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Importance of Merchandising 
Customer Survey 
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Importance of Merchandising 
Observation Study 
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Importance of Merchandising 
Observation Study 
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Importance of Merchandising 
Observation Study 
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Importance of Merchandising 
Observation Study 
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The Right Materials 
Observation Study 
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The Right Materials 
Collection Analysis 

Collection Branch 
Stock 

Branch 
Circulation 

Branch 
Turnover 
Rate 

TPL 
Turnover 
Rate 

Difference 

780’s Music 307 1223 4.0 2.6 +1.4 
790’s Recreation 
& performing arts 

1410 16,240 11.6 7.7 +3.9 

Large print 887 1227 1.4 2.5 -1.1 
Teen Graphic 
books 

1288 2977 2.3 5.2 -2.9 
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Weeding Tool--transfer a shelf list into Excel and limit columns 
§  # of check outs 
§  Date last checked out 

The Right Materials 
Shelf List Chart 

Call # Author Title Year 
Pub. 

# of  
checkouts 

Date 
copy 
added 

Date last 
checked 
out 

Fic 
ATW 

Atwood, 
Margaret 

The Tent 2006 24 07-05-200
5 

03-24-201
5 

Fic 
AUE 

Auel, Jean M. Shelters of 
Stone 

2002 79 02-18-200
2 

06-30-201
5 

Fic  
BLO 

Bloor, 
Thomas 

Bomber Boys 2008 1 10-02-200
9 

08-06-201
3 

Fic 
BOY 

Boyden, 
Joseph 

The Orenda 2013 19 12-04-201
3 

09-02-201
5 
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The Right Place 
Branch Audit--Decluttering 

 

 
 
 
                Branch Audit Zones 

•  Front Entrance/Foyer •  Bulletin Boards 
•  Service Desks •  Foundation Materials 
•  Children’s Areas •  Meeting Rooms 
•  Adult Areas •  Staff Files 
•  Teen Areas •  Staff Workspaces 
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The Right Place 
Branch Audit--Decluttering 

 

 
 
 
 
Branch Audit 

Branch:_____________________________                       Date:________________ 

Zone 2—Service Desks Yes No Action Required 
Acrylic sign/flyer holders are clean and in good 
condition; limited to no more than 2-3 units 
  

X  
  

Flyers and handouts--current, well stocked and 
tidy 
 

X   
  

Desk is tidy—no posters, signs or decorations 
taped to desk 
 

 X   
  

Computer monitors are clean, no notices taped 
to them 
  

  X   Remove note taped to monitor and 
remove tape residue 
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The Right Place 
Action Chart 

Teens To Be Completed As Soon As Possible 
  

Budget 
Required 

Completed 

1 Weed Teen collections No   

2 Relocate Teen display cube closer to the stairs; add face-
forward titles on every possible shelf end; use acrylic holders 

No Request 
acrylic 
holders 

3 Remove Teen paperback spinner; interfile titles into Teen 
Fiction 

No Facilities 
work order 

required  
Teens Changes Requiring Further Consideration Budget 

Required 
Completed 

1 Consider adding more group study tables and chairs Yes   

Teens Changes Requiring Further Planning and Budget Budget 
Required 

Completed 

1 Increase the number of plug-ins in this area 
  

Yes   

2 
  

Consider adding gaming equipment to this area 
  

Yes   
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WHO USES THE BRANCH?—gender & age demographics 

WHERE USERS GO?—library collection zones 

WHAT USERS DO?—in-branch activities 

The Right Place 
Observation Study 
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WHO USES THE BRANCH? 

 

The Right Place 
Observation Study 

lays 

GENDER—male/female ratio 

AGE—child, teen, adult, older adult 
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WHERE USERS GO?--shadowing 

 

 

The Right Place 
Observation Study 

lays 
•  Displays •  Magazines & Newspapers 
•  Fiction •  Holds 
•  Non-fiction •  Teen 
•  Paperbacks •  Children’s 
•  Audiobooks •  Multilingual 
•  DVDs & CDs  
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WHAT USERS DO?—area sweeps 

 

The Right Place 
Observation Study 

lays 
•  Reading 
•  Public Computers only 
•  Personal Electronics 
•  Other notes (ie:  Babytime from 10:30-11am) 
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The Right Place 
Observation Study 

MI Merchandising Makeover 2015--shadowing tracking form 
Branch:  Mimico (MI) 
Observer:  Paula 
Date:  ______________________________ 

User M/F Age Displays FIC NF PAs Audio
books 

DVD's 
& CD's 

Mags & 
News 

Holds Teen Kids ML Read CIRC 
only 

PC's 
only 

Personal 
Electronics 

only 

Other 
Notes 

1	 M	 A	 1	 1	
2	 F	 A	 1	

3	 M	 T	 1	

4	 F	 A	 1	
5	 F	 T	 1	
6	 F	 T	 1	

7	 M	 A	 1	

8	 F	 A	 1	

9	 F	 C	 1	

10	 F	 C	 1	
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The Right Place 
Observation Study 

MI Merchandising Makeover 2015--Area Sweeps 

Branch:  Mimico 
Observer:  Paula 

Ob # Displays Fiction Non-
Fiction 

Paper
backs 

DVD's & 
CD's 

Mags & 
News 

Audio
books 

Holds Teen Kids ML Reading Public 
Computers 

Personal 
Electronics 

1 2 3 1 1 1 1 1 11 2 7 9 
2	 1	 2	 1	 8	 5	 3	 1	
3	 1	 1	 2	 1	 9	 1	 6	 5	 1	
4	 1	 1	 1	 9	 7	 1	

5	 9	 2	 3	
5	 4	 6	 1	 1	 1	 0	 0	 4	 46	 1	 13	 24	 15	



Evelyn Gregory Branch Merchandising Pilot Project 

James Murchison 
Branch Head 

Toronto Public Library 



Presentation Outline 

•  Evelyn Gregory: A Few Facts 

•  Contest Application: Why Evelyn Gregory? 

•  Collection Analysis: Right Items, Right Places  
•  Implementation 
•  Quantitative Tracking 
•  Qualitative Tracking. 
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•  Small neighbourhood branch, opened in 1968. 

•  Currently in a Neighbourhood Improvement Area in 
the former municipality of York  

•  Several nearby community agencies 

•  No recent renovations and/or updates 

•  Diverse community, with a large amount of 
Portuguese and Spanish speaking residents 

 

Evelyn Gregory: A Few Facts 
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Contest Application 
Why Evelyn Gregory? 
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Contest Application 
Why Evelyn Gregory? 

The HARD Facts: 

• Circulation decreases  

• Impressive, yet underutilized collections 
• Excessive signage, need for aesthetic 
enhancements 
• Older facility in need of improvements 
• Ten minds are better than one! 

2013 2012 2011 
-13.2% -2.8% -2.6% 
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Circulation analysis software and 
MS Excel were used to analyze: 

1. Which collections were the 
right ones to merchandise  

2. Which collections were 
potentially under utilized and/or 
over utilized 

3. How did our borrowers’ 
patterns contrast from other TPL 
locations 

 

Statistics were tracked for 
various collections, displays and 
display card check-outs 

 

 

 

 

 

 

Collection Analysis 
Right Items, Right Places 
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An emphasis was made to put popular collections in high traffic areas: 

 

 

 

 

 

 

 

 

Collection Analysis 
Right Items, Right Places 

BEFORE 



27 

Collection Analysis 
Right Items, Right Places 

AFTER 
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Implementation Plan: Two Main Phases 
•  To Be Completed As Soon As Possible (March 

to end of April) 
•  Changes Requiring Further Budget and/or 

Consideration (May 2014 to October 2014 and 
beyond) 

 

Implementation Plan 
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Implementation 
Signage 

Signage Was a Major Issue at Evelyn 
Gregory… 

• Excessive and outdated signage removed 

• Hand-made signage removed 

• TPL standard signage and templates were 
implemented 
• Negative and duplicate signage discarded 

. 
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Implementation 
Signage 

BEFORE 
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Implementation 
Signage 

AFTER 
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Implementation 
Signage 
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Implementation 
Shifting 

A large amount of shifting was 
conducted for a variety of reasons: 

• Highlight popular collections 

• Create new displays 

• Adjust shelf heights 

• Remove excess shelving 

. 
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Implementation 
Merchandising 

Evelyn Gregory has terrific collections, it was time to 
show them off! 

• Slopers added to Magazine shelving, spines turned face out 

• Face forward item added to the end of every shelf 

• Ongoing weeding to remove outdated and unattractive 
materials 

• Community publicity drastically reduced and repositioned  

. 
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Implementation 
Merchandising 

BEFORE 
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Implementation 
Merchandising 

AFTER 
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Implementation 
Merchandising 

BEFORE 
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Implementation 
Merchandising 

AFTER 
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Implementation 
Enhancements 

• Furniture reorganized in Children’s department 

A variety of major improvements were identified and implemented… 
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Implementation 
Enhancements 

• Gondolas added to create more merchandising opportunities 
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Implementation 
Enhancements 

• Catalogue 
computer 
grouped with 
Express PCs, 
photocopier 
moved to less 
visible corner 

BEFORE 
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Implementation 
Enhancements 

AFTER 
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Implementation 
Other Enhancements 

• Quiet Study Room opened to public for more access to outlets 
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Implementation 
Facilities Issues 

Facilities staff were a key part of the success of this 
project: 

• Removal of unwanted tape residue, blue tac, excess 
shelving, etc. 
• Furniture removal and addition of garbage toters and Smart 

Sort bins 
• Bulletin boards removed 
• Painting and molding replacement 
• Furniture cleaning 
• Some landscaping issues addressed 

 

. 
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Implementation 
Decluttering 

Evelyn Gregory staff took several strategies to attack 
clutter: 

• Complete repurposing of desk space – publicity and acrylics 
removed 

• New acrylics requested for slat wall that came with RFID 
installation 

• Poster rods behind desk removed 

• Board book bins eliminated 

. 
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Implementation 
Decluttering 

BEFORE 
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Implementation 
Decluttering 

AFTER 
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Implementation 
Staff Consultation 

•  Staff were consulted 
to ensure they were 
comfortable with the 
changes.  

•  Staff were a 
constant source of 
suggestions for 
additional changes 
throughout the 
course of the 
project. 

 

 

 

 

 

 

. 
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Quantitative Tracking 
Circulation 

A number of months witnessed a significant increase from 2013 to 2014: 
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Quantitative Tracking 
Circulation 

There was a pronounced difference between First Half and 
Second Half circulation statistics (2014). 

 

Month %change 

January -8.0% 

February -0.9% 

March -1.3% 

April -11.1% 

May -2.7% 

June -3.9% 

TOTAL -4.8% 

Month %change 

July +2.7% 

August -7.6% 

September +17.7% 

October +16.1% 

November -2.2% 

December +18.5% 

TOTAL +6.4% 
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Quantitative Tracking 
Circulation 

•  Evelyn Gregory boasted one of the best overall 
circulation percentage changes (+0.7%) throughout all of 
TPL in 2014. 

•  Circulation from Children’s cards increased 9.1%, teen 
circulation increased 0.7%, while adult circulation 
decreased 1.8% 

•  Evelyn Gregory did experience a slight -2.55% decline in 
2015  
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Quantitative Tracking 
Circulation 

•  Many of the merchandized collections and displays 
showed substantial increases in circulation: 

 Dewey 
Range 

2013 June/
July 

2014 June/
July 

%change 

150-159 91 121 +33.0% 

610-619 321 311 -3.1% 

640-649 213 250 +17.4% 

790-799 558 953 +70.8% 

Totals 1183 1653 +38.2% 
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Quantitative Tracking 
Other Statistics 

•  Other positive outcomes occurred in 2014 such as 
increases in registrations (+31.8%), programs (+39.7%) 
and program attendance (+38.3%)  

•  An enhanced focus on customer service, programming 
and outreach contributed positively toward the project. 
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Qualitative Tracking 
Customer Satisfaction 

The majority of customers were thrilled with the changes, 
complementing the new seating arrangements, merchandising 
efforts and revitalized spaces. 

 

 

 

 

 

 

 

Negative feedback was minimal, yet was received openly and led 
to the alteration of some changes. 

 

 
. 
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Merchandising Collections—8 part video series available on YouTube 

https://www.youtube.com/user/torontopubliclibrary/videos 
 
Living Well branch display challenge 
 
Visual Merchandising Principles & Techniques—scavenger hunt 
 
CBC Marketplace episode—”Retail Tricks” 
http://www.cbc.ca/marketplace/episodes/2015-2016/retail-tricks  

https://www.youtube.com/watch?v=zVplgl3-
pRM&index=1&list=PLeyJPHbRnGaZmzkCwy3-8ykUZm_8B9kKM 

Merchandising Makeovers 
Final Thoughts 
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Merchandising Makeovers 
Living Well Multi-channel Promotion 



57 

Heather Mathis, Divisional Support Manager, Branches 

hmathis@torontopubliclibrary.ca 

416-393-7039 

 
Paula Smith-Nadin, Senior Services Specialist--Customer Experience 

psmithnadin@torontopubliclibrary.ca 
416-395-5523 
 
James Murchison, Branch Head, Humberwood Branch 
jmurchison@torontopubliclibrary.ca 
416-394-5027 

 

Merchandising Makeovers 
Contact Information 


