
[bookmark: _GoBack]Franklin Public Library Board Meeting
 Feb.11, 2021, via Zoom

Call to order, 6:36 pm
Roll call, taken by Teresa Natke.  Present: Susan Stevens, Franklin; Rick David, Franklin; Teresa Natzke, Clawson;  Janice Cherkasky, Scottsdale, AZ;  Susan Pepper, Franklin; Robin Rosen, Franklin .  Absent: Kim Greidanus
Approve Agenda: Rick David made a motion to approve the agenda, Janice Cherkasky seconded it.  All approved.
Approve minutes from January meeting: Janice Cherkasky made the motion to approve; Susan Stevens seconded it.   Roll call was taken and all approved.
New Business:
	a.   Janice told that she attended the Friends of the Franklin Library meeting.  She reported on their plans for October Fest (schedeuled for Oct. 8, 2021) and their desire to fund additional seating for the Reading Garden.  There is adequate money in the Friend’s accounts  for both projects. 
Janice then led a discussion regarding other potential areas of support for the Library.  This included  a desire for more seating capacity via new chairs and a cart to store and transport these chairs. Additional mention was made of acquiring items to be loaned out to patrons for their use outside on the green and the need for replacement bookcases.  As has been done in the past, the Library Director will present a “wish list” at an upcoming Board meeting for review and discussion prior to formally submitting the list to the Friends for their consideration of funding.
	b. Causes supported by the library - what is the process?  Susan Stevens suggested it may be helpful to have a policy put in place regarding how requests for support/sponsorship by the Library be handled.    Teresa will investigate if other libraries have a policy.  
	c.  Purchasing process when expending public funds.  Recent Board action was taken to accept a bid for professional services  related to our survey project without seeking three competitive bids.  Since this project was below a minimum amount of $10,000, as long as a statement of support for sole sourcing is submitted and reviewed by the Board, the Library can engage such services without competitive bidding.  Susan Pepper will prepare the appropriate sole sourcing support document in this case.
6. Old Business:
	Resident Survey Update: Background research and first draft of what the survey might include will be sent to all after tonight’s meeting for review and comments by the Board and responses are asked to be submitted within one week.  While Ann will choose the exact wording of the survey document, based on her expertise as a data scientist, Board members should feel free to offer suggestions of topics, programs and other feedback. The Board review needs to be completed withing one week.  
	
	Menorah placement on Library property: After further research by the Library Director, the Village Clerk and Village Counsel, it was ultimately determined that the Library facilities and property are owned by the Village.  As such, they will take responsibility for dealing with this matter.   
Additionally, based on this research, there is no current agreement between the Library and the Village of Franklin.  In the 70’s, there was a variety of actions including a lease, an agreement to sell the building and property to the Library by the Village, a new lease, which was regularly revised.  At present, any prior lease agreement has long expired.  Rick will initiate a  discussion with the Village Council to enter into a formal lease (or sale) agreement to properly document the ownership, use and related responsibilities for the Library facilities. Rick also suggested that we have an updated appraisal of our library building and contents so that we can obtain proper replacement value insurance.  He will speak to the Village administrator and their risk management professionals.  
7. Treasurer’s Report: Rick reported on the January 2021 monthly report.  TLN was a major cost.  Rick also recently conducted a mid year budget review with Teresa and noted that we are generally in good shape with our budget but we are a bit over budget in terms of collections at this time.  Rick made the motion to approve the financials; Janice seconded it.  Roll call was done by Teresa and all approved.
8. Librarian’s Report: Teresa reported that our circulation numbers have gone up recently.  We also send out over 600 books on a monthly basis to other libraries  
	Teresa brought up the discussion of opening in March.  Among the items considered – 1)About 1/2 of the libraries in our network are currently open for “Grab and Go”;  2)The infection rate is low for Oakland County 3)The daily number of new cases is still high.  4)The CDC’s new policy on double masking as 95% effective.  5)Birmingham schools will reopen on March 15 6)Capacity in our building would need to be capped at 4 people, including the staff member.   
After much discussion, it was agreed that effective March 15, 2021, the Library will reopen its doors, require that patrons ‘double mask’, not allow computer usage, and permit short visits only.  Our librarians will continue to bring books out to those who have requested books on hold and wear a shield when they leave the cubby.  The library facility  will be sprayed each hour with Lysol. 
Susan Pepper left the meeting at 7:42 due to another commitment.
New Resident Initiative : Teresa followed up on this with the Village President and indicated that the Library would like to be a participant, as appropriate. 
The director also mentioned that one of the employees violated Library policy by soliciting signatures on petitions on Library grounds during her employment hours.  All employees were reminded that this is not a permissible activity.  

9. Maintenance: New garden furniture. Robin Rosen reported that she and Kim met to discuss purchasing furniture for the garden.  The first step will be to meet with the garden designer to determine how many seats make sense  for the space, and where to best place them.  Then, decisions about material, style, color, and vendor will  be made, with the input of the board.  This information will be presented at the March meeting.   
Susan Stevens asked that we move the November meeting to November 18.  
Meeting was adjourned at 8:10.  Our next meeting will be March 11, and it will continue to be a Zoom meeting.  
Respectfully submitted by Robin Rosen, secretary[image: Franklin Library Research Single Source Rationale 2.15.2021.png]
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Method

* For convenience, and to maximize survey participation, two methods will be employed to collect resident
feedback to the web-based survey:

1. Personalized email invitation
Who: Delivered to any/all residents with valid email address
What: Personalized email with embedded survey link
When: Initial invitation to be followed by two (2) reminder email invitations roughly 3 to 5 days apart
How: Administered using purchased subscription to SurveyMonkey® platform

2. Personalized (Traditional Mail) Postcard
Who: Delivered to all residents without a valid email address and, for consideration, to non-responders of email invitation

UW'{lLat: Ovelrl-sized postcard (5.5”x8.5”) with a printed generic email link and personalized as feasible (recipients will need to type the
manually

When: Initial postcard invitation to be followed by a single follow-up postcard reminder (non-email invitees only)
How: Postcard printed, labeled, and posted (e.g., USPS indicia) by the Franklin Library Board

NOTE: Ifa n_otgble proportion of Village population is perceived to have no access to computer or Internet, alternate method may be
require

* At this time, no participation incentive is included; however, Board may consider small lottery item (e.g., gift card
to The Franklin Grill) as deemed appropriate

 Survey will be Franklin Public Library (or Library Board) branded

* Pre- and Post-Survey Communication
* Pre-emptive communicationroughly 1-2 weeks in advance of initial survey launch date
* ThankYou communication recommended within 1 week of survey fieldwork close date
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Sample Plan

* The survey will be a census available to all Village of Franklin residents with complete and accurate mail/email
address(es) — estimated at 2,000 households

* Library Boardresponsible for procurement of valid, up-to-date, and complete resident/household list(s)*

* Samplefile toinclude one (1) record per household containing, minimally:
* Resident Name (First, Last, Title Code in separate fields)
* Valid, recent (i.e., within past 12-months) Email address (where available)
e Complete mailingaddress

NOTE: Assumes only one name and/or email address is captured per household. If multiple names and/or emails are available, Board may
elect to send more than one (1) invitation per household

*Library Board is responsible for verifying the legality of using resident provided email addresses for the purpose of community research by a 3
party provider.
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Survey Design | Content

* Two surveys were previously administered to the Village community in 2008, and 2012. The previous surveys
were limited in contentand provided the Board with a high-level assessment of the library experience and
available services.

* My understandingis the Board seeks to balance survey length with the ability to identify more definitively the
perceived value of various aspects of the library experience including the services and amenities offered (or desired)
* Survey design will adhere to accepted and proven research principals and within constraints of
SurveyMonkey® plan selected
* Two viable options available for consideration by the Board: Team Premier Business or Advantage Annual Personal

* Primary differencerelatesto the number of users on the account (3 versus 1, respectively), but otherfeatures
differences also notable

* Costdifferential is substantial ($2,700 versus $384, respectively)
* Proposal assumes purchase of Advantage Annual Personal plan;ability to transfer subscription is TBD

* |deally, limit survey length to ~5 minutes, maximum (approximately 25-30 questions)
* Survey draft will be provided following feedback regarding proposed survey outline (attached)

* Library Board must consider the type of decisions the data should support and
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Preliminary Survey Outline

Outlined belowis a high-level summary of proposed potential survey content. Please see attached survey outline document
for additional detail.

I Library Usage

1.  Frequency of Franklin Library use — physical building (pre-COVID, in past 12 mos), virtual/website
2. Anotherlibrary’s use
Il.  Overall Opinion of Franklin Public Library

1. Describe Franklin PublicLibrary to a friend or new neighbor
Likelihood to recommend

Overall satisfaction with the services and amenities available
Overall satisfaction with the library staff

Level of agreement re: delivery onlibrary’s mission/value

Level of agreement regarding library staff, services/amenities, etc....
. Famlllarltz/Awareness of Library Services/Amenities

IR

IV. Usage of Library Services/Amenities

1. Services/Amenities Used

2. Satisfaction/Experience with each service used
V. Interestin Additional Services

VL. COVID -19 Response

1. Satisfaction withthe COVID-related adjustments
2. Are there any COVID-related changestokeep?
VII. Additional Insights (Open-end question/comments)

VIil. Demographics (household composition)
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Timeline

Outlined belowis an estimate of the timing— in business days — required to support the proposed research.
At thistime, | believe the estimate to be conservative; however, achievement of subsequent dates may beimpacted by changesin
completion of prior tasks. A more detailed timeline can be provided once the project is approved.

Kick-off Pre-emptive Report

Meeting Communication Survey Fieldwork Available
Day 1 Day 23 Days 30-40 Day 52

<

Research Plan Survey Content Final; SurveyTesting End Fieldwork;
& BudgetApproval Sample Files Available & Review Start Analysis; Thank You
Day 0 Day 15 Days 26-28 Communication

Day 42-43
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Deliverables and Budget

DELIVERABLES BUDGET

* Upon completion of the survey fieldwork, SurveyMonkey® Subscription $ 384
collected data will be analyzed — within the

A Postcard Printing (5,000 5.5” X 8.5”pi
constraints of the SurveyMonkey® plan o ) pieces to support $ 400
lected — to address stated objectives i

s€ : Postage (5,000 pieces; USPS non-profit 1t Class Postage $970
*Findings and recommended actions will be rate $0.194)

summarized in a PowerPoint-formatted report Professional Services $4,750

with appropriate visualizations of data

. . R R Miscellaneous (mileage, supplies, etc.) s 50

*Final raw data will be provided in a mutually

agreeable format TOTAL STUDY COST $6,504
*Results can be discussed in a report walk- + The budget s subject to contingency of 10%. fthere are changes to specifications, deliverables or

. . timing, or if incidence is higher/lower than estimated, costs may be impacted.

through at a time convenient for the Board

« Assumes Library Board agrees Advantage Annual Personal SurveyMonkey Subscription is adequate;
the ability to transfer this subscription, however, is TBD

« Any/all out-of-pocket expenses incurred by Ann Benson to be approved in advance and reimbursed
at cost. Professional Service fees to be paid following delivery of all final deliverables. RE: Printing -
economies of scale reached at 5,000. Cost estimate assumes single version of postcard; however,
ideally, a 2" ‘reminder’ version would be printed.

« Assumes the Library, or Friends of the Library, have a USPS indicia that can be used for postcard
mailing. Postal rates may change January 24, 2021, requiringadjustment to this budget.

* No incentives areassumedwithin this budget.
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Assumptions & Considerations

ASSUMPTIONS

* Assumes Sample will be provided in an MS Excel
formatted file

v' As necessary, up to three (3) separate files can be provided
as longas theyare a common format/layout

* Assumes no statistical analysis required

 LibraryBoard will be responsible for all aspects of
pre-emptive and post-survey communication

 LibraryBoard responsible for all mail piece
creation, printingand mailing

CONSIDERATIONS

Timing
* COVID-19impact on available Library services; recency of patron
experience

*  Other Village organizations’ plans (e.g., mailings, survey, collaboration)
Sample

*  Proportion of sample with valid and recent emailaddress

*  Proportion of population with no access tocomputer/internet

* Legality of sharing resident names, addresses, emails with 3 party

Survey
* Content, length; goalsrelated to using results
*  Number of surveys allowed/requested per household
* Determine which potential services to include for resident feedback
*  Perceived value of a 2" ‘Reminder’ postcard version (vs re-sending initial)
¢  Participationincentive?

Library Board Responsibilities
*  Survey review/approval — consolidated feedback, two (2) reviews
*  Communication plan — pre-emptive and post
*  Artwork preparation, printing, and mailing of proposed postcard(s)

*  Provision of any necessary Franklin Public Library and/or Village of Franklin
digital logos
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To: Franklin Public Library Trustees

cc: Teresa Natzke, Library Director

From: Susan Pepper, Franklin Public Library Trustee, Vice President

Date: February 15,2021

Subject: Single-Source Rationale for Research Services

Attached: Franklin Public Library Community Research Proposal / Dated January 13, 2021
BACKGROUND:

During Board of Trustee meetings in fourth quarter 2020, it was agreed that a survey of Franklin
residents regarding the quality, breadth, and convenience of library services wasdesired. It was
determined that a library survey of residents/customers was last administered in 2012.

In order to accelerate the speed at which as survey could be developed and administered, | offered to
explore my professional contactsin data science/customer experience measurement. Itwasalso
agreedthat finding a freelance source of support would be more cost effective than hiring a firm.

PROFESSIONAL SERVICES HIRED:

Ann Benson was identified as a qualified individual available for the project. Her credentials are both
relevant and impeccable, including:

e Education:B.S. in Marketing and Master of Information Science (MIS) from The University of
Michigan, M.B.A. from Oakland University

e Experience: Morethan 25-years of design, implementation, and reporting of proprietary
research using the full breadth of both qualitative and quantitative methods

The budget agreed for the project was not-to-exceed $7500, and Ms. Benson’s proposal was $6,504.
A copy of the proposal is attached to this communication for additional details.
SUMMARY:

A well-qualified candidate was identified to expeditiously complete the survey project ata cost below
the approved maximum budget. This approach was agreed by the Board of Trustees in January 2021
and work has commenced accordingly.

Itis determined that a bid process among research firms would not result in improved outcome from a
cost, quality, or timing perspective. Rather, costswould likely increase significantly, and timing would
be considerably slowed by a bid process.
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Experienced Customer Insights Professional

Ann Benson

@ o0 o

Experience

= More than 25-years experience in the design,
implementation, and reporting of proprietary
research using the full breadth of both
qualitative and quantitative methods

= Extensive supplier-side experience supporting
development of research plans and programs
to support the strategic initiatives of client
partners in diverse industries including
automotive, contingent labor, financial services,
utilities, healthcare, and others

The dynamic nature of customer expectations for
products and service is fascinating; using research
to understand them is critical.

G

Areas of Distinction

Contributed to the successful expansion of
employer’s client portfolio as well as the
strengthening of established client
relationships

Launched, fostered, and developed various
research teams to support employer growth
through diversification

Trusted member of employer’s leadership
teams

Customer Experience (CX) thought leadership

History & Education

= 2015-2020 SVP, CX — Ipsos Insights
2012-2015 SVP, Strategic Accounts —RDA Group
Prior various roles within RDA Group, Inc

= B.S.in Marketing and MIS from The University of
Michigan, M.B.A. from Oakland University

= Voice of Customer (VoC), Consumer Insights,
Customer Experience (CX), Brand Health, Global
Research, Action Planning, Competitive Intelligence,
Talent Development & Training

Education and learning never ends... technology, the
competition, and consumers will continue to drive the
need for innovation, evolution, and best-in-class CX.
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Background

Catalyst for Research Objectives

* The Franklin Public Library has evolved to * To assess usage of and evaluate the services
support the needs of residents over the course currently offered by the library

of its nearly 90 years * To identify unmet or changing needs and/or

* |t has been at least eight (8) years since the desired services not currently available
Library has sought community feedback

regardingthe Library’s services * To establish a baseline measurement for

ongoing assessment of the library’svalue to
* The Library Board is interestedin Village of Franklin residents

understanding how current Village of Franklin

residents view the Library




