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100 
branches

70% 
of Torontonians used 

the library

1 in 5
Torontonians visit a library

branch at least once a week



Biggest & busiest 

18 million visits to 
library branches

3.2 million wifi sessions 
6.7 million computer uses

32.5 million 
items borrowed

925,400 people attended 
37,000 programs

26% increase
in the use of ebooks

31 million 
visits to tpl.ca



Why social?



To be where our customers are, 
and provide them with an 
exceptional customer service experience 
at every point of need.



Part of a broad multi-channel engagement and service strategy

Promotion & Outreach

Information & Service Delivery

Customer Experience

Media and Public Relations

Accessibility





41.3 K

41.2 K

12.6 K

3.4 K 1.3 M views!



@TPLFortYork (FB)

@TPLBloorGladstone (FB)

@TPLScarbCentre (FB)

@TPLParkdale

@TPLRiverdale

@TPLWeston

@TPLJonesLibrary (FB)

@TPLWychwood

@TPLAlbion

@TPLNDistrict

@TPLForestHill

Toronto Reference Library (FB)

North York Central Library (FB)

Flemingdon Park Branch (FB, IG)

Gerrard/Ashdale Branch (FB)

Victoria Village Branch (FB)

@TPLTeens (FB)

@TPLBookBuzz

TPLpopuplearning (IG)

…

@vbowlestpl 

(City Librarian)

Other staff

…

Library branches Services Staff

Branch & service accounts



How we got here



Four phases of social media adoption

Test Adoption
Little integration with the rest of the organization

Focused Adoption 
Certain key functions begin to use social media to support individual objectives; 
part of integrated marketing communications strategy

Operational Adoption
Use of social media becomes normalized

Operational Integration 
Social media incorporated into the entire organization

Social Media ROI (Blanchard, 2011)



Test Adoption
2008-2011

Focused Adoption
2012-2014

Operational Adoption
2015-2017

Operational Integration
2018 onwards

Our progress



Operationalizing social



Pr
oc

es
s Tools

People

Defined Governance Structure
   Communications, Programming & Customer Engagement Dept
   Answerline Service Dept
   Branch and Service Teams 

Social Media Policy & Terms of Use
   Request for new accounts 
   Mandatory staff training
   Editorial oversight & planning meetings (+ email address)

Editorial Guidelines & Best Practices
   Editorial calendar
   Social Media Management Dashboard
   Analytics tools

Components



Content planning meetings

Weekly, 30 mins 
Includes social media team and other staff as required

Content review 
Top posts, trends, insights and suggestions for improvement

Content plan
Topics and key dates (internal and externals), channels, responsibilities, metrics

Opportunities
Discuss new developments and opportunities, improvements to workflows



System-wide involvement in social

Branch Operations & Customer 
Experience

Customer service online

Social media monitoring

Branch social media accounts

Bloggers for various subject blogs

Collection & 
Membership Services

Customer support

Bloggers for various 
subject blogs

Communications, Programming & 
Customer Engagement

Customer support

Editorial oversight & content planning

Social media monitoring and mgmt

Digital analytics

Digital media creation

Digital Services & 
Emerging 
Technologies

Customer support

TPL website

Digital analytics

Bloggers for various 
subject blogs

TPL Foundation

Support, integrated 
with TPL’s social 
media efforts

Customer support

Human Resources

Recruitment on 
LinkedIn

Online Policy

Customer support

Planning, Policy & 
Performance 
Management

Statistics collection 
and reporting

Online Policy

Customer Support

Service Development & Innovation

Bloggers for various subject blogs

Service social media accounts

Readers’ Advisory 

Customer support

Finance

Customer support



Content & marketing strategy
– Planned content



Proactive, evergreen content

  Services (especially hidden gems)
  Interesting collections
  Special spaces, branch profiles
  Customer spotlight
  Staff spotlight
  Start a conversation (be ready to reply!)
  Storytelling, feel good stories
  Holiday closures
  User-generated (ask permission & give credit)

Content ideas



Editorial calendar





TPL Stories



TPL Stories



Instagram posts



Instagram posts



Instagram posts





Book spine poetry



Shout outs to the home team



Sharing special collections & local history



Employee engagement



Influencers



Behind the scenes

http://www.youtube.com/watch?v=epVCOlUwHDQ


Content & marketing strategy
– Reactive content



Fake news guide



2017 year-end collections campaign 



The most-read books across Toronto, 2017



Which platform & why?

Facebook

  A place to spend time

  Storytelling

  To be informed and entertained

  Connect with friends

Twitter
  A place for quick information

  To be kept up-to-date

  Quick and frequent exchanges

  Real-time engagement

  Connect with friends and strangers

Instagram

  To watch, to discover, to browse

  For entertainment and inspiration

  Largest population of younger users



Crisis management



Emergency & exception communications

Online and social media key to 
prompt communications of service 
interruptions

Designated staff, protocol, and 
guidelines to manage 
communications 



Guiding principles & standards

Accurate information should be distributed quickly and updated regularly. 

Public expect immediate access to accurate information. Honesty and speed 
in communication are critical.

Always speak with accuracy about the facts we have and avoid speculation 
about details we do not know.

Use multiple channels to reach as many audiences as possible with accurate, 
timely information.

Be open, accountable and accessible to all audiences, while being mindful of 
legal and privacy concerns.



Customer experience



Background



Common questions & comments





Social media scheduling



Management dashboard



Conversation history feature



Assign feature



Assign feature



Resolving customer issues





Feeds are monitored M-F 9am-8:30 pm, Sa 9am-5 pm

Respond within 24 hours

If a proper reply will take longer, comments/questions are 
acknowledged and followed up with ASAP

Responses are concise, professional, but conversational in tone with 
an eye on spelling and punctuation, and link to a TPL webpage

Escalate to a manager or consult staff service expert, as appropriate

Resolve situation via direct message if necessary 

Some situations must be resolved via email or phone

Do not get into fights or involved in political conversations

Keep in mind that responses are public. If unsure how to respond, 
get a second opinion

Serving TPL customers on social media



Social media is now a standard customer service point

Schedule times to monitor feeds and post content

Set service expectations upfront in your bio

Use a social media management dashboard

Don’t forget to check direct messages

Establish internal service experts to help respond

Prepare answers to commonly asked questions

What is your library’s voice (personality) and tone?

Do you want to sign off on responses?

 

Tips and considerations



Share the love



Reddit



Reddit 101

Popular social “news” website

Younger users (18-29)

2:1 males vs. females

100,000+ Toronto members 
(30% growth rate in 2 years)

Open, diverse, engaged community & 
looking for authentic voices 





260 comments, at least 100 questions
28% increase in visits to the Toronto Reddit site (113,000 pageviews)

Builds TPL brand Goodwill to 
communities

Collaboration, risk taking 
& innovation

Measuring success



Cross-platform exchanges



Curated content & community participation

System-wide TPL programming initiatives, services 
Artists in the Library, Open Data Hackathon

Digital Archive images relating to Toronto
CNE, Labour Day, Hanlan’s Point

eLearning and digital content
Lynda.com, Criterion, Safari

Blog content on various subjects 
TIFF, Snapshot in History

Quirky/fun content 
Giant map at TRL 

Comments on relevant topics 
NFB Documentary in Yorkville, title suggestions



Curated content examples



Curated content examples



What exactly do you 
mean by TPL’s quirky 
voice on Reddit?



Curated content examples



Curated content examples



Thematic boards



Community Users

Toronto   98,000

Kitchener   4,688

Waterloo   6,807

UWaterloo  17,165

Hamilton   9,523

Windsor   2,408

Barrie  1,606

Guelph   3,408

Reddit in your community



Other communities



Reddit in your community



Measurement & value



Our six strategic priorities 

Advancing our digital platforms

Breaking down barriers to access and driving inclusion

Expanding access to technology and training

Establishing TPL as Toronto’s centre for lifelong and 
self-directed learning

Creating community connections through cultural experiences

Transforming for 21st century service excellence.



Strategic priorities & social media integration 

Advancing our digital platforms
Integral part of our omni-channel service delivery strategy

Breaking down barriers to access and driving inclusion
To educate and raise awareness of services at the customer’s point of need

Creating community connections through cultural experiences
Connects neighbourhoods and communities, offering opportunities for 
partnerships, civic engagement and resident participation

Facilitates new ways for Torontonians to share their love of reading

Transforming for 21st century service excellence
Leveraging business intelligence to deliver great customer service experiences

Providing staff with tools and resources to deliver future-focused service



Reach
Impressions, subscribers, followers

Engagement
Likes, shares, upvotes, comments, post clicks, mentions, video views

Conversion 
Holds placed, website referrals, information requests, media stories

Tools
Google Analytics, Hootsuite, Facebook Insights, Twitter Analytics, AnalytUX

Measurable outcomes 



Analytics dashboard



Request form for new accounts and platforms
  Outline objectives

  Target audience

  Staff roles and responsibilities

  Customer engagement strategy 

  Editorial calendar

  Measurement

  Promotional opportunities

Evaluation after six months 

Evaluating new platforms



Main takeaways



Create and maintain an editorial calendar
Organize and prioritize content

Seek additional help 
From staff and your community (brainstorm and crowdsource)

Get to know your audience
Read and respond to their comments and posts

Measure your efforts
Align activities with your strategic plan and communicate the value of 
online community engagement

Be fearless
Take calculated risks, experiment with content and new platforms



Questions?
Mabel Ho | @mabel_ho

Michelle Leung | @mishiechau 

Melanie Boatswain-Watson | @MelanieBDub
 

Bill Vrantsidis | bvrantsidis@torontopubliclibrary.ca
 




