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INTRODUCTION

A Letter from the Board of Trustees,
Library Administration, and the
Friends of the Greenwich Library

Few institutions are challenged to keep up
“
with rapid changes in electronic media more

than libraries. At the same time, libraries
remain our primary guardian of traditional
media, which hold unique pleasures, along with
the accumulated body of knowledge, expression
and imagination. The library that fails to find
the balance between those missions is the library
that risks irrelevancy. Greenwich Library will
not risk irrelevancy…it remains a place where
people can go to learn about the world around
them and how to function well within it.
— Greenwich Time, 2013

T

”

his article was written five years
ago, when the Town of Greenwich
enthusiastically welcomed Greenwich
Library’s long-range plan, Connecting Our
Community. Since then, our staff and trustees
have worked tirelessly to achieve the goals we
outlined. The results have been remarkable,
as noted in the recent accomplishments
throughout this plan. In 2017, the national
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publication Library Journal named Greenwich
Library a 5-Star Library—for the ninth time.
Two key factors have enabled this
extraordinary success. First is our
community. Our dreams become realities
because of the people, partners, and
organizations that provide strong and
unwavering support. At the Library, we
endeavor to be careful stewards of the
resources that the Town and our community
provide.
Second is our flexibility in the face of
constant change. Every five years, we
pause to reflect on our patrons’ needs and
preferences, re-examine our practices, and
affirm fresh goals and strategies that advance
our vision of giving our great community the
great library it deserves.
Our new Strategic Plan, Greenwich Library
Renewed, is our commitment to a set of
clearly defined goals and strategies for the
next five years. It is the product of many

perspectives, and incorporates significant
input from staff, trustees, and community
partners, as well as the venerable Friends
of the Greenwich Library, Friends of the
Cos Cob Library, and Friends of the Byram
Shubert Library. Informed by the Library’s
Mission, Vision, and Values, the Plan offers a
practical roadmap to guide our journey into
the next decade.
Greenwich Library—the Main Library,
the Byram Shubert Library, and the Cos
Cob Library—will concentrate on new and
continuing efforts in five Focus Areas:
»» Collections
»» Lifelong Learning and Enrichment
»» Service
»» Space
»» Community Connections
In each of these areas, the Plan takes into
account the need to revitalize our spaces to
allow for flexibility, connectivity, and delivery

of high-quality programming, education,
and resources to an increasingly diverse
community. The Plan also recognizes that
technology serves as a foundation for all our
activities and is essential to advancing our
goals.
On behalf of our Board of Trustees, staff,
Friends groups and community partners,
we invite you to explore Greenwich Library
Renewed and share in our excitement as we
chart our course forward.
– Chip Haslun
President, Greenwich Library
Board of Trustees
– Barbara Ormerod-Glynn
Director, Greenwich Library
– Sharon Fortenbaugh
Chairman, The Friends of the Greenwich
Library
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Author Somini Sengupta
discusses The End of
Karma: Hope and Fury
Among India’s Young

4

Greenwich Library Renewed | Strategic Plan 2018–2022

INTRODUCTION
Plan Update Process
Greenwich Library’s 2018–2022 Strategic
Plan Update builds on the success of the
Library’s 2012–2017 Strategic Plan. The
new plan was produced by the Strategic
Plan Steering Committee (SPSC), which
included members of the Board of Trustees;
representatives of the boards of the Friends
of the Greenwich Library, the Friends of the
Byram Shubert Library, and the Friends of
the Cos Cob Library; Library administration;
and key Library staff. The Library contracted
with BERK Consulting to assist and advise
with the planning process.

The draft Plan was developed with Library
administration and key Library staff,
then circulated for review by the Steering
Committee, Board of Trustees Planning
Committee, the Friends of the Greenwich
Library Board, and the Boards of the Friends
of Cos Cob and Byram Shubert Libraries.
The Plan was adopted by the Board of
Trustees in April 2018.
For a full list of people who contributed to
this Plan, see page 16.

To develop the Plan, the SPSC leveraged
Work Groups, made up of Library staff, to
gather input on seven topic areas through
data assessment, discussion, and on-theground expertise. Work Group reports
were synthesized into a Summary Situation
Assessment for initial plan development, after
which the Situation Assessment was amended
to include popular themes and ideas from
strategic planning engagement activities with
the SPSC and the Friends of the Greenwich
Library Board, as well as the Staff Retreat in
late September 2017.
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Families enjoy an Animal
Embassy program at
Byram Shubert Library
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GUIDING STATEMENTS

Vision

Values

We aim to preserve our legacy as a community
treasure and to give our great community the
library it deserves, with a clear focus on the future.

»» Promote the joy of reading and lifelong learning.
»» Deliver superior library services.
»» Celebrate and support the diversity of our
community.

Mission

»» Incorporate technology in a mindful and
responsive way.

The mission of Greenwich Library is to provide
exceptional resources, programs and services that
promote the joy of lifelong learning and discovery,
and to offer a welcoming place for people to gather
and share experiences.

»» Ensure free and convenient access to
information.
»» Maintain collections that provide the
community with a window to the past and a
view to the future.
»» Connect people with the world of ideas and
information by developing and presenting
programs that provide opportunities for learning
and entertainment.
»» Cultivate staff who are knowledgeable,
passionate, and engaged about the role libraries
play in individual lives and the community.
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PLAN OVERVIEW

Focus Areas and
Supporting Goals
The five Focus Areas and ten Goals listed
here are interrelated. Goals listed under
Space and Community Connections, for
example, will help us implement Goals listed
under Collections and Lifelong Learning and
Enrichment. Technology is a key part of every
Goal.

8

COLLECTIONS

LIFELONG LEARNING
AND ENRICHMENT

1

Deliver collections and resources of
exceptional depth and breadth that
reflect the interests of our community.

3

2

Encourage a passion for reading in
people of all ages through exploration
and personal discovery.

Think comprehensively about library
programming and offer high-quality,
culturally rich programs that reflect
community needs and interests.

4

Support contemporary skill
development and literacy of all kinds.
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SERVICE

SPACE

COMMUNITY
CONNECTIONS

5

7

Create accessible, engaging, and flexible
library spaces.

9

8

Reimagine spaces for greater community
connections and cultural enrichment.

6

Enhance the user experience by meeting
patron needs, when and where they
occur, applying both technology and a
human touch.
Identify and build staff core skill sets to
meet changing and expanding demands
for service.

Enhance our ability to provide tailored
services by understanding and engaging
our community.

10 Advance partnerships that build on our
strengths and help us address the needs
of our community.
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COLLECTIONS
We are committed to expanding and enhancing our offerings to build on the success
of our collections. We will continue to explore ways to connect our patrons to our
unique materials, both physical and digital. Meeting the collection needs of an evolving
Greenwich community is core to our Mission and critical to our future.

RECENT ACCOMPLISHMENTS
»» Evaluated collections and set target sizes for over
100 different collection areas.
»» Shifted the entire collection at Main Library for a
better browsing experience in the stacks.
»» Implemented a new user-friendly online public
access catalog.

LOOKING AHEAD
Demand for printed materials is not going away,
but will be accompanied by an interest in the
convenience and personalization of electronic media.
Libraries will need to provide satisfying digital
experiences for users, making sure that patrons are
connected to collections in contemporary ways.
Library users in the future will be active participants
in selecting and purchasing new materials, changing
the ways in which collections are traditionally
acquired, replaced, and removed.
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GOAL 1

GOAL 2

Deliver collections and resources
of exceptional depth and
breadth that reflect the interests
of our community.

Encourage a passion for reading
in people of all ages through
exploration and personal
discovery.

»» Update the collection development policy to
reflect local needs and interests.
»» Maintain a collection that best reflects the
diverse backgrounds of Greenwich community
members.
»» Tailor collections to meet the unique interests
and needs of branch library communities.
»» Deepen our collection of local history and
creative content.

»» Use displays and distinct merchandising
strategies to engage patrons and complement
programming.
»» Make reading easy and fun by offering the
tools and resources users need to move through
different stages of life.
»» Complement the needs of Greenwich students
with fresh approaches to materials for children
and young adults that are both instructive and
engaging.

LIFELONG LEARNING AND ENRICHMENT
Lifelong learning is key to a healthy community; it builds self-worth, connects people to
new ideas, and promotes active citizenship. Greenwich Library recognizes that learning
isn’t limited to school or one stage of life, and designs programming that meets our
community’s evolving needs and interests.
GOAL 3

GOAL 4

Think comprehensively about
library programming and offer
high-quality, culturally rich
programs that reflect community
needs and interests.

Support contemporary skill
development and literacy of all
kinds.

»» Foster civic engagement and connect people
with diverse views in a safe space through
forums and town hall-style events.
»» Provide cultural programming that aligns with
and supports Greenwich community priorities.
»» Experiment with creative program
implementation, such as Library-wide theme
days.

»» Establish the Library as a place to foster
creativity, technological exploration, and selfdirected, interest-driven learning.
»» Expand the Library’s ability to help patrons
develop skills for today’s world and workplace.
»» Be a gateway for literacy of all kinds for all
ages, including: traditional (speaking, reading,
writing), digital, media, technology, civic,
cultural, musical, artistic, and financial.
»» Expose patrons to emerging technologies and
offer technology training across a spectrum of
user levels.

RECENT ACCOMPLISHMENTS
»» Evaluated programs and addressed issues such
as marketing, venue size, and subject matter to
provide consistently exceptional programs.
»» Promoted early literacy through Library visits and
Library cards for first-graders.
»» Expanded the number of preschool story times to
instill a love of reading in young children.

LOOKING AHEAD
Human connection is core to individual and
community wellbeing. Libraries will play a critical role
in bringing people together.
This is increasingly important as people are living
longer and more active lives, and as the knowledge
economy is changing what is required to thrive in
both the workplace and everyday life. Not only will
libraries be a place to maintain social bonds and grow
through encounters with different points of view, but
they will also be a resource for developing new skills,
especially over long and varied careers.
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SERVICE
Each user’s experience, whether in person, by telephone, or online, is an opportunity for
the Library to create a fulfilling experience. To maintain our high-quality service, we must
bridge the worlds of traditional reference and research with the new, ever-changing world
of digital service. Excelling in both worlds is challenging, but necessary to our success.

RECENT ACCOMPLISHMENTS
»» Responded to feedback from a Community Survey
to strengthen patron experiences.
»» Implemented self-service pickup, checkout, and
payment options for users.
»» Redesigned the Library website for greater
usability and more effective communication.
»» Launched an online booking system for group
study rooms.

LOOKING AHEAD
The pace of change for library services is remarkable,
and as offerings continue to improve, customized
user experiences will reshape library services.
Service won’t begin or end with a library building,
website, or mobile app—it will all be a connected,
personalized system. Libraries and librarians
of the future will need to be creative, nimble,
and deft with both people and technology.
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GOAL 5

GOAL 6

Enhance the user experience by
meeting patron needs, when and
where they occur, applying both
technology and a human touch.

Identify and build staff core
skill sets to meet changing and
expanding demands for service.

»» Evaluate user experiences, both physical and
online, for diverse populations, especially firsttime users, using analytical tools and statistics.
»» Expand and offer direct technology assistance
at service points throughout the Main Library,
making it available for patrons during all open
hours.
»» Provide new 24/7 digital service offerings,
staying abreast of emerging trends.
»» Support patron needs and preferences, ensuring
patrons find what they are looking for or get
the help they need, whether they are visiting in
person or accessing resources remotely.

»» Establish a core skill set committee to develop
a long-term plan for implementation of this
strategy.
»» Provide a constant and flexible training
curriculum for staff to ensure greater patron
assistance.
»» Conduct a strategic evaluation of Reference
Services.
»» Maintain statistics that better measure and
evaluate patron inquiries for Reference Services.

SPACE
As a community anchor and a ‘third place’ separate from home and work, Greenwich
Library nurtures residents and visitors by providing the opportunity for social cohesion,
learning, and a sense of place. Because of this, it’s important that the Library’s physical
facilities, both exterior and interior, not only reflect community values but also respond
to user needs in exciting and effective ways. A multi-year Main Library Master Plan will
modify spaces, technology, and services to ensure that we continue to be flexible and
responsive to new trends and community needs.
GOAL 7

GOAL 8

Create accessible, engaging, and
flexible library spaces.

Reimagine spaces for greater
community connections and
cultural enrichment.

»» Enhance spaces for children and young adults
by making dedicated areas more dynamic,
comfortable, and attractive.
»» Improve physical access and connectivity
throughout the Main Library.
»» Study the facilities of the Cos Cob Library
and how they may be adapted to best serve the
community.
»» Design dedicated spaces that enhance
collaboration, entrepreneurship, and individual
study, especially for students, the self-employed,
and patrons using the Library as a workplace.

»» Create a ‘cultural commons’ at the Main
Library to draw the community together and
enhance literacy and learning experiences.
»» Create friendly and comfortable spaces where
community members can gather, interact, and
enjoy conversation.
»» Develop and enhance spaces that can be used
to engage the community with the latest and
emerging technologies.

RECENT ACCOMPLISHMENTS
»» Developed a multi-year Master Plan for the Main
Library that considers the latest trends in library
spaces and outlines the critical improvements
needed to match our facilities to contemporary
service needs.
»» Initiated the evaluation of collections and interior
space at the Cos Cob Library.

LOOKING AHEAD
As digital access to basic information increases,
libraries will continue to evolve into community
cultural hubs with a focus on public programming
and education. People will come to libraries for a
broader range of reasons than ever before, from
interpersonal interaction and group gathering to
quiet study and independent reflection. Library space
and design will need to remain highly flexible to
accommodate a variety of educational and cultural
activities, both individual and communal.
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COMMUNITY CONNECTIONS
Connecting our community is important to Greenwich Library, so much so that it was
the theme of our 2012–17 Strategic Plan. However, bringing the community together
isn’t the only role we play. We ourselves are connected to the community, and our success
depends on our ability to partner and collaborate with others—individuals, associations,
and institutions—who can help broaden our impact and contribution.

RECENT ACCOMPLISHMENTS
»» Increased local and regional partnerships, creating
dynamic new programming opportunities.
»» Expanded the Library’s presence at town-wide
events, and invited community representatives to
staff meetings to share organizational missions.
»» Proactively engaged with Greenwich Public
Schools to co-brand and promote summer reading
to support children’s academic and life success.

LOOKING AHEAD
Libraries of the future will serve as the crossroads
or ‘common’ of their communities. This shift
means libraries will play increasingly essential and
complex roles in supporting communities—not
just as repositories of resources but as active,
engaged leaders. Libraries will need to partner with
other community organizations, in an integrated
and complementary way, and bring their specific
strengths and resources to collaborate for the good
of the community.
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GOAL 9

GOAL 10

Enhance our ability to
provide tailored services by
understanding and engaging our
community.

Advance partnerships that
build on our strengths and help
us address the needs of our
community.

»» Anticipate community interests by analyzing
library data and trends and use the results to
develop and cross-promote library programs,
collections, and services.
»» Reach out to different community groups to
ensure we meet their needs and interests and
identify underserved populations that can
benefit from library programs, services and
collections, such as adult English Language
Learners and daily commuters.
»» Explore non-English language options
for Library communications to connect
English Language Learner communities with
information and services.

»» Establish a standing committee to develop
and maintain community partnerships and to
provide outreach leadership and guidance to
Library staff.
»» Align partnerships with the Strategic Plan to
expand the Library’s reach and impact beyond
Library walls.

NEXT STEPS
What’s Next?
Greenwich Library Renewed establishes a
framework to guide discussions and decisionmaking focused on improving services for the
Greenwich community. Greenwich Library
administration and the Trustee Planning
Committee will monitor progress against
goals, while collaborating with the Friends
of the Greenwich Library, the Friends of the
Byram Shubert Library, and the Friends of
the Cos Cob Library. Together, we will use
an annual process of selecting, prioritizing,
funding, and implementing projects and
activities that support the Focus Areas, Goals,
and Strategies of the Strategic Plan.

R.E.A.D. to a Dog,
a popular program
at Byram Shubert
Library, is now offered
at Cos Cob Library too

This ongoing planning process marries the
ﬂexibility required to respond to emerging
needs and opportunities with a consistent
framework and the steady pursuit of longterm goals.

Greenwich Library Renewed | Strategic Plan 2018–2022

15

CONTRIBUTORS

Board of Trustees
Planning Committee
Michael Freitag: Chair, Trustee of Greenwich Library
Susan Alexander: Trustee of Greenwich Library
Nancy Better: Former President, Board
of Trustees of Greenwich Library
Sharon Fortenbaugh: Chairman, Friends
of the Greenwich Library
Mark Gaston: Trustee of the Peterson Foundation
Nicole Hadley: Trustee of Greenwich Library
Chip Haslun: President, Board of
Trustees of Greenwich Library
Mary Jacobson: Former Trustee of Greenwich Library
Jane Marsh: Member-at-Large, Friends
of the Greenwich Library
Dee Mayberry: Trustee of Greenwich Library
Karen Free Royce: Trustee of Greenwich Library
Valerie Stauffer: Former Trustee of Greenwich Library
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Strategic Plan
Steering Committee
Greenwich Library Staff
Barbara Ormerod-Glynn: Director
Moira Danehy: Manager of Lending Services
Wynne Delmhorst: Manager of Information Services
Miguel Garcia-Colon: Byram Shubert Library Manager
Eric McCarthy: Manager of Resources Management
Nancy Klein: Director of Development
Kate Petrov: Public Relations Officer
Stephen Schmidt: Acquisitions Librarian
Wendy Silver: Cos Cob Library Manager
Deirdre Sullivan: Head of Children’s Services
Joseph A. Williams: Deputy Director
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Michael Freitag: Chair, Trustee of Greenwich Library
Jeff Cooper: Treasurer, Friends of the Cos Cob Library
Moira Danehy: Manager of Lending Services
Nicole Hadley: Trustee of Greenwich Library
Nancy Klein: Director of Development
Phil Lochner: Trustee of Greenwich Library
Jane Marsh: Member-at-Large, Friends
of the Greenwich Library
Eric McCarthy: Manager of Resources Management
Barbara Ormerod-Glynn: Director
Kate Petrov: Public Relations Officer
Karen Free Royce: Trustee of Greenwich Library
Jerry Stinson: Co-Chairperson, Friends
of the Byram Shubert Library
Joseph A. Williams: Deputy Director
John Yoke: Head of Information Technology

CONTRIBUTORS

Strategic Plan
Staff Work Groups
Library Data

Collections

Arlene Grant
Everett Perdue*

Nicole Allen*
Marilyn Derr
Allison Eagan
Joan Eaton
Linda Fritz
Gene Hayes
Eric McCarthy*
Deirdre Sullivan
Jayshree Trivedi
David Waring

Community Data
Moira Danehy*
Emma Hickey
Debbie Orrico
Stephen Schmidt*

Technology
Roxana Carrasco
Will Gray
Jasmine Posey
Marilyn Ribideneira
Catherine Tynes
Joseph Williams*

Lifelong Learning
and Enrichment
Roy Brayton
Elizabeth Connell
Nohora Formento
Betty Higginbotham
Nancy Klein
Laura Matthews*
Kathi Mullins
Kate Petrov*
Siobhan Schugmann
Dulce Stanton
Lily Stevenson

Service and Space

Community and Connections

Sandra Chan
Laura Cirelli
Wynne Delmhorst
Joanne Gaither*
Rosa Galesky
Matthew Sgritta
Deirdre Sullivan
Margaret Walsh
Marianne Weill
Carolyn Zygmont

Elaine Barrie
John Elliott
Miguel Garcia-Colon
Maria Higbie
Mari Jinno

Richard Langeloh
Barbara Martin
Michele Martin*
Ed Morrissey
Wendy Silver
Yang Wang
Carl White

* Member of the Writing Group.
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CONTRIBUTORS

Friends of the
Greenwich Library Board

Friends of the Byram
Shubert Library Board

Friends of the Cos Cob
Library Board

Sharon Fortenbaugh:
Chairman
Jeanine B. Getz: Treasurer
Anne Shafqat: Recording
Secretary
Wayne Campbell
Bebbie Chickering
Monique Christensen
Ruth Davidson
Robin Edelston
Traci Fiore
Andrea Greer
Nicole Hadley
Karen D. Koetter
Mary Ellen LeBien
Carole R. Lewis
Jane Marsh

Jerry Stinson:
Co-Chairperson
Mary-Ann Zalman:
Co-Chairperson
Judy Crystal: Co-Vice
Chairperson
Susanne Wahba:
Co-Vice Chairperson
Lynn Elise Friend:
Treasurer
Patricia Adams
Bob Bishop
Sadhana Jain
Joseph Kantorski
Lisa Johnson
Nicole O’Connor
Barbara O’Toole

Shannon Bassalik:
President
Courtney Hadden: Vice
President
Jeff Cooper: Treasurer
Richard Campbell:
Secretary
Deborah Armstrong
Annie Farrell
Ariana Kaleta
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Sharon Phillips
Barbara Richards
Pasquale Spezzano
Carolyn Surgent

Branch Representatives
Shannon Bassalik,
Cos Cob
Judy Crystal, Byram
Shubert Library
Susanne Wahba, Byram
Shubert Library

Ex-Officio
Barbara OrmerodGlynn: Director
Chip Haslun: President,
Board of Trustees of
Greenwich Library
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Glenn Petersen
Ellen Picard
Samarpana Tamm
Bob Tuthill
Jeannine Wojnas

Ex-Officio
Miguel GarcÍa-ColÓn,
Byram Shubert Library
Branch Manager

Sheryn MacMunn
James Maitland
Kristen Rossi
Linda Swenson
Craig Wingrove

Ex-Officio
Wendy Silver: Cos Cob
Branch Manager
Angelique Bell: Trustee
Representative

CONTRIBUTORS

2025 First Avenue, Suite 800
Seattle, Washington 98121
P (206) 324-8760
www.berkconsulting.com

Board of Trustees
Chip Haslun: President
Rob Marks: Vice President
Andrew Peisch: Treasurer
Kenneth Halcom: Secretary
Karen Free Royce:
Member-at-Large
Susan Alexander
Hank Ashforth
Candice Bednar
Angelique Bell
Jenny Berkley
Susan Carroll
Michael Freitag
Nicole Hadley
Kenneth Halcom
Tom Heagney

Andy Herr
Philip Lochner
Raj Makam
Dee Mayberry
Dan More
Barbara Richards
Jere Thomson

Ex-Officio
Sharon Fortenbaugh:
Chairman, The Friends of
the Greenwich Library
Barbara OrmerodGlynn: Director
Peter Tesei: First Selectman,
Town of Greenwich

Founded in 1988, we are an interdisciplinary strategy and analysis
firm providing integrated, creative and analytically rigorous
approaches to complex policy and planning decisions. Our team
of strategic planners, policy and financial analysts, economists,
cartographers, information designers and facilitators work
together to bring new ideas, clarity, and robust frameworks to
the development of analytically-based and action-oriented plans.
PROJECT TEAM
Brian Murphy, Project Manager
Claire Miccio, Lead Analyst
Jessie Hartmann, Graphic Designer
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