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2024 User
Survey Findings

West Vancouver Residents

In April 2024, we surveyed West Vancouver Memorial Library users to ensure we are
responding to the needs of our patrons and community. Within the total pool of responses,
1,466 respondents self-identified as West Vancouver residents, an increase of 18% over the
last such survey, conducted in 2019.

This analysis revealed a healthy and thriving library service that is valued by residents, and in
particular, strong use of and appreciation for staff-supported services.
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KEY FINDINGS

Qualitative feedback reflects the Library’s strong impact on personal wellbeing across
multiple factors.

86% of respondents visit the Library once a month or more.

The way people use the Library changes throughout the lifespan.

Our highest-rated service is our staff. From tech help, to readers advisory, to reference,
to help with using the Library and its collections, our staff were highly appreciated. We
received hundreds of positive comments on staff services in this survey, and each year
we also field thousands of such comments.

Collections were our most-used service, including getting staff help to locate items
(92%), accessing recently published books (89%), or using the broad selection of
materials (85%). The impact of this service is felt long after the library visit has
concluded, as people engage in self-directed learning and enrichment at home.
Library spaces were also important, with 83% of respondents using quiet spaces for
individual activities and 71% using lounge spaces to socialize and connect with others.
The separate non-user analysis revealed somewhat lower rates of use in the Western
and northern areas of the District, correlated with distance and language factors.

The Time to Grow! youth space planning consultation and Youth-friendly North Shore
independent analysis, in addition to the user survey data, revealed a strong connection
between youth and the Library, and some specific needs including improved spaces and
more support for programming for a variety of age groups. The Library’s kids
programming is extremely popular and fills up quickly, while teen options are limited.

At the end of the survey, a final open comment area asked for any and all feedback, and
close to 700 comments were received. For this question:

61% of comments received were compliments, with the largest category being
overall/general, and the next being staff-related.

26% of comments received were asking for more—more space, more open hours, more
collections (particularly more copies of books in demand), and more programs.

7% of comments were negative and 7% were mixed. Topics in these categories were
varied and included: collections availability and selections, parking, political opinions,
finding a quiet spot to study, and a desire for some updated areas. Some comments on
the survey itself called it too lengthy. Mixed comments often had some strong positives
embedded along with suggestions for improvement.

WVML 2024 User Survey Findings | 2
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THEMES

WVML Core Values
The WVML has four core values which are also our priorities in service delivery:

A LEARNING CULTURE

INCLUSION We foster the joy of learning and growth,
e both in our community
e Our Library's mandate is to and within our staff.
. R .
¥ support all people in our ')
- community through our ¢ ’)} 2
services. [ Y :":- !
Our values prioritize
our work
COMMUNITY
INTEGRITY Community needs are at
We maintain a high the centre of all we do. We tailor
standard of integrity and our services and spaces to those needs.

quality in our practices v
and services. *

Libraries & Well-Being: New York Public Library’s groundbreaking study

Just as we prepared to release our findings from the survey, an important study was released
by the New York Public Library and the University of Pennsylvania, called Libraries & Well-Being
(access the study here). This study looked at factors of well-being based on Dr. Martin
Seligman’s PERMA model (Positive emotion, Engagement, Relationships, Meaning, and
Accomplishment). This is a landmark in library assessment and will likely influence public
libraries internationally for years to come. In light of this work, though obviously we can’t
retroactively alter our survey questions, we have reviewed our open-text survey findings to
highlight qualitative feedback in these areas.

The PERMA model’s five building blocks of well-being were evaluated in the NYPL study through
their sub-factors as follows:

Positive emotion = Engagement Relationships Meaning Accomplishment
Comfort Discovery Connection Knowledge Productivity
Joy Inspiration Care Reflection

Enrichment Support Purpose

WVML 2024 User Survey Findings | 3

20


https://www.nypl.org/sites-drupal/default/files/2024-11/Libraries_and_Well-Being_A_Case_Study_from_The_New_York_Public_Library_accessible.pdf

In addition, the study talks about creating a strong foundation for well-being (through factors
like stability, safety, refuge, escape, peace, and focus) and about how libraries promote
personal development beyond wellbeing (these are concepts of expansion and growth).

Weaving the Themes Together

These two sets of themes don’t quite map perfectly. For convenience we’ll talk about them in

the following sections:

WVML Value

INTEGRITY: We maintain a high standard of
integrity and quality in our practices and
services.

A LEARNING CULTURE: We foster the joy of
learning and growth, both in our community
and within our staff.

COMMUNITY: Community needs are at the
centre of all we do. We tailor our services
and spaces to those needs.

INCLUSION: Our Library’s mandate is to
support everyone in our community through
our services.

PERMA Model

Positive Emotion
Foundation for Well-being
Accomplishment
Engagement

Personal Development
Meaning

Relationships

Relationships

With the inter-connectedness of these themes in mind, we will categorize the 2024 User Survey
Findings by our values: community, inclusion, learning, and integrity and refer to the PERMA

model throughout the report.

When analyzing the data, we took a curiosity-based approach, comparing majority behaviours
to smaller population segments, like the 19 and under group, the 70+ group, people reporting
disabilities and chronic conditions, people who speak a first language other than English, and
men. These contrasts begin to paint a portrait of diverse usership and needs.

0000
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COMMUNITY

™

ﬁcfmw[ = Community needs are at the centre of all we do. We tailor our

services and spaces to those needs.

West Vancouver is a mid-sized urban District Municipality with a population that tends to be
older and more affluent than the BC average, with higher levels of educational attainment.
Significant portions of the community cite Persian or Chinese languages as their first language.
The community places a high value on learning and has consistently supported a thriving and

high-quality library service for over seven decades.

The Library is located in a central, higher density area with a high proportion of seniors and
people living alone. The District extends over 87 square kilometres, from the Capilano River to
Horseshoe Bay, on the traditional and unceded territory of the Coast Salish Peoples, including
the Skwxwu7mesh Uxwumixw (Squamish Nation), salilwata?4 (Tsleil-Waututh Nation), and

x¥mabk“ayam (Musqueam Nation).

Demographics of Survey Respondents

Although we received a large overall response, it’s important to know that the sample analyzed
in this report is not random—it’s entirely composed of 1,466 library users who are West
Vancouver residents. We sifted this group out from a larger sample of 3,089 responses. Around
a thousand respondents in this larger group did not answer the question on residency, while
17% were North Vancouver residents and 6% lived in Vancouver. Findings of this broader group
have also been reviewed internally and provided additional insights.

Many of the respondents were long-term residents of West Vancouver, with deep roots in the

community.

How long have you lived in West Vancouver? Percent

Less than 1 year

1-5years
6 — 10 years
11 - 20 years

More than 20 years

22

7%
18%
12%

16%
47%

WVML 2024 User Survey Findings | 5



The West Vancouver residents-only sample used in this report also differs from trends we see
in the Statistics Canada Census for West Vancouver.

Respondents generally skewed older than the Census averages, with 37% of our respondents in
their 70s or 80s, versus 19% of the total population of West Vancouver.

30%

25%

20%

15%

10%

5%

5%
3%

Age of Respondents vs. 2021 Census

25%
24%
23%
i 22% o,

12% 29 13%
6% % 7% %
3% 1 3%
[ I 1% 1%904
|| ||

0% 14
0% —
4dyears 5-9 10-14 15-19 20-34 35-54 55-69 70-79 80-89 90or  Prefer
old or older not to
younger say
W Respondents (n=1,458) 2021 Census
70% identified as female, compared to the Census average of 53%.
Gender of Respondents vs. 2021 Census
80%
70%
70%
60%
53%
50% 47%
40%
29%
30%
20%
10%
030% 0 160% ¢
0% |
Female Male Other Prefer not to say
H Respondents (n=1,450) 2021 Census
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71% listed English as their first language.

First language Percent .
First Language of Respondents vs.

English 71% 2021 Census
Farsi (Persian) 8% 80% 71%
Mandarin 8% -y 56%
Other or prefer not 3%
to say 40%
German 2% 20% gy, 11% gy 3%
French 1% 1 o
Cantonese 1% 0%

English Farsi (Persian) Mandarin
Korean 1%
Spanish 1% B Respondents (n=1,452) Census

Although the survey was translated and promoted in both Persian and Chinese, response rates
were lower than average from respondents who cited a language other than English as their
first language. For example, in the 2021 Canadian Census, 11% of West Vancouver residents
cited an Iranian language as their mother tongue, while 13% cited Mandarin. One issue in this
area could have been question wording, as one resident informed us that using the word ‘Farsi
does not correctly reflect the language spoken by the majority of Persian speakers in our area.
This is very important to correct in any future surveys.

7

Occupation of Respondents

Other m 50
Caregiver HEEE 74
Not employed and not looking for work I 82
Job searching I 92
Volunteer I 150
Business owner I 166
Employed part-time I 168
Student NN 195
Employed full-time I )42
Retired I 650

0 100 200 300 400 500 600 700
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Changes through the Lifespan

Consistent with previous versions of this survey, we once again saw differences in how people
use the Library through the lifespan. One example of this is length of stay, where younger
visitors are generally staying longer. Looking at the general or overall resident response, we see
that 28% of visitors expected to stay at the Library for two hours or more. Meanwhile, for those
19 and under, that percentage jumped to 54%, or more than half. In fact, 75% of that age
group intended to stay for at least one hour. Looking at the 70+ age group, we can see the
percentage planning to stay for two hours or more plummets to 12%.

How long did you expect to be at the Library today?

Fewer than 15 minutes 16%
15 - 30 minutes 31%
About an hour 25%
About 2 hours 14%
About 3 hours 7%
More than 3 hours 7%
Fewer than 15 minutes 8%
15 - 30 minutes 18%
About an hour 21%
About 2 hours 24%
About 3 hours 11%
More than 3 hours 19%
Fewer than 15 minutes 21%
15 - 30 minutes 46%
About an hour 20%
About 2 hours 6%
About 3 hours 4%
More than 3 hours 2%

WVML 2024 User Survey Findings | 8
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Another example is mode of transport to the Library. Seniors are more likely to walk, while
those ages 19 and under are more likely than other groups to take the bus. Men are more likely
to drive. Across all segments, arriving by car and walking are the top ways for residents to get
to the Library.

By bus 9%
By bicycle 1%
By walking 33%
By car 56%
Other 2%

19% bus 47% walk 63% drive

Non-User Analysis

In prior surveys, a large amount of effort was expended on seeking out non-users, with little
uptake. This round, we took a different approach, conducting a statistical analysis of library
membership versus Census data and using marketing data from Environics Analytics to learn
more about populations in lower use neighbourhoods in West Vancouver. Due to the
proprietary nature of the marketing data, it is not shared here. However, staff analysis of library
usership versus location and census data is provided.

High-level Findings
We began by looking at postal code prefix areas, which form four regions within West
Vancouver.

. V7S

M TT~—"
\f_‘m;h\‘\_ V7V |\-__n““‘x
' West Vancouver V7T _~

,1‘\ f,,,
‘f
The highest use area was the V7V postal code area which roughly corresponds to

Ambleside/Dundarave from 15th street to the West. V7T had around 3.5% fewer cards per
capita, while V7W had 7% fewer, and V7S the lowest, with 12.9% fewer cards per capita.

WVML 2024 User Survey Findings | 9
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The broad neighbourhoods had a few differing characteristics, including:

Average % Live Family % Mother % Mother % Mother Avg. Total

Age Alone size tongue: tongue: tongue: Household
English Mandarin | Persian Income
V7V 49.7 15.9 2.2 59.5 10.7 9.9 $214,400
V7T 50 13.5 2.3 48.1 10.5 13.3 $150,000
VW 46.1 6.5 2.7 52.9 7.9 3.0 $302,000
V7S 44.2 6.9 2.9 41.3 21 15.1 $187,400

For the V7W and V7S areas, distance is a factor, with a 10—20-minute car ride, or 30—60-minute
transit travel time being a realistic scenario for these areas. Larger family sizes in the suburban
areas could also be a factor, with busy schedules for some younger families. V7S, the lowest use
neighbourhood, is an outlier when it comes to language, and in fact, 26% report not speaking
English at home at all.

There were ten ‘dissemination areas’ (a neighbourhood level division within the Canadian
Census) that had the lowest uptake. These are highlighted on the map above (yellow, green,
blue, and pink highlighting is used only to differentiate the dissemination areas).

One area not analyzed in the non-user analysis was V7P. This postal code area breaks across
jurisdictions, so is less easy to include in a comparative analysis of West Vancouver resident
usership of the Library. The area incorporates Xwemelch'stn, or Capilano Indian Reserve 5, as
well as properties within the District of North Vancouver. Within Xwemelch'stn lands, a

WVML 2024 User Survey Findings | 10
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significant number of residents may be leaseholders or renters who are not members of
Skwxwu7mesh Nation. After the completion of the library’s non-user analysis, the
Skwxwu7mesh Nation released its own census, which provides rich and interesting data that we
are currently exploring.

» Takeaway: a long-term infrastructure plan is needed that takes a whole community
approach and includes a consideration of distance and convenience factors.

» Takeaway: expanding staff non-English language skills, and in particular Persian and
Mandarin, could improve service levels to key constituencies.

Factors of Well-being: Relationships — see ‘Inclusion’
Although the theme of ‘Relationships’ also applies to our ‘Community’ value, we will examine it
under the value of Inclusion given its tie to the particular theme of combatting isolation.

WVML 2024 User Survey Findings | 11
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INCLUSION

Our Library’s mandate is to support all people in our community
through our services.

Accessibility

The Library implemented its first ever accessibility plan in 2024 (read it here) and one of the
deliverables was to consider accessibility when surveying the staff or public. This was the first
time that a question on disabilities was included in the User Survey. 143 West Vancouver
residents reported that they had a disability or chronic condition.

Do you identify as a person with a disability or other chronic condition?

Respondents Reporting Disability

Speech-related disability
Learning disability

Blind of visually impaired
Autism

Other

Deaf or hard of hearing
Attention deficit

Mental health condition

Mobility-related disability

Health-related disability or chronic condition

o
=
o
N
o
w
o
I
o
v
o

60

Asking about disability status allowed us to compare the experience of using the library for this
group with other groups and the general resident population who answered the survey. A
simple example would be the question ‘How long did it take you to get to the library today?”.
For the general population, the responses were as follows:

WVML 2024 User Survey Findings | 12
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How long did it take you to travel to the Library today?

Fewer than 5 minutes 19%
5 — 15 minutes 56%
15 - 30 minutes 21%
30 — 60 minutes 3%
Over an hour 0%

For some people with a disability, merely getting to the Library was a more significant
investment in time and energy—so, for example, this group was more than twice as likely to
spend between 30-60 minutes getting to the Library:

Fewer than 5 minutes 11%
5 —15 minutes 56%
Disability 15 - 30 minutes 24%
30 — 60 minutes 8%
Over an hour 0%

Some respondents cited mobility challenges or an inability to leave the house as barriers to
using the Library. Some patrons receive home delivery through the Library’s Accessible Services

department.

“I really appreciate your volunteers, delivering books and DVDs to my Home.
Many thanks.”

“I had not been able to get out for 'casual’ events since the end of 2015 (due
to an extremely long wait for a hip replacement and incomplete recovery since
it). Assistive Services was there for me during that period and continues to this

day. What WVML has been able to provide for me through Assistive Services

has been a LIFE SAVER.”

For others, our digital library services play an increasingly important role.

“E-books in formats where | can customize display properties is pretty much
the only category still accessible for me, so the collection, availability, and user
experience have grown in importance for me.”

WVML 2024 User Survey Findings | 13
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“Covid changed everything for those of us with compromised health. The
online broadcasts by the library were a life saver. Wish still included online
participation for shut-ins.”

This last comment reflects the change in emphasis on virtual programs when the Library
returned to in-person programming post-pandemic. Although the Library still has some virtual
programs, there are many in-person-only programs now. This is an area we will investigate in
2025.

“Be more inclusive for older shut-ins who are physically hampered coming to
you but cognitively intact and still need social inclusion...even if safely online.
Too isolated post covid. Also need more help to learn technology to stay
engaged in modern world. Feeling too left behind, left out,
forgotten...especially if have no family or friends left as get older.”

» Takeaway: investigate the feasibility of expanding the use of hybrid programming
(virtual and in person options) to improve accessibility

Factors of Well-being: Relationships
Although the theme of ‘Relationships’ also applies to our Community value, we will examine it
under the value of Inclusion, given its tie to the particular theme of combatting isolation.

The NYPL study discusses not only the factors of well-being, but also the fact that they can be
seen as a lessening of ‘ill-being’. So, in the case of connection, care, and support, a related ‘ill-
being’ opposite factor would be isolation.

Isolation can be intensified by living alone, and this tended to vary with age and disability
status.

Living Alone Percent
All respondents 22%
19 and under 0%
First language other than 12%
English

70+ 40%
Reporting disability 36%

“Library is always welcoming on a day where | am feeling lonely. Thank you to
all staff!”

“The WVML is my home away from home. The place to go when lonely.”

WVML 2024 User Survey Findings | 14
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In terms of the well-being factors related to Relationships, there were over 350 spontaneous
references to this theme.

“The West Vancouver Library is the heartbeat of this community and provides
exceptional resources. Its really the only way that | am connected to the
events taking place here. It's my happy place, always enjoy walking in to see
what's new.”

“We love our library. It is a welcoming place. Staff are friendly and helpful...
Concerts and talks are community events where we meet friends... We are
very lucky to have a library that can be a second home for some people.”

“I appreciate much of what the library offers, being fairly new to West
Vancouver. It is a very welcoming place and | have found the staff always
helpful. | appreciate places where | can connect with others too. Thank you
for all you do to make it a great library.”

“It definitely took MORE THAN 10 minutes to do this survey, which is generally
why | seldom do surveys. | chose to do this one because of the major
importance WVML is in my life. | don't know what I'd do without it. Assistive
Services' addition of the Library Tea event had a MAJOR and SIGNIFICANT
POSITIVE change in my life”

“I LOVE my library. Always warm and welcoming. Staff are very helpful and |
feel | can ask if | need assistance... Having it be so welcoming means so much.
As | grow older, | feel accepted and not judged for being older.”

“I am trans and feel most welcome by your staff”

“I always leave the library feeling better than | did when | arrived - it is the
best part of our community by far! | can’t think of another place | go that
makes we feel so comfortable and welcome. The staff make me feel valued
every single time | visit - and | have been coming regularly/weekly for over 12
years!”

WVML 2024 User Survey Findings | 15
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-~ ALEARNINGCULTURE

2
v >’:'l_- We foster the joy of learning and growth, both in our community
u and within our staff.

Factors of Well-being: Engagement and Meaning

In the NYPL/UPenn study Libraries & Well-being, the team investigated the self-perception of
library users along a variety of measures and concepts, including Engagement and Meaning,
each of which had three main sub-themes. In addition, the study looked at how libraries
promote personal development beyond wellbeing (these are concepts of expansion and
growth).

While our study was conducted in spring of 2024, well before the release of the NYPL data, we
can analyze people’s written responses to see if the same themes emerge. Perhaps not
surprisingly, given our core mission, our patrons’ comments spontaneously reference learning,
reading, studying, school, enrichment, curiosity, discovery, completing purposeful work,
research, knowledge, and related concepts more than 400 times.

“I love my library and consider it as an essential service... | learn, always.”

“The library is an invaluable community resource. A trusted, comprehensive
and engaging environment that deeply enriches my life. | feel so fortunate you
are there!”

“when | go in | am always impressed by the number of teenagers studying
there”

“..a welcoming place where there are no wrong questions, and where
everyone can come to learn, browse, and explore”

“We love the library and the kids have enjoyed the programs for years! thank
you for what your doing and keep it up! you've made 2 little ones loyal life
time readers”

“The services provided are crucial and provide a lot of opportunity for personal
growth and learning, especially in light of global current events.”

WVML 2024 User Survey Findings | 16
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“You have created an incredible resource for seniors from teaching technology
to allowing them to feel connected. WVML is always innovative and on trend.
I have loved visiting this library since | was a child. Keep up the good work!!”

“..a welcoming place where there are no wrong questions, and where
everyone can come to learn, browse, and explore”

Purpose: Why Do People Come to the Library?

Across all groups, the top two reasons to come to the Library were for personal knowledge
building or pleasure/leisure/enrichment. The only exception was youth, where the top purpose
was school or education-related reasons.

The in-person experience was cited more frequently for key uses.

Library Library
Facility Website -

-Yes Yes
Using the Library or Library website with a child 31% 19%
Pleasure, leisure, hobbies, or entertainment 79% 52%
Personal knowledge building 74% 46%
Learning about health, medical conditions, or 40% 24%
wellness
Learning about political, social, or community 37% 24%
issues
School or education related purposes 40% 27%
Library Library
Facility Website -
-Yes Yes
Using the Library or Library website with a child 42% 31%
Pleasure, leisure, hobbies, or entertainment 80% 33%
Personal knowledge building 73% 32%
School or education related purposes 84% 51%

WVML 2024 User Survey Findings | 17
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Library Library
Facility Website -

-Yes Yes

D'sab'hty Pleasure, leisure, hobbies, or entertainment 79% 50%

Personal knowledge building 82% 46%

Learning about health, medical conditions, or 52% 24%

wellness

Learning about political, social, or community 49% 29%

issues

School or education related purposes 37% 21%

Library Library
Facility Website -
-Yes Yes

Using the Library or Library website with a child 49% 32%

Pleasure, leisure, hobbies, or entertainment 76% 45%

Personal knowledge building 80% 41%

Learning about health, medical conditions, or 38% 24%

wellness

Learning about political, social, or community 40% 23%

issues

School or education related purposes 63% 40%

Finding information on citizenship, learning 33% 19%

English, or newcomer services.

Library Library
Facility Website -

-Yes Yes
Pleasure, leisure, hobbies, or entertainment 79% 49%
Personal knowledge building 74% 47%
Learning about health, medical conditions, or 41% 23%
wellness
Learning about political, social, or community 40% 26%
issues

WVML 2024 User Survey Findings | 18

35



Collections
On average, the five aspects of collections most important to respondents were:
e 71% Broad selection of materials
e 71% Recently published books
e 42% ebooks
e 45% Current magazines and newspapers
e 33% Digital audiobooks

Across the board, respondents are satisfied with the broad selection, recently published books,
and magazines and newspapers meeting their needs. However, respondents (particularly those
over 70) reported that the ebook and downloadable audiobook collections are not meeting
their needs. Pricing models for ebooks and downloadable audiobooks target public libraries
with significantly higher costs than a member of the public would pay, decreasing spending
power.

“The wait times for ebooks are too long!”

Those who speak a first language other than English also reported lower satisfaction with our
collections, especially ebooks.

“More English learning and Chinese books.”

“I hope you’ll get more Persian books.”

We also learned that respondents were least aware of these collections:
e Streaming music (27%)
e Streaming movies/television (28%)
e Brain Health Collection (29%)
e Technology to borrow (29%)

Events and Classes
Across all resident respondents, the top areas where reported satisfaction was lower than the
stated importance of programs were:

e Educational lectures, workshops, and presentations (11% gap in satisfaction)

e Digital learning and technology (9% gap)

e Health and Wellness (9% gap)

e Community issues (9% gap)

Two groups had considerably lower satisfaction across a number of program types, and in
particular:

WVML 2024 User Survey Findings | 19
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e Patrons reporting a disability or chronic condition noted a 24% satisfaction gap for
Educational Lectures, Workshops, and Presentations, and an 18% gap for programs on
Community issues. As is discussed elsewhere in this report, members of this segment
also requested more virtual programming options.

e Patrons whose first language is not English reported a 19% satisfaction gap for programs
on Digital Learning and Technology.

“Have enjoyed Zoom interviews with authors. Technology tutoring is helpful
but the wait for an appointment in the Device Clinic is too long...”

“More programs regarding Al and robotics programs for kids.”

Staff receive feedback on the need for additional tech help regularly, so this feedback is not a
surprise. Based on patron comments through a number of channels, it appears the satisfaction
gap is more related to available staff capacity rather than quality of existing programs. For
example, the Library also collects feedback after each tech program. In 2024, 594 learners
completed the feedback survey, with overall very high satisfaction, and 99% of respondents
said they learned something new.

A guestion on teen programming was not included in the survey. However, during the Youth-
Friendly North Shore site visits conducted by an independent panel of youth ages 12 — 18, a key
recommendation was to expand the amount of programming targeted specifically at youth. As
the Library does not have a teen librarian, and the existing staff are already extremely
productive and working at full capacity, this would likely mean increasing staffing levels in the
Youth department.

“Good job, please have more events for the teenagers”

» Takeaway: As noted above, investigate the feasibility of expanding the use of hybrid
programming (virtual and in person options) to improve accessibility

» Takeaway: Look for opportunities to expand staffing capacity for tech-related
programming

» Takeaway: Look for opportunities to expand staffing capacity for Youth-related
programming

» Takeaway: Analyze post-event patron feedback for subject areas where thereis a
larger satisfaction gap. Are we targeting the subjects people want most?

WVML 2024 User Survey Findings | 20
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v INTEGRITY

We maintain a high standard of integrity and quality in our

* practices and services.

Integrity is the value that includes service quality, and the highest satisfaction of any service
was staff assistance. From tech help, to readers advisory, to reference, to help with using the
Library and its collections, our staff were highly appreciated. We received hundreds of positive
comments on staff services in this survey, and each year we also field thousands of such
comments.

Collections were our most used service—including getting staff help to locate items (92%),
accessing recently published books (89%), or using the broad selection of materials (85%). The
impact of this service is felt long after the library visit has concluded, as people engage in self-
directed learning and enrichment at home. Each year, the Library makes close to a million
loans, and the average borrowing in West Vancouver is over 20 items per capita, per year.

Factors of Well-being: Positive Emotion and Accomplishment

Positive emotion was a wonderful theme to investigate, with over 400 spontaneous mentions
of positive emotions like love, happiness, warmth, comfort, joy, wonder, amazement, delight,
and peace. When it came to accomplishment and productivity, there was significant overlap
with the factors described in the Learning section (Engagement and Meaning). Isolating the
Accomplishment factor was somewhat difficult. Comments mentioned the ability to focus and
complete work and to attain goals, such as studying for a certification or degree. People with
busy households valued finding peace and avoiding distraction.

“My neighbour is learning English at the library and | can see it makes her
happy and proud.”

“Absolutely love the westvanlibrary - | come here most days after school to
socialize and work. Truly brings me joy! Also all of the staff of the friendliest
people on this planet.”

“Thank you for the best library experience I’'ve ever had. The WV Library is a
constant source of joy and light in our lives and the community!”
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“l enjoy coming to the library as it is so close to where I live and | always feel
productive, sometimes there aren't enough open tables for me to work with
my peers, other than that, everything is good.”

Spaces: Satisfaction

The survey asked respondents to rate the importance of library spaces and then state their
level of satisfaction. By comparing these ratings, we were able to determine where the largest
satisfaction gaps were. For all groups, the largest gap was for quiet spaces.

Importance Satisfaction @ Variance

4or5 4or5

Spaces just for kids or teens 40% 33% 6%
Quiet spaces for individual 62% 49% 13%
activities

Spaces for group learning and 36% 33% 4%
collaboration

Spaces for technology learning 36% 31% 5%
Lounge spaces to socialize and 38% 36% 2%

connect with others

*please note: differences in variance calculations are due to rounding

The least satisfied group across all measures was respondents who spoke a first language other
than English (29% of respondents). Library staff should look for opportunities to understand
more about this group’s experience of the Library and what they view as the standard for public
spaces (perhaps including comparators they see as more successful).

Importance Satisfaction @ Variance

4or5 4or5

Spaces just for kids or teens 56% 44% 12%
Quiet spaces for individual 74% 53% 21%
activities

Spaces for group learning and 51% 38% 12%
collaboration

Spaces for technology learning 42% 33% 10%
Lounge spaces to socialize and 50% 37% 13%

connect with others

*please note: differences in variance calculations are due to rounding
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Another group with priorities that differed significantly from the overall respondent group was
youth. In particular, they were looking for improvements to the youth-specific spaces, quiet
spaces, and lounge spaces for connecting and socializing. They placed a high value on spaces for

group learning and collaborating.

Spaces just for kids or teens
Quiet spaces for individual
activities

Spaces for group learning and
collaboration

Spaces for technology learning

Lounge spaces to socialize and
connect with others

Importance Satisfaction @ Variance

4or5 4or5
73% 61% 12%
85% 66% 18%
61% 55% 6%
38% 40% -2%
57% 46% 12%

*please note: differences in variance calculations are due to rounding

In late 2023, the Library conducted a space planning consultation to hear more from kids and
families about our space. The consultation employed age-appropriate ways of gathering
feedback and received over 750 responses—significantly higher engagement with kids, teens,

and families than 2024 User Survey.

Respondents to this consultation were generally looking for more space for the different age
ranges and their needs and a more playful, up-to-date, and exciting overall setting.

Selected findings are provided here, but the full report is available on our website.

18,000 10,000 * 2,000

people F"!{h guestions kids and teens
attended & j answered participated in
programs by Youth staff Summer Reading Club

H
Kids and Teens ﬂu;s_‘

materials circulated

‘ 300,000+  fehes,

e We had the most feedback on the current lack of space available for studying

and reading

e Results showed kids and teens mostly use the Library to enjoy collections and

study

e We also heard that we need more zones within our existing space to meet
varying needs and noise levels for different age levels

40
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https://westvanlibrary.ca/wp-content/uploads/2024/03/Youth-Space-Planning-Consultation-Report.pdf

In addition to the Youth Space Planning Consultation, the Library was fortunate to be part of an
independent review by a youth panel that visited a number of North Shore sites through the
Youth-Friendly North Shore initiative (read their full report here).

The youth reviewers noted the confusing layout of the Library and highlighted a need for better
wayfinding. In addition, they noted potential barriers to accessibility and inclusion. Other
specific highlights included:

Youth Friendly elements

e Easy access to public transportation

e Study spaces catering to different preferences and needs

e Strong and reliable Wi-Fi connection

e Friendly and non-judgmental demeanor of the staff and welcoming atmosphere

Elements that were not as Youth-Friendly

e Some youth felt there were too few books and resources catering specifically to
their age group compared to other collections in the Library

e The Library’s programs and activities appeared to be primarily geared towards
children and adults, with limited offerings specifically tailored to teenagers

Youth recommendations

e More lounge-style chairs
e Improve appearance of study space
e Expand youth book sections

Within the 2024 User Survey itself, there was one more finding related to youth 10 — 19: Wi-Fi
is critical, and they want reliability and speed. 79% rated Wi-Fi as 5 out of 5 for importance, but
only 59% rated us achieving 5 out of 5 on quality—a 20% satisfaction gap.

» Takeaway: there is a need to create a clear plan for noise zones in the
Library and look for opportunities to add quieter seating areas.

» Takeaway: Youth-specific areas are in need of a significant refresh with
better differentiation of spaces and services for different ages.

» Takeaway: Improved wayfinding is needed. Youth would like to be
consulted when re-designing.

» Takeaway: continuous improvement of Wi-Fi is critically important to
teens.

» Takeaway: look for opportunities to better understand space quality
expectations and satisfaction of West Vancouver resident library users
whose first language is not English.

WVML 2024 User Survey Findings | 24
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Service Quality: Analysis of Open Responses
In all, there were 689 responses to this final question. The question did not prompt for any
particular topic or evaluation, but merely asked “What other comments do you have for us?”.

Qualitative analysis found the following broad types of comments:

Negative comments

Requests for more,
more, more

Open-Ended Responses
Mixed responses
7%

7%

26% Positive reactions

60%

Each category can be further broken down as follows:

Positives

These comments were truly heartwarming to read and offered a window on the lives of West

Vancouver residents.

Miscellaneous

Accessible Services

Spaces and Seating
Technology

Kids programs and services
Programs

Collections

Staff

General

Positive Comments by Category

12

L[

m 6

ms5

m7

- 1
- 1
I 51

I 308

0 50 100 150 200 250 300 350
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“West Vancouver memorial library is a gem. It’s hard to imagine a better
community resource. Your service was a lifeline during the pandemic
lockdown. And my children and my grandchildren enjoy visiting.”

“Thank you downstairs staff by computes. | can't my life without.”

“ absolutely love WVML! It’s great to see so many people using the library for
a variety of different reasons... WVML has so many programs (some of which |
was not aware of, until | took this survey), which really does bring people
closer as a community (very important). Keep up the great work!”

“Our library in West Vancouver is simply one of the very-very best in BC!”

“Your staff are exceptional - especially the children's section. Your people are
the jewels in the library's crown!”

“The services provided are crucial and provide a lot of opportunity for personal
growth and learning, especially in light of global current events.”

“I'love our library and the leadership is excellent.- forward thinking, empathic
to the community needs of culture, ethnicity, opportunity to volunteer. Thank
you for your service”

“Beautiful location accessible to the Seawalk, cozy and comfortable
atmosphere. One of my great pleasure is spending time in the library with a
good book and around nice people. We, seniors, are fortunate having this
library accessibility.”

More, More, More

West Vancouver residents are lifelong learners and voracious readers, so it’s not surprising how
many comments asked for more—more collections, more hours, more parking, more programs,
more... everything! In some cases, the very popularity of the Library posed a challenge as
people looked for more seating, often wanting more quiet spaces for individual study, but at
other times wanting more social seating.
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"More, more, more" Comments by Category

Parking NI 7
Hours I 7
Miscellaneous GGG O
Ebooks NG 10
Non-English programs and services I 11
Technology NI |6
Programs I 16
Quiet Space NG | 7
Spaces and Seating I | 7
General I 3
Kids programs and services IEEEEEEEEEEEEEEEEEEEEEEENNN———— 0
Collections I © S

0 5 10 15 20 25 30

“More copies of books in demand - the waiting time even to reserve a copy
can compete with my life expectancy.”

“Please have more toys and creative spaces for kids.”

“I would love to see the library be used as more of a way to engage with other
people from my community; less formal events, more peer-to-peer events,
discussion groups, in-person forums and talks by people that live here. Really
amp up the community building!”

“More quiet space to study, like more tables”

“My son is 8 years old and ... he wishes there were more programs where he
could participate in coding, robotics, crafting/drawing activities at his age
group.”

“Have signage for spaces which we are allowed to talk in, and spaces we are
not. Creating smaller nooks and spaces for groups is also appreciated. Earlier
and later opening hours (and weekends) !11”

» Takeaway: Collections are the top area where patrons want more.
Maintain or increase funding levels and evaluate spending priorities.
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Negatives

Negative comments about the survey questioned its length and clarity. We are grateful the
writers persevered and will think about this for a future iteration (typically we conduct these
surveys every 3 — 5 years). Other negative comments covered most aspects of library service
either regarding capacity, personal preferences, resource decisions, or accessibility, and show a
variety of perspectives. Patrons are observant and opinionated, which makes for some spirited
civic participation. Most, but not all, comments remained civil.

Negative Comments by Category

Noise NG 3
Politics N 3

Shelf order N

Miscellaneous N 6
Spaces and Seating N 7

survey I 5
General I 5

Collections G O

0 1 2 3 4 5 6 7 8 9 10

“Interesting and important topic but far too long. Better to have more, shorter
more pointed questionnaires.”

“I have tried and failed to join a group that would help me with learning about
the computer and phone. It is always full and I’'ve stopped asking about it.”

“I do not believe sufficient resources are being directed to the purchases of e
books licenses.”

“It is recommended to open the age or flexible policy for children who can
read independently with the permission of the guardian. For example, library
exemption, etc”

“Please advise people not to talk loud in the library!”

“I' love the library but I think the books on the shelves are very messy and often
out of place.”
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“The library prioritises seniors in most of their decisions. | suggest considering
all ages equally. Thank you!”

“I really loved the previous library layout which seems to be changing. This
may already be available but if there is an opportunity to provide feedback or
view the direction the library is going as a physical space this would be great.”

» Takeaway: The survey was considered too long by some. Consider a
revision in a future iteration.

Mixed Comments
This section included comments that were neither positive nor negative or had a mixture of
both.

Mixed Comments by Category

Technology
Collections

Unrelated

General

wiscellaneous

0 5 10 15 20 25

“Consider one phone booth to have booking schedule for VOIP calls or ZOOM.”

“Please make public the efforts you take to clean the air in the library. It
makes a real difference to clinically vulnerable people.”

“The West Vancouver Memorial Library is among the best public libraries... |
find the recent acquisitions, as well as many of the programs, to be focused
exclusively on social activism. It is good to bring together diverse voices: in
fact, a public library is the best place for it. True diversity, though, demands
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different perspectives, and (crucially) different interests. There is more to life
than politics! Why not also add something Shakespearean to the calendar? or
set out a collection of nature poetry (for spring), without consideration of who
the authors are? or display books that offer competing interpretations of a
pressing issue (together with a clear explanation of what the display is meant
to do)?”

Too long a survey, but good. nearly 90, library was hugely important weekly
visit. No TV etc. radio only. Very happy to see children coming out with books
but is there a limit? Excitement on new immigrants faces is great to see.”
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FINAL TAKEAWAYS

Blue boxes listing takeaways from patron feedback are provided in-context throughout the
report and are also gathered here for easy reference.
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west vancouver
MEMORIAL
LIBRARY

Business Plan 2025

We don’t look a day over 74...

On November 11, 1950, the West Vancouver Memorial Library opened its doors, and within two years,
use of the new facility had grown from 5.95 circulations per capita to 8.591. Today, including print and
electronic circulations, it is more than 20 circulations per capita. Add to this the many additional services,
from tech help to instructional programs, workshops, and our beloved music programming, and this
septuagenarian is aging well!

We continue to grow and evolve with our community, but see a continued thread of a love of learning in
this community, an emphasis on service quality, and a special care for the youngest and oldest residents,
as evidenced from the very first board meeting, in December 1, 1950.

WEST VANCOUVER WAR MEMORIAL LIBRARY SOCTETY 32
Hollyburn, B.C.

mne West Vancouver Library Board held their first meeting
aper 1st, 1950 at 7:30. MNr. Richardson was in tne chair
pecer  trum and Vr. Inkster were present together with Mr.

@ 0s
:;{5 funicipal treasurer and Mr, E,S5, Robinson, Vancouver
HGDO ally

ity Librarian.

#p, RBobinson explained the financial set-up of the L:Lb'rary.
i@ Veneouver would operate the Library as a branch of Vane-
. ::r using Vancouver Public Library Staff. In other words,
fﬁ: gtaff were on loan to West Vancouver, that the staff would
wne under their pay scheme. HNrs. lusto, the librarian would beid
| moth adult and children's librarian and paid as such. Ililss Daviduk,
$nfor 1ibrary clerk and Miss Coles, Intermediate. Mr. Inkster e
sid they could not expect good library service unless they agre
wpay for it, He said it was better to pay a larger salary for
eperienced personnel than use Peop. i1thout experi
e more expensive in the long run.

: fir, MoDonald asked that
mkﬂpt separate from Vancouver.
Y ¥as for 311, the Library

A to the foets of ol peol

1]

i

1 (Carswell, 1990). Fulfilling a Dream, p. 52.
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In 2025 we will celebrate 75 years of library service in our community, building on a strong past, and
looking ahead to new horizons in learning and technology and, in particular, examine how Al will fit into
our organization and instructional work.

We will continue our focus on improving our facility as a place to gather or study independently. We will
complete our required seismic upgrade to

A LEARNING CULTURE the South Mezzanine and incorporate a
We foster the joy of learning and growth, . .
BEARLIN. = bothimow communty low-cost space improvement to provide
Our Library's mandate is to and within our staff.
st e R, more seating, all while minimizing
' [ - ‘ disruption to library patrons, despite the
VALUES T .
ok G need to move 35,000 individual items
our work
PR both off and back onto the shelves. We
RATRGY Commnity nesds are st will complete a new space plan for our
We maintain a high the :zntru of all we do. We tailor ]
:t:;:;ric:‘nofuurn::;ti:;nd our services and spaces to those needs. Youth Department _ the bu5|est users Of

and services.

~

.' ), A the library to this day.
* ﬂ |

And through it all, just as in 1950, our focus will be on providing excellent and responsive services to all in
our community.

v INTEGRITY

I We maintain a high standard of integrity and quality in our practices and

services.

2025 goals

Create a long-term infrastructure plan that includes an assessment of moving to a multiple location model
Review noise zoning within the library
Create an organizational Al policy and ethical implementation strategy
Mini-migration of library catalogue (updating same software, new platform, improved security)
Facility renewal [major]: seismic upgrade to Mezzanine. Plan renovation to minimize disruption to service.
Facility renewal: Youth Space Plan and collaboration with WVML Foundation on fundraising launch
Climate Future
o Perimeter heating: natural gas to electric
o Strategic partnership programming (example: EV petting zoo, repair café)
Honouring Reconciliation
o Host Robin Wall Kimmerer as part of the Big Ideas series
o Review WVML progress on calls to action
o Support Language Revitalization — expansion of language learning kits
Exercise the new Business Continuity Program
Support mental wellness and safety training opportunities for staff
Refine HR policies and continue Workplace Violence Prevention efforts
Internal assessment work
o Staff engagement survey

50



o A LEARNING CULTURE
— >J:‘;- We foster the joy of learning and growth, both in our community and within our
l~_\ staff.

2025 goals
e Youth Digital Learning Framework — a strategy for choosing, designing, and delivering library technology
programs for youth
e Programs/partnerships to support economic development and workforce skills, including launch of library card
for businesses
e Refine Big Ideas lecture series concept
e Continue to foster creativity and the love of art and music through innovative programming, exhibits, and:
o Hosting a creative residency: music / songwriting
o Developing a music appreciation nook on the computing floor
e Major partnership events: West Coast Modern Week, North Shore Writers Festival, North Shore Reads, North
Shore Authors Collection
e Partner with West Vancouver Schools (WVS) on Successful Early Years to Kindergarten Transitions (SE2YK),
School Library Card Project, and more

- COMMUNITY

ﬁ:ﬂ"’[ ©  Community needs are at the centre of all we do. We tailor our services and
spaces to those needs.

2025 goals

e Report on Library general user survey with suggested actions based on feedback

e 75th anniversary celebration and lead-up events, including digitization call

e Support community safety-related programs and services (FireSmart, support Emergency Operation Centre
actions, acting as a cooling centre, etc.)

e Responsive community outreach, and partnerships

e Mini-campaign targeting non-users in lower use areas of West Vancouver

e Expand non-English programming and services
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INCLUSION

Our Library’s mandate is to support all people in our community through our
services.

2025 goals

e Implement recommendations of the WVML Accessibility Plan, including:
o SPARC BC accessibility assessments on built environment and technology
o SPARC BC joint assessment through Public Library InterLINK on programs, services, and attitudes
o Installation of a vertical lift to the rooftop garden

e Participate in and support District of West Vancouver corporate EDI and Accessibility initiatives

e Program review: feasibility of expanding hybrid programming options

e Finalize and implement WVML Equity Statement

Approved by the WVML board on January 15, 2025.
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LAND ACKNOWLEDGMENT

We acknowledge that we are on the traditional, ancestral, and
unceded territory of the Skwxw(7mesh Uxwumixw (Squamish
Nation), sslilwata?4 (Tsleil-Waututh Nation), and x*mabk*sysm
(Musqueam Nation). We recognize and respect them as nations
in this territory, as well as their connection to the lands and

waters around us since time immemorial.
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MAYOR’S Message

One of my favourite times of year is my annual visit to hand out medals to the eager young
readers at the Summer Reading Club Medal Ceremony each September. In 2024, 1,200
young readers, families, and friends celebrated a summer of reading 15 minutes a day.

| am very pleased to see the Library make smart and efficient space planning decisions
which will help to extend the life of this much-loved facility which is an important asset in
our community. The new Help Desk and special event layout are major improvements.

We are very proud of our library’s efforts to maintain strong partnerships with our West
Vancouver Schools, other North Shore and Sea-to-Sky libraries, and the Squamish Nation.
With these partners, staff deliver diverse, top-quality events and interactive learning
opportunities for our community.

| extend my sincere thanks to Library staff for their efforts to serve our community so well.

Mark Sager,
Mayor
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BOARD CHAIR + DIRECTOR Letter

As we write this letter, we are awaiting a virtual visit from bestselling author and botanist
Robin Wall Kimmerer. She writes of our relationship with the natural world and each other:
“The currency of the gift economy is, at its root, reciprocity.”

In our library microcosm, 2024 was woven with gifts and reciprocity. Thanks to a bequest
from library user Robert Leslie Welsh many years ago and the excellent care and
stewardship of our Library Foundation ever since, we were able to transform our audience
layout and sound system for major events.

One of the first events in the new space was a visit from acclaimed authors Jody Wilson-
Raybould and Roshan Danesh to launch their new book Reconciling History. Their visit was
offered to us without charge—in return, our responsibility was to fill the hall and provide a
respectful and positive event, which we were so proud to do.

Meanwhile, knowledge keeper Tsitsdyxemaat Rebecca Duncan gave us a gift of language
in the creation of lendable kits for learning the Squamish language. The Province of BC
also gave us the gift of funding to make this project possible. Our responsibility is to
safeguard these and lend them as widely as possible to share this knowledge.

Against the backdrop of so many other gifts this year—hosting the Witness Blanket,
preparing for the Mezzanine renovation, patrons filling out our Library User Survey—we
saw staff and volunteers coming onboard and exiting throughout the weave of our fabric
of service to the community. A note of thanks is due to outgoing Board Chair Tracy
Wachmann, who has shown quiet strength and wise leadership throughout a period of
continuing change and challenge.

With gratitude and respect to all in our library community,

Andrew Krawczyk, Board Chair Stephanie Hall, Director
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THE LIBRARY Family

The Council-appointed Board of Trustees
is instrumental in ensuring that the
leadership, policies, relationships, financial
resources, and infrastructure are in place
to support the Library’s success. The
Trustees set the strategic direction for the
Library’s development.

Our inspiring staff deliver on the strategic
plan set forth by the Trustees with
tremendous agility and inventiveness.

Volunteer groups contribute time and
expertise to make our Library exceptional,
from supporting English language
learning programs, to shelving, and more.
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Since 1951, the Friends of the Library
have been energetic supporters of the
Library, many of whom have volunteered
for decades. They contribute all the
proceeds from their Shred-It day and Book
Cart sales back to the Library, supporting
programs and the Library’s welcoming
character.

The WVML Foundation provides an
avenue for private donors and corporate
sponsors to partner in a legacy of giving.
Donations to the Foundation have
supported projects this year like the
Sound Atrtist in Residence, programs
accompanying the Witness Blanket
exhibition, Big Ideas lectures with Naomi
Klein and Michael Audain, a new concert
layout and sound system, and more.



Read more!

o

We conducted our User Survey April

8 — 22. We heard from more than 3,000
patrons—30% more than the last survey in
2019. Read our findings at wvml.ca/survey.

Library staff connected with kids, teens,
adults, and seniors through outreach at
North Shore Seniors Health Expo, West
Vancouver Pride Picnic, Squamish Nation
Youth Powwow and Amalgamation Day,
and Indigenous People’s Day.

We analyzed the results from our fall

2023 Time to Grow! youth space planning
consultation. Patrons want a safer and more
accessible youth space with more seating,
more delineated space for different ages and
noise levels, and more play and wonder.

Staff participated in the Cultural Safety
and Humility Training with the Squamish
Ocean Canoe Family, the International
Sustainability Education Foundation, and
North Shore Emergency Management.

;Jn

INTEGRITY

Following our International Federation

of Library Associations’ Green Library
Project award win in 2023, WVML Director
Stephanie Hall reviewed submissions from
across the globe for the 2024 award.

Our library received a new one-time grant
of $23,800 from the Province of British
Columbia through the Ministry of Municipal
Affairs to enhance library services and
respond to changing needs.

In partnership with Vancouver Coastal
Health, we installed air quality monitors.
The level of pollutants detected was
consistently lower than the outdoor air: 2.1
pg/m?3 on average.

Big Ideas events this year featured
international best-selling author Naomi
Klein and philanthropist Michael Audain.
Other major events included An Evening
with Helen Knott and Katfig, Fashion
through the Ages with Ivan Sayers, and
Jody Wilson-Raybould’s book launch for

Reconciling History.

g
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¢ fy 2 Listen now

Ouir first Sound Artist in Residence, Sam
Lynch, led one-on-one coaching sessions
and workshops to 86 attendees. Check
out the final products from her lullaby
recording class at wvml.ca/lullaby. During
her residency, average monthly Recording
Studio use increased 270%.

We had a record-breaking year for
Summer Reading Club, with more than
2,000 kids registered and 1,200 attendees
at the Medal Ceremony.

We adapted our monthly digitization
drop-in session into a bookable station in
the Community Computing Centre. This
new Digitization on Demand Station can
accommodate around 200 hours a month of
digitization—that's 100 times more capacity.

We launched our first-ever Summer Reading
Club for adults! 225 participants worked
through our 24 challenges encouraging
them to expand their reading.

INCLUSION

* Our partnership with Xwemélch'stn

Etsimxwawtxw/Capilano Little Ones
reached a new level in 2024. We facilitated
monthly storytimes, provided audio-visual
literacy resources, hosted regular library
visits, participated in Family Breakfasts, and
started a summer pop-up library.

Staff launched a Farsi discussion group

in partnership with Maah Khatoon. In
combination with our Farsi Poetry Nights,
187 people enjoyed these programs.

Notable 2024 deliverables on the WVML
Accessibility Plan include new washroom
signs with Braille, translation of key print
materials, and participating in National
AccessAbility Week programming.

Our Technology and Accessible Services
staff launched a new Accessibility-Focused
Device Clinic.




COMMUNITY IMPACT

Reflections on Carey Newman’s
Witness Blanket at the Library

From January 26 to March 10, the Library exhibited Carey Newman/Hayalthkin'geme's
Witness Blanket, a large-scale art installation and monument to Canada’s residential school
era. Inspired by a universal symbol of protection—a woven blanket—the Witness Blanket
comprises items collected from residential schools, Survivors, churches, governments, and
other cultural sites across Canada. The Library hosted a cedar-framed replica of the original
piece found at the Canadian Museum for Human Rights.

The Library presented several events for all ages in tandem with the exhibit to spark
reflection and foster meaningful dialogue. A total of 700 patrons attended these events,
including a talk with the artist, a screening of Picking Up the Pieces: The Making of the
Witness Blanket, a lively concert with Diyet and the Love Soldiers, and more.
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This is such an
important piece of work
expressing part of our
Canadian history.

While it's impossible to know precisely how many people viewed the Witness Blanket at the
Library, we had 52,367 visits during the six-week exhibition—12% more than the same period
in 2023. In addition, we hosted 50 Squamish Elders for a private after-hours viewing. Groups
visited the piece from Xwemélch’stn Etsimxwawtxw/Capilano Little Ones School, the Squamish
Nation Elders Centre, West Vancouver District, West Vancouver Schools, and the University of
British Columbia social work program.

Funded by the Province of British Columbia through the Ministry of Municipal Affairs

and the West Vancouver Memorial Library Foundation and supported by CJNY —
The Journey

What a privilege for the Library to be a part
of this and for patrons to be able to see the
Witness Blanket.




2024 By the Numbers

SERVICES .l
O 396,935 N TOTAL ENQUIRIES
& Library visits 1 93,076

123 average
visits per hour

2 P 839,028 926,347 18,742
w virtual visits own device public
- WiFi sessions computer
2,605 sessions
e ~cssible 5.8 sessions
TOTAL VISITS n oer hour!

1 ,235,963 deliveries

*

TOTAL PROGRAMS Total attendance: 31 ,350
1,402
e
YOUTH Yo —
Programs: 753 [1 7,970 participants &=

ADULT
Programs: 649
H L]
NEWCOMERS l 2'242 participahts

Programs: 139

-
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CIRCULATION
physical + digital

962,579

96,251
database
views

146,420
digital
downloads

physical items
circulated

63




COLLABORATION Makes Us Strong

This year, as part of our commitment

to reconciliation and to support
language preservation, the Library
partnered with Skwxwi7mesh Snichim
speaker and knowledge keeper
Tsitsdyxemaat Rebecca Duncan to
develop the Skw'shitsut/Skw’shétsut —
Skwxwu7mesh Snichim Language Kits.

The five kits contain immersive language-
learning tools that reflect the culture

and oral traditions of the Skwxw(7mesh
language. Each kit includes a Squamish-
English Dictionary; a Yoto Mini Player
loaded with pronunciations recorded

by Tsitsayxemaat and Chamiya Janis

Supporting Language Preservation with Tsitsdyxemaat

Campbell; carved alphabet and number
blocks; opposites flashcards; the Slhanay
Skwélwen - Squamish Nation Foraging
Walks Guide; the S7ukw’ukw’inexw,
Tsékwtsekw, iy Stl'alkem: Animals,
Insects, and Supernatural Beings
Flashcards; and the Stl’ashn Skw’shitsut-
Potlatch Game from NDNPlayers.

Supporting language preservation and
recognizing the cultural importance of
language is one of the Library's responses
to the United Nations Declaration

on the Rights of Indigenous Peoples
and the Truth and Reconciliation
Commission of Canada’s Calls to Action.

Thank you so much for letting us experience the Squamish Language Kit. All the
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teachers had many positive comments. The students loved the mini-Yoto player and were very
curious about the language and supernatural beings. Very cool!

- a West Vancouver educator



Low-cost, High-impact Projects

At the end of 2023, the Library completed a renovation to the Help Desk area, with a modest
budget of just $175,000. This high-impact, low-budget project was a smart and efficient move
that has improved visibility of our public service staff.

Since then, third-party funding from the Library Foundation enabled us to expand the impact
of the Help Desk renovation by improving our layout for concerts and major events. This
included a major sound system investment through the estate of Robert Leslie Welsh.

2024 also saw the preparations for a much-needed seismic upgrade to the Mezzanine level
(non-fiction area). Staff moved 35,000 materials to close the Mezzanine and prioritize access

to our most popular Mezzanine collections during the closure. This careful planning led to a
smooth closure with virtually no patron complaints! During this time, staff also planned for the
future of the Mezzanine level, using the necessary seismic renovation as an opportunity to make
some low-cost improvements to the space’s seating, shelving, and lighting.
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$5000+

Amica West Vancouver
Patricia Bowles

Estate of Godfrey
Harald Lynum
Pieters-Horstman
Foundation

$2500 - $4999

Touraj Besharat

Reay & Lynda Mackay

West Vancouver Foundation

$1000 - $2499

Michael Bolton

Dorothy Byrne

Canada Best Tourism Inc.
The Dawn & Axel
Rehkatsch Foundation
Jan M Davies

Karen Davis

Mehran Farmanara
Vahid Ghafarpour
Stephanie Hall

The Helpalittle Foundation
Janice & Malcolm Hunter
Bill Koch

Jeri & Don Krogseth
Barbara Lacey

Dan & Cindy Le Dressay
Vi Roden

Helen Storey in memory
of Brooke Storey

lan & Jane Strang

Paul Tutsch in honour

of Harry Greenwood
Ying Wang

Junmei Zhao & Hamish Somerville

$500 - $999

Ruth Brodie in memory
of John R. Brodie
Byzantium Books
Pamela Clark in memory of
William Gardner

Peter Cohen

William Gardner
Catherine Harasym
Carol Healy

Nils Huxtable

Heather Kaart

Marlene Lougheed
Mary Miller

Dennis Perry

John Pigott in memory
of William Gardner
Royal LePage Sussex -
John Jennings

Peter Rozee

Sonja Sanguinetti
Elizabeth Tompkins
Shelagh Van Kempen
Donna (Betsy) Waterbury
Margaret Worthy
Cellia Xiao

Norma L. Young
Lorena Yu

$250 - $499
Patricia Anderson
Hannelore Baumgart
Beyond Yang

TCM Therapy Clinic
Carol Chestnut

Janet Cozens in memory of Helen

Frances Dowdeswell
Caroline Duncan
John & Penny Elwick
Louis & Jani Guzy
Joan Hess in memory
of William Gardner
Lesley Hobbs

Andy Krawczyk
Trevor Lautens in memory
of October 7 victims
Donna Mackey

Bruna Martinuzzi

Eric Maurice

Mary McGivern

Anne Morley
Rosemary Murchison
Elizabeth Pennink
Jeanie Sanderson
Zhaogji Song

Jillian Stirk

$100 - $249

M. Joan Achtemichuk
Halina & Gary Adelson
Donald Allan

Koki Ando

Nini Baird

Geri & Michael Barnes
Hannelore Baumgart
Bruce Beveridge
Mary-Ann Booth
Karen Bower

Michelle Brazeau
Mary Jo Campbell
Qing Chen

Yan Chen

CIBC World Markets INC.
Kate Clifford

Barbara Collingwood

Carole & Louis Conlin Peterson

in memory of Helen Nogatch
Millie Conradi

Robert Cooper
William Coulter
Lynda Darling
Cynthia Des Brisay
Sandra Djwa

Irene Duncan

John Elliott

Frances Finch

Violet Foo

Eva Francis

Edward Frazer

Susan Gardner in memory
of William Gardner
Barrie & Ann Gillmore
Hugh Gilmour

Louise Given

Keith Goddard
Teresa Godinho
Padraig Gooderham
Harry Greenwood
Jan Guenther
Yingying Guo

Mei Mei Guo

Joyce Hales
Stephanie Hall

Jerry Heddinger & Marilyn Thomas

Linda Heel

OCTOBER 1, 2023 - SEPTEMBER 30, 2024

May Henry
Margaret Hill

Terry & Heather Hodgins
Lin Hua

Margaret Ibbott
Deanna lllingworth
Terry Isomura in memory
of William Gardner
Robert Kellogg
Sheila Kerr

Haideh Mehri Kiaii
Elizabeth Kirkwood
Jacqueline Lane
Pat Lansdell
Jurgen Lau

Ming Shuen Leung
Xiao Jun Liu
Barbara Lloyd
Merle Loyst
Abigail Lyne
Peiling Ma

G B John Mancini
Don Martin

Nancy Martin

Ken McKillop

Charlotte & Patrick McLaughlin

Marie McQuaid

Victoria Mendes

John Moir

Donald & Rohays Murray
Margaret (Molly) Murray
in honour of Jack Mounce
Coleen & Howard Nemtin
Helen Nogatch

Pamela Oram

Jan Pezarro in memory
of Hilda Pezarro

Patsy Pollak in memory
of Dr. John E. Pollak
Robert Prescott

Mary Puddicombe
Sherrill Purves

Laila Radage

Esa-Jane Rapaport
Susan Reaper

Marilyn Ross

Cel Russell

Clare Saadien

Gloria Shaw

Xiuhong Shen

Margaret Shugg

Dan & Sharon Simunic
Daniel Sitar in memory
of William Gardner
Jane Srivastava

Xian Sun

Junying Sun & Li Du
Janet Tennant

George Tikkanen

Lorne & Wendy Topham
Tamara Vanderwal

Kay Vinall

Dorothy Walsh

Rosalyn Walton

Lloyd & Natalie Warnes
Sophia Weremchuk
Lenore Williams

Wayne Wong in memory
of Helen Nogatch

Sharon & Jamie Wright
Yan Wu

Robert Wyckham
Hong Xing

Peng Xu

Juan Yang

Dan Yao

Anna Zaitzeff

Ying Zhou

Lihong Zhou

Up to $100

Anijili Bahadoorsingh

Hal Bell-Irving

Tree Benny

Leslie A Bradley

Judy Brouillet in memory
of William Gardner
Lorelei Brown

Scott Brownlie

Donna Chan in honour
of Patricia McFarland
Alison Clark

Muriel Densford
Gwyneth & Paul Edgcumbe

in memory of William Gardner

Polly Evenden

Marlis Fricke

Jianhua Han

Jane Heavyside

Susan Hilton in honour
of Taren Urquhart
Diana Hume

Beverley Hurlburt
Adrienne Jones
Rosemarie Kahnau
Joan Ketchen

Ziyuan Lin

Michael Lynch

Nancy Macdonald
Janice Mackay-Smith
Jean & Lawrence Matrick
Viorica & Anatoli Messinger
Donna Mihm

Louise Morin
Catherine Non in memory
of William Gardner
Leonie Page

Annette Reid

Lai Mee Robertson
Carol Ann Robinson
Eleanor Scarth
Jacqueline Smith
Delberta Tait
Lovemore Tichawona
Olivia Ward

Jimmy Carl Whitehead
Coral Winfield
Marianne Zandron



THANKS TO OUR FUNDERS

District of West Vancouver

West Vancouver Memorial
Library Foundation

Province of British Columbia
Public Library InterLINK
Friends of the Library
Government of Canada
Courthouse Libraries BC

SPECIAL THANKS TO
Sarah Jane Photography
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In the Gallery: Piecing Us Together — Lions Gate Quilters’ Guild.

LIBRARY BOARD

Tracy Wachmann
Andrew Krawczyk
Bahar Hafizi
Emma He

Wilma Marais
Patricia Morris
Alastair Nimmons
Sahar Sanajou
Sharon Thompson
Helen Vanee

Lorena Yu



1950 Marine Drive, West Vancouver =~ 604.925.7400 info@westvanlibrary.ca westvanlibrary.ca

o WestVancouverMemorialLibrary @ west-vancouver-memorial-library westvanlibrary o WestVancouverLibrary
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