection more
than other content topics
4) primarily create user-generated content about the library's
materials
With these observations and data, we determined that in FY 20202021, we would double down on our efforts to reach and engage this
audience in new ways. In this time period, two content strategies
were implemented: we brought Open Hour with a Librarian over to
Instagram Stories from Facebook and Twitter, and we began
refreshing our new releases content through Instagram Reels. Since
implementing both of these strategies, Open Hour has received 63
submissions (already the same amount in half of the time on just a
single platform) and our new releases reels have received 22,008
views.
In April, we worked with the Sentinel once again to do an email
blast promoting library card signup for National Library Week. As
we did in 2020, we asked the Sentinel to sent an email to 50,000
people who have moved within Orange County in the past six
months.
The email was sent on Wednesday, April 7. Stats gathered on traffic
to our website indicated that we received 731 clicks through to our
library card signup page from that email blast. New card
registrations for the month of April were 2,634.
Our WKMG partnership is showing solid results, building
awareness about a wide variety of events, programs and services of
interest to families and young adults. In March, we aired 196 TV
spots on WKMG, and our digital advertising with the station
resulted in 122,914 impressions and 302 clicks to our site. In April,
we aired 207 spots, received 117,370 digital impressions and 240
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website clicks. In May, we aired 190 TV spots, received 171,615
impressions and 211 website clicks.
WKMG has also featured regular news segments about the library
on the air. Topics covered this quarter include genealogy, take-andmake S.T.E.A.M. kits, Books by MAYL, language learning, Cuisine
Corner and the June Pride book sale.
Our marketing team met to discuss our target audiences and best
avenues to reach them.
Families with Children: In addition to using social media to message
a wide variety of people, including families with children, we are
using our newly formed relationship with WKMG Channel 6 to
message our Summer Reading Program, as well as other library
services. WKMG estimates that one out of three moms in Orange
County, as well as 50 percent of grandparents living in Orange
County, watch their news broadcasts, and that Orange County moms
are 72 percent more likely to visit their website clickorlando.com
than other adults in the market. WKMG has committed to a series of
stories from multimedia reporter Crystal Moyer, who will highlight
the benefits of having a library card in her pieces, some of which
will focus on family-friendly activities such as take-and-make crafts
and Summer Reading Program. We will also be advertising virtual
events, Summer Reading and other initiatives in commercials that
will run on air on WKMG as well as on clickorlando.com and
WKMG's social media accounts.
Millennials: Since many Millennials in the upper reaches of the age
bracket are parents, we anticipate some overlap in reach with our
WKMG strategy. To reach younger Millennials, though, we know
that we need to find other communications channels that speak to
this demographic. In 2020, we worked with Pulptown, a media
outlet that sends a daily e-newsletter to a curated list of subscribers
and operates an Instagram account with close to 10,000 followers,
75 percent of whom are between the ages of 25 and 44, to produce a
series called "101 Things to Love About the Library." This fun,
unique campaign highlighted a library service or event in each post,
generating more than 1,200 clicks from posts to our site. In 2021,
our campaign with Pulptown will include messages on their website,
in the e-newsletters and on their social media platforms. When the
campaign ends, we will evaluate results. Similarly, we are working
with online news blog Bungalower, which reaches receives more
than 60,000 unique visitors each month who are looking for things
to do and insider news about restaurants, retail concepts,
entertainment and events.
Newcomers: In 2021 we will partner with local agencies that a
significant number of newcomers to the area are likely to come in
contact with during their first few months living in Orange County:
The Orange County Tax Collector's office and the Orange County

Progress

Champion

Updated

Erin
Sullivan

12.20

Property Appraiser's office. The Tax Collector has agreed to place
library card signup brochures in all of its satellite locations, where
people visit to register vehicles, pay property taxes or renew driver's
licenses. They will make applications available in English, Spanish
and Haitian-Creole, and they will also feature library slides on
digital screens in waiting areas, to promote key initiatives such as
the benefit of having a library card. We have had preliminary
conversations with the Property Appraiser's office, but plans have
not yet been finalized. We have had some success using the Orlando
Sentinel to send dedicated email blasts to their mailing lists of
people who have moved to Orange County within the past six
months. Our first campaign with Sentinel to send an email
promoting library card signup at the end of September 2020, leading
into the first week of October 2020 was delivered to 50,000 people.
Stats from that email blast indicated that it received 833 unique link
clicks. We plan to use this strategy approximately twice per year to
reach newcomers to the Orange County area.
Readers and book lovers: We will use our Instagram account to keep
our readers and book lovers informed about new titles in the
collection, and to encourage people to look to the library as the best
source for new reads by using Open Hour With a Librarian to
encourage people to get book recommendations directly from our
staff.
Hispanic market: See complete details in multicultural marketing
section of Strategic Plan.
The Marketing and Public Relations team met to re-evaluate our
target audiences, to determine whether those are still relevant groups
to reach out to in Orange County. According to the most current
Census data, our focus on Millennials (who are now between the
ages of 23-38) appears to remain relevant, as the average age of
residents in Orange County is 35 years old. According to data
gathered through Analytics on Demand, a tool designed to help
libraries compare market data with user statistics, some of OCLS's
most frequent users are young, upwardly mobile couples between
the ages of 31 and 35, and young career-driven singles between 25
and 30 who live in busy areas and are digitally savvy. According to
AOD, people in those groups make up approximately 16 percent of
all active library cardholders, and we expect this will continue to be
a strong group for us to communicate with, to maintain their interest
in the library and keep them engaged with us.
Another group that is a focus in our current marketing plan is the
Hispanic audience, and Census data indicates that this continues to
be a very strong and growing market in Orange County. Analytics
on Demand tells us that, of our primary user groups, there are not
many that are likely to be bilingual -- approximately 6 percent. This
year, we have launched a more strategic marketing campaign with
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Some preliminary results from the 2020 Census were
released on August 12, 2021.
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Entravision, and we are making new inroads in creating new
materials in Spanish, in an effort to reach even more of this growing
segment.
A third group that we believe is still important to communicate with
are newcomers to the region, and we are looking for new ways to
reach them. We have reached out to the Orange County Tax
Collector’s Office to request that library card registrations be
available at their five county offices, and we plan to make a similar
request to the Property Appraiser’s office once the new
administration begins in 2021. Additionally, five new highoccupancy apartment complexes have agreed to include library card
registrations in their move-in packets.
In January, when the marketing team meets again to discuss
revisions to the Marketing Plan, we will begin to document specific
communications strategies to better reach each of these groups and
to look at whether there are other groups we should consider.
2. Analyze Census data to evaluate customer demographics

Some notable details are below.
The total population of the U.S. is 331,449,281. Population
growth over the last decade (~7 percent) is the lowest rate
since 1930-1940. The fastest growing metropolitan area in
the entire United States is The Villages, in Central Florida.
Orange County Population
2020 Population: 1,429,908
An increase of 283,952 people or 24.8 percent over the last
decade
Race and Ethnicity
44 percent White alone (5th lowest percentage of white
alone residents in the state of Florida)
19.4 percent Black or African American Alone
5.5 percent Asian Alone
12 percent Some other Race alone
18.5 percent Two or more Races
33.1 percent of total population is Hispanic or Latino, of any
race
Age
22 percent of residents are under the age of 18.
The Census results were delivered too late in the year for us
to employ them in marketing or customer evaluations.
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No update. Census data for 2020 has not been released yet.
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No update. Census data for 2020 has not been released yet.
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Data from the 2020 Census is not yet available, due to delays caused
by COVID-19. However, the Marketing and Public Relations team
has looked at the 2019 American Community Survey 5-Year
Estimate, which offers a snapshot of Orange County's population.
Some highlights are below.
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However, the fact that our area has experienced 24.8
percent growth in the last decade, and that more than 33
percent of our market is Hispanic or Latino, supports our
decision to make newcomers to Orange County and
Hispanic residents two of our most significant target
audiences for new customer acquisition. These figures also
support our decision to make a concerted effort to focus on
diversity over the past year, increasing our multicultural
programming and representation in marketing materials.

Demographics
Population: 1,349,746
Households: 461,705
Percent of households with children (anyone under 18 years old):
33.7 percent
Median household income: $54,254
Percent of population who are homeowners: 55.4 percent
Median home value: $235,800
Poverty rate: 14.9 percent
Median age: 35.1 years old
Percent of population born outside of United States: 21.6 percent
Percent of households where a language other than English spoken
at home: 36.9 percent
Racial identity
White, not Hispanic: 40 percent
Hispanic: 31.6 percent
African-American 20.9 percent
Asian 5.2 percent
Other race: 6.4 percent
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Two or more races: 3.6 percent
Our current marketing plan is focused on reaching Millennials
(those ages 23-38), many of whom have young families, increasing
multicultural marketing (especially to the Hispanic community), and
reaching newcomers to the Orange County area.
We will continue to evaluate new Census data when it is released.
3. Begin integration of marketing tools available through OCLC/Wise ILS into marketing strategy
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The Wise project does not have a go live date.
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No update, as we wait for a launch date for WISE.
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Although the implementation of OCLC/Wise has been delayed, the
Marketing and Public Relations team met with OCLC staff in early
February to ensure that we will be prepared to message the public
about the changes that will come with the new ILS. During the
meeting, staff presented a timeline for rolling out messaging and
marketing, beginning approximately six weeks before the ILS
switch takes place and continuing to message about features and
functionality after Wise is implemented.
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Marketing and Public Relations continues to keep in touch
with OCLC's marketing team, to maintain an open line of
communication so we are prepared for the date when there
is a need to share information with our audience.

Eight plus weeks out from implementation:
• Create page on our website with FAQs and talking points.
Eight weeks out:
• Press release and official announcements.

Four weeks out:

• First e-newsletter informing people of the launch, where to

find updates, and any action they can take at that time.

• Social Media to address timeframe for launch and other

need-to-know information.

• Fliers available at locations and through Home Delivery with

new login instructions.

• MagicInfo screens on universal rotation.

Launch:
• E-newsletter
• How-to videos
• Systemwide message on homepage
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MPR continues our partnership with Entravision to assist
with our Hispanic Marketing Initiative to “Run a
multimedia ad campaign to promote library services, create
awareness and invite Hispanic families to obtain a Library
Card.”
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• Live class and tutorials for public

Post launch:

• Slide(s) prior to virtual events/classes informing people to

log into account and update as needed.

Several meetings have been held with OCLC to discuss ways Wise
can help us reach our marketing goals. However, implementation of
Wise has been put on hold. We will revisit the subject during a
meeting with OCLC scheduled for mid-January.
4. Continue to develop multicultural marketing initiative

TV and radio Interviews were completed for Windermere,
Southwest and Washington Park branch locations. Weekly
interviews were featured on TV Univision and internet
radio along with ads posted to Entravision’s Facebook and
Instagram media channels. Interviews included an
overview of each location, their Spanish collection, inperson services and virtual events and programs. The
Citizenship Inspired series, ESOL classes and Southwest’s
Children’s area were featured topics during this quarter.
Staff who participated were recognized as exemplary OCLS
Ambassadors on the Orange Peel and an email sent to their
managers thanking them for their contributions.
During this quarter we replaced our traditional radio
package with a new “Digital Audio Radio” option. Using
Entravision’s Digital Audio Network, the goal is to reach
more Hispanic families who stream radio/music via the
internet, mobile apps and connected vehicles. Visual ads
were also placed on radio internet and mobile app channels
which directed listeners to the library’s OCLS en español
webpage, where listeners could apply for a library card,
sign up for events and learn about OCLS resources.
Impressions for digital audio radio are forthcoming and
will be updated when available.
The West Oaks and Winter Garden branches will be
featured during the upcoming quarter. Along with the
standard branch interview topics, each branch will select a
topic unique to their location to be featured.
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Marketing and Public Relations continues to partner with
Entravision to assist with the Hispanic Marketing Initiative to “Run
a multimedia ad campaign to promote library services, create
awareness and invite Hispanic families to obtain a Library Card.”
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The Southeast and Windermere branches were featured on TV
Univision, along with ads posted to Entravision’s Facebook and
Instagram media channels. Interviews included an overview of each
location, their Spanish collection, in-person services and virtual
events and programs. The Citizenship Inspired series and ESOL
classes were featured topics during this quarter.
Staff who were interviewed were recognized as exemplary OCLS
Ambassadors on the Orange Peel.
The Washington Park and West Oaks branches will be featured
during the upcoming quarter. Along with the standard branch
interview topics, each branch will select a topic unique to their
location to feature.
For the upcoming quarter, we are adding “Digital Audio Radio” to
our marketing efforts. Using Entravision’s Digital Audio Network,
OCLS has the potential to reach more Hispanic families who stream
radio/music via the internet, mobile apps and connected vehicles.
Additionally, ads on the internet and mobile apps will link listeners
to the library’s website to apply for a library card or signup for
events and programs.
Marketing and Public Relations has also produced and distributed
updated Get Your Card library card signup applications in Spanish
and Haitian Creole. These were distributed to all locations, as well
as to community contacts in the area.
Marketing and Public Relations continues our partnership with
Entravision to assist with our Hispanic Marketing Initiative to “Run
a multimedia ad campaign to promote library services, create
awareness and invite Hispanic families to acquire the Library Card.”
The Chickasaw, North Orange and South Trail branches were
featured on Univision TV and Salsa 98.1 FM, along with ads posted
to Entravision’s Facebook and Instagram media channels.
Interviews included an overview of each location, their Spanish
collection, in-person services and virtual events and programs. The
Citizenship Inspired series was also a featured topic during March.
Staff who were interviewed so far were recognized as exemplary
OCLS Ambassadors on the Orange Peel.
The Southeast and Windermere branch locations will be featured
during April through June. Along with the standard branch
interview topics, ESOL classes will be a featured topic and
additional Citizenship Inspired ads will run during these months.
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As part of a partnership with Catholic Charities of Central Florida,
Marketing and Public Relations has produced several short videos
designed to introduce non-native English speakers to library
services and resources. Videos have been shot in both Spanish and
Haitian-Creole. The videos have been circulated through key
multicultural partners including County Commissioners, OCPS, and
the Hispanic and Haitian Creole Chambers of Commerce. The
videos will also run concurrently on Magic Info screens at library
locations that serve customers of those cultural demographics.
Staff and customers can access the videos through the library's
YouTube page. The videos have also been uploaded to the
Marketing & Outreach Wiki for easy staff access.
Marketing and Public Relations has once again partnered with
Entravision to assist with our Hispanic Marketing Initiative. We
have developed an advertising plan with the campaign theme
“A multimedia ad campaign to promote library services, create
awareness and invite Hispanic families to acquire their Library
Card.” This 43-week campaign runs from December 2020
through September 2021 and includes a total of 43 television
slots and 43 radio slots. Each week, over the course of the
campaign, there will be 1 television and 1 radio advertisement
aired through TV Univision and Salsa 98.1 FM. Coinciding ads
will also run on Entravision’s Facebook and Instagram media
channels to reinforce each week’s theme.
The primary objective for this initiative is to feature branch
locations and essential library services. Each selected library
will have multiple advertising segments promoting their
location. This includes an overview of the branch, the Spanish
collection, in person services and virtual events and programs.
Our goal is to inform the Hispanic community of their local
library and the value associated with obtaining a library card.
Several branches have been refreshed and will be featured
through this initiative. We want the Hispanic community to be
aware that their local library is open and remodeled to better
meet their needs.
Additional advertising will focus on social services available to
the Hispanic community. This includes The Right Service at the
Right Time, our free award-winning online tool which connects
customers to government-assistance and community-support
programs. We will also highlight the library’s in-house social
worker who provides one-on-one assistance in government
services, affordable housing, career skills training and more.
The Chickasaw Branch Library is featured for December 2020.
Television and radio ads have been completed and will air
throughout the month of December. The North Orange Branch
Library will be featured for January 2021, followed by South
Trail for February 2021.

5. Evaluate marketing efforts for inclusion and diversity
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In the last quarter, the following marketing pieces were
created that contribute to the initiative to showcase an
inclusive and diverse marketing effort:
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New Can't Miss Display signs, which are used to plan book
displays at all branches, were released for the new fiscal
year. In 2021-2022, the following were added to the list of
annual displays:
National Arab American Heritage Month
Celebrate Diversity Month
Asian Pacific American Heritage Month
Mental Health Awareness Month
Pride Month
Caribbean-American Heritage Month
Juneteenth
For National Library Card Sign-up Month, the Marketing and
Public Relations Team created a marketing campaign that
promoted library card sign-up in both English and Spanish.
Images used in the campaign featured Hispanic, white and
African-American individuals holding library cards, and ads
were placed in Orlando Sentinel, El Sentinel, West Orange
Times and Observer, in social media ads and on bus benches
around Orange County.
Marketing Specialist Scottie Campbell attended a webinar
called "Diversity Audits & Developing Diverse
Collections" by Florida Library Webinars to research audit
methods on Aug. 8. The presenter was Kelsey Bogan a Media
Specialist in a high school. Kelsey has developed an auditing
system for ensuring the school's collection reflects
diversity.
Since the integration of the members of the Spanish Twitter Team
into our systemwide Social Media Team at the end of 2020, we've
increased publishing of non-English messaging by 133 percent as
compared to the prior fiscal year. And, more importantly,
engagement with this content has also increased by 31 percent.

Progress

Collateral for our Summer Reading Program, which began on May
30, includes marketing pieces and reading trackers in both Spanish
and Haitian Creole.
Updated library card applications are now available in both Spanish
and Haitian Creole.

May is Asian American and Pacific Islander Heritage Month, and
the cover of the digital Books & Beyond flipbook highlighted the
fact that the library had a variety of programs that celebrated the
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contributions that Asian Americans and Pacific Islanders have made
to our community.
The June issue of Books & Beyond featured Pride on the cover, and
it highlighted programs taking place at multiple library locations, as
well as the Pride Book Sale, being hosted in the Friends of the
Library bookstore throughout the month of June.
During the Books & Beyond planning meeting held in June, there
was discussion about updating the library's Can't Miss Displays,
which is a list of book displays that branches should assemble each
month to feature materials that reflect cultural events, milestones
and significant dates. Suggestions for additions to the Can't Miss
Displays list include Caribbean American Heritage Month,
Juneteenth and Asian Pacific Heritage Month.

In February 2021, Marketing and Public Relations officially
integrated the members of the Spanish Twitter Team into the overall
Social Media Team so we could start regularly publishing content in
Spanish for our OCLS-branded social media accounts in an effort to
make our marketing and outreach efforts more inclusive and diverse.
In January 2021, we started to work with the Orange County Tax
Collector to provide library card signup applications at all offices
that are open to the public. To ensure that we are being inclusive, we
are sending applications in both English and Spanish, and we are
actively working to update our Haitian Creole card signup
application so we can soon make those available at libraries and
through the Tax Collector's office as well.
The Digital Media Specialist and Photographer worked together to
complete the first audit of marketing content in September, focusing
on Instagram, and they plan to perform another audit in January.
Overall, we found that our Instagram content reflected the diversity
of our staff and diversity in the authors or creators of materials
featured.
During the audit, there was also an opportunity work with more
closely with Collection Development staff to review the content they
are selecting. Marketing and Public Relations often features new
additions to the collection in our "New Releases" Instagram posts,
and these posts can be used to assist Collection Development in their
efforts to review the content they are purchasing to ensure that it is
diverse.
We have held two meetings of the Instagram Subcommittee and are
seeking the talents and personalities of this diverse set of staff to
develop more inclusive messaging and ideas for content.
B. Leverage storytelling

1. Refine customer service feedback process to provide more useful information that can be used in marketing
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After meeting in June, it was determined that it would be
unrealistic at this time to create a QR that would allow us to
eliminate questions about locations, classes and
instructors.
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Instead, an alternative is being implemented that will allow
us to add questions to the Customer Engagement Survey,
which is conducted quarterly. People who take that survey
will have the opportunity to opt in to share additional
information that will help the library gather more
information about who uses the library.
Age
• Under 18 years old
• 18-30 years old
• 30-45 years old
• 45+

Household income
• Less than $25,000
• $25,000 - $50,000
• $50,000 - $100,000
• $100,000 - $200,000
• More than $200,000

Race
• Asian
• Black
• Hispanic
• Native American
• White

Education
• Some high school
• High school diploma or equivalent
• Some college
• Bachelor’s degree
• Master’s degree
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• Doctorate
• Trade school

What is your ZIP code?
Based on your most recent experience, how likely are you
to recommend library services?
[scale of 1 to 10]
How long are you willing to wait for a newly released book
before buying it?
• If it’s not available at the library, I’ll buy it right

away.

• Up to one month
• One to Two months
• Two to three months
• I’ll wait as long as it takes

Do you have a story or memory of the library you’d like to
share?
[answer box]
May we share your story? Please share your email address
and we will follow up with you.
[answer box]
The committee is exploring the possibility of generating a QR code
that can be created for the customer feedback survey that could be
shared during a class or event. We would like for the QR code to
capture information about the class or event the customer is
attending, so that we can eliminate several questions from the survey,
including:
• Where did you attend class today?
• Who was your instructor?
• Which class did you attend today?
• Is this the first time you have taken a technology class at the
library?

If those questions are eliminated, we can replace them with
questions that help us gather demographic information so marketing
can get a better picture of who is attending different kinds of
programs.
We are also evaluating the questions asked in the Customer
Engagement Survey, which is sent to customers who have checked
out at least one item from one of our locations (not including Books
by MAYL). We currently collect information based on the
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In August, the Marketing and Public Relations Department
reviewed stories submitted to all locations using storygathering cards distributed in July and August. After
reviewing some of the comments, a Chickasaw Branch user
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customer's experience using the library and ways that the experience
could be improved. We are considering whether we can add a
prompt that asks customers:
Would you be willing to answer some optional questions to help us
serve the community better?
We could then ask them specific questions about which library
services they use most often, what services they would like the
library to offer, and whether they have a story they would like to
share about the library.
A meeting is scheduled in June to discuss the feasibility of the QR
code, and the committee will meet again in the next quarter to
discuss refinements to the Customer Engagement Survey.
The Marketing Specialist, Digital Media Specialist and Outreach
Coordinator met to look at the various formats for feedback that we
currently employ. They would like to propose adding some
additional questions to select surveys to gather more useful
information.
A committee has been formed by Chief Branch Officer Bethany
Stone to evaluate our current surveys for usefulness, and when the
committee met in early March, Public Relations Administrator Erin
Sullivan attended so that Marketing and Public Relations' could
coordinate with their efforts. The committee discussed the
suggestions for additional questions on surveys from Marketing, and
will evaluate which surveys are best suited to gather the information
needed.
During the first quarter, members of the Marketing and Public
Relations team discussed what information we would need from
customers in order to gather useful and compelling stories that can
be used in a variety of ways -- videos, blog posts, press releases,
comments for use in social media. We have been gathering some,
but we would like to develop a more systematic approach for doing
so.
The Marketing Specialist and Digital Media Specialist will meet in
the next quarter to review current customer-feedback avenues, such
as kudos, surveys and blue forms. Their goal will be to determine
what standards or criteria elevate customer feedback to becoming a
featured story in our marketing efforts.
2. Highlight user stories in an annual fundraising efforts
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was contacted based on her enthusiasm and appreciation
for outdoor performances held over the summer at select
locations. She and her family enjoyed performances by
Curbside Circus, which entertained families at several
library events. She also shared that she is a regular library
user, and the library helped her family find some joy and
entertainment during the pandemic.
Her story, as well as the story of Curbside Circus, which is a
unique outdoor show created by a former Disney employee
who was out of work during the pandemic, will be featured
in the end-of-year appeal.
In mid June, the Marketing and Public Relations Department met to
discuss the process of gathering new customer stories for our 2021
Annual Appeal. During July, the department's Marketing Toolkits
will include prompts for staff to suggest that customers share their
library stories for use in future marketing, fundraising or testimonial
projects.
The effort to gather stories will continue through July and August,
and it will feature opportunities for customers to share stories by
filling out story-prompt cards that ask customers to share stories
about their library experiences and sharing stories online.
The Annual Appeal was a success and raised more than $22,000 for
the Friends of the Orange County Library System and OCLS.
Marketing and Public Relations, which runs the appeal each year,
met when the appeal ended to discuss the process. The team agreed
that it will be important to begin story-gathering for the 2021 appeal
in the next quarter, so a storyline can be crafted that ties the pieces
together. We plan to start looking for stories in June, and we hope to
share talking points in our monthly marketing toolkits during that
month that encourage staff to ask customers if they have a library
story they'd like to share.
This year's Annual Appeal is focused on three compelling user
stories from customers who used the library to help them during the
pandemic.
The first story is from Friends of the Library board member Dave
Lehman, who used live online classes to learn QuickBooks so he
could reduce his accounting expenses when his business revenue
declined due to state and county shutdowns.
The second story is from Hetty Huang, who used our virtual ESL
classes to improve her English-language skills, which helped her
improve her interview skills for her program at UCF.

Progress

Champion

Updated

The third story is from Cassie Bailey, a mom who used home
delivery to help keep her children educated and entertained during
the pandemic.
The appeal was launched on Giving Tuesday, which was December
1, with a series of videos shared in targeted emails to customers as
well as on social media. A week later, those stories were reinforced
in letters sent to customers via direct mail and Books by MAYL. As
of mid-December, more than $11,000 in donations have been
collected as a result of this effort, which continues into January.
3. Work with public-facing staff to evaluate strategies to gather impactful customer stories
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The Marketing Specialist worked with the Community
Outreach & Administrative Coordinator to create a
marketing kit that focused on story gathering. The kit,
which was distributed in August and September, contained
a stack of "story gathering cards" designed to look like
vintage checkout cards.
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Each card included a prompt question for customers to
answer, as well as a place to include contact information so
a staff member can follow up to get more information from
the customer about their experience. The goal was to make
it easier for staff to encourage customers to share their
stories and appreciation for the library. Managers were
asked to encourage staff to give these cards to customers at
checkout, and during the month of August, 10,000 of the
cards were sent out through Books by MAYL.
The cards were returned to MPR for review and processing,
and a spreadsheet containing customer information and a
brief summary of their comments was created so we can
use them for future marketing and fundraising campaigns.
So far, 92 of these customer comment cards have been
recorded, and more are being collected and documented.
The Marketing Specialist is working on a project that to make it
easier for staff to allow customers to have a self-guided storytelling
experience. Locations will receive talking points in July that let
customers know that "Your Library Has Many Stories."
Customers will have the opportunity to pick up cards at library
locations that prompt them with questions and statements, such as:
Tell us about the most interesting thing that has ever happened to
you at the library and Share a story about how someone who worked
at one of our libraries has helped you in a meaningful way. The
cards will ask customers to share their contact information so a
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The Marketing Specialist has been creating marketing toolkits each
month to share marketing collateral and talking points with all staff,
so we are sharing a unified message with customers. In June, the
plan is to include some tips and talking points for staff that help
them ask customers to share their stories about the library. During
that month, we will also ask that staff working on e-newsletters
include a prompt for customers to reach out to us if they have a
success story they would like to share.
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When the Marketing Specialist and Digital Media Specialist
evaluate our current customer-feedback avenues, they will come up
with strategies to share with public-facing staff to help us gather
user stories and feedback.
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To increase the utility of outreach toolkits, Marketing and
Public Relations conducted a feedback survey with
Assistant Managers throughout the system. The survey
results will be used to curate the types of resources
included in future drafts of these documents.
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library staff member can contact them to get more details or ask
them to participate in future projects, such as the Appeal.
Marketing Specialist Scottie Campbell will discuss this idea at an
upcoming DPS Managers Meeting to share ways managers can
work with staff to encourage them to engage customers about their
library stories.

C. Community outreach that builds awareness
1. Implement and track progress of outreach toolkits and training

We received 13 responses to the Outreach Toolkit Survey.
Respondents unanimously agreed that the toolkits provide
useful information and are effective in eliminate the
research, contact development and overall guesswork that
can come with planning successful community awareness
and engagement strategies.
When asking for feedback on what other information would
be useful to include in the toolkits, the majority answered
they would like to see more template letters. That feedback
has been used to create a National Library Card Sign-up
Mont form letter to send to community partners.
Additionally, we received requests for further development
of the community contact directory to include medical
facilities, major shopping centers.
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This quarter, MPR worked with Genevieve Traas to develop a
toolkit for Horizon West. Genevieve's contributions will be used to
further tailor the effectiveness of other toolkits moving forward.
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Next quarter, we will be sending a survey to all Spectrum managers
to track current toolkit usage, and receive valuable feedback on how
the usefulness of the toolkits can be improved.
Outreach toolkits are being used for ongoing efforts to communicate
with apartment complexes and neighborhood associations
throughout the county. New toolkits are being developed to build
awareness in the more specific service areas of Parramore, Lake
Nona and Horizon West.
In April, MPR will host a virtual staff training entitled, Outreach in
Unusual Times. The training will showcase how the toolkits can be
utilized to maximize outreach efforts while we are unable to safely
attend community events in person.
During the next quarter, the Marketing and Public Relations
Outreach Coordinator will develop a survey to send to all Spectrum
managers to gather data about how the toolkits have been put to use
and what can be done with them to make them more helpful.
While extensive use of the toolkits has been difficult due to the
ongoing pandemic, inroads have been made with local apartment
complexes as a direct result of form letters and contact databases
included in each binder. Five new high-occupancy apartment
complexes have agreed to include library card registrations in their
move-in packets.
Additionally, staff have booked two library presentations with
neighborhood associations based on recommendations provided in
the toolkits.
Outreach Coordinator Mike Donohue has met with Genevieve Traas
to discuss what type of information would be valuable to include in
a Horizon West toolkit. That information is currently being
gathered.
2. Evaluate and define what partnership means for OCLS

Progress

Champion Updated

Marketing and Public Relations has been working with the Design & Erin
Development team to create a database for existing and ongoing
Sullivan
partnership agreements and MOUs. It will live at
https://c0cmr088.caspio.com/dp/f3f4000087eef3c2c8134d769dd5
The database will provide staff from around the system with
examples of existing partnerships to illustrate how they are
evaluated and defined. It will also help staff to search for
organizations with whom we already have partnerships, see what
projects the organizations have committed to working with OCLS
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on, and when the partnership is expected to expire. A copy of the
MOU for each partnership can be uploaded to the database. We
expect the site to be finalized and viewable to all staff by the end of
the fiscal year.

Marketing and Public Relations' Outreach Coordinator met with the Youth
Services Outreach Coordinator to discuss the various ways that department
engages with community partners.
Suggestions from that meeting included:
• Differentiating between a partnership and a sponsorship. Partnerships

would be ongoing agreements in which in-kind transactions are
made that benefit both organizations. When a local business or
community group makes an in-kind or monetary donation to
support a single event or program series, that could be considered a
sponsorship.
• Partnerships should include a Memorandum of Understanding (MOU)
that establishes the relationship between the organizations and
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defines the parameters of the agreement between the partners. They
could also define objectives, KPIs and deliverables.
Marketing and Public Relations has scheduled a meeting with IT Design and
Development to discuss how to create an inventory of partners and sponsors
that are currently active across the system.
Discussions have been held with various departments about the challenges in
defining, establishing and developing partnerships. One of the challenges
discussed is that various departments and locations may enter into
partnerships with community organizations, and other departments may not
be aware of what they are working on. Sometimes, there have also been
challenges about what a partner might expect in exchange for collaboration
with the library.
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Ideas and recommendations for standardizing the process will be proposed
between Marketing and Public Relations and Youth Services in early April
before opening the conversation up to other stakeholders.
New presenter agreements and codes of conduct were created to set
expectations for presenters and partnering organizations, to ensure that they
share the library's values.
Marketing and Public Relations has also created a template for an MOU that
has been shared with other departments to use to set expectations for partners
working with OCLS.
The Marketing and Public Relations Outreach Coordinator met in December
with the Youth Services Outreach Coordinator to talk about a strategy for
defining a formal partnership and create clarity with regard to partners,
sponsors, presenters and other kinds of relationships with community
organizations.
3. Evaluate opportunities for Youth Services and Marketing and Public Relations to coordinate on outreach initiatives
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Ongoing meetings between the Community Outreach
Coordinator and Youth Outreach Coordinator have yielded
both qualitative and quantitative benefits for not only
Youth Services and Marketing and Public Relations, but also
OCLS at large. The most clear example of this is the ongoing
School Library Card Drive and National Library Card SignUp Month campaign. In previous years, these two
campaigns were separate and often competing initiatives.
This year, the two departments pooled their resources and
worked together to create complementary campaigns that
have produced record-breaking library card registration
numbers.
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Youth Services and Marketing and Public Relations met this quarter
to discuss the Strat Plan point "Evaluate and Define what
Partnership Means to OCLS."
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Youth Services also included Marketing and Public Relations in
their meetings to to discuss how to use outreach partners to meet the
goal of the Duke Energy Grant, which sought to sign up 100
children for the 2021 Summer Reading Challenge who did not
participate in the previous year. As of June 8, Youth Services
reported that it had signed up 75 of its target 100 new children.
Youth Services and Marketing and Public Relations continue to
meet monthly to share information and coordinate important
initiatives. As a result, Marketing and Public Relations' outreach
efforts are reaching a wider audience, thanks to the School
Partnership Program and the renewed partnership Youth Services
shares with OCPS. Each month, when the Youth Services Outreach
Coordinator sends information to school liaisons, she shares
information from Marketing to be passed along to school contacts.
This has been a direct result of the coordination of efforts between
the two departments. Similarly, Youth Services will have new
opportunities to share their resources with other agencies due to
Marketing's newly established relationships with the offices of the
Orange County Property Appraiser and Tax Collector. Both offices
have agreed to share library news and information with their
customers.
Over the next several months, the two departments will be
coordinating closely on several important outreach initiatives,
including National Library Week and Summer Reading Program.
National Library Week takes place April 4-April 10, and Summer
Reading Program takes place May 30-August 1.
Monthly meetings between the Community Outreach Coordinator
and Youth Outreach Coordinator have proven to be an effective and
valuable means of organizing system-wide outreach efforts.
Early benefits of these meetings include creating a template for
entering school visits into Communico (this was previously a source
of confusion that resulted in a significant amount of clerical
revision) and being able to more regularly communicate current
marketing initiatives to OCPS liaisons.
D. Empower employees to be ambassadors for OCLS
1. Create monthly talking points and toolkits front-line staff can use at checkout and customer service areas

Progress

Champion

Updated

Marketing toolkits are sent to all locations each month.
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July kits included:
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• Story gathering cards and a poster to promote them.

The cards give customers an opportunity to share
their positive experiences with OCLS, and those
stories can later be used in marketing and
fundraising.
• Talking points supplied different prompts to help
staff ask customers to share their stories.
August kits included:
• Story gathering cards in Spanish.
• July talking points were applied again, as the story

gathering initiative spanned two months.
September kits included:

• Poster for National Library Card Sign-Up Month and

bookmarks with unique URLs that each location
could share in the community to encourage people
to sign up for new library cards.
• Talking points supplied different prompts messaging
National Library Card Sign-Up Month and ways the
customer could participate.
Every month, marketing toolkits have been distributed that give
staff talking points and collateral to share with customers.
Topics that have been covered by the kits include:
April: Orlando Book Festival, National Library Week, One Book
One Community
May: Asian American and Pacific Islander Beanstack Challenge,
LinkedIn Learning, Summer Reading Program, cloudLibrary
June: Adult Summer Reading, Pride Book Sale, Mobile Lunch

In March, marketing toolkits for Big Read were delivered to all
locations. They included:
• Giveaway copies of Lab Girl by Hope Jahren
• A plant to put on display as a conversation starter
• 100 take-and-make craft kits for children
• 6 letter size posters for the NEA Big Read campaign
• 6 letter size posters for the NEA Big Read Keynote with

author Hope Jahren
• 3 large posters for the NEA Big Read campaign
• 1 jumbo poster for the NEA Big Read campaign
• 150 bookmarks
• Digital slide, for presenters to share on screens before or
after virtual events, as well as on Magic Info TVs at all
locations
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Marketing and Public Relations continues to send emails to
managers each month, to let them know when a staff
member has participated in a marketing initiative on behalf
of OCLS. Additionally, the names of staff who assist in
marketing and outreach initiatives are shared through
Orange Peel announcements and the Marketing Snapshot.
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• Talking points shared with all staff on the OP to give them

points to engage customers and leave a footnote, as
outlined in our customer service framework
In April, our focus is National Library Week/Celebrating Libraries,
and the kits include:
• Posters & bookmarks messaging National Library Week
• Tickets for WonderWorks, which has donated enough tickets

for us to give away to everyone who signs up for a new
library card during National Library Week, which is April
4-10
• Fliers and small giveaways from WonderWorks
• Copies of April's talking points (which will also be shared on
the OP)
Each month, a new toolkit will be delivered to all locations.
Toolkits for National Library Card Sign-up Month were sent to
branches for our campaign in September. The kits included pins
asking "Got Your Card?" with corresponded to similarly designed
stickers, given to customers after they signed up for their library
card that read "Got My Card." Advertising during this time used
similar verbiage and assets to increase awareness. Additionally, our
annual library card sign-up contest was expanded to include all
departments, each department received a unique URL which they
were encouraged to creatively distribute, then receive "points" for
each successful sign-up.
We plan to use this system to promote other large initiatives each
month, starting with Big Read.
2. Create recognition program for staff ambassadors

Managers have appreciated this initiative, and they
regularly send thank you emails when they receive them.
The emails can be used in Performance Journals and to
show how staff contribute to library awareness in the
community.
In the past quarter, Marketing and Public Relations has
begun sending monthly recognition emails to the managers of staff
who participate in library ambassadorship. The goal is to give
managers information about specific projects their staff have
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participated in so that the information can be used in annual
evaluations or be shared with their Admin.
Marketing will continue to share the names of staff who assist in
marketing and outreach initiatives through Orange Peel
announcements and the Marketing Snapshot.
Marketing and Public Relations is working with other library
departments to initiate a platform which recognizes and positively
reinforces staff ambassadorship. For example, Training and
Development Manager Colleen Hooks is exploring the possibility of
using the Nectar platform, which is designed to make it easier to
create employee-recognition and rewards programs, to help us meet
this goal.
In the meantime, Marketing and Public Relations has begun
to recognize staff who participate in marketing and outreach
initiatives through OP announcements and in the monthly Marketing
Snapshot, which is shared in the board packet.
The Training and Development Manager Colleen Hooks and
Outreach Coordinator Mike Donohue met to discuss how to
implement a meaningful and engaging system for incentivizing
OCLS staff to act as ambassadors for the library.
They discussed actions that staff can take to be considered
ambassadors, such as sharing social media posts, participating in
outreach events, enrolling in training that pertains to library
resources, or other general marketing and outreach efforts.
A second meeting will take place during the next quarter to refine
the list and discuss a reward structure that can be created using
SumTotal, the Marketing & Outreach Wiki, and Halogen.
3. Create Diversity Committee that helps ensure that marketing efforts are inclusive, diverse and reflective of the
communities we serve
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During the last meeting of the Diversity Committee, the
Mission Statement was finalized: The OCLS Diversity
Committee focuses on promoting and celebrating a culture
of diversity and inclusion through library events, services,
and resources. And each month through the event themes,
which compliment the “OCLS Can’t Miss Displays,” we are
ensuring that Diversity is represented for our customers.
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The Diversity Committee's Mission Statement has been drafted and
will be shared with the committee. Diversity language is also being
drafted to add to the “Library Criteria” for Events.
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The first meeting of the Diversity Committee was held on March 4
to discuss ways to make sure that both marketing and programming
are diverse, inclusive and representative of our community. The
Diversity Committee is developing their Mission Statement and
goals and will be meeting again next month, before moving forward
and adding new library staff members to participate.
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Christine Lindler, Manager of the Events and Programs Department,
is the committee's chair. Cynthia Velasco, Digital Media Specialist
for the Marketing and Public Relations Department, volunteered to
be co-chair of the committee.
Events and Programs Department is planning to form a committee
to evaluate diversity in programming. The Marketing and Public
Relations Department will participate in the committee. The
committee will begin to take shape in January.

Deliver experiences that offer opportunities to help the community learn and grow

A. Kindergarten preparedness
1. Present Countdown to Kindergarten virtually and create for in-person program
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Noraliz Orengo, the Youth Program Specialist, hosted a
virtual Countdown to Kindergarten from July 14 to
August 18, 2021, with 105 adults and 123 children in
attendance. In July 2021, Laura Morton, Youth Education
Specialist, coordinated sending out a survey to
caregivers who attended the summer session of
Countdown to Kindergarten to follow up on their
progress. Results showed that one hundred percent of
caregivers better understand practicing literacy activities
with their children and have spent more time doing what
they learned during the series. On August 18, 2021,
Laura Morton and Debra Winslow, Youth Programs
Specialist from the Southwest Branch, presented to the
Friends of the Library Board to explain the series, share
statistics and outline future goals. Jackie Padilla, Youth
Program Specialist from the Chickasaw Branch, will host
a virtual Countdown to Kindergarten through Zoom
Webinar from November 17 to December 22, 2021. The
series will be recorded and used as an on-demand series
for caregivers and children and a training resource for
staff.

Lynette
Schimpf

9.21

In this third quarter, Jackie Padilla, Youth Program Specialist of the
Chickasaw Branch, hosted the Countdown to Kindergarten series
on Wednesday mornings at 11 a.m. from March 10 to April 14,
2021, for a total of 136 adults and 152 children. Laura Morton,
Youth Education Specialist, began hosting the summer series on
Tuesday, June 1 for 32 adults and 42 children. The summer series
will continue on Tuesday mornings at 11 a.m. until July 6, 2021.
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Noraliz Orengo, Youth Program Specialist at the Orlando Public
Library, will host the second summer series on Wednesday
afternoons at 2 p.m. from July 14 to August 18, 2021. Laura
Morton, committee chair, is currently creating a schedule to ensure
that Countdown to Kindergarten will be offered at each of the 15
library locations over the next year.
Laura Morton worked with Youth Services Assistant Manager,
Jessica Pinkowski, to adapt a follow-up survey from the Public
Library Association’s Project Outcome toolkit. Laura then worked
with the Design and Development Department to send out a mass
email on Friday, June 4, 2021, to 142 unique registrants of the
January/February and March/April 2021 Countdown to
Kindergarten sessions. To this date, responses received show that
100% of participants have a better understanding of the value of
doing the activities they learned with their child, 83% will spend
more time doing what they learned with their child and 83% of
participants checked out a book, attended another program or
used another library resource as a result of participating in
Countdown to Kindergarten.

Staff completed presenting the first full consecutive series of
Countdown to Kindergarten. The series ran on Thursday
mornings from January 14 through February 18. The series was
well-received, and attendance averaged 80 children and adults
each week for the six-week series. Many families attended
multiple events with some attending all six. The series will be
repeated beginning March 10. All materials to host and present
the series have been shared with staff through the Children's
Program Bank. Due to the success and interest of the public in
the series, an additional summer series has been scheduled
beginning July 14, 2021.
Countdown to Kindergarten is scheduled to be presented virtually
three times in 2021. Debra Winslow will present the winter series
on Thursday mornings at 11 AM from 14 January to 18 February.
Stacey Lawson will present the spring series on Wednesday
mornings at 11 AM from 10 March to 14 April. Laura Morton will
present the summer series on Tuesday mornings at 11 AM from 1
June to 6 July. Future 2021 dates are to be determined

In the first quarter, Laura Morton, Stacey Lawson, and Debra
Winslow focused on beta testing the six Countdown to
Kindergarten scripts. Each event was presented and moderated by
a committee member who did not write the script. The presenter
and moderator provided constructive feedback to the scriptwriter to
make effective revisions. In November, a creative request was
submitted to Marketing and Public Relations requesting a design
package and a short animated video that will be used to promote
the series with flyers, digital signage, slides during virtual events,
and on the OCLS website. The Kindergarten Readiness online
Resource Guide will be modified to feature the series with graphics
and registration links.
2. Leverage Beanstack programs to promote materials to early learners
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Since the last quarter, the 1000 Books Before
Kindergarten Beanstack challenge has had an additional
99 customers register, bringing the current total to 1,517
participants. Since its launch in April 2021, participants
have earned 2,117 badges, received 226 prizes, and
logged 18,342 books.
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The new OCLS 1000 Books Before Kindergarten
Beanstack challenge launched in April. Within its first month, 135
customers have registered for the challenge, and 67% of those
registered have read ten or more books with their child. Customers
have also completed 107 activity badges that connect them with
OCLS services, such as bilingual resources, ways to build reading
habits, and OCLS events and programs.
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The committee completed building the new 1000 Books Before
Kindergarten Beanstack challenge and submitted it to the Youth
Services staff for peer-review. They worked with Beanstack
representatives to create a protocol for migrating OCLS
customers from the previous challenge to ensure that all
customer progress is maintained. Additionally, they have
created a variety of promotional materials; redesigned the prize
distribution system; and are creating a one-page "how-to" guide
for staff. A summer reading challenge for early learners is also
being built to be ready for pre-registration on May 1.
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A committee has been formed to redesign the 1000 Books Before
Kindergarten Reading Challenge to better support kindergarten
readiness. This initiative fosters literacy skills in children,
beginning at birth, by encouraging caregivers to read one thousand
books to their child by the age of five. The committee created an
action plan for evaluating and revising the existing challenge. The
new challenge will highlight the full scope of services OCLS
provides, such as virtual storytimes, bilingual materials,
programming, and OCLS databases.

3. Explore resources and virtual tools to assist parents and caregivers with preparing children for Kindergarten
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The Parent Tools and Resources Committee continues to
deliver over 1600 copies of the Public Library
Association's Early Literacy Calendar every month
through our branches and delivery services. Cassandra
Zamutt and Jewels Hall, youth program specialists from
the South Creek and Southeast Branches, create a book
list that follows the Every Child Ready to Read practices
(reading, writing, singing, talking, and playing). The book
lists will target each of the three early learner age
groups: babies, toddlers, and preschoolers.
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During quarter 3 of the strategic plan, the Parent Tools and
Resources Committee updated the handout for the Cuentame un
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Cuento bilingual storytime series. It will now have translations for
all songs and rhymes used. The handout allows caregivers to
practice the songs and rhymes at home. The library continued to
distribute over 1600 copies of the Public Library Association’s Early
Literacy calendar every month through our branches and delivery
services to the public. A plan has been created for quarter 4 to
create tri-fold brochures of book suggestions that follow the Every
Child Ready to Read practices (reading, writing, singing, talking,
and playing). A brochure will be created for each of the following
age groups: babies, toddlers, and preschoolers.

The library continues to distribute over 1,600 copies of the
Public Library Association’s Early Literacy calendar every
month through our branches and delivery services to the
public. An increase of 500 due to the volume of home delivered
materials. The calendar provides daily tips for caregivers on the
Every Child Ready to Read practices (reading, writing, singing,
talking, and playing) to help prepare children to learn to read. It
also has suggestions for age-appropriate books and provides
new songs and rhymes caregivers can share. Storytellers and
Youth Programming Specialists also present these tips in their
programs and storytimes. The calendars also provide a QR code
that links to OCLS’s Kindergarten Preparedness Libguide. This
is a new way we help families discover our resources and
furthers our efforts to have families engage in daily literacy
activities. The calendars have also been posted on the OCLS
blog so caregivers who don’t currently visit library locations
can easily access these resources.
The Public Library Association’s Early Literacy calendar was
updated to include the Orange County Library System’s logo and a
QR code that connects directly to the Kindergarten Preparedness
Libguide. The library distributes over 1,100 copies of this calendar
every month through our branches and delivery services. The
calendar provides daily tips for caregivers on Every Child Ready to
Read practices (reading, writing, singing, talking, and playing) to
help prepare their children to learn to read. It also has suggestions
for age-appropriate books and provides new songs and rhymes
caregivers can share. Storytellers and Youth Programming
Specialists also present these tips in their programs and storytimes.
The QR code will be a new way to help families discover the
Kindergarten Readiness online Resource Guide, furthering our
efforts to have families engage in daily literacy activities.

B. Early and family learning
1. Offer training and how to better engage with individuals with sensory needs
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The Sensory Needs Committee sent Best Practices for
Inclusive Programming recommendations to Youth
Services and shared them with all staff that provides
youth programs. The committee recommended that
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Music for Autism be included on our program calendar to
promote the event to our customers. Additionally,
committee members presented Music for Autism and
Programming Best Practices at the monthly Youth
Program Specialist meetings. They will also present at a
September storyteller's meeting.
Staff worked with the Division of Blind Services to host a training
session for 8 staff members. Team members took several
webinars and training sessions including "Autism Awareness
Month" hosted by the Tampa Bay Library Consortium which
covered autism resources for caregivers and “Music for Autism”, a
national program that has been successfully utilized by other
library systems. A representative from the University of Central
Florida’s Center for Autism and Related Diseases attended and
reviewed three OCLS youth services programs and provided
feedback on how to make them more accessible to attendees with
sensory needs. The committee is compiling the feedback into a list
of best practices to be provided to all staff.

Staff worked with UCF's Center for Autism and Related
Diseases (CARD) to host a training session on Autism for 34
staff members. The session has been made available as a
recording on SumTotal as well. Additionally, a
representative from UCF CARD has started reviewing
OCLS's youth services virtual programs and will be
providing feedback and suggestions. Staff is working with
the Blind Services Division to set up a virtual training
session for staff, tentatively scheduled for mid-April.

A cross-divisional committee of staff, led by Branch Manager, Sara
Gonzalez, has reached out to community organizations to gather
information on best practices. The organizations contacted included
Florida Coordinating Council for the Deaf and Hard of Hearing,
Florida Association of the Deaf, University of Central Florida
Listening Center, Orlando Chapter of the Hearing Loss Association
of America, Hands & Voices, Lighthouse Central Florida, FDLRS
Action Resource Center, PALS: Providing Autism Links &
Support, OCA: Opportunity Community Ability, Autism Society
Florida, Autism Speaks, Autism Society of Greater Orlando and the
Central Florida Autism Community Facebook Group.
Staff reached out to other library systems in similar metropolitan
areas to get an insight into existing programs and practices. There is
no sensory awareness plan in place at other systems we have
identified. Staff reviewed existing online training and information
regarding OCLS’s previous program, Sunshine Storytime. Which
was created in 2018. Two leads for staff training arose from staff
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The staff training committee compiled 32 training
modules presented by OCLS staff and external
organizations, focused on youth programming best
practices. These unique training resources are on the
Children's Wiki and Youth Services' shared programming
platform. The training modules provide helpful
information to assist staff in finding resource materials,
creating youth programs, and giving presentations. The
target audience's age groups have categorized them to
provide a user-friendly experience. On August 27, 2021,
the official Youth Services Staff Training page launched,
and an invitation was extended to all branch managers
and youth programming staff to use it. We hope this
further supports OCLS employees in their efforts to
provide excellent service to our customers, ages 0-18,
and that it leads to memorable interactions and
programs.
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Q3In this third quarter, the Staff Training committee consisting of
Noraliz Orengo, Youth Program Specialist, Jackie Padilla, Youth
Program Specialist and Stephanie Robinson, Youth Program
Specialist aimed to compile a list of Youth Services related training
which includes existing SumTotal materials, training videos
presented by OCLS staff and webinars provided by outside
organizations. The final list includes 41 unique training
opportunities that support early learning, kids and teen
programming. We will continue to work with Colleen Hooks,
Training and Development Manager, to create a youth services
training-focused libguide and establish an additional platform to
house training content for staff.
We are pleased to have gained a new committee member, Youth
Program Coordinator, Caitlin Hill. We are looking forward to
working with her in communicating and connecting staff with all
available resources to support professional development and
quality programming.
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Staff Training committee consisting of Noraliz Orengo, Youth
Program Specialist, Jackie Padilla, Youth Education Specialist
and Stephanie Robinson, Youth Program Specialist, goal was to
select a platform in which they could make existing training
easily accessible to staff and highlight resources that would
support our current offerings. They will be working with
Colleen Hooks, Training and Development Manager to create a
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conversations with the Blind Services Division, which has Guided
Training possibilities available after the Covid-19 threat has passed,
and with the UCF Center for Autism and Related Disabilities. UCF
CARD training will be set up for staff during the 2nd quarter of
2021.
2. Expand Youth Services staff training to enhance public programming
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youth services training-focused libguide. Jackie Padilla is
compiling a list of trainings offered by other organizations such
as the New York Public Library and Webjunction. Stephanie is
gathering a list of youth services training currently available on
SumTotal and making a list of content that is no longer relevant.
Noraliz will be asking staff to share the trainings they have
developed and presented in the past. We aim to expand the life
of the valuable resources and provide staff with the tools and
information they need to successfully plan or present youth
services-related services.
23 staff members full-filled the requirements to be certified to
present ProjectWILD, GrowingUp Wild, and Aquatic WILD. The
curriculum is provided by the Florida Fish & Wildlife
Conservation Commission (FWC). FWC also presented two
virtual training workshops.

Several training sessions were offered during Staff Week this year
Lynette
in November geared towards staff serving youth.
Schimpf
Session topics included: “Character Storytimes,” “OwnVoices:
Reader’s Advisory with Diverse Literature,” “Children’s Initiative:
The Power of Partnership,” “Engaging School Age Children in
Virtual Programming,” “Incorporating Writing Into Your Early
Learning Programming,” “Start with a Story: Virtual Storytelling,”
and “It Takes a Village: Embracing Every Child Ready to Read.” A
committee was formed to expand staff training. The committee
created a survey to gather information about staff training needs.
The committee also sent an email to branch managers requesting
input and suggestions on what types of training would benefit staff
in offering Youth Programming. The committee will follow up on
feedback received to shape future training.
3. Develop parent and caregiver workshops on early and family learning
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Staff presents Every Child Ready to Read Caregiver
Workshops each month. The workshop provides
caregivers with tips and activities to help their children
build critical pre-reading skills. Workshops hosted on
July 15, August 21, and August 24 had 37 caregivers
participate, with two more confirmed for September 16
and 21 and two workshops planned for October. The
workshop on September 21 will be recorded to create an
on-demand resource for caregivers and staff. Committee
Members Jewels Hall and Debra Winslow have created
new workshops that target specific age groups (babies
and preschoolers) and immerse the caregiver and child
in activities that model and support the practices of
Every Child Ready to Read. The workshops have been
written for virtual audiences and can be transformed into
in-person events.
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Every Child Ready to Read Caregiver Workshops continue to be
hosted each month. Workshops were hosted on April 20, May 11,
and June 7 providing 17 caregivers with tips and activities to help
their child build important pre-reading skills. Committee Members
Laura Morton, Jewels Hall, and Debra Winslow are exploring ways
to revise and reimagine new workshops that will target specific age
groups (babies, toddlers, preschoolers) and immerse the caregiver
and child in activities that model and support the practices of Every
Child Ready to Read. The idea is to provide caregivers with the
tools they need specifically for their child and the inspiration to
engage in similar activities at home that will strengthen their child's
early literacy skills. The workshops will be written for virtual
audiences that can be transformed into in-person events. The
target date to have these workshops completed and ready for
presentation is July 31, 2021.
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The parent workshop committee met on January 20, 2020, and
determined that new Every Child Ready to Read Caregiver
Workshops will be created in 2021. Jewels Hall, Youth Program
Specialist of the Southeast Branch, will create a workshop for
caregivers with babies (0-18 months). Erin Reichel, Youth
Program Specialist of the Winter Garden Branch, will create a
workshop for caregivers with toddlers (18-36 months). Debra
Winslow, Youth Program Specialist of the Southwest Branch,
will create a workshop for caregivers with preschoolers (ages
3-5). A deadline of July 31, 2021, was established to submit all
workshop materials. Youth Education Specialist Laura Morton
will continue presenting the current workshop monthly with a
youth programming co-host, as well as act as a resource for
new content development.
In this current quarter, Every Child Ready to Read Caregiver
Workshops were presented on January 9, 2021 and February
13, 2021. The next workshop is scheduled for March 23, 2021.
Youth Education Specialist Laura Morton and Youth Program
Specialist Jewels Hall co-presented a specialized version of the
workshop for Advent Health Baby Bunch on January 27, 2021,
to a total of 16 attendees. Laura Morton and Shasta Quinn, West
Oaks Branch Librarian, will host the next workshop for the
Advent Health Baby Bunch on March 17, 2021. On February 16,
2021, Crystal Sullivan, Head Storyteller of the Youth Services
Department, emailed four Orange County Head Start Education
Coordinators with information about the workshops and asked
them to share an invitation with the teachers of their centers to
attend the March 2021 workshop
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To educate caregivers with children ages 0-5 about the Every Child
Ready to Read (ECRR) national education initiative, a committee
was formed consisting of Laura Morton (committee chair), Crystal
Sullivan, Erin Reichel, Debra Winslow, and Jewels Hall. The
committee will focus on three main tasks: creating age-specific
caregiver workshops, hosting and training staff to present the
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During this quarter, the Library created several virtual
events to enhance the life skills of customers. Many
provided customers with the skills to maintain a positive
physical and mental well-being. “Qigong for Beginners” in
July, August, and September had instructor Jasmine Win
show people how to use this crucial tool of Chinese
medicine in their daily life to benefit their health. Certified
Yoga instructor Dana Brady taught customers how to tap
into the strength, balance, flexibility, and relaxation your
body can provide during “Yoga” in July and September and
“Chair Yoga” in August. “Family Zumba” in July, August, and
September helped families learn how to use dance aerobics
to create a fun workout. In July, “Foundations of Meditation”
took a step-by-step tour through what mediation is, what its
benefits are, and how it can be done in a simple, effortless,
and comfortable manner. Certified Professional Organizer
Jane Cole presented “Organizing for Student Success” in
August. This event taught organizational skills to parents
and students that help create a positive educational
environment.
Several virtual events were designed to help customers
handle circumstances that many people face in their
lives. In July, the Orange County Office of Emergency
Management hosted “Hurricane Preparedness” to help
ensure families have everything in place if a big storm hits.
August’s “Divorce Finances 101” helped people become
aware of potential pitfalls and smart questions to be asking
about any financial decisions regarding another type of
storm. In August, “Affordable Health Insurance for
Families” and its Spanish-language counterpart, “Opciones
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existing caregiver workshop, and marketing & outreach to promote
the workshops in our community. Three new ECRR workshops will
be created in 2021 and will support caregivers with babies (0-18
months, toddlers (18-36 months) and preschoolers (3-5 years).
The current ECRR Workshops have been presented once per month
since August 2020. This quarter, the workshop was presented on 22
October, 14 November, and 3 December with 38 attendees. In
December, four Head Start teachers attended the workshop, and
they have been asked to provide feedback on how we can best meet
their professional development needs.
A comprehensive marketing and outreach plan for the ECRR was
developed and submitted to the Marketing and Public Relations
Department for review.
C. Provide experiences to enhance life skills
1. Develop and expand virtual life skills
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de Seguro de Salud para las Familias,” presented health
insurance options for families in our community.
For customers looking to improve their artistic skills, a
series of engaging events were scheduled over this
quarter. “Alphabet Calligraphy” and “Introduction to
Calligraphy” took place in July and September. “Sketching
101” taught attendees simple art techniques in July. In
August and September, “Acrylic Painting” helped customers
create beautiful works of art through guided instruction.
The Library hosted several virtual cooking events
throughout the quarter. Chef and holistic life coach Yamira
Lee Johnson hosted “Savory Summer Veggies” in July, “Easy
Back to School Meal” in August, and “Alcapurrias” in
September. Culinary expert Dianne Morin
hosted “Moroccan Chicken” in July, “Vegetable Fried Rice” in
August, and “Escoveitch Fish” in September. Chef Ha Roda
hosted “Vietnamese Pizza” in August, teaching attendees
how to create this tasty Vietnamese street food.
Several locations continued to offer basic and intermediate
Spanish, French and Creole classes. In addition, “Citizenship
Inspired” was offered several times over the quarter. This
class helped over 400 customers prepare for the
naturalization process. To help individuals gain more
confidence for their citizenship test, the instructor offered
additional in-depth practice interview sessions for
interested students. The Southwest and Windermere
branches continued to offer homeschool events on topics
such as “Art Expressions,” “Tales from China, Europe,
Africa” “Under the Sea Tails,” and “National parks.” The
technology trainers explored new offerings on technology
such as Canva, Unreal, Davinci Resolve and more.
During this quarter, the Library created several virtual events to
enhance the life skills of customers. Many provided customers with
the skills to maintain a positive physical and mental well-being.
“Qigong Movement and Breathing” in April and May and “Qigong
Summer Cooldown” in June had instructor Jasmine Win show
people how to use this crucial tool of Chinese medicine in their
daily life to benefit their health. Certified Yoga instructor Dana
Brady taught customers how to tap into the strength, balance,
flexibility, and relaxation your body can provide during “Yoga” in
April and May and “Chair Yoga” in June. “Family Zumba” in
April, May, and June helped families learn how to use dance
aerobics to create a fun workout. In April, instructor Jim McClellan
presented “Tai Chi” teaching how to destress by practicing
meditative movements. “Happy Drum,” a Music Therapy Wellness
Class that took place in May as part of Mental Health Awareness
Month. In May, “Take a Breather” explored healthy breathing
techniques suitable for practical, everyday applications. Certified
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Professional Organizer Jane Cole hosted “Organizing 101” in
April. This event taught attendees organizational skills that reduce
stress and clutter in your life.
The Library hosted several virtual cooking events throughout the
quarter. “Veggie Black Bean Patties with Hungry Pants” took place
in April. Culinary expert Dianne Morin hosted “Cuisine Corner:
Plant-Based Indian Dishes” in April, “Cuisine Corner: Jerk Chicken
with Rice and Peas” in May, and “Cuisine Corner: Jamaican Beef
Patty” in June. Chef and holistic life coach Yamira Lee Johnson
hosted “Cuisine Corner: Vegan Niçoise Salad Infused EVO” in
April, “Cuisine Corner: Avocado Chickpea Sandwich with Grape
Juice Agua Fresca” in May, and “Cuisine Corner: Summer Salsa
and Pinchos” in June. To celebrate Asian Pacific American
Heritage in May, chef Ha Roda hosted “Cuisine Corner:
Piggy Báhn Bao.”
As part of the NEA Big Read program to celebrate Hope Jahren’s
book Lab Girl, several events took place teaching customers how to
incorporate science skills into their everyday life. Taking place in
April were “Setting Up Compost at Home,” “Cultivation Fun with
Fungi Jon,” “Herb Gardening,” and “Fungi in the Kitchen with
Fungi Jon.” Our “Gardening Festival” also took place in April and
featured such programs as “Vegetable Gardening,” “Herbs: From
Your Garden into Your Kitchen,” “Beekeeping 101,” and “Planting
an Edible Pollinator Garden.” Not part of Big Read, but still dealing
with agriculture was June’s “Caring for Backyard Chickens.”
Several events were designed to help customers improve their
writing/artistic skills. In April, there was “Sketching 101” and
“Calligraphy Flourishes, Fonts, and Fun.” “Handmade Cards Using
Calligraphy” and “Acrylic Painting” took place in May. In June,
“Introduction to Calligraphy” and “Macramé – Plant Hangar” took
place.
Several branches continued to offer language learning classes
including “Creole Connect,” “Basic French Language,” and Spanish
classes. In addition, “Citizenship Inspired” was offered several
times over the quarter.
The Chickasaw Branch is continuing collaboration in testing hybrid
"blended" technology classes. Two short surveys have been created
to obtain feedback from library customers. Chickasaw is also
collaborating with Alafaya techs to develop a music composition
meet-up event open to the community to develop their music writing
skills.
During this quarter, the Library created several virtual events to
enhance the life skills for customers. Certified Professional
Organizer Jane Cole hosted “Organizing 101” in January. This
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event taught attendees organizational skills that reduce stress
and clutter in your life. “Introduction to Calligraphy” in January,
“Calligraphy Projects for Valentine’s Day” in February, and
“Beginner’s Chinese Calligraphy” in March allowed customers to
enhance their writing/artistic skills. “Qigong Movement and
Breathing” in February and March had instructor Jasmine Win
show people how to use this crucial tool of Chinese medicine in
their daily life to benefit their health.
The Library hosted several virtual cooking events throughout
the quarter. Chef Yamira Lee Johnson hosted “Cuisine Corner:
Quinoa Veggie Bowl” and “Cuisine Corner: Healthy Stir Fry” in
January. She also hosted “Cuisine Corner: Heart Healthy” in
February and “Cuisine Corner: Mofongo” in March. Hebni
Nutrition hosted “Cuisine Corner: Guacamole Salad” in January
and “Cuisine Corner: Black-Eyed Pea Salad” in February. Also, in
February, culinary expert Dianne Morin hosted “Cuisine Corner:
Chicken Tikka Masala.”
Several locations offered language learning classes including
Spanish, Haitian-Creole and English. Citizenship classes have
continued to help customers to prepare for the naturalization
process. Fiber art events continue to be popular with customers
learning crocheting, sewing, and knitting. The Chickasaw Branch
has collaborated with other technology trainers to test hybrid
classes. The team hosted their first test with other trainers as
students. The team will be working together to conduct more
testing and to develop standards and guidelines for hybrid
classes.
During this quarter, the Library created several virtual events to
enhance the life skills for customers. Certified Professional
Organizer Jane Cole hosted “Organizing 101” in October and
“Plan Your Way to a Stress-Free Holiday!” in December. These
events taught attendees organizational skills that reduce stress
and clutter in your life. “Qigong Holiday Destress” events in
October, November, and December had instructor Jasmine Win
show people how to use this crucial tool of Chinese medicine to
decompress during the holiday season. “Holistic Stress Relief
Strategies” hosted by Princessa Long of Imperial Counseling
taught customers how to successfully manage uncomfortable
and intrusive thoughts, feelings, and
emotions. “Alphabet Calligraphy” in October and “Beginner’s
Chinese Calligraphy” in November allowed customers to
enhance their writing/artistic skills. “Downsizing” was
presented by senior experts as part of the ongoing Smarter
Senior Seminar Series in December and helped address the
challenging task of how to make downsizing a smooth
transition. Several cooking events to enhance life skills took
place throughout the quarter. In October, “Cuisine Corner: Papas
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Rellenas” was hosted by Chef Yamira Lee Johnson. In November,
Chef Jocyelyn Bryant hosted “Cuisine Corner: Healthy and
Satisfying Soups” and Yamira Lee Johnson also hosted “Cuisine
Corner: Cooking with an Air Fryer.” In December, culinary
expert Dianne Morin presented “Cuisine Corner: Curry
Vegetables and Roti,” Yamira Lee Johnson hosted “Cuisine
Corner: Healthy Holiday Dessert” and Joycelyn Bryant hosted
“Alkaline Foods.” In addition, virtual programming has allowed
us to work with experts outside of Central Florida. In November,
we hosted the Red Hawk Council out of Brooklyn, NY for a
Native American Heritage music program and discussion.
The Chickasaw, South Creek, Washington Park and North
Orange Branches continuingly offer virtual Spanish classes. The
South Trail Branch offers “Creole Connect,” virtual sessions
connecting Haitian Creole speakers with Library services, job
search tools and other resources. Beginning in October, the
Winter Garden Branch has been working with Vision
Educational Private Tech to provide technology classes to teens
and tweens twice per week. System-wide, fiber arts classes such
as sewing, and crocheting have continued to be popular.
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2. Evaluate the success of virtual ESOL offerings

Progress

This quarter, OCLS presented over 300 classes with over
Danielle
4,400 attendees. The “English for Families” series helped
King
parents and children to develop both English language
skills and life skills. The vocabulary focus of the series was
“In our community.” Topics included transportation, the
airport, and shopping. The series will end with a focus on
emergency preparedness and safety in the community.
Parents and children participated in conversations about
their community and engaged in authentic learning
tasks. The “English for Families” series also introduced
learners to the five different reading strategies including
the KWL, graphic organizers, visualization, making
inferences, and activating prior knowledge. Students
practiced these strategies by reading a variety of
multicultural books. Students were successfully recruited
for “English for Families” through video marketing
strategies using the Google Classroom platform. The course
“Reading Clearly-Beginner” was reintroduced at the end of
July. The class averaged 17 students per week and is
designed to give students the necessary skills and
confidence to reach the next level, “Reading ClearlyIntermediate.”
“English from Zero” focused on practical skills and vocabulary that
students can use in everyday situations. Recent topics included
household repairs, medical emergencies, inside and outside the
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body, the pharmacy, and types of homes. “Conversation Hour”
allowed newcomers to Orange County to feel engaged and
accepted in the community. In addition to practicing their English
skills, participants made new friends and learned more about
their new home.
Customers consistently comment on the ease and flexibility of
online ESOL classes. Many customers said that the virtual
offerings have allowed them to attend classes that they would
not have been able to attend in person. The ESOL Google
Classroom pages have helped customers to practice their English
skills outside of the classroom. ESOL instructors consistently post
vocabulary and grammar presentations and make
announcements about upcoming offerings at OCLS.
In addition to live classes, the grant funded VOXY program tracks
student engagement hours and activities completed. Students
spent over 755 hours studying English using the program,
completing an average of 11,983 lessons. 50% of the students in
the pilot program have improved their overall language score,
25% went up from high intermediate to advanced, and 100% of
the students increased in at least one assessed language domain
(reading, grammar, or listening).
This quarter, OCLS presented 285 classes with over 3,400
attendees. The newest ESL virtual class, “English Literacy for
U.S. Citizenship” started on June 1 and averaged 22 students per
class. The curriculum introduces students to the reading,
writing and interview portions of the U.S Naturalization Test.
“English for Zero 2.0” has been developed and focuses on the
same measurable learning objectives as “English from Zero,”
but focuses on daily conversations, grammar, pronunciation,
and basic vocabulary. A new ESL online learning platform has
been acquired through the grant Write her Future by
Proliteracy. 14 students from low intermediate to advanced ESL
are using this service and staff are actively recruiting more
participants.
As a result of marketing efforts and partnerships such as Union
Park NCF, the Adult Literacy League, and Channel 6, many new
students have taken ESL classes this quarter. In particular,
“Conversation Hour” has seen an increase of students from
different parts of the world and provides them a safe and
inclusive environment to share about their culture and
background. The ESL instructors have determined that students
attending virtually are more advanced and are exploring ideas
to offer them classes focusing on reading and writing in order
to succeed in higher education or in their careers. The team is
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currently working on a plan to balance the return to in-person
and virtual ESOL offerings.
Recent comments from students include: ““Teachers explain
content well and calmly.” “I like that I can take classes when I
am on vacation.” “Taking ESL classes helps me to connect with
the community.”
The “English for Families” expansion program has been
implemented and currently Broward County Library and Tampa
Hillsborough County Library are hosting the series. The ESL
Specialist has been working with them on the training and
curriculum implementation.

The OCLS ESL team currently offers 25 virtual ESL classes a
week for students of varying language proficiencies. This
quarter, OCLS presented over 300 classes with over 4,000
attendees. The newest ESOL virtual class, “Reading Clearly
Beginners” averaged 18 students per class between JanuaryMarch. This class is designed to give student the skills and
confidence needed to reach the next level, “Reading Clearly
Intermediate.” Other classes offered include “English from
Zero,” “Ask an English Teacher,” and “English for Families.” The
“English for Families” series has helped to recruit and retain
students. Students and children who attended the series are
now attending “English for Social Interactions,” “Conversation
Hour,” and “English from Zero.” The ESOL classes are being
attended by students of varying ages and ability which include
newcomers, professionals, college students and school age
children looking for additional English language support.

Students regularly comment that they like the flexibility in the
programming and the variety of virtual classes. Students
without reliable transportation have commented that they are
now able to participate in class, whereas they were unable to
regularly participate during in-person learning. Caregivers have
commented that they are able to take online ESOL classes while
their children attend school virtually. Virtual learning modules
have also allowed ESOL teachers to incorporate authentic texts
and materials into their lessons. Students have developed their
vocabulary through newspaper articles, video clips, menus,
company websites, travel brochures, resumes and magazine
ads. Using authentic materials has helped learners use
background knowledge, contextual cues, and interpretive
strategies. Through ESOL Google Classroom pages, students are
exposed to supplemental materials and are encouraged to
explore library resources. Students are given recommendations
of materials based on feedback and current learning topics. The
pages allow students to easily review class topics and practice
reading, writing, speaking, and listening skills at home.
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Offering English classes virtually has been a huge success for
OCLS. In this quarter, over 320 classes have been taught with
over 4,200 attendees. The virtual English classes offer a variety
of classes from beginner vocabulary and writing, intermediate
reading and writing to advanced writing and speaking classes.
This past quarter, the ESOL team added reading for beginners as
a precursor to reading clearly intermediate and added English
in the Workplace as a general overview of language used in the
workplace.
Library staff met with the Adult Literacy League in December to
discuss potential virtual partnership ideas. The ESOL
Instructors are also looking at potential grant opportunities to
help expand our English offerings. In addition, the library has
continued its partnership with the Florida Humanities on
expanding the “English for Families” program to other Florida
libraries in a virtual setting. The Humanities has selected two
libraries that will be funded and OCLS has developed training
and resources for the locations. Training of the selected libraries
will begin in January.
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Library locations continued to distribute craft and activity kits to
customers. This quarter the library handed out over 25,600 kits.
Themes included STEAM, art, animals, and make your own dog
toy. In addition, the Southwest, South Creek, Winter Garden and
West Oaks branches conducted scavenger hunts. The Library
continued to offer StoryWalk events and this quarter, over 150
people participated. Special interactive displays such as “1,000
Books Before Kindergarten,” and “Check Out Bundles” were
created to encourage check out of themed material. The South
Creek Branch conducted a community art project, “Hanging Out
at the South Creek Library.” Over 130 customers contributed their
artwork to the display.
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Here are some comments from students: “We learn interesting
subjects;” “I can take classes all day;” “Teachers give clear
explanations; and “I loved class. The class was prepared with
love and care. Thank you so much teacher.”

3. Develop self-guided experiences to encourage learning and library use

The Adult Summer Reading Program concluded in August, and
winners for the self-directed Adult Beanstack Challenge for
summer were awarded. 415 customers participated in the
Summer Beanstack Challenge. In September 2021, the Events
Department hosted the self-directed Beanstack Challenge,
“Esperanza: A Celebration of Hispanic Heritage and Hope” for
adults. This Challenge celebrated National Hispanic Heritage

Progress

Champion

Updated

Library locations continue to distribute craft and activity kits to
customers. This quarter the library handed out over 21,300 kits.
These kits included themes such as STEAM Stories, Lab Girl, Earth
Day, and art. All locations participated in the Community HeART
project in partnership with the Orange County Regional History
Center. Community members were encouraged to decorate hearts
and return them to be included in an art mobile in remembrance of
the Pulse nightclub tragedy. Several locations offered literacy and
art themed scavenger hunts this quarter.
The library hosted 15 Storywalk events this quarter. They took
place in the various parts of the community such as Horizon West,
Lake Nona, West Orange Trail and at several elementary schools.
More than 2,266 participants enjoyed this self-guided, outdoor
reading experience.
In May, the Events Department hosted the selfdirected Beanstack Challenge, Celebrating AAPI Voices for adults.
This Challenge celebrated Asian-American & Pacific Islander voices
through recommended readings, resources, and reflection
questions. The Adult Summer Reading Program began on May 30,
and the Events Department created a self-directed
Adult Beanstack Challenge for summer. The theme for Summer
Reading, is Tales & Tails, with each of the 10 challenges relating to
an animal or writing/reading activity. The Youth Services
Department also launched their summer Beanstalk Challenge
which encourages children to read at least 20 minutes a day and
complete various activities.
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The library continues to offer self-guided experiences for the
community. In January 2021, the Events Department created a
new self-directed reading challenge for Adults using
Beanstack. The “New Year, New You Challenge” focused on
health and encouraged adults to read, connect with OCLS
through our virtual services, and participate in fun
challenges. Events were created to motivate participants with
their resolutions and health goals for 2021. Seventy-four
customers completed the challenge. In February, the Fairview
Shores Branch launched “The Great Library Quiz Off: On
Demand.” Customers received access to a link that allowed them
to play the weekly Quiz Off trivia game on their own time. The
library hosted three Storywalk events this quarter. They took
place in the town of Windermere, East Lake Park in Lake Nona,
and at Hunter’s Creek Elementary School. A total of 503
participants enjoyed this self-guided, outdoor reading
experience. These events have become so popular that the
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Month through recommended readings, resources, and
celebratory traditions.
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library is purchasing more storyboards so that more Storywalks
can be scheduled.
Library locations continue to distribute craft and activity kits to
customers. This quarter the library handed out over 13,800
kits. The Library partnered with the Cornell Museum of Fine
Arts and distributed 75 art kits at the Orlando Public Library
and Chickasaw Branch. The kits included the supplies for youth
to complete six projects which have corresponding videos
available from the museum highlighting pieces from their
collection. The Winter Garden Branch partnered with Horizon
West Happenings and provided 450 STEM “After Dinner Mint”
kits for distribution at the annual Horizon West Fest. The
Eatonville Branch partnered with the Eatonville Chamber of
Commerce and distributed “Celebrating Us: Unity, Love and
Light in Eatonville” kits. In partnership with WUCF PBS, “Be My
Neighbor” kindness kits were distributed across the system.

Locations continue to offer scavenger hunts to encourage children
to explore and learn about the library. The Washington Park Branch
offered a Star Wars themed hunt, the Southwest Branch offered a
COVID safety hunt, and the Winter Garden Branch offered a Black
History and Women’s History month hunt. The North Orange
Branch hosted “Imagine our Florida,” a display of Florida wildlife
animals and habitats.
The Library continues to look for new and creative ways to reach
out to our customers to encourage learning. Every location gives out
“Make and Take” kits for customers. These kits feature crafts for
families to do at home. During this quarter, over 15,000 kits were
given out. The North Orange, Winter Garden and Southwest Branch
have been hosting socially distanced scavenger hunts. These hunts
encourage participants to find clues in the library which encourages
learning about a subject, such as Hispanic Heritage Month. In
October 2020, the Events Department created a new self-directed
reading challenge for Adults using Beanstack. The “Spooktober
Reading Challenge” encouraged adults to complete 13 activities
designed to inspire participants to attend virtual events, read books
from the collection, and explore the library’s online
resources. Ninety customers participated in the challenge. OCLS
librarians have been working on creating various book lists to be
included in the Virtual Book Display Libguide. Topics featured
have been “A community in pain,” “Category 5 Reads,” and
“Juvenile & YA: Equality Reads.” Southwest has begun offering
“book bags,” a mixture of 4-5 fiction and nonfiction books to be
checked out together, based on a single topic. “Cozy Mysteries for
Adults,” “Dinosaurs for Toddlers,” and “Explore Australia for
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The library applied for the following grants this quarter:
• NEA American Rescue Plan Grant- $150,000 to
fund arts programming, marketing events, and
PPE for events.
• Florida Humanities- $10,250 to fund two family
literacy programs: English for Families and Prime
Time Family Reading.
• DLIS Florida American Rescue Plan- $125,541 to
fund hiring two additional social workers for
various library locations to assist customers and
develop informational workshops.
• NASA @ My Library- $1,600 to fund three STEM
education initiatives around highly visible events.
• Sisters in Crime Doris Ann Norris We Love
Libraries- $500 to secure sewing materials for a
mystery quilting class.
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Tweens” are a sample of the topics and ages covered. 182 titles have
circulated as a result of the books bags in the 1st quarter. In
partnership with the Waterleigh Community Center in Horizon
West, OCLS hosted Storywalk in October. Storywalk is a selfguided outdoor reading experience. Book pages are posted along a
walking trail and families are invited to stroll to each page to read
the story. At the end, families received a trick or treat bag which
was handed out by the community center manager. More Storywalk
partnerships are being planned for next quarter.
4. Seek and apply for new grant/award opportunities

The library was awarded the following grants this quarter:
• Florida Talks-Florida Humanities- $700 to host
virtual presentations with speakers on Native
American History Month in November.
• Community Project Grant- Florida Humanities$5,000 to provide funding that strengthens the
Eatonville community through community
dialogue and workshops related to the literary
works and life of native Zora Neale Hurston.
The library applied for the following grants this quarter:
• Florida Talks-Florida Humanities- $700 to host two
virtual speakers on Native American History for the
month of November.
• NASA @ My Library- $1,600 to provide three STEAM
education programs around highly visible NASA
events: James Webb Telescope launch, James Webb
Space Telescope first images, and Oceans of
Possibility SRP themed program 2022.

Progress
Sisters in Crime Doris Ann Norris We Love Libraries
Grant- $500 to secure sewing materials for a mystery
quilting class.
• Florida Division of Cultural Affairs Specific Cultural
Project- $25,000 to support the Sunshine State
Author Series.
• Florida Humanities Community Project Grant- $5,000
to support Zora Neale Hurston workshops and events
in Eatonville.
The library was awarded the following grants this quarter:
• Right Service at the Right Time- $60,797 to continue
supporting this online platform for e-government and
social services across the state of Florida.
• Viva Florida Landscape Demonstration Garden- $300
for wildflower planting at the West Oaks Branch.
• NEA Big Read 2021-2022- $20,000 to host Big Read,
“an initiative of the National Endowment for the Arts
in partnership with Arts Midwest, the NEA Big Read
broadens our understanding of our world, our
communities, and ourselves through the joy of
sharing a good book." Book selected: The Call of the
Wild by Jack London
• Duke Energy Foundation- $5,000 to increase
awareness and access to Summer Reading Program
resources at branches that have low participation
from those aged 4-8. Goals of the program include
intensive outreach to community partners, creating
and distributing resources in English, Spanish, and
Creole, and supplying students enrolled into the
program with 2 to 4 age-appropriate books to
overcome the digital divide.
• RUSA Excellence in Reference and Adult Library
Services- $1,500 monetary award for West Oaks’
genealogy offerings.
The library was notified that the following grants were not
awarded:
•
Orlando Magic Youth Foundation- $50,000 to
support Countdown to Kindergarten.

Champion

Updated

Danielle
King

3.21

•

The library applied for the following grants this quarter:
• Right Service Right Time (FY’22)- $60,797 to
continue supporting the online platform for egovernment and social services programs
serving all 67 counties in Florida.
•
Vivi Florida Landscape Demonstration Garden$3,000 to provide funds with which to purchase
Florida native wildflowers and plants for public
projects that showcase the beauty of Florida
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natives while demonstrating their uses. The
goal of the program is to educate the public
about the role of native wildflowers and plants
in supporting native pollinators, decreasing air
and water pollution, providing wildlife habitat,
and in general, creating a better environment
for all Floridians.
Duke Energy Foundation Grant- $9,999 to
increase awareness and access to Summer
Reading Program resources at branches that
have low participation from those aged 4-8.
Goals of the program include intensive outreach
to community partners, creating and
distributing resources in English, Spanish, and
Creole, and supplying students enrolled into the
program with 2 to 4 age-appropriate books to
overcome the digital divide.
NEA Big Read (FY’22)- $20,000 to host Big
Read, “an initiative of the National Endowment
for the Arts in partnership with Arts Midwest,
the NEA Big Read broadens our understanding
of our world, our communities, and ourselves
through the joy of sharing a good book." Book
selected: The Call of the Wild by Jack London

The library was awarded the following grants this quarter:
• Proliteracy & Lacome- Write her Future- $3,000
to acquire 24 licenses for Voxy EnGen, an ESOL
online learning platform. These licenses will be
incorporated into a personalized curriculum to
advance and support the language development
of women learners who are studying remotely.
• Proliteracy & Lacome- Learning Fund Voxy$3,000 to acquire up to 24 licenses for Voxy
EnGen, an ESOL online learning platform. The
licenses will be incorporated into a
personalized curriculum to advance and
support the language development of
participating students who are studying
remotely.
• Prime Time Family Reading Time- $2,500 to
support two virtual Prime Time Family Reading
Time series to be hosted by the North Orange
and Southwest branches.
The library was notified that the following grants were not
awarded:
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FabLab Credentials Added to Melrose Member Status Application
To support staff in tracking and managing access to the Melrose Center,
the Melrose Member Status application was updated to include
credentials for four FabLab assessments and four FabLab orientations.
FabLab assessments and orientations began being offered in
September.
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Girl Scout Library Card Referral Tracking
In support of the library’s partnership with Girl Scouts of Citrus, the
library card registration referral tracking system was repurposed for
referral links to be used as part the Youth Services Department’s
engagement with Girl Scouts of Citrus. A custom referral link was created
and associated with a vanity URL to track new library account
registrations from girl scouts. The use of the referral link and vanity URL
provides a tool for the library to gauge the effectiveness of the
partnership with the Girl Scouts of Citrus.
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StoryWalk Count Form
A form was created to capture the participation statistics for the
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•

GSK Science in the Summer- $18,500 to be used
in creating STEM careers kits over the summer.
American Dream Literacy- $5,000 to support
English for Citizenship programs.

The library applied for the following grants this quarter:
• NEA Big Read 2021- $15,000 for the Big Read initiative
featuring the book The Call of the Wild by Jack
London.
• The Youth Services Department is actively looking for
sponsors for the Summer Reading Program.
The library was awarded the following grants this quarter:
• CARES Act -$64,689 to “prevent, prepare for, and
respond to coronavirus.” Submission is to support
virtual and digital offerings.
• Mayors Matching Grant- $10,000 to support teen
sewing programs and the Sunshine State Author series
events.
• Window World- $50,000 was donated to support the
Summer Reading Program
The library was notified that the following grants were not awarded:
• Center for Craft- $5,000 to offer sewing instruction to
make masks.
D. Provide service delivery via technology
1. Explore and implement alternatives to traditional services

Orange Peel PHP Update
The Orange Peel server was updated from PHP 5.6 to 7.4. This update
to a supported version of PHP improves the security of the library’s
intranet site.
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StoryWalk events held at select locations. Customers are provided a
QR code and vanity URL that directs them to the form where they
can enter the number of people in their party who fall into the
library’s audience statistics groups: adult, teen, child. Customers
can also leave a comment about their StoryWalk experience. The
StoryWalk events are held outside and are not monitored by staff.
The StoryWalk Count form allows the library to collect attendance
statistics to gauge the success and interest in the events.
Book Sale Appointments
To help with social distancing during the Winter Book Sale at the
Third Floor Bookstore, Book Sale appointments were created using
the Schedule module in Communico (our calendar of events and
room reservation platform). The appointment system allows staff to
manage the number of people in the bookstore space during the
sale, allowing customers to comfortably participate in the sale.
Zoom Integration with Communico
A new feature integrating Zoom in our calendar of events platform,
Communico, was launched. The feature streamlines staff workflows
for creating events, so that events are only created in Communico
and not also in Zoom. This level of integration also provides
customers easier access to the Zoom details for joining virtual
events. These details are included in the email notices generated by
the calendar software and the customer’s personal schedule
available in My Events.
Youth Services Sites Moved into OCLS.info
The KidsConnect and Informed Teens site content was migrated into the
library’s main Drupal website in OCLS.info. This change allows staff an
easier method to update content and promotions through the Drupal
CMS (content management system). Bringing the sites into OCLS.info also
provides customers a greater opportunity to discover the programs and
services offered by Youth Services.
Social Worker Appointments
To aid the Learning Central Department in managing appointments with
the library social worker, social worker appointments were created using
the Schedule module in Communico (our calendar of events and room
reservation platform). Customers can view availability and book an
appointment. Staff can manage the appointments and provide customers
with instructions and information on what to expect during their visit.
School Library Card Drive
In support of the School Partnership Program’s library card drive, the
library card registration referral tracking system was repurposed for
referral links to be used as part of a community contest amongst Orange
County schools. A custom referral link was created for each school and
each week of the contest, the top three schools for the week were
posted online. The use of referral links means educators no longer have
to self-report their school’s involvement, making it even easier for
schools to participate.
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DiRP (Disaster Recovery Plan)
Staff Alerts Update. The Staff Alerts system, which is used in to
communicate with staff during emergency situations, was updated to
work through text-to-relay. This allows staff with assigned permissions
to broadcast Staff Alerts text and email simply by sending a text
message to a designated phone number. The result of this update is
that staff initiating a Staff Alert are no longer required to sign into an
internal application that can only be accessed inside the library’s
network. Ultimately, this update has the benefit of providing a means
to send Staff Alerts with only cellular data connection.
Software
Division of IT Support has completed upgrading the Adobe Creative
Cloud Suite. Public computers in the Melrose Center have been updated
to the 2021 version. This allows customers to use the newest features
offered by the Adobe Suite. Staff computers have also received the
update, allowing the user to view and edit Adobe Suite projects from
external partners and vendors. Upgrading to Adobe Create Cloud 2021
aligns with DoIT's commitment to provide access to the latest
technologies to our customers.
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Computer
• During the third quarter of FY21, IT replaced a total of 62 out of
warranty or faulty computers. Division of IT Support replaced
51 desktop staff workstations and public use stations with new
Dell 5270 All In One computers. Division of IT Support also
replaced 11 staff laptop stations with new Dell 7200 2-in-1
tablet PCs.
Server, Storage & Backup
• IT has completed deployment of 3 additional VXRail server nodes
to our production server and storage infrastructure. This new
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Print and scan pay station upgrade
The IT Department has upgraded the coin and bill acceptors for its print
and scan pay stations. Prior to the upgrade, these pay stations would
only provide change in the form of coins. Customers would need to seek
change from staff members in order to use the station. Another
drawback was the large amount of coins dispensed as change after
paying for a small job. Customers would then in turn exchange those
coins with staff for bills. The upgrade to the stations now allows bills to
be dispensed as change. With the ongoing COVID pandemic, the Library
is able to provide an additional contactless point of service.
Extended WiFi access and hours
The IT Department added extra equipment to extend the wireless signal
to cover most of the parking lot for Alafaya, Hiawassee, North Orange,
South Creek and Winter Garden. This will allow customers in need of
internet access to park at these locations and access the Internet from
outside the branch. We also changed the wireless access time during the
week to 7:00am to 9:00pm Monday to Friday. This allows students to
use our network during school time.
2. Update Technology plan
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deployment replaced 3 older host servers, not part of our
VXRail cluster, that were at end-of-warranty this year in May.
The 3 older host servers held 37 virtual servers, nearly all of
our web servers, and was about 1/3 of our total servers. This
also completes our migration from our older legacy storage
system to the newer hyper-converged VXRail system, where
the whole server and storage environment is virtualized.

Network
• During this quarter we completed the Metro-Ethernet and
Internet migration to Smart City. By negotiating new vendor
contract all Library location have twice the speed at the same
price we were paying to the other vendors.
OCLS.org
• During the third quarter we completed the first phase part of the
migration to OCLS.org. We created ocls.org email addresses
for all staff and started the migration process for
websites. Project is estimated to be completed by 2025.
Cloud Services

Tablets

Computer

Server

•

IT has begun the migration of the OCLS.info website
from on-premises to the cloud by setting up a server
environment in the Microsoft Azure cloud. Other
custom applications have been refactored, with their
new home being in the cloud.

•

IT has updated the mobile device management
software it uses to maintain the Library’s tablets. The
software, Jamf, is now currently running the newest
version.

•

During the last quarter, IT has replaced 120 out of
warranty computers located throughout all Orange
County Library locations. The computers replaced
were both staff workstation and public use stations.
Each out of warranty computer was replaced with a
new Dell 5270 All In One computer.

IT has upgraded its data protection and backup
solution, Veeam, to now support additional Microsoft
applications. IT has also implemented a centralized
logging server to aid in monitoring network
infrastructure and servers. The open-source solution
named “Graylog” will allow IT to troubleshoot issues
more efficiently as there will now be a single
repository for logs.
DiRP (Disaster Recovery Plan)
• IT has set up alerts for issues that would compromise
our network security via Graylog. Through this, IT staff
are now notified when high-risk events trigger such as
a failed login attempt to an administrator account that
•
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may be an attacker attempting to gain access to our
systems.
•

IT has completed installation of an overhead paging
system at the Southeast branch. The system is
integrated with our VoIP phone system. Prerecorded
announcements in both English and Spanish advising
customers that the library will be closing are made at
30 minutes to close, 15 minutes to close, and 5
minutes to close. Staff are also able to make ad-hoc
announcements over the paging speakers via a button
on their circulation desk phone.

The Orange County Library System was awarded funds
from the Care21 grant. IT has used these some of
these funds to purchase equipment that will enhance
the Library’s virtual programming. This equipment
includes updated computers, high quality web
cameras and microphones, professional style lighting,
green screens, and various accessories which have
improved the visual effects and presentation style of
the Library’s virtual events.
Applications and Forms
• Move Communico to single sign on (SSO) – allows staff
to use the same staff account username and password
for logging into the calendar of events software as
they use for other internal sites and applications.
• Update Jira/Confluence to SSL – improves the security
for accessing our project management and wiki
systems.
Websites
• Update OCLS.info to PHP 7 – updating to a supported
version of PHP improves security for the website
•

The Library's Technology Plan has been updated for 2021. These
are the main categories and a summary for each.

Software

•
•

Tablets

•
•

Ensure that staff have the proper tools to provide
the best customer support and experience.
Ensure that our customers have the access to the
tools needed to foster the library values and are of
economic value in the community.
The Library has around 110 iPads.
Support early and collaborative learning
experiences using iPads and educational software.
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Computers
•

•

The Library has around 1,300 computers
comprised of workstations for staff and public
access stations.
Computers are replaced every 3-5 years to provide
access to new technology and software.

Servers, Storage and Backup
•

•

•

Network

•

•
•

•

•

•
•

Provide adequate infrastructure to support
document retention, public services, and staff
tools.
Servers and supplementary equipment are replaced
every 3-5 years to maintain adherence to current
best practices and ensure limited downtime.
Meeting the needs of the organization and its
mission has led to the establishment of 120 servers
and their supporting hardware.

Maintain wired and wireless networking
infrastructure to meet the needs of the
organization.
Add switches and access points as the organization
grows the number of networked devices.
The Library’s wired network infrastructure was
replaced in 2015 and the equipment is currently
supported by the vendor. Replacement will happen
around 2023.
The Library’s wireless controller and access point
infrastructure was replaced in 2017 and the
equipment is currently supported by the vendor.
Replacement will happen around 2025
The Library’s Internet and MetroEthernet has a
1Gbps Internet fiber link connecting the main
library to the Internet. A Metro Ethernet fiber
network connects all the branches to Main at
100Mpbs per branch.
The Library has 1 router, 1 firewall, 84 switches, 1
wireless controller and 99 access points.
Long range directional access points have been
added to SC, AL, HI, WG and NO to provide a
stronger signal in the parking lot.

DiRP (Disaster Recovery Plan)
•

Every year more and more organizations fall
victim to cyberattacks and ransomware that can
destroy their entire infrastructure.
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Natural disasters such as hurricanes also can
damage our infrastructure and impact our ability to
serve our customers.
The Library must have a plan in place to minimize
damage and response time should disasters like
this take place.

Phone System
•

•
•

The Library has a VoIP network system. This is a
service provided by a vendor and hosted at their
location. This system was moved to a new vendor
in 2020.
The Library has around 250 VoIP phones.
We plan to go out to bid for a new VoIP provider
every 5 years. Our next bid will be in 2024.

Cloud Services
•
•

•

Harness emerging technologies and industry trends
when it meets the goals of the organization.
The Library has determined that it has an interest
in moving some high priority assets to an offsite
location designed for greater resiliency in the
event of a major disaster. This will ensure that we
are able to provide basic communication, even in
extreme circumstances.
The Library has two cloud services Office 365 and
Google Apps. Office 365 is the main platform
adopted by the Library and Google Apps has a
smaller role.

Hacking/Phishing Safety and Education
•

•

•

•

•

Protect patron data and investments by taking
steps to limit risk of data breeches and
ransomware.
Initiate procedures to minimize downtime due to
ransomware or malicious use of technological
resources.
The Library is currently using a product from
KnowBe4 to create phishing campaigns and
education for staff.
Phishing campaigns are sent once a month and we
provide additional education when staff fail some
of these tests.
In 2020 about 8 to 10% of staff fails the monthly
test.

Contactless Service Delivery/Remote Service
Delivery

Updated

Progress

Champion
•

•
•

OCLS.org

•

•

•

The Library has adapted to the demands brought
about by the 2020 Covid pandemic. As a result, we
now provide many programs, classes, and other
services virtually. To aid with that, we have a
number of supporting technologies, including
Zoom, GoToConnect, Microsoft Teams,
StreamYard etc. that support staff as they interface
with the public, and collaborate with their peers.
Evaluate solutions to meet the organizations goals
of remote service delivery.
Assess technologies that enable contactless
delivery of services.
The Library has recently purchased the
domain ocls.org. We plan to replace our current
domain of ocls.info for all purposes by January 1,
2025.
Domains with .info often have a poor reputation
on the internet, whereas .org domains are much
more reputable.
A redirect has been created where customers
accessing ocls.org redirects to ocls.info

Drupal Upgrade and Migration
•

•
•

Drupal is an open source content management
system used by the Library for six websites. The
software is highly extensible, making it an ideal
platform for large organizations.
Migrate current Drupal sites from Drupal 7 to
Drupal 8 before End of Life in 2021.
Migrate WordPress sites to Drupal 8 to simplify
and unify our technology platform.

Applications and Forms
•
•
•

•

•

Applications and forms are created inhouse to
support internal processes and public services.
Migrate ASP code base applications to PHP due to
classic ASP servers being retired by end of 2019.
Audit public and internal web applications and
forms to improve user experience and leverage
modern technologies.
Replace existing Excel and Word forms with web
forms to improve internal workflows. End goal to
complete replacement of all Office forms by 2023.
The Library’s Integrated Library System (ILS) is
Sierra. The ILS includes the catalog, circulation,
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Websites

•
•
•
•

Updated

and acquisitions. The Library will be migrating to
a new ILS (Wise).
Reimplement existing applications and services
that utilize Sierra to integrate with Wise.
The Library has multiple websites managed both
inhouse and through vendors.
Ensure the Library’s websites meet established
accessibility standards.
Use customer feedback and current trends to
inform decisions for functionality improvements.
Release new features on a regular basis to meet
and exceed community needs.

E. Explore new potential locations, project revenues and capital resources to service the community
1. Evaluate Branches for HVAC, Roofing, MEP improvements
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Received five (5) bids on North Orange Roof. Intend to
take the rankings to the October Board Meeting.

Kristopher
Shoemaker

9.21

Kristopher
Shoemaker

6.21

Kristopher
Shoemaker

3.21

Kristopher
Shoemaker

12.20

Initial start dates was to be December 1, 2021. However,
due to material supply issue the start date will be
pushed to late Spring 2022 with Fall of 2022 as back up
if project cannot be completed by May 15, 2022.

Main roof needs immediate repairs and will need to be replaced
in the next 3 - 5 years ( options include applying a seal coat that
will buy about 10 years, F&O reviewing that option ). Repairs
were completed in May 2021.
North Orange Roof needs to be replaced, scheduled for
December 2021.
Rest of MEP, Electrical, HVAC items are scheduled for FY
2022-23 and beyond.
The suggested improvements from C&S have been incorporated
into the 5 year CIP plan
We met with Advance Roofing for a free 2nd opinion of
Main's roofing status. The report was received on 3/22/21 and is
being reviewed by F&O
C&S Companies ( a Mechanical Electrical and Plumbing
Engineering firm ) completed their review of the branch HVAC
systems on October 6, 2020. C&S recommendations will be part
of the Fy 2021-22 and future budget process.
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ARC ( a Roofing Engineering firm ) completed their review of
branch roofs and all is good for the next 3 - 5 years.
2. Refresh North Orange Branch

Progress

Champion

Updated

All punch list items have been resolved. Project is
closed out.
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The North Orange Refresh began September 4, 2020 and was
completed by November 1, 2020. The project came in under
budget. As of 11-15-2020 there were a few punch list items to
resolve.
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3. Refresh West Oaks Branch
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Project was completed on time and under budget.
Project is closed out.
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The West Oaks Branch Refresh began on 11/15/2020 and is
scheduled to be completed by 01/01/2021.
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F. Partner with schools
1. Explore reaching new audiences for Library U-type experiences
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The Library U sessions held in June and July in the
Melrose Center had a total of 30 attendees. Orange
County Public Schools would like to partner again, and
our teams will discuss planning at a future meeting once
professional development opportunities are approved.
Positive survey comments shared included “The
presenters were knowledgeable and engaging. I
appreciate your partnership with the schools.” The
“Library U: Transforming Educators into Library
Ambassadors” webinar proposal for PLA was accepted
and will be presented in September.
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The library hosted its first Library U session for 2021 on June 9. A total of
21 OCPS educators participated in this half-day workshop. Workshop
topics included: Library Databases, Virtual Library Card, Building
Technology Skills at Your Library, Virtual Field Trips, Melrose Center:
Design a Plant Seed, and a mini tour of the Melrose Center. Teachers
qualified to earn in-service points from OCPS for attending. The second
Library U session will be presented on July 21. The Homeschool
Education Committee is currently planning for events after summer.
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The library has been invited to present Library U virtually as a
workshop for elementary OCPS teachers and media specialists on
June 9th and July 21st. The Library U committee is working on
converting the popular program to the virtual format.
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The library has continued to expand its Homeschool U offerings
through a variety of programs created to assist parent educators. A
sampling of what has been offered are listed below.
On January 28th the library presented Homeschool Lesson Planning
for parents. This workshop offered homeschool parents the
opportunity to learn to lesson plan for different learning styles and
to incorporate a variety of OCLS resources into their regular lesson
planning routine.
On February 11th Genealogy Curriculum Ideas for Homeschoolers
was presented to parents by Allison Ryall. This program offered
ideas to bring history alive by teaching ways that
parents could incorporate genealogy into their home school
curriculum.
On March 25th the Melrose Center offered parents an educator
lesson plan featuring energy and motion. During the event
Homeschool – Teaching Energy and Motion, parents were given
ideas and tips on teaching middle and high schoolers about potential
and kinetic energy with paper rollercoasters.
The Home Education committee has continued to plan workshops for
educators offering virtual and/or home school learning environments. In
October “Home Educator Lesson Plan- Mission to Mars” was offered.
Melrose Center staff presented this space themed event which taught
educators how to use this lesson plan in teaching Tinkercard and
engineering. In November, “Homeschool-How to Get Started” was
offered. During this session, a local professional and longtime home
educator spoke on a variety of topics of how-to provide a home learning
environment. The next event is planned for January and focuses on
homeschool lesson planning. The committee has also tentatively
scheduled monthly events for the remainder of 2021.
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Laura Morton and Noraliz Orengo presented at the
Library U! educator learning experience on July 21 about
virtual field trips. On August 15, priority booking opened
for schools that submitted a field trip request form over
the summer to express interest in booking their school in
Fall 2021. So far, 16 field trips are scheduled, seven from
priority booking. To prepare for field trips to begin in
October 2021, Laura and Noraliz have been working with
the web design team to update the field trip form, the
digital resource guide, and the webpage. On September
7, a mass email was sent to over 1,700 Orange County
Public School administrators, teachers, media
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Due to the overwhelming interest from schools, the field trip
schedule was fully booked through the end of the school year in
March 2021. The request form was closed and staff worked with
Cassie Shivers, Assistant Manager, IT Design & Development to
update the field trip website and request form. Space was provided
for teachers to submit their interest in receiving priority booking in
Fall 2021.
In the 2020/2021 school year, OCLS staff hosted 53 field trips for
40 Orange County schools, including 17 Title I low-income schools,
and reached a total of 4,126 students. Moving forward, OCLS will
continue efforts to promote this re-imagined educational program
and will present about field trips to Orange County Public School
teachers and media specialists at two Library U! sessions this
summer.
OCLS received the Florida Library Association Betty Davis Miller
Youth Services Award for the Virtual Field Trips from the Florida
Library Association at the May annual conference.
The field trip committee consisted of Noraliz Orengo, Youth
Program Specialist, Laura Morton, Youth Education Specialist, and
Caitlin Hill, Reference Clerk, all based out of the Youth Services
Department.
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The field trip committee focused on promoting the virtual field
trips to kindergarten and first-grade teachers. In February a mass
mailer was delivered to 178 principles and 1,350 teachers inviting
them to book an interactive virtual experience for their students.
In just 48 hours, an astounding number of requests were received,
which has provided an opportunity to host 23 new schools
throughout Orange County this quarter. During these three
months, an audience of 1,673 students was reached.
In January, Noraliz Orengo and Laura Morton were accepted to
present virtual field trips at the Florida Library Association 2021
Hybrid Annual Conference. In efforts to develop an engaging
presentation that will inspire other libraries, they are partnering
with Jesse Draus, Media Production Specialist in Marketing and
Public Relations, to film both the kindergarten and first-grade
virtual experiences to create an informative experience.

Bethany
Stone

3.21

Since October 1-December 8, we have booked 17 field trips and
hosted 12 field trips for a total of 271 students in Orange County.
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specialists, and parent engagement liaisons to invite
schools to book a field trip for the 2021-22 school year.

In this first quarter, the field trip committee consisting of Noraliz
Orengo, Laura Morton and Caitlin Hill focused on creating,
promoting and hosting virtual field trips. Since kindergarten and
first grade were previously our most highly booked in-person field
trips, these two scripts were reimagined as virtual events. Each
virtual field trip script includes an interactive and engaging lesson
about pioneer times, a story, a choral response song and a craft.
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To prepare for relaunching field trips, staff reviewed our website
and field trip request form and submitted updates to our IT design
and development team. We created a template for OCLS school
liaisons to contact their teachers and administrators about field trip
opportunities. Our staff photographer took pictures of virtual field
trip experiences for promotional materials. A virtual field trip
brochure was designed and emailed in October to all OCPS schools
with a letter that outlined the changes and inviting them to book an
interactive virtual experience.
To share the success of our effort to adapt field trips during
COVID-19, Laura Morton, Youth Education Specialist, submitted a
proposal to present a session on our virtual field trips at the 2021
Florida Library Association Conference.
3. Expand the children's initiative by offering new services in different modes
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In July, Jennifer Shock, Youth Outreach Coordinator,
attended the Orange County Public Schools Summer
Institute and presented library resources to the Parent
Engagement Liaisons. Later in July, training for OCLS 75
liaisons was held, going over best practices,
expectations, and goals for school outreach.
The annual School Library Card Drive runs September 7 October 12 to coincide with National Library Card Signup Month. Liaisons have been given email templates for
weekly school updates and encourage schools to
promote their unique sign-up link to students. A social
media kit has been created for schools to utilize prewritten messages and images to promote the library card
drive on their social channels and messaging platforms.
Staff will track usage of the social media kit.
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The last quarter of the 2020-2021 school year was busy for library
liaisons. There were a lot of library programs and announcements
for liaisons to share with their school contacts. They were provided
with templates for Spring Break - Breaking Barriers series, NEA Big
Read, SRP webpage launch & promo presentation, Teacher
Appreciation Week, End of School & SRP talking points.
In May, the new webpage for the School Partnership Program,
including a fully redesigned Teacher Connect page, was launched,
serving as an interactive directory of resources for educators.
Additionally, liaisons were also given materials to send to their
schools promoting the Summer Reading Program.
Through continued meetings with the OCPS Instructional
Technology & Library Media Curriculum and Digital Learning, we
were invited to present about the Summer Reading Program at this
year’s OCPS Summer Reading Kickoff virtual event. Over two
days, 90 educators participated in the event and learned how to
make the most of the library’s summer reading program in
conjunction with their own. Building relationships with OCPS staff
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also led to receiving a letter of support from them for our Library
Journal’s 2021 Library of the Year Award application.

The program name was changed from Children's Initiative to the
School Partnership Program. This was done to help clarify for
schools and staff the goals of this initiative.
In February, Washington Park provided kits for offsite distribution
at the “Lila Mitchell Head Start Literacy Event.” Sixty bags filled
with library information, goodies, and an activity to complete at
home were provided for the event.
In March, West Oaks presented a Making the Most of Your Library
program via Zoom and created a bi-lingual script (English &
Spanish) which was made available to all School Partnership
liaisons.
In January and March, South Creek staff hosted
virtual storytimes with Sally Ride Elementary School.
During this quarter, South Creek staff,
as liaisons serving nine schools, have promoted library services and
resources as part of the School Partnership Program.
In February, Eatonville hosted a four-week series
of virtual storytimes for the families of Pinewood Elementary.
During this quarter, two Hiawassee staff members signed up to be
staff liaisons. Managers at Hiawassee have participated in virtual
story times, sharing various OCLS resources each month thus far.
The West Oaks librarian hosted a virtual monthly Sunshine State
book club with Citrus and Spring Lake Elementary Schools.
In partnership with Hunter’s Creek Elementary, Winter Garden
hosted a Storywalk featuring the bilingual book “A Good Night
Walk” by Elisha Cooper. A total of 337 students and teachers
participated.
This year, all OCPS schools, K-12, had their own library card
referral link to share with students. This allowed schools to
promote the library card drive in various ways, such as in enewsletters, on social media, and on their school website. It also
made logistics easier for media specialists and teachers, as they
did not have to work with paper applications or enter any data. This
was essential this year with students learning from home and onsite. From October 15 - November 22, we ran our annual school
library card drive. We created a community goal for new card signups, encouraging every school to get involved. The drive brought in
717 library card registrations. This year, there was a notable
increase in school participation. In 2019, 27 elementary schools
submitted card applications during the library card drive. In 2020,
62 schools participated. All grade levels were represented, with
elementary, middle, and high school students signing-up. We also
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During this quarter, the library made a considerable effort
to publish on-demand content for our customers. 38 videos
with 3,582 views were published on YouTube, 59 videos
with 15,955 views were published on Facebook, and 4
livestream videos with 582 views were published on
Instagram. In addition, the Melrose Center posted 27 videos
with 1,405 views.
OCLS began offering the on-demand “Cuisine Corner @
Home” series, which is available on the Library’s YouTube
Channel. Chef Yamira Lee Johnson hosted event topics:
“Meal Prepping,” “How to Make a Spinach,” “Rice, Lentil
Bowl,” “How to Cook a Spicy Sweet Potato and Turkey Kale
Bowl,” “Four Steps for Cooking with Kids” and “5 Easy
School Lunch Recipes.” Chef Dianne Morin hosted, “Roasted
Eggplant.” In September this on-demand cooking series
features events honoring Hispanic Heritage month.
The Library continued to provide online events, and several
remain available to our customers through our
Facebook/Instagram or Youtube Channel to access on
demand. In July, the Events Department hosted a “Meet the
Author” event with New York Times bestselling author J.A.
Jance. In July, “Meet the Authors: Florida Style,” introduced
Florida authors Craig Pittman and Tyler Gillespie. Spine
tingling tales and legends collected from small towns and
villages in Florida are available to view at the on demand
virtual event, “Chilling Campfire Tales.” Available on the
Library’s Instagram, Chef Yamira demonstrated “Savory
Summer Veggies,” “Easy Back to School Meals,” and
“Alcapurrias.” Chef Ha Roda shares Vietnamese street food,
Vietnamese Pizza- Bánh Tráng Nướng, on the Library’s
Facebook and YouTube Channel.
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During this quarter, the library made a considerable effort to
publish on-demand content for our customers. 41 videos with
7,876 views were published on YouTube, 27 videos with 8,102
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had several private and charter schools involved. A large part of
this year’s success was transitioning the school library card drive to
a completely digital format.
Library liaisons are encouraged to participate in school events each
year, and one of the best opportunities is Teach-In. It’s a day that
brings community leaders into the classroom to share information
about social resources, career paths, and civic engagement. This
year, due to the COVID-19 outbreak, Teach-In was changed to a
virtual format. OCLS liaisons created video presentations that
discussed their work at the library and showcased the wide variety
of resources available to students.
G. Foster Innovation & New Services
1. Explore offering more on-demand virtual events
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were published on Facebook, and 3 livestream videos with 699
views were published on Instagram.
The Library worked with Chef Yamira Lee Johnson and created ondemand events for Cuisine Corner at Home. The events are
available on the Library’s Youtube/Facebook pages and is a fivepart series, from meal prep to recipes. New Writing Tip of the
Week videos are available on the Library’s Youtube Channel to
provide on-demand information to help aspiring
writers. The Library continued to provide virtual events, and several
remain available online for customers to access on the Library
Facebook/Instagram or Youtube Channels. The Orlando Book
Festival went virtual this year and each breakout session from the
festival is available on the Library’s Youtube Channel. Events
included, “How to Keep Young Readers Engaged,” “The Truth in
Fiction,” “Crafting Tension,” “Say YAY to YA!,” “Romancing the
Book” and Closing Keynote: Alyssa Cole.
As part of the NEA Big Read, the Library hosted several events to
celebrate the book Lab Girl by Hope Jahren. “Setting Up Compost
at Home” with O-Town Compost and “Herb Gardening” with
Orlando Fleet Farming are available to view on-demand. To
celebrate the 60 Anniversary of the Polasek Museum, the Library
received a virtual tour of the archives and some rarely seen
artifacts from the museum for guests to view on Youtube. Available
on the Library’s Instagram, Chef Yamira demonstrated “Avocado
Chickpea Sandwich with Grape Juice Agua Fresca,”
“Vegan Niçoise Salad with Infused EVOO” and “Summer
Salsa.” More Cuisine Corner events took place and are available on
the Library’s Youtube Channel. The restaurant owners of Hungry
Pants returned with a new recipe for “Veggie Black Bean
Patties.” Chef Ha Roda shared her adorable and delicious “Piggy
Shaped Bánh Bao.”
th

During this quarter, the library made a considerable effort to
publish on-demand content for our customers. 21 videos with
3,938 views were published on YouTube, 12 videos with 4,741
were published on Facebook, and 2 videos with 481 views were
published on Instagram.
In partnership with Catholic Charities of Central Florida, a
library promotional video in Haitian-Creole and Spanish were
created to help educate residents about library services. The
promotional pieces were shared with students from Catholic
Charities, library partners and is available for the public on the
library’s YouTube page. “Celebrating the Genius of Women- 10
Year Retrospective” features an interview with the Executive
Director of the Women in the Arts to reflect on the annual
Celebrating the Genius of Women art competition. “Rick
Roberts-Reel to Real” features an interview with Grammy
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During this quarter, the library made a considerable effort to
publish on-demand content for our customers. 67 videos with
8,097 views were published on YouTube, 34 videos with 14,415
were published on Facebook, and 3 videos with 884 views were
published on Instagram. In October, “NaNoWriMo 101” offered
an introduction to November’s National Novel Writing Month.
“Cuisine Corner-Papas Rellenas” helped customers learn to
make delicious Papas Rellenas. November offered the Cuisine
Corner Events, “Healthy and Satisfying Soup” and “Cooking with
an Air Fryer.” “Bullying/Cyberbulling” provided information for
parents and the “One Minute Film Festival” provided
entertainment for adults. December events helped customers
get into the Holiday spirit with a virtual performance of “A
Christmas Carol” and a meet the author event highlighting
Holiday Romances. In addition to videos, the Melrose Center
resumed the “Reel to Real Podcast” in November. This episode
welcomed world-renowned mastering audio engineer Bob Katz.
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The Library joined forces with many community partners
during this quarter to offer a wide range of events.
In July, a guest speaker from the Save the Manatee Club
hosted “Manatee Conservation.” This event included a
discussion on the threat's manatees face, what people are
doing to help them and conservation laws that protect
manatees. The Library continued to partner with Orange
County’s Office of Aging to present the LIFE Information for
Elders series during this quarter. “New Laws and
Regulations that Impact Elders” took place in July,
“Managing Your Medical Care” took place in August, and
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Award-winning engineer Bruce Hensal. “Dyeing Fabric with
Plants” shares techniques using natural, plant-based materials
to dye fabric.
The Library hosted several virtual events that were recorded
and shared online. In January, the Events Department hosted a
virtual Cuisine Corner with a new community partner, the
restaurant owners of Hungry Pants. The informative event is
available on the YouTube Channel for customers to learn how to
make delicious muhammara spread to spice up dishes. Available
on the Library’s Instagram, Chef Yamira demonstrated Healthy
Stir Fry. OCLS partnered with PBS Books and their Penny
Stamps Speaker Series which is available on the OCLS Facebook
page. The Library’s African American Read-In went virtual in
February. The live event, celebrating African American
literature in poetry, story, and song, performed by local
luminaries is available to view on the OCLS YouTube Channel
and Facebook page.

2. Collaborate with community partners to explore & enhance offerings

Progress
“Coping with Pandemic Exhaustion and Fatigue” took place
in September. In July and September, the Orange County
Bar Association provided a virtual open forum with a panel
of attorneys providing legal guidance during “Ask a
Lawyer.” Central Florida Community Arts (CFCA) presented
“Sketching 101” in July and “Acrylic Painting” in August and
September. Events focused on the health and well-being of
our customers were provided by Jessica Daly, Consumer
Health Librarian with Orlando Health. These included
“Cholesterol: Knowing What the Numbers Mean” in July,
“Facts About Psoriasis” in August, and “More About Sickle
Cell” in September.
Several virtual events were streamed in partnership with
PBS Books. Their “Author Talk” series featuring guests
such as Ida B. Wells and Meg Medina in July, Silvia Morena
Garcia, Martha Wells, Kelli Jo Ford, Britt Bennett, and Sarah
Pearse in August, and Viet Thanh Nquyen, Christopher
Paolini, Annette Gordon-Reed, and Tana French in
September. PBS Books also provided us with the “University
of Michigan Penny Stamps Speaker Series” which included
speakers like Amy Cutler, Brian Selznick, Pedro Reyes,
Isabel Wilkerson & Ken Burns in July, and Jab Abumrad in
August. As part of PBS Books Boomer to Zoomer series, we
presented their “When I’m 65!” events, including “Financial
Freedom: Declare the Life You Want” in July and “Investing:
A Beginner’s Guide” in August.
For the seventh year, OCLS partnered with the Orange County
Public Schools to offer free lunch to anyone 18 or under as part of
the "Summer BreakSpot program." Chickasaw, Fairview Shores,
Hiawassee, North Orange, South Creek and South Trail
participated in this program. During July, 8,236 lunches were
served at the six OCLS locations. Branches worked with a variety
of organizations to offer activity kits, library talks, library cards
and more. Washington Park partnered with the Orlando Police
Department to host their drive thru backpack giveaway in the
library’s parking lot. 200 children in need received backpacks
along with library information during the event. North Orange,
South Trail, Eatonville, and Fairview Shores worked with local
partners as part of the DUKE Energy Foundation grant to recruit
summer reading participants. The goal was to reach 100 students
living in the targeted areas to encourage them to participate in
events, programs, and reading challenges. The team surpassed
their recruitment goal and recruited 383 children. By the end of
the summer, there were 14 community partners including City of
Orlando Neighborhood Centers, the Boys & Girls Club, Princeton
Elementary, and the Ivy League Achievers Academy.
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OCLS collaborated with a variety of organizations this quarter to
offer services and events.
From March 22 through May 27, the South Trail Branch was a
COVID-19 vaccination site. The Library partnered with the
Florida Office of Emergency Management and vaccinations were
administered 7 days a week from 8 a.m. – 7 p.m. For the seventh
year, OCLS partnered with the Orange County Public Schools to
offer free lunch to anyone 18 or under as part of the
"Summer BreakSpot program." Chickasaw, Fairview Shores,
Hiawassee, North Orange, South Creek and South Trail participated
in this program. Several locations have partnered with schools and
NCF locations to distribute summer STEAM kits. The Hiawassee and
Eatonville branches partnered with the Women in the Arts to offer
a virtual summer art camp for kids. The camp provided all the art
supplies and the students logged in to receive their weekly lesson.
As part of the NEA Big Read program in April, the Library partnered
with several organizations to provide science-themed
events. These included “Herb Gardening” with Fleet Farming,
“Powerful Pollinators” with the Orlando Science Center, “Vegetable
Gardening” with IDEAS for Us, “Herbs: From Your Garden into Your
Kitchen” with the Florida School of Holistic Living, “Beekeeping
101” with Winter Park Honey, and “Planting an Edible Pollinator
Garden” with the University of Florida’s Institute of Food and
Agricultural Sciences. As part of the Tales & Tails Adult Summer
Reading Program, the Orange Audubon Society hosted “Summer
Birds of Central Florida” in June. In honor of Asian Pacific American
Heritage Month, the Library worked with two community partners
to provide unique offerings. The Asian American Heritage Council
of Central Florida hosted the “Asian Cultural Festival” and the Wah
Lum Kung Fu Temple hosted the “Kung Fu Show.”
Several virtual events were streamed in partnership with PBS
Books. These included “Hemingway Book Club Conversation,”
“Hemingway: Coming of Age in an Earlier Age,” “Poetry Author
Talk: Dwayne Reed,” and “Trailblazing American Women Writers:
Joy Harjo” in April. In May, PBS Books virtual events included
“Trailblazing American Women Writers: Amy Tan.” In April, PBS
Books also provided us with the “University of Michigan Penny
Stamps Speaker Series” which included speakers like PBS’ Frontline
Executive Producer Raney Aronson-Rath and jazz musician Wynton
Marsalis. As part of PBS Books Boomer to Zoomer series, we
presented their “When I’m 65!” events, including “Investing:
What’s New and What’s Not” in April, “Money Strategies for
Military Families” in May, and “How to Build Your Nest Egg” in
June.
A variety of events focused on the health and well-being of our
customers. Jessica Daly, Consumer Health Librarian with Orlando
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Health, hosted “High Blood Pressure” in April, “Stroke Awareness”
in May, and “Men’s Health” in June. Nova Southeastern University
presented “Diabetes and Exercise” in April. Nemours Children’s
Health System presented “Myths/Misunderstandings with COVID19 Vaccine” in April and “Traumatic Effects of Racism on Our
Children” in May. The Victim Service Center of Central Florida
hosted “Supporting Survivors in the LGBTQ+ Community” in June.
The Library continued to partner with Orange County’s Office of
Aging to present the LIFE Information for Elders series during
this quarter. “Fraud and Identity Theft” took place in April,
“Recent Changes to Elder Law in Florida” took place in May, and
“Empowering Victims of Scams Through Effective
Communication” took place in June. In May, the Orange County
Bar Association provided an open forum with a panel of
attorneys to get guidance on landlord/tenant law and estate
planning during “Ask a Lawyer.” Central Florida Community
Arts (CFCA) presented several events during this quarter. These
included “Sketching 101” in April, “Happy Drum” and “Acrylic
Paint” in May, and “The Story of the Blues: Finding Your Voice”
in June.
The Library has continued to partner with the Adult Literacy
League (ALL) and is planning to reintroduce in-person “Practice
Makes Perfect” classes at several locations in September. ALL
tutors have also returned to in-person tutoring at branches.
OCLS collaborated with a variety of organizations this quarter to
offer services and events.

In March, the library secured a partnership with the Office of
Emergency Management who is working with the State of
Florida to identify COVID vaccination distribution sites. The
South Trail Branch was selected as a site, and library staff are
working on the details with the partners to secure dates, times,
and details for the vaccination site. The South Trail Branch
partnered with the Department of Transportation by hosting an
exhibit of future road improvements on Orange Blossom Trail.
The Manager of the South Trail Branch was asked to participate
in an interview by the Sewing Machine Project Executive
Director. The interview will discuss their partnership and will
be featured in the Christian Science Monitor. The Winter Garden
Branch continues to partner with community members in
Horizon West. In March, library staff attended a virtual “Coffee
Talk” event with partner Waterleigh Community Center to
promote library registration, services, and offerings.
Several virtual events were streamed in partnership with PBS
Books. These included “Trailblazing Women: Marilyn Chin &
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Poetry in America” and “Celebrating MASTERPIECE –
50 Anniversary” in January. Additional events in conjunction
with PBS Books included “Financial Literacy Series Launch
(Investor Protection Trust),” “University of Michigan Penny
Stamps Speaker Series,” and “Trailblazing Women: Sonia
Sanchez” in March. In January, the Orange County Bar
Association provided an open forum with a panel of attorneys to
get guidance on consumer law, small claims, and employment
during “Ask a Lawyer.” Jessica Daly, Consumer Health Librarian
with Orlando Health hosted “Healthy Resolutions” in January,
“Heart Health” in February, and “A Good Night’s Sleep” in
March. The Library continued to partner with Orange County’s
Office of Aging to present the LIFE Information for Elders series
this quarter. Presentations included “COVID-19: Here’s What
We Know” in January, “Health and Wellness Gems” in February
and “Internet Security” in March. Central Florida Community
Arts (CFCA) presented several events during this quarter. In
January they offered “Fundamentals of Singing,” in February
they offered “Acrylic Painting,” and in March they offered
“Classical Music & Painting.”
Community partner, Nova Southeastern University hosted
diabetes focused events in January and March. “Diabetes and
Healthy Eating” provided guidance to maintain a healthy
lifestyle with diabetes. “Diabetes Prevention and Management”
discussed basic strategies to prevent or manage diabetes. The
Library partnered with the Valencia College Peace and Justice
Institute in January to present their “Conversation On Justice”
series. Topics included, “Speak up: A Conversation on
Bullying,” “Displacement and Immigration from the Policy to
the Professional,” “The Diet for Justice: Creating a More Humane
World with a Fork,” and “Intersectionality: More Than a
Feminist Perspective.” A unique story time was offered by the
Opera Orlando in February as they shared songs from their new
commission of The Secret River by Margorie Kinnan Rawlings.
In March, the library kicked of the NEA Big Read celebration
of Lab Girl by Hope Jahren. Several community partners helped
to create the STEAM focused programming scheduled for Lab
Girl. The Orlando Science Center presented “Roller Coaster
Physics.” Fleet Farming educated customers about “Florida
Habitats and Ecology.” And several community partners came
together to end the celebration with an “OCLS Gardening
Festival,” including the Florida School of Holistic Living, and UF
IFAS Extension Office in Orange County.
The Youth Services Department worked with a variety of
system-wide partners this quarter. In March, the library
partnered with SunRail to offer train safety book displays and to
distribute STEAM activity sheets. Youth Services staff have
continued partnering with Advent Health to present “Every
th
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Child Ready to Read Workshops” for their Baby Bunch group.
The team also further strengthened the relationship with the
Orange County Regional History Center by offering “Breaking
Barriers,” women’s history themed events during spring
break. A close partnership continues with Orange County Public
Schools. The week of January 25, OCLS presented several story
times for students in celebration of Literacy Week. The Florida
Department of Fish and Wildlife presented two staff workshops
to train staff in presenting “ProjectWILD,” “Growing Up WILD”,
and “Aquatic WILD” curriculums. Staff are required to complete
this curriculum to host these wildlife events. OCLS continues to
work with the University of Central Florida Center for Autism
and Related Disorders, which presented a staff overview of
Autism on January 26. Staff from CARD will be observing OCLS
virtual events to provide insights.

OCLS collaborated with a variety of partners to offer services this
quarter. Central Florida Community Arts (CFCA) presented several
events during this quarter. In October they offered, “Watercolor
101” and “Sketching 101,” also offered in December. In November,
CFCA presented the “Fundamentals of Singing.” The Victim
Service Center of Central Florida (VSC) presented “Healthy Dating
Relationships” in October and “Bullying/Cyberbullying” in
November. Jessica Daly, Consumer Health Librarian with Orlando
Health hosted “Breast Cancer Preventative Care” in October,
“Diabetes Education” in November, and “Coping with Illness
During the Holidays” in December. The Orange County Bar
Association provided an open forum with a panel of attorneys to get
guidance on consumer law, small claims and employment during
“Ask a Lawyer” in November. The National Alliance on Mental
Illness (NAMI) hosted “NAMI: Ending the Silence for Families” in
November to help families learn about warning signs and how to
talk to children about mental health. The Library continued to
partner with Orange County’s Office of Aging to present the LIFE
Information for Elders series during this quarter. Presentations
included “Holiday Scams and Online Safety for Seniors” in
November and “Ask the Aging Experts Your Caregiver Questions”
in December.
In October 2020, the Library partnered with the Orange County
Regional History Center for the annual “Trick or Treat Safe Zone”
event, which was reimagined as a week-long series of online events.
We also distributed activity kits all month long which included a
craft, candy, and swag at all 15 of our libraries and the History
Center. At our libraries, 8,500 bags were distributed, far exceeding
the participation at our one-day event last year which had 1,500
attendees. The Hiawassee Branch participated in a drive-thru meet
and greet with Common Sense Childbirth to provide information
about OCLS and our services. The branch also partnered with

Champion

Updated

Danielle
King

12.20

Progress

Champion

Updated

Progress

Champion

Updated

Melrose has made the following progress to improve
equipment:
• Installed new Mac Pro computer in Audio Studio
with latest DAW versions including Pro Tools
• Purchased Superior Drummer 3 software for
Audio Studio and Editing Bays
• Purchased Silhouette 4 Cameo Cutters for use in
Fab Lab
• Updated Fab Lab computers with new/upgraded
3D modeling software, including FreeCAD,
zBrushCore Mini 2021, MOI3D, Inkscape, Arduino
and Eagle
• Purchased iPads to develop and deliver virtual
mobile design app classes, to provide apps for
video studio sessions and teen camps, and to
serve as a teleprompter
• Purchased mirrorless camera and LED lighting for
expanded Photo Studio offerings
• Purchased set of Oculus Quest VR headsets to
replace current set in VR/Sim Lab, planning new
curriculum
Melrose developed the new On Demand Melrose Center
General Orientation this quarter which went live on July 12.
August was the first full month for OnDemand Go and
welcomed 76 members through this platform.
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Melrose has made the following progress to improve
equipment:
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Humana to offer “Medicare 101” for families to discuss the
enrollment process. The South Trail Branch partnered with Orange
County Government and the City of Orlando’s Rio Grande Avenue
Pedestrian Safety Study by offering access to a pedestrian safety
survey at the branch. The branch will also host an exhibit for the
Department of Transportation promoting improvements to the
pedestrian crossings on Orange Blossom Trail from Holden Avenue
to I-4. The Eatonville Branch partners with the Eatonville Chamber
of Commerce to offer monthly virtual presentations highlighting
OCLS resources, services, and classes beneficial to small business
owners. Staff from several locations including Winter Garden,
Chickasaw, and Eatonville offered presentations to their local
Neighborhood Center for Families. This organization continues to
be a strong supporter of the library throughout the county and helps
the library get the word out about our services. Throughout the
system, many OCLS staff have visited schools virtually to host book
clubs, storytimes, and discuss library offerings.
3. Evaluate Melrose equipment to improve services

Progress
•
•

•
•
•

Initiated plan to replace Audio Studio computer with
install of latest DAW versions including ProTools
Installed latest versions of creative software
including Adobe products on Editing Bay and Editing
Workstation computers
Updated to latest XPlane11 software for Flight
Simulator
Initiated plans to update to Silhouette Cameo 4
cutting machine in Fab Lab
Initiated plans to install LED-based update to Media
Wall and Center entrance

Melrose staff have been busy working on the plan to reopen
areas of the Melrose Center safely, and carefully. The team has
been working with the I.T. Department to socially distance the
creative computer workstations. The Center will be open for
Melrose Members to use Editing Bays and Creative Workstation
Computers starting April 1, 2021. Each of the Center’s two
Editing Bays will be available once per day for a maximum of
three hours, with sessions available by reservation up to one
week in advance. The five Mac and five Windows
Creative Workstation Computers will be available for threehour sessions on a walk-in basis.

The Melrose Center is still closed due to the pandemic, but staff
actively evaluating equipment in order to improve and/or
expand services. The team is currently reviewing the following:
-Adding a desktop cutter with self-healing cutting mats and drill
pipe to replace the computer numerical control (CNC), machine
in the Fab Lab. This would expand both curriculum and open lab
options.
-Adding digital single lens reflex (DSLR), cameras and lighting
for the Photo Studio. This will allow flexibility of video use in the
Photo Studio, outside of Video Studio resources.
-Research and plan to add easy to clean covers for high touch
surfaces, providing safe use of resources.
-Re-examine possible addition of lightening and LED backdrop
for the Melrose stage. This will allow for enhanced event staging
and possible video curriculum expansion. This is in the
planning stage only.
-Continue to collaborate with the IT department for timely
creative computer software including Adobe Creative Suite and
other products pertaining to Melrose-related pursuits.
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