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HIGHLIGHTS

2012 was a productive year for Jefferson County Public Library (JCPL). 
Despite significant budget cuts, we continued to make progress on 
a number of fronts. We strengthened and streamlined the Senior 
Management Team, kept up with growing demand for library services, 
implemented a number of innovative programs and practices, and 
completed a number of capital improvements. While our budget 
challenges continue, we remain committed to providing the best library 
services possible to the people of Jefferson County. 
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2012 was a challenging and productive year.  
Despite significant budget cuts, we continued to make 
progress on a number of fronts. We strengthened and 
streamlined the Senior Management Team, submitted a 
balanced budget, kept up with the growing demand for 
library services, implemented a number of innovative 
programs and practices and completed a number of 
capital improvements. 
 

CHAIRMAN’S LETTER

Senior Management Team Updates

•	 Pam Nissler was named executive director, effective Jan. 1. Prior to this 
appointment, Pam served as public services director (from 2009 to 2011) and  
as acting executive director (from July through December 2011). Pam has 
already made significant contributions to JCPL, and we are delighted to have 
her at the helm. 

•	 Donna Walker was hired as JCPL’s new public services director in May. Donna 
came to us from Arapahoe Library District (ALD) in Arapahoe County, Colo., 
where she gained valuable experience managing neighborhood libraries, 
outreach services, child and family library services and circulation services. In 
2011, Walker was named a “Mover and Shaker” by Library Journal in an annual 
award program that spotlights librarians who are doing extraordinary work to 
move libraries and library services forward, and we are pleased to have her on 
the team as well.  

•	 We also said goodbye to two long-standing employees. Paddy Correia, our 
former director of administration, resigned in July, and Ann Cress, our former 
deputy executive director, retired in December. Both gave many years and a 
lot of heart to JCPL and we are grateful for their many years of service. Their 
positions will not be replaced; instead their previous duties have been assigned 
to other members of the Senior Management Team.

Budget Update

Another major goal in 2012 was to submit a balanced budget. After four years of 
declining revenues and ongoing efforts to bring expenses back in line with revenues, 
we finally achieved our goal – at least temporarily. Following significant cuts in 
2011, we reduced 2012 operating expenses yet again, by reducing service hours 
at our larger libraries, eliminating 16 full-time equivalent positions, reducing hours 
for temporary and part-time employees and reducing administrative expenses. 
With these actions, we were able to reopen our libraries on Mondays — and bring 
expenses back in line with revenues. Or so we thought. 

When we began the year, we believed we had a sustainable budget for the 
foreseeable future. In July, we learned that property tax and other revenues were 
coming in well below expectations. This created additional budget challenges for 
us for 2012 and 2013. (You can read more about these challenges on pages 12-
13.) However, despite ongoing budget reductions, we’ve been able to maintain a 
meaningful level of Library service for the people of Jefferson County.
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Performance Update

Demand for library services continues to grow. In 2012:

•	 We served 313,755 cardholders, or 58.4 percent of Jefferson County residents, up 
from 286,524 cardholders in 2011;

•	 Total library visits grew 6.8 percent to 8,767,765;

•	 Total circulation grew 1.3 percent, to 7,338.449;

•	 We increased Summer Reading Club participants by 4.7 percent, to 29,408; 

•	 We increased the number of storytimes offered by 10.8 percent, to 3,241;

•	 We increased the number of eBooks available to patrons by 163 percent, to more 
than 26,000; and; 

•	 The number of people who accessed our online research databases grew 13 percent, 
to 399,055. 

But numbers don’t tell the whole story. We remain committed to providing the information 
and resources people need to improve their lives and communities. We worked hard to 
support early literacy, education, technology access, economic development and civic and 
social engagement, and we completed a number of key initiatives in 2012.

•	 We completed a robust analysis of borrowing trends to guide us in providing the 
materials our patrons want and need;

•	 We launched a new Lucky Day collection, making more popular materials available 
for immediate checkout when people come into our libraries;

•	 We created “Start with a Story”, an expansion of our early literacy outreach that now 
has 13 trained volunteers providing storytimes to 60 additional classrooms and 
reaching an additional 850 at-risk children;

•	 We developed Readers’ Advisory training for staff, to help them assist patrons find 
new things to read;

•	 We established technology training and core competency requirements for all  
staff — to ensure they have the skills they need to help our patrons access and  
use evolving technologies;

•	 We designed a new website, currently in phase one Beta, with more exciting 
elements to come; 

•	 We implemented adaptive technology in all 10 libraries;

•	 We rolled out a new integrated library services platform. This is the software that 
drives our online catalog, patron account services, materials acquisition, cataloging, 
and circulation;

•	 We completed the implementation of NOVAtime, an automated timekeeping 
system, and installed an automated book sorter at our Arvada Library; and

•	 We completed roof replacements at our Standley Lake and Lakewood libraries.

As a result of these and other accomplishments, JCPL was named as a finalist for a National 
Medal for Museum and Library Service – the nation’s highest award for museums and 
libraries. This award recognizes institutions that make exceptional contributions to their 
communities. You can read more about our 2012 achievements in the following pages.

Linda Rockwell, Chair

Jefferson County Board of Trustees

Library Board  
of Trustees

Ruth Anna
John Bodnar
Brian DeLaet
Buddy Douglass
Ray Elliot
Julia Hill Nichols
Linda Rockwell
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2008 2009 2010 2011 2012*

Revenue** $27,991,046 $27,564,969 $25,697,129 $25,671,595 $24,461,200

Operating Expenditures:   

Payroll Expenses 14,518,020 15,403,569 16,051,231 14,708,176 14,069,082

Books and Other Materials 3,958,686 3,960,598 4,023,802 3,566,594 3,343,168

Other Operating 5,367,292 5,412,670 4,965,226 5,234,653 4,239,332

Debt Service 1,377,289 1,378,020 1,371,970 2,256,465 2,233,252

Total Operating Expense*** $25,321,287 $26,154,857 $26,412,229 $25,765,888 $23,884,834

Capital Expenditures $1,03,844 $1,059,455 $339,208 $504,733 $789,660

Fund Balance Jan. 1 $10,493,599 $12,128,514 $12,479,170 $11,424,861 $10,825,835

Capital Expenditures 1,034,844 1,059,455 339,209 504,733 789,660

Surplus/(Loss) from Operations $2,669,759 $1,410,112 $(715,100) $(94,293) 576,366

Fund Balance Dec. 31 $12,128,514 $12,479,170 $11,424,861 $10,825,835 $10,612,541

JCPL FINANCIAL SUMMARY (ACTUALS)

5 YEAR TRENDS FOR REVENUE, OPERATING EXPENSES & FUND BALANCE (in millions)

 *  Preliminary
 **   includes proceeds from sale of capital assets
***   includes debt repayment
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EARLY LITERACY & EDUCATION

Early literacy is critical to health, education, workforce 
development, civic participation and other cornerstones of our 
community – and we believe it’s one of the best investments 
we can make. Research tells us that if children are not ready to 
learn to read when they get to kindergarten, they risk falling 
behind their peers and have a hard time catching up. Low 
literacy levels in a child’s early academic years can contribute to 
a cycle of failure that continues into adulthood and can result 
in poor health status, lower high-school graduation rates, un- or 
underemployment, and even increased crime. 
JCPL is uniquely positioned to address the early literacy needs of children from birth to 
five and to instill a love of books and reading in every child. To that end, we offer a number 
of opportunities for our youngest residents (and their parents and caregivers) to learn 
important pre-reading skills that set the stage for later learning. Examples include:

•	 Baby, Toddler and Preschool Storytimes. These early literacy programs, based on 
a nationally recognized curriculum developed by Every Child Ready to Read, are 
designed with two goals in mind: first, to give children engaging experiences in 
six key skills they need to be ready to read and, second, to give parents and other 
caregivers tools they can use to support the early literacy development of their 
children. Storytimes are held in libraries throughout Jefferson County, and in 2012, 
we also introduced a special American Sign Language storytime, for the hearing 
impaired, at the Golden Library. System-wide, JCPL offered 2,401 in-library storytime 
programs for 67,473 participants. 

•	 Traveling Children’s Library (TCL). This important outreach program, sponsored 
by the Library Foundation, enhances the early literacy experiences and skills of pre-
school aged children by delivering books and programs in both English and Spanish 
to their Head Start and early learning classrooms. Through a monthly bilingual, 
story time visit by our Traveling Children’s Librarian, we provide socio-economically 
challenged and/or at-risk children with greater exposure to books and the joy of 
reading. At the end of each school year, every child is given a book of his/her own to 
take home. In 2012, our TCL visited more than 70 head start and preschool locations, 
providing 646 bi-lingual storytimes for 10,295 participants. 

•	 Start with a Story. In 2012, we were able to expand our early literacy outreach 
through this innovative volunteer program. Thirteen dedicated volunteers were 
trained in the Every Child Ready to Read curriculum and method, and are now 
delivering weekly storytimes to 60 additional pre-school classrooms serving an 
additional 850 children.

•	 One Book 4 Colorado. In 2012, we also participated in One Book 4 Colorado. 
This statewide initiative was created by Lt. Gov. Joe Garcia’s office in collaboration 
with Reach Out and Read Colorado, Colorado State Library, JCPL and other public 
libraries, the private sector, and the nonprofit and foundation communities.  
Inspired by the movement to help ensure every child is school-ready on the 
first day of kindergarten, One Book 4 Colorado seeks to distribute free books in 
English or Spanish to every four-year-old in Colorado. In support of this initiative, 
JCPL distributed 2,447 copies of Maybe a Bear Ate It! by Robie Harris, to 4-year old 
children throughout the County.
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Once children master early literacy skills, we work to keep them reading and learning. We 
offer programs and resources to supplement school curricula and assist kids and teens 
with experiential learning. Examples include: 

•	 Summer Reading Club: According to a report by the U.S. Department of Education, 
most students make steady progress in reading during the school year but tend to 
fall behind during the summer months. Our Summer Reading Club, sponsored by 
the Library Foundation, is a fun way to encourage kids and teens to read over the 
summer and keep their reading skills sharp for the new school year. Participants are 
encouraged to read for at least eight hours, and children who finish the program 
are given a book of their own to keep. In 2012, more than 23,400 children and teens 
participated in Summer Reading Club.

•	 Homework Help: Librarians in all 10 JCPL libraries are available to help kids and 
teens research topics of interest and complete homework assignments. At the 
Golden Library, student volunteers from the Colorado School of Mines are also 
available to tutor children two evenings a week. In addition, HelpNow, an online 
database provided by JCPL, offers live homework help from expert tutors across 
multiple subject areas for grades three through 12. In 2012, students accessed 
HelpNow! More than 4,100 times. 

•	 Educational Resources and Programs: The Library also maintains a number 
of online research databases for kids, to help them with subjects ranging from 
biography to history, to match, science and technology. In 2012, children accessed 
these databases more than 71,000 times. The Library also provides innovative 
programming to support kids with experiential learning. In 2012, programs ranged 
from young reader fun clubs, to classes in forensics, robotics, and model rockets, to 
on-site planetarium shows. We also provide afterschool activities to help teens and 
young adults engage socially in a safe environment. 

Pete the Cat. In July, more than 
200 children and their parents 
enjoyed a special storytime 
presentation by Eric Litwin, 
author of the very popular 
children’s book, Pete the Cat.  
(Photos by Linda Sorrento)

CSI Forensics. Area teens got 
a taste of forensics in this 
popular program presented by 
the Denver Museum of Nature 
and Science. 
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EQUAL ACCESS TO TECHNOLOGY, DIGITAL LITERACY AND ECONOMIC DEVELOPMENT

New economy jobs call for digital literacy, and the sad fact is 
that many Jefferson County residents don’t own a computer or 
can’t afford to pay for Internet access. JCPL plays a critical role 
in providing equal access to the digital economy by providing 
public access to computers and the Internet, basic training in 
technology, job search skills and small business development, and 
robust resources to assist job-seekers, small business owners and 
entrepreneurs. 

•	 Access to Technology: JCPL offers public access computers and access to the 
Internet (including wireless access) at all of its libraries. In 2012, Library patrons 
logged nearly 319,000 hours of computer use; more than 541,000 Internet sessions; 
and more than 132,800 wireless connections. 

•	 Technology Training: The Library also offers a variety of training programs to teach 
job skills demanded by local employers. Community residents attend free classes to 
learn computer basics as well as more advanced word processing and spreadsheet 
software. They learn how to use the Internet and social media, download digital 
media, manage personal finances research topics of interest and more. In 2012,  
JCPL offered nearly 338 adult technology classes for 1,967 attendees.  We also 
provide on-site computer training via our eTrain mobile computer training lab.  
In 2012, the Library sponsored 226 eTrain classes for more than 1,200 attendees. 

•	 Resources for Job Seekers: For those entering the job market for the first time or in 
transition between jobs, the library can serve as a true lifeline.   At JCPL, thousands 
of patrons access special resources to support job searches and career development 
every year, including:

 º Library Resources for Job Seekers, a hands-on class that highlights both online 
and print resources that can be used to start a job search, write resumes and 
practice interviewing;

 º Access to JobNow!, a service offering live, online coaching on resume writing, 
interviewing skills and Microsoft Office software as well as resources to help 
patrons pass the GED, prepare for the U.S. Citizenship exam, strengthen 
academic skills and take practice tests;

 º Optimal Resume, an online product that allows job seekers to create resumes 
in multiple formats and give potential employers access to their resume via a 
personalized website; and

 º Access to multiple databases that give job seekers information about local 
and national companies and associations so that they can be prepared for 
interviews;

 º Links to local, regional and national job listings. 

•	 Resources for Small Business Owners and Entrepreneurs: JCPL also helps to level 
the playing field for local entrepreneurs. Subscribing to online business databases 
and information tools is prohibitively expensive for small business owners. 
Fortunately, these resources are available at no cost at JCPL, along with ZIP code 
directories used for marketing, copyright and patent information, and a wealth 
of material on industry trends and forecasts. JCPL offers a number of programs 
designed to support small business development, including classes to help business 
owners to complete online research. In addition, JCPL maintains subscriptions to 
nearly 80 online databases on subjects ranging from small business resources to 
regional demographic and marketing intelligence, real-time news access and more. 
In 2012, patrons accessed our online databases more than 900 times a day.
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Small Business Resource 
Center: Sample Business Plans.  
JCPL’s online Small Business 
Resource Center offers 
information on how to start, 
buy, sell, market of finance a 
business, write a business plan, 
and more. It helps to ignite 
the entrepreneurial spark with 
hundreds of patrons every year. 

JobNow! Patrons can also 
get live on-line job search 
assistance through JobNow!, 
This innovative service offers 
live help through every step 
of  a job search, from writing 
a resume to preparing for 
the final interview! In 2012, 
JobNow! was visited more then 
3,350 times. 

eTrain. Our eTrain mobile 
computer training lab provided 
on-site computer training 
to more than 1,200 Jeffco 
residents in 2012.
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Another priority for JCPL is to create opportunities for community 
interaction and exchange. To that end, we completed an 
ambitious community input initiative in 2012, interviewing 
60 community leaders to get their view on the role of the 
Library in Jefferson County. We spoke with elected officials, 
cities and municipalities, leaders in early literacy and economic 
development and major employers to make sure we’re providing 
the programs and resources people really want and addressing 
real community needs. The results of this study will be available in 
the second quarter of 2013 and will guide our thinking as we plan 
for 2014 and beyond.
 In addition, we continued to make substantive contributions to Jefferson County’s civic 
and community life through the following initiatives:

•	 One Book Programs: In 2012, JCPL partnered with the city of Golden to host 
One Book One Golden and the city of Wheat Ridge to promote Wheat Ridge 
Reads. These programs are designed to promote a culture of reading and bring 
communities together through a shared reading experience. 

•	 Public Policy Discussion Groups: Our Columbine and Evergreen Libraries offered 
the very popular Great Decisions discussion groups, covering pertinent topics of the 
day, including the geopolitics of energy, climate change, realignment in the Middle 
East, exiting Afghanistan and Iran, promoting democracy and more.

•	 Programs and Classes: We also provide programs for adults and families, to help 
foster community interaction. Sample programs included Do It Yourself Workshops, 
covering everything from high altitude cooking to beekeeping and backyard 
chickens, book discussion groups, Tax Help for Seniors (in partnership with the 
AARP), an ongoing informal Spanish-English language exchange, Family Fun Nights, 
Movie Nights and more. 

•	 Culture Passes:  With this program, Library card holders are able to book a specific 
date to visit participating cultural institutions using the Library’s membership. 
In 2012, we partnered with the Denver Firefighter’s Museum; Denver Museum 
of Miniatures, Dolls and Toys; Dinosaur Ridge; Golden History Museums, History 
Colorado Center, Museum of Contemporary Art and the Rocky Mountain Quilt 
Museum, and we distributed more than 1,200 passes for two or more attendees.

•	 Election Support: Every year, we support the democratic process by providing 
information on candidates and issues, allowing candidates and elected officials to 
use our meeting rooms for Town Hall and other meetings and offering our libraries 
as early voting locations. 

•	 Community Meeting Rooms: The Library also offers meeting rooms to community 
groups. In 2012, our meeting rooms were used more than 450 times.

•	 Outreach to Seniors: JCPL also maintains a proactive outreach program to serve 
patrons who may be homebound, living in Senior facilities and communities, or 
have other special needs. In 2012, our Homebound service delivered library items 
to more than 120 homebound individuals, and our Bookmobile delivered Library 
resources to 40 retirement communities, independent-living and assisted-living 
facilities throughout the county, making nearly 1,000 stops and serving more than 
9,600 patrons. 

OPPORTUNITIES FOR CIVIC AND SOCIAL ENGAGEMENT
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Come join your  

neighbors in a community book 

discussion, 

encouraging a culture of reading in 

Wheat Ridge.

Read the book.
Meet the author.

Join the discussion! 
10 a.m. Saturday, Sept.15, 2012

Richards-Hart Estate  ·   W. 28th Ave. and Benton St.

7 p.m. Thursday, Sept. 20, 2012
Wheat Ridge Recreation Center  ·   4005 Kipling St.
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Jefferson County Public Library
Wheat Ridge

Sponsored by: The Wheat Ridge Cultural Commission
Jefferson County Public LibraryWheat Ridge

Come join your  
neighbors in a 

community book 
discussion, 

encouraging a 
culture of reading 

in Wheat Ridge.

Read the book.Meet the author.Join the discussion! 10 a.m. Saturday, Sept.15, 2012
Richards-Hart Estate  ·   W. 28th Ave. and Benton St.7 p.m. Thursday, Sept. 20, 2012

Wheat Ridge Recreation Center  ·   4005 Kipling St.

Sponsored by: The Wheat Ridge Cultural Commission
Jefferson County Public LibraryWheat Ridge

Come join your  
neighbors in a 

community book 
discussion, 

encouraging a 
culture of reading 

in Wheat Ridge.

Read the book.Meet the author.Join the discussion! 10 a.m. Saturday, Sept.15, 2012
Richards-Hart Estate  ·   W. 28th Ave. and Benton St.7 p.m. Thursday, Sept. 20, 2012

Wheat Ridge Recreation Center  ·   4005 Kipling St.

Sponsored by: The Wheat Ridge Cultural Commission
Jefferson County Public LibraryWheat Ridge

Come join your  
neighbors in a 

community book 
discussion, 

encouraging a 
culture of reading 

in Wheat Ridge.

Read the book.Meet the author.Join the discussion! 10 a.m. Saturday, Sept.15, 2012
Richards-Hart Estate  ·   W. 28th Ave. and Benton St.7 p.m. Thursday, Sept. 20, 2012

Wheat Ridge Recreation Center  ·   4005 Kipling St.

American Sign Language interpreters upon request.   
Please contact us at least one week in advance: 303-275-6167 or pio@jeffcolibrary.org

Fall Lecture Series at the  
Golden History Center
923 10th St.

Memories and Me
5-6 p.m. Tuesday, Oct. 2
Psychotherapist Nancy Bell will discuss the science 
behind memory. 

Through the Decades
5-6 p.m. Tuesday, Oct. 16
Find out what Golden was like through the eyes of the 
people who lived here from the 1950s to today during 
this panel discussion.  

Growing Up in Golden: The 1960s
5-6 p.m. Tuesday, Oct. 30
Dennis Potter and Dr. Richard Goad will discuss what 
was happening in our town from the perspective of the 
class of ’67. 

Golden and Rocky Flats: A Nuclear Past
5-6 p.m. Tuesday, Nov. 13  
Dr. Fred Fraikor will be speaking about the relationship 
between Rocky Flats, Golden and the Cold War through 
photos and stories from his own experiences. 

303-235-JCPL
jeffcolibrary.org/onebookonegolden
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One Book Programs, 
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a culture of reading and bring 
communities together through 
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JCPL Libraries offer a safe and 
inviting place for community 
interaction and exhange. Jeffco 
residents use our libraries to 
hold community meetings, 
discussion groups, interviews 
and more.

American Sign Language interpreters upon request.  
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Memoir Writing Workshop

Feeling timid about sharing your story? Worried a secret 

you’re holding will cause outrage if shared? Do you feel 

like you have no idea where you’re going or what you’re 

doing? Do you need help finding your voice? 

Award winning local author, poet and retired physician 

Gail Waldstein can turn even the most reluctant word-

phobic into a beginning writer. She’s gleaned writing 

tips and strategies from years of study with a variety of 

experts, poets, fiction and nonfiction writers.

Come and play, experience the pleasure of putting some 

of your essence on paper.
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IMAGINING OUR FUTURE

We have ambitious plans for the future. Most exciting are plans 
to develop and implement a new library service model. We’ll be 
updating you on this as we go, but the basic tenants of the new 
model include:

•	 Continued in-depth analysis of community and patron needs to ensure that Library 
services remain relevant;

•	 Expert staff, trained to help patrons navigate the increasingly complex world of 
information and technology;

•	 Library materials that better reflect the evolving interests of our community, and 
increased availability of high demand materials so that people coming in are able to 
find and check out things they want without having to wait;

•	 A more robust online library experience, beginning with the new Website;

•	 Dynamic programming that creates more engaging and impactful programs;

•	 Changes to our facilities to make them more open, inviting, and accessible; and

•	 An increased emphasis on community partnerships and outreach.

We hope to implement the new model in at least one library by the end of 2013,  
so stay tuned.

Challenges

Unfortunately, in mid-2012, we were faced with additional budget challenges. In July, we 
discovered that property tax and other revenues were coming in well below expectations, 
creating a $415,000 gap between projected revenues and expenses. 

Library staff took immediate steps to slow expenditures by delaying or eliminating 
hiring for open positions; further reducing hourly and part-time staff hours; eliminating 
investments in staff conferences and travel; furniture, fixture, and equipment; and other 
administrative expenses. With these actions, we were able to reduce operating 2012 
expenses by a total of $1.8 million, year over year. 

Unfortunately, these challenges will continue into 2013. Once again, we were faced with a 
terrible choice: reduce expenses by further reducing service hours or closing libraries – or 
use money from our savings to maintain current service levels. For 2013, we elected to 
take $600,000 from our fund balance to support operations while we investigate other 
ways to balance our budget and secure the future of the library. Needless to say, this is not 
a sustainable model. 

We know that 2013 is a tough budget year for the Library, but we remain committed to 
our vision:

•	 To maintain our current level of library services, continue to make progress on our 
strategic initiatives, and implement our new service model in at least one library in 
2013; and

•	 To restore hours and services; expand our new service model to all 10 libraries; and 
expand in underserved areas as quickly as we can.

Going forward, the Library Board will be working with staff to evaluate alternative 
scenarios and investigate ways to secure the future of JCPL. We invite you to follow our 
progress.
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Expert Staff: Imagine JCPL through our staff - our highest value asset

“We have the best staff and we provide great personalized service.”  

Comment from the staff analysis. A common theme during our imagining conversations was that staff is more than 

ready to make this leap into a new model of service. The oft-repeated request 

was the assurance that everyone has the training they need to empower them 

to deliver exceptional service. Imagine JCPL reflects the new reality of meeting 

the information needs of our community in the 21st century. As information 

and circulation tools have evolved, so has the nature of library work - from web 

development to acquisitions – from cataloging to accounts - from questions fielded 

in person, on the phone, and digitally to handling the physical materials. We address 

this evolution by redefining the roles of public service staff so that our community 

gets the most excellent response to their information needs and our residents get 

the most value for their tax dollar.  “I like being challenged by learning new things. When I learn, I grow.” 

Comment from Judy in a training class.Imagine JCPL roles have been defined to create better alignment of staff in related 

core library functions and construct clear lines of accountability for high quality 

decision-making. They have also been defined to create exciting new opportunities 

for growth and professional development for staff across all levels of public services. 

It is our intent to carefully manage these changes so that we all feel supported and 

valued during this transition. Small, nimble teams have been or will be built in areas 

like staff training, collections, merchandising & display, facilities & technology tools, 

and other areas as they are needed.  Brief job descriptions and a full organizational chart are in a companion document. 

Here is an outline of the roles most affected:

Pages will continue to handle our materials processing 

and other “back room” functions. They ensure that all 

materials are checked in, routed, pulled, and shelved 

properly. They keep the library and the shelves in order. 

One change for our Pages will be that they will have 

greater flexibility in helping patrons when they are on 

the floor. We know from experience that our patrons 

feel very comfortable asking our Page staff for help. 

This is one of the ways we learn from our patrons. 

Knowing this, we will offer updated training for Pages 

on the kinds of questions they can answer and on the 

effective handoff so that our patrons always get the 

best answer to their question. Something else new for our Pages will be the idea of 

having someone in an Operations Page role. This staff 

will help with training, scheduling, and other support in 

back room tasks. In the future we will have more Pages 

who are benefit-eligible and fewer who work less than 

12 hours.

The idea of “circulation staff” has evolved as our tools 

have evolved. The appeal of patron self-service is 

well-established as are the tools for its facilitation. Our 

patrons seek a more proactive, holistic experience 

where they feel completely taken care of and 
connected with staff. Knowing this, some changes 

have been made to service responsibilities.  We have 

adjusted the role of the associate and librarians to 

include taking care of the patron from the minute 

they walk in the door to their most difficult reference 

question – with librarians handling the most difficult 

and time-consuming questions as is appropriate for 

their role. Current, qualified and interested circulation 

assistants will have training to the role of Patron 
Experience Associate in areas like reader’s advisory, 

technology, databases, proactive service and effective 

handoff. Associates who have a passion for serving 

different populations will be encouraged to participate 

in additional training in the future in those specialty 

areas to expand their comfort and expertise. Current 

and qualified associates may take on a new role of 

expert in the library as described next.One of the most exciting findings of our research and 

conversations was in the evolution of the role of the 

librarian or “expert” staff. These roles are created to 

provide opportunities for the community to have full 

access to the library in all the ways they might define 

both “access” and “library.” Many of our librarians will be 

content contributors to the patron experience through 

the medium of the web. This is what we do now as 

librarians. And so, the way we have imagined the role 

of librarian at JCPL for the future is a flexible model 

that allows for different variations of library service 

depending not only on patron need but also on the 

preferred medium of the user experience. In order for patrons to be able to take full advantage 

of the expertise of the librarian, all of our large 
libraries will have a librarian expert in the building all 

open hours.  These location-based librarians will 

be embedded in their local community, specifically 

the local library.  What this means is that at Arvada, 

Belmar, Columbine, Evergreen, Golden, Lakewood, 

and Standley Lake there will always be a youth, teen, 

and adult librarian or expert on staff and available for 

patron assistance. They will help answer more difficult 

reference questions not just at their local library but 

also through phone and online video calls as needed.  

At Conifer, Edgewater, Wheat Ridge, the Call Center, 

and the Bookmobile, the supervisor will be the 
resident expert.

This will be a fulfilling and robust role for librarians who 

thrive in the day-to-day transactions and relationships 

that happen locally. The staff in this role will be trained 

on customer accounts, proactive service, and the 

effective handoff among other things. While this role 

is best filled by full-time staff, we know that having 

experienced and committed part-time staff in this role 

will allow us to fully leverage the many different skills of 

the talented and diverse staff at JCPL.Another way our plan allows our community to 
have expanded access to the library and librarian 

will be through what we are calling our Outreach 

and Specialist Librarians. These librarians will 
not be assigned to work the floor schedule but 
will concentrate their time on outreach into the 
community and designing programs and services in 

their areas of their specialty.  For prime effectiveness, 

these experts will need to allocate some of their time 

to be “on the floor” to add to their understanding of 

patrons’ needs; however, they will not be a part of the 

floor schedule in order to allow maximum flexibility 

in the scheduling of their outreach appointments. These librarians will also be 

available to be “booked” by individuals and organizations for more in-depth reference 

assistance or to come speak to their groups for education or outreach.  Some areas 

of expertise will be employment and business support, school success (early literacy, 

grade level reading, homework help), family wellness, Spanish services, services to 

special populations, digital content creation and curation, and digital literacy.

In order to expedite our progress, new roles have also been created in the area 

of public services management. While the job descriptions of supervisors and 

coordinators in the areas of collection and digital services remain relatively constant 

at this point, in the other areas of library service we will immediately see significant 

change from what we currently know.Let’s start with the role of Public Services Manager. In order to foster an even more 

collaborative environment while increasing our attention to system-wide results, 

library managers will now have a different kind of role than in the past. Most public 

services managers will now have accountability for a core library function in addition 

to managing a physical location or a department. 
These positions will require good management skills to be sure, and they will also 

require a certain kind of passion for the core library service under their management. 

As we continue to reach for excellence in our service we want a system that 

enables us to tap even more deeply into staff expertise and create a clear line of 

accountability for a consistent quality patron experience across our system.
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Imaging JCPL is our vision for an exciting new way to provide library service in 
Jefferson County. We see a new way we will use our spaces, our furniture and library 
materials to catalyze discovery and delight; and meet the ever-changing needs of 
Jeffco residents.
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Imagine JCPL is our vision for an exciting new way to provide library service in Jefferson County. We see a new way we will use our space, the furniture, and the collection. We see a new way we will offer programs and invite patrons into our digital space. We see a new way to staff the library and train those 
staff to be the most excellent asset we offer. And we see a renewed commitment to understanding our 
community through outreach and evaluation. Together, these many ways to Imagine JCPL create a model for service excellence now and for the future. In this document, you will learn what this means, why we are taking these steps, and what the new model looks like. The implementation of these ideas has been carefully mapped out through a fully collaborative effort across departments and positions to 

create the most fertile ground for these big ideas to take root.
Our path to Imagine JCPL for the future started with ideas from our board, our public, and us – all of us. We invited the sharing of ideas through online meetings and an online forum. We embraced these technology tools with over sixty staff participating in the online meetings where individuals presented their vision for the future and over 150 staff joining the conversation in the online forum. We built a team 

to create a vision, plan, and actions steps to move us forward.  Over sixty community stakeholders were 
interviewed, over a dozen other organizations were researched, reams of our own data were analyzed, and many conversations were had along the way to lead us to what we believe to be JCPL transformed 
for this time and this community. 

“ Our community is becoming more active and proactive. There are young families moving in, 
and their spouses are working. I see a lot of entrepreneurial energy coming in.” Comment from community stakeholder interviews, Bonnie McNulty, Mayor of EdgewaterIn order to build a deeper understanding of our community’s needs, we will continue to tap into our 

vast store of knowledge about the demographics of our community, including the in-depth analysis 
from the Civic Technologies study, the results of our 2010 resident survey, feedback from our 2012 
Community Input Initiative, community meetings, staff surveys, and other stakeholder interviews. 
We are finding new ways to understand and reflect the library needs of the community and how 
they respond to our choices in service. The statistics we gather also help us know how patrons  
use us now and how they might prefer to use us in the future. We will also begin to incorporate  
the practice of customer service benchmarking into our regular practices to ensure delivery of 
quality service.

While our demographics show many parts of Jefferson County to be rather homogeneous, we  
do have considerable diversity in terms of geography, race, education, and income. Our service 
area covers more than 770 square miles, with each community having its own unique personality 
and needs. 

Some trends, however, are universal – lingering unemployment, increasing poverty, increasing 
ethnic diversity and an aging population. These demographics may help explain the results of our 
2010 resident survey. This survey showed remarkable support for the public library and provided 
useful insights into what our residents see as essential library services, including providing equal 
access to resources and technology and supporting literacy and education, life-long learning, 
economic development and civic and social engagement. We also discovered what they’d like to 
see more of, including resources for self-directed learning, access to popular titles/current topics,  
technology access and training, support for early literacy/reading skills, support for educational 
achievement, and support for employment and workforce readiness.
In addition to our demographic and survey data, preliminary results from our 2012 interviews of community and business leaders suggest a number of key themes/priorities emerging across stakeholders. We will use these and other findings from the interviews to refine areas of focus for programs, services, and partnerships. These emerging themes provide a great starting point for our new planning focus:

 •  Literacy/Education Support: reading readiness, grade level reading, homework help, family literacy, lifelong learning
 •  Economic Development Support: job training, job readiness, career development, small business development, digital literacy •  Community Development Support: technology access, meeting rooms, community resource center, opportunities for civic and social engagement, and helping communities establish unique and compelling  neighborhood identities

How do we keep learning? In order to know that we are truly reflecting the needs of our community, regularized input and feedback methods will be used in tried and new ways like regular exit, website, and email surveys, stakeholder interviews and possibly secret shoppers.  In the coming months and into 2014, we’ll explore  things like:

 •  Regular Exit Survey of Patrons at all physical, phone and digital locations
 • Annual Email Survey
 • Website “Shorts” at Points of Patron Use
 • Off-Site Interviews – 3 times per year
 • Community Roundtables
 • Stakeholder Interviews
 • Other Potential Ongoing Methods

Start with Understanding our Community: Imagine JCPL through Community Input
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In order for this management system to be most successful, we will also need a structure that creates strong 

supervisory and coordinator roles. We think the best support for the managers in the libraries and for our call 

center will be through separating out the front of the house and back of the house responsibilities for library 

supervisors. Our Patron Experience Supervisors will be responsible for supervising and scheduling floor staff 

and ensuring a quality patron experience for every visitor from the way our materials are displayed to the proactive 

approach of service to the way patrons engage with each other and our services. Location-based librarians and 

associates will report to this supervisor. 

The other library-based public services supervisory role that has been created is called the Operations 

Supervisor. This supervisor will handle “back of the house” operations including cash management, materials 

handling, shelving, facilities follow up, and volunteer coordination at the site. Operations Pages, Pages and 

volunteers will report to this supervisor. Qualified and interested Page Coordinators will now have the opportunity 

to be in the role of associate, working with patrons on the floor.

Imagining a system of service and staffing that truly unleashes an environment where patrons are delighted and 

staff has a quality employment experience requires us to think about how to coordinate our core services in a new 

way. We currently are using the concept of round tables as our primary method for developing, coordinating, and 

implementing new services. Our new way is through a redefined role of coordinator.

Coordinators will be subject area experts who have a passion for serving a particular population with library 

services. In this role, the coordinator will design services system-wide for this core service. In some cases, the 

coordinators will also have librarians who are experts in this area reporting to them – the outreach librarians. 

Working with their manager and staff across JCPL, this team will design, develop, and coordinate implementation 

of their specific core service system-wide. We feel that this kind of alignment of duties will allow us to have the 

best results across all of our core services and to create and implement them at a more rapid pace than we’ve 

sometimes been able to achieve. At the end of this document are descriptions of each of these core functions. 

A companion piece with job descriptions, training plans, classifications, and a new organizational chart is also 

available.

Staff Training: 

“I feel that ensuring best answers is something that takes place well in advance of a patron interaction by 

hiring good people and keeping them current with training. “  

Comment by Katie on the forum.

There is no question that we have imagined some exciting new roles for staff in public services at JCPL. To reach 

the goal that our highly trained staff is empowered to deliver exceptional library services in our community, we 

have committed to a comprehensive and comprehensible training of all staff to their new roles. To that effect, a 

full training plan and competency outline for almost every public service role has been created so that anyone 

who wants to understand what kind of knowledge and skills are needed for a particular position will have a clear 

picture. 

We already know we need cross-training in order to create the holistic experience for patrons we’ve been 

describing. We will also need more training on how to treat technology questions as reference questions and 

perfect the art of the handoff for all our new roles. As our new service evolves and we try on our new roles, we will 

also discover more ways we need training to create the patron experience of delight. 

As we move forward, we will continue to work together to be sure that the competencies for each role are clearly 

described and that when there is training needed to meet these competencies it is well-designed and delivered.  

In fact, one of our new coordinator roles has been created specifically for the purpose of supporting staff training 

in public services. It is essential that each one of us has the training we need to feel fully empowered in our new 

way of doing business.  

Innovative Spaces: 

Imagine JCPL as a place that catalyzes discovery and delight 

“As someone who has worked in several libraries, I feel like one significant 

frustration for patrons is the lack of a single service point.” 

Comment from the staff analysis.

“Maybe it’s really all about teaching people to be brave, to try it, and to use the 

tools that are out there, physical and digital. To work smarter, to enjoy work, 

and to try something new once in awhile.” 

Comment by Chandra on the forum

There are many ways our patrons experience the “place” of the library. Sometimes 

it is through a phone call. Sometimes it is through our website. Sometimes it is 

through our doors. Sometimes it is through an ebook or movie. Whichever way our 

patrons experience this place, we want them to feel as welcomed as an honored 

guest. In order to achieve this goal, our collection and our digital and physical 

spaces have an aggressive timeline for imagining in 2013 and 2014. This timeline is 

based on data collected both vigorously and casually: some of it comes from deep 

study of our current use patterns; some of it comes from other libraries; some of it 

comes from other organizations that do the idea of “place” well; some of it comes 

from observation; some of it comes from research; and some of it comes from 

conversation and the giving of space to all manner of ideas so that they can breathe. 

Jeffcolibrary.org: 

Imagine JCPL as an entirely new online experience

The production that is our new jeffcolibrary.org is now underway.  We have made 

a huge leap into a fresh digital space that is human-centered and designed based 

on what our public tells us about what they need and expect from us. It is also fully 

informed by our expertise in library service and user experience design.

Jeffcolibrary.org’s design is firmly rooted in the JCPL Web Strategies and positions us 

in patrons’ digital awareness and their use of the Web in their everyday lives. It has 

evolved from the “information warehouse” model of the past, into a fine-tuned and 

adaptive tool for library service. From the many conversations we’ve had about a 

new service model, the wide-ranging possibilities of web-based service didn’t always 

rise to the top of our understanding. But when we think about how in-person visits 

and circulation of physical materials are in decline not just at JCPL but across the 

country, we are sitting up and taking notice of the stunning fact that the sustained 

double-digit growth in annual visits to our website demonstrates extraordinary 

growth in a new form of completely real use of our library. 

Jeffcolibrary.org has been re-imagined as a platform to showcase staff expertise, 

deliver effective digital service and efficiently distribute information. Imagine, we’re 

evolving the very definition of library work and responding to what our patrons 

expect from us in the Digital Age.

Imagine JCPL
A new model for library service in Jefferson County

In art, the hand can never execute anything higher than the heart can imagine. 

-Ralph Waldo Emerson
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A Transformed Collection: 

Imagine JCPL as a place where the collection reflects  

the interests of our community

In order to make exponential progress transforming JCPL into a library system that reflects the interests of 

our patrons, our collection development and practice are focusing first on the areas of the collection that our 

patrons have told us are their first choices for checkout.  The more than doubling of our circulation of ebooks 

each of the past three years is yet another demonstration of the new way our community is using the library 

to create a library that fits the experience they seek. Some patrons who we never see in person are very active 

users of the library through the medium of the web and our digital resources. 

We have collected reams of data on circulation patterns of our collection. We also have our own experience of 

what we see when we help patrons on the phone, on the web, or in person. These both help us understand 

what kinds of materials they want and how they can find them by themselves or with our help. So in addition 

to significant changes to purchasing patterns and weeding practices, we also need to reimagine our labeling, 

display, cataloging and processing so that materials are available in sufficient quantities, attractively labeled 

and displayed, and efficiently cataloged for the best patron experience we and they can imagine.

Here are some of the ways our collection will change:

 • We are currently adjusting our collection size and character to create space for our more high 

interest materials. We will go deep with these high interest materials.

 • We will buy more copies of popular titles so that patrons have a greater chance of finding 

something they want on the shelves when they enter our physical or digital doors.

 • We will weed out older and rarely used materials to create space for merchandizing  

and display.

 • Spending in children’s print will increase to reflect the high need in that area. Weeding of little used 

and less popular titles will be done in the same way as described above. 

 • The Resource Collection will be weeded and redistributed as needed according to our new 

standards for making more high interest materials available.

 • We will continue to monitor patron needs and interests as our collection evolves

Changes in Practice:

 • In addition to our Lucky Day collection, we will create a process so that selected newest and high 

interest fiction and non-fiction print and non-print, adult, teen and children’s, become non-holdable 

at all locations, including Prospector and ILL.  All libraries will have an abundant selection of high 

interest items available for patrons who walk in the building.

 • Power walls and Neighborhoods of materials on high interest topics will be created for ease 

in browsing. Every library has enough materials to fully stock power walls of high interest 

material, including picture books.

 • Dewey will be used but we’ll find a way to make it more flexible. We will adapt it to fit  

the new way of display and merchandising so that it is the most effective tool it can be  

for our patrons first.

 •  Accountability for regular weeding will now reside with the local manager. Regular weeding 

through lists by title becomes part of local library Associate and Librarian duties with assistance from 

Pages and Collections as required. The weeding process will be streamlined for fewer staff “touches.”

Dynamic Programming:

Imagine JCPL programming that delights  

and attracts our community

The way we approach programming at JCPL will be transformed into a service that 

highlights what is happening in our community and connects it to our collection 

and other services. Creating engaging experiences through programming system-

wide will be a way to use our brand to upgrade our image in our community and 

make the library the place to  

be and be seen.

 • Partnerships will play a central role in the development of programs both 

locally and system-wide so that we offer our community even more 

opportunities to engage with and learn from experts.

 • Our programs will be developed with an eye to promoting and 

supporting community outcomes.

 • By seeking out partners who share a common customer, we’ll create more 

buzz for our programs and draw even bigger audiences for higher impact 

than ever before.

 • More of our programs will foster the exchange of ideas and offer the 

opportunity to create and collaborate.

 • We’ll create a new look and feel to our programs by planning them 12-18 

months in advance, whenever possible, with system-wide themes and 

goals for even greater impact.

 • We will focus our efforts so that we promote programs to the audiences 

we think will be the most interested, and we will get even more adept at 

evaluating what works so we can do more of it.

“ Don’t be afraid to take a big step if it  

is indicated. You can’t cross a chasm  

in two small jumps.”

-David Lloyd George
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A Transformed Collection: Imagine JCPL as a place where the collection reflects  the interests of our community
In order to make exponential progress transforming JCPL into a library system that reflects the interests of 
our patrons, our collection development and practice are focusing first on the areas of the collection that our 
patrons have told us are their first choices for checkout.  The more than doubling of our circulation of ebooks 
each of the past three years is yet another demonstration of the new way our community is using the library 
to create a library that fits the experience they seek. Some patrons who we never see in person are very active 
users of the library through the medium of the web and our digital resources. We have collected reams of data on circulation patterns of our collection. We also have our own experience of 
what we see when we help patrons on the phone, on the web, or in person. These both help us understand 
what kinds of materials they want and how they can find them by themselves or with our help. So in addition 
to significant changes to purchasing patterns and weeding practices, we also need to reimagine our labeling, 
display, cataloging and processing so that materials are available in sufficient quantities, attractively labeled 
and displayed, and efficiently cataloged for the best patron experience we and they can imagine.Here are some of the ways our collection will change: • We are currently adjusting our collection size and character to create space for our more high 

interest materials. We will go deep with these high interest materials. • We will buy more copies of popular titles so that patrons have a greater chance of finding something they want on the shelves when they enter our physical or digital doors. • We will weed out older and rarely used materials to create space for merchandizing  and display.
 • Spending in children’s print will increase to reflect the high need in that area. Weeding of little used 

and less popular titles will be done in the same way as described above.  • The Resource Collection will be weeded and redistributed as needed according to our new 
standards for making more high interest materials available. • We will continue to monitor patron needs and interests as our collection evolvesChanges in Practice:

 • In addition to our Lucky Day collection, we will create a process so that selected newest and high 
interest fiction and non-fiction print and non-print, adult, teen and children’s, become non-holdable 
at all locations, including Prospector and ILL.  All libraries will have an abundant selection of high 
interest items available for patrons who walk in the building. • Power walls and Neighborhoods of materials on high interest topics will be created for ease 

in browsing. Every library has enough materials to fully stock power walls of high interest 
material, including picture books.

 • Dewey will be used but we’ll find a way to make it more flexible. We will adapt it to fit  the new way of display and merchandising so that it is the most effective tool it can be  
for our patrons first.

 •  Accountability for regular weeding will now reside with the local manager. Regular weeding 
through lists by title becomes part of local library Associate and Librarian duties with assistance from 
Pages and Collections as required. The weeding process will be streamlined for fewer staff “touches.”

Dynamic Programming:
Imagine JCPL programming that delights  and attracts our community

The way we approach programming at JCPL will be transformed into a service that highlights what is happening in our community and connects it to our collection and other services. Creating engaging experiences through programming system-wide will be a way to use our brand to upgrade our image in our community and make the library the place to  
be and be seen.

 • Partnerships will play a central role in the development of programs both locally and system-wide so that we offer our community even more opportunities to engage with and learn from experts. • Our programs will be developed with an eye to promoting and supporting community outcomes.
 • By seeking out partners who share a common customer, we’ll create more buzz for our programs and draw even bigger audiences for higher impact than ever before.

 • More of our programs will foster the exchange of ideas and offer the opportunity to create and collaborate.
 • We’ll create a new look and feel to our programs by planning them 12-18 months in advance, whenever possible, with system-wide themes and goals for even greater impact.

 • We will focus our efforts so that we promote programs to the audiences we think will be the most interested, and we will get even more adept at evaluating what works so we can do more of it.

“ Don’t be afraid to take a big step if it  is indicated. You can’t cross a chasm  in two small jumps.”
-David Lloyd George
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