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RECOMMENDATION:  
 
It is recommended that the Library Board receive this report  
 
ISSUE/OPPORTUNITY  
 
London Public Library (LPL) provides access to materials such as books, newspapers, 
magazines, DVDs, CDs, e-materials and audiobooks to support Londoners’ literacy, 
learning, information, culture, leisure and recreation needs.  The successful circulation 
of these materials is supported through LPL’s Lending Services. 
 
 
BACKGROUND & REVIEW   
 
Lending Services is an integral part of London Public Library.  This service area 
includes all processes and procedures related to borrowing at LPL’s 16 library locations.  
Lending services impacts how Londoners sign up for library cards, borrow and return 
materials, pick up holds, request interlibrary loans and pay overdue fines.  These core 
lending functions are done through the Library’s Integrated Library System (ILS).   
 
The success of delivering lending services to our patrons relies on collaboration 
between Lending Services staff, the Information Technology (IT) department, and the 
Collection Services department.  These departments work closely to ensure the smooth 
daily operations of all circulation functions of the Library. 
 



As part of the 2014 – 2017 Strategic Plan, Library Space is Community Place, London 
Public Library implemented the User First Philosophy.  This philosophy focuses on 
providing exceptional service and creating meaningful experiences for library users.  
Many Lending Services policies, procedures, and services have evolved as a result of 
the User First Philosophy.   
 
In particular, staff at service desks in all locations are empowered through the User First 
Philosophy to problem solve, use their own judgment, and seek options or viable 
solutions that speak to an individual’s unique circumstances.  This may include waiving 
fines, extending loans, or finding other solutions that create loyal and lifelong 
relationships with the Library. 
 
The Lending Services Advisory Group (LSAG), comprised of public services staff from 
several locations and representing different job descriptions, provides feedback to 
management on all Lending initiatives to ensure that the Library continues to meet the 
changing needs of Londoners and reflects the User First Philosophy. 
 
Additionally, as a result of the User First Philosophy, Lending Services has worked and 
continues to work towards removing barriers and streamlining processes.  Notable 
successes and changes to service informed by the User First Philosophy include: 
 
E-accounts – In February of 2017, the E-account was launched.  This account allows 
patrons to register online for a library card, which enables patrons to register for 
programs and events through the LPL Catalogue, download books and audio books 
from LPL’s digital catalogue and gives patrons access to all of the Library’s digital 
resources. 
 
Fine-free Children’s Cards – In September 2017 LPL’s patron types were restructured.  
This allowed all children’s cards to be fine free and also allowed teen cards to have a 
reduced fine rate.   
 
In June 2019 LPL introduced a newly designed children’s card in conjunction with the 
start of the Summer Reading Program.  All patrons 12 and under were able to exchange 
their card for one of the new ones. 
 
Educator Cards - In September 2019 Educator cards were introduced.  The primary 
purpose of this card is to provide teachers and early childhood educators with access to 
materials that support their students in the classroom.  This card is a key part of a larger 
initiative led by Children’s and Youth Services to support Educators. 
 
New Material Types – Over the last two years Lending Services has been involved with 
offering new materials types for people to borrow.  Some of the new items LPL now 
offers to patrons are Internet (WiFi) Hotspots, Games to Go, Ease into Leisure kits and 
more. 
 
Material Recovery – LPL continues to work with Unique Management Services, a 



collection agency that partners exclusively with libraries.  Their emphasis is on material 
recovery without loss of patron goodwill.  LPL has a high rate of return on investment 
with Unique Management Services. 
 
By the Numbers 
 
Currently, LPL has 161,926 registered cardholders: 
 

 93,285 adults; 

 19,563 seniors; 

 26,892 children;  

 9,161 teens; 

 8,097 post-secondary students;  

 3,903 e-account patrons; 

 551 users of the Visiting Library Service;  

 474 educators. 
 
 
NEXT STEPS  
 
LPL will move forward with plans to circulate musical instruments to Londoners by the 
end of 2019.  This service is made possible by a donation to London Public Library from 
the organization MusiCounts, and reflects the lasting legacy of the Junos on London. 
 
Staff will continue to review the Lending Services policy and procedures to make sure 
that they reflect the User First Philosophy and are meeting the needs of our patrons. 
 
 
 
 
 
 
 
 
 

 


