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Recommendation 

It is recommended that the Board receive this report for information purposes. 

Background 

The following is a summary of staff activity since the London Public Library (the Library) 

closed due to the COVID-19 Pandemic on March 16. Staff have been working hard to 

emulate the services the library normally provides with the tools at our disposal. Michael 

Ciccone, CEO of the Library, is proud to be a participant in what has truly been a team 

effort. 

Programs and Services during COVID-19 closure 

Online Programming for Children and Youth 

Library staff are continuing to be flexible in meeting community needs and interests. 

 Initially, Children and Youth Services (CYSC) librarians recorded themselves 

reading rhymes or stories to share with the public on social media. More recently, 

they’re recording longer story times. 

 Beginning Friday, April 24, a team will offer Family Storytimes and Books for 

Babies programs that are streamed on Instagram. Use of the platform will be 

evaluated for its effectiveness. 

 Staff will be coordinating a Lego Challenge program and Kahoot’s Trivia Nights 

for children, youth and adults.   

 The Project Help Team of librarians will be available from 11 am-3pm on the 

phones to guide children looking for information for assigned projects. They will 

connect the children with library resources, such as databases, and other sites 

that are useful to their project.  

 The CYSC team is also investigating how to administer the TD Summer Reading 

and the Get Caught Reading programs online. 

Programming for Adults and Seniors 

Staff continue to respond to Book a Librarian questions. This service as well as 

Personal Picks will receive increased promotion to ensure that the public are aware of 

their availability. Curated reading lists will be created by a team of librarians to help the 

public find their next great read in our digital resource collections and an online book 

club will be offered and developed.  

Staff are investigating program options for newcomers and developing a virtual summer 

reading club for adults. 
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R.E.A.D. Program 

The Library R.E.A.D. (Reading for Enjoyment and Development) Program, under 

normal circumstances, offers free one-on-one help with volunteers to children who are 

having difficulty. During the closure, staff have adapted the program to offer a pen pal-

like engagement to continue the connection with the children and their current 

volunteers. The goal will be to promote fun reading activities as well as our collections. 

Parents will support the children from their end.  

Currently there are 18 partners who are continuing to meet virtually with their R.E.A.D. 

Partner. 

Phone Service 

The Library’s phone service has been busy throughout the month of April, with 512 calls 

in the first two weeks. Service coordinators and location supervisors provide phone 

assistance to patrons who need to update library cards, have questions about what 

library services remain available, and support patrons in downloading digital materials. 

Staff are seeking to increase hours of operation for phone service and to introduce a 

chat service. 

Digital Collections 

With physical locations closed and physical collections unavailable, Londoners are 

relying on digital resources provided by the Library. Usage of the Library’s digital 

collections has increased significantly: 

 1,467 new users on Overdrive/Libby between mid-March and mid-April, over 

double of those added in the previous 30-day period. 

 59,427 e-books and e-audiobooks borrowed from Overdrive/Libby during the 

period of closure, a 39% increase from the previous 30-day period. 35 of our top 

40 Overdrive/Libby one-day borrowing totals have occurred since closing, with 

the top 5 having occurred since April 10. 

 421 new users on Hoopla in March 2020 - almost 3 times as many new users as 

February – and a 40% increase in use of always-available TV, music, movies, e-

books, comics, and audiobooks. 

 5,103 views of Kanopy film content, a 150% increase from the previous 30-day 

period. 

Many digital resource vendors are providing free select content to library patrons during 

the pandemic, including unlimited use of Kanopy Kids, which gives families access to 

high quality children’s TV series, movies, and classic books brought to light. 

Ancestry.com, a resource previously only available in-library, is now available to all 

Library patrons at home with a valid library card.  The Library’s Collections Management 
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Librarians have been ensuring that Londoners get to take advantage of all of these 

offers, as well as continuing to monitor the Library’s digital collections for usage, 

purchase new materials, and ensure that all of the Library’s digital collections continue 

to meet the increasing digital content needs of Londoners. 

3D Pandemic Printing 

From the first days of the pandemic shutdown, Library Staff have offered their services 

to assist in any way they can. 3D Printing jumped to life with staff offering space in their 

homes to produce the head straps for face shields, and surgical mask relief straps (ear 

savers) using Polylactic acid (PLA) filament (renewable, biodegradable), and most 

recently using Thermoplastic Polyurethane (TPU), a more flexible material. 

The surgical mask relief straps quickly found homes, assisting staff at London Health 

Science Center, London Inter Community Health Center, Safe Spaces, and to Citi Plaza 

Guards as a gesture of appreciation.  

 

Over 500 units have been produced, and delivered. Items have been received with 

thanks and appreciation. Further contacts are being formed with other groups and 

organizations.  

Community Engagement 

Mayor’s Economic Impact and Recover Task Force 

This task force is looking at all impacted sectors of London’s economy: Development 

and Construction; Finance; Tourism and Hospitality; Manufacturing; Health Care; 

Nonprofit; Small Businesses; Post-Secondary Education; Tech/Digital Business; Better 

Business Bureau; Small Business Centre; London Chamber of Commerce; London 

Economic Development Corporation; London Arts Council; Pillar NonProfit Network; 

and Associations such as London District Construction, TechAlliance etc. 

Nancy Collister is currently representing the Library. 
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Mayor’s Social Impact and Recovery Task Force: Food Security, Basic Needs and 

Emergency Community Supports: 

This task force is focused on ensuring that provision of social and community services 

and supports, especially to those most vulnerable, are supported. The task force has 

two focuses:  

 to develop an understanding of the social impact of COVID-19 on the London 

community and to effectively communicate those needs to senior levels of 

government, and; 

 to identify concrete actions that can be taken by Londoners and London 

organizations to address this impact and begin to develop strategies for recovery 

when possible.  

The Library has participated on the team and has offered our spaces, WiFi hotspots and 

3D printers to those organizations needing them.  

Both Michael Ciccone and Nancy Collister have been attending on behalf of the Library. 

Mayor’s Social Impact and Recovery Task Force: Children and Youth 

This task force includes representatives from both school boards, YOU, all of the 

Neighbourhood Resource Centres, Boy’s and Girl’s Club, Children’s Aid Society, United 

Way, CMHA, Big Brothers and Big Sisters, City staff, City Councillors, political 

representatives and other organizations who provide services to this demographic.  

Discussions have focused on what services the various organizations are currently able 

to provide to children and youth and issues that need to be addressed, including mental 

health, the inability & unwillingness of some young people to socially distance, lack of 

food and the digital divide. 

Arlene Thompson has been attending these meetings on behalf of the Library. 

Pillar Nonprofit Network Executive Directors’ Group 

Pillar has organized a weekly support group for all member nonprofit Executive 

Directors. Information and resources are shared among the group. Current status 

updates are provided each week from each nonprofit organization. Pillar has conducted 

membership surveys and webinars to help organizations in the areas of government 

funding, human resources, employee assistance programs etc. 

Both Nancy Collister and Michael Ciccone have been attending on behalf of the Library. 

Canadian Urban Libraries Council (CULC) 

CULC has been hosting weekly meeting for member urban public libraries to discuss all 

matters COVID. The discussions have been invaluable in gauging the Library’s 

response and for sharing strategies. CULC has launched the Think Tank on Recovery 
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and Reimagined Library Services Post COVID-19 and the Library has volunteered to 

participate. 

Marketing and Communications 

Library Social Media Platforms 

 Twitter:  12,380 followers 

 Facebook:  10,895 followers 

 Instagram:  4,794 followers 

 YouTube:  323 subscribers 

Promoting Closure and Digital Resources 

Londoners have really been engaging with and sharing our posts about the closure and 

those promoting our digital resources, helping staff to reach new London audiences on 

all social media channels.   

 

Top stories about the closure and digital resources 

:  
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Stories About Library Staff  

Some of our most popular posts have been those showing the projects that our staff are 

working on at home. The community loves seeing familiar faces, learning something 

new about our staff and seeing what can be accomplished at home with support from 

the Library’s digital resources. 
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Together Storytime Videos 

 

With a goal to connect to children and families in our neighbourhoods, and to each 

other, the Children’s and Youth Services team, supported by other librarians, has been 

filming themselves sharing a story, rhyme or song for the Library’s social media 

channels. These videos are closed-captioned, branded with our “Together” identity and 

housed in a new Together looped playlist on our established YouTube channel. More 

than 20 individual storytime videos have been created over the past few weeks. 

These videos have been a wonderful way to connect with our neighbourhoods. Families 

and Library staff have been reaching out to say hello to their branch librarians in the 

comments. 

Lessons Learned 

These projects have allowed staff to learn more about who is engaging with our 

storytime videos at this point in time. We’ve learned that 55% of video views are from 

mobile phones; engagement with the videos is stronger on Instagram than on other 

channels; the videos are most popular with 25-34 year olds; and people are typically 

watching the videos for 60 seconds at most. 

What’s Next with Storytime Video 

Moving forward, the Children’s and Youth 

Services team has decided to focus on 

livestreaming one or two story times each 

week on Instagram, in addition to continuing to 

create a weekly Together singalong. Our first 

Instagram Live storytime was launched this 

past Friday and the response has been very 

positive, with families able to engage in real 

time with librarians and videos able to be 

archived for those unable to watch live. 

 

https://www.youtube.com/playlist?list=PLhMxXgVpLqCC3Xn46Dl_1KPizmz8fqvLl
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What’s Next for Online Engagement 

Children’s and Youth Services and Adult Services teams will be launching new virtual 

services and programs in coming weeks. Staff will also continue to get together and 

stay connected through our social media channels. 

Information Technology 

With the closure, a light was shone on IT services with the challenge of the “Work From 

Home“ support of library services.  This need has been meet by a dedicated team who 

continue to respond to the call. Since the closing, IT has provided the following services 

and assistance: 

 41 Laptops fully configured and delivered to dedicated staff; 

 41 Unique VPN Connections for external secure service access to core 

computing resources; 

 18 Special Remote Connections and environments to accommodate unique non 

transportable applications; 

 32 Remotely accessible Phone Extensions to support Telefact, Collections, 

Student Support Services, Accounting, Facilities, and Senior Team; 

 Services to adjust the ILS to accommodate changes to locations closures, fines, 

due dates, and changes to events, messaging and program offerings; 

 Teleconferencing Accounts have been setup for team meetings, and are utilized 

daily by multiple library groups; 

 Collaboration with Marketing to design a new landing page for the Web Site 

promoting the digital collection, and altered to be more responsive to mobile 

devices, and 

 Remote support, telephone support, and documentation to all users to assist with 

getting online, understanding the technology, and troubleshooting any issues 

Through all of this change and challenge, IT has also maintained the core infrastructure, 

monitored servers, internet connectivity, wireless services, email, backups, switches, 

and the DR site.  The team has also provided statics on usage, assisted in development 

of solutions, and been available to turn around many requests for hardware and 

software services in under 24 hours. 

Facilities 

All construction projects are on hold, except for a cabinet replacement project in the 

Beacock kitchen that is nearly complete and repairs to the freight elevator at Central -  a 

critical infrastructure project which will heavily impact operations if not repaired as 

scheduled. The closure will allow the repair to be carried out in more effective and 

efficient manner as staff will not be present in the building. 
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A full-time cleaner is being maintained at Central to continue cleaning the facility as well 

as daily cleans at the CBC. Cleaning of branches has been discontinued until further 

notice and the contract with the contractor will be suspended as of April 30. 

Hot water heaters have been turned off and temperatures have been turned down 

except for Central and Byron, which may be used by City staff during the emergency.  

Power to appliances and computers has been disconnected, and lights have been 

turned off at the branches with the exception of Byron. 

Matt Byl will be joining a group of Facility Managers at the City of London who will be 

meeting on a regular basis to discuss best practices in Facilities Management. 

Finance and Human Resources 

Despite the closure, Financial Services has been hard at work behind the scenes.  

Some of the vital tasks required to maintain ongoing operations include, but are not 

limited to: 

 Completion of the 2019 Audit for the London Public Library Board and the 

London Public Library Board Trust Funds; 

 Ongoing revisions of the 2020 Operating Budget and projected financial impact 

of COVID-19; 

 Closely monitoring and forecasting operating cash flows during the closure; 

 Administering London Public Library’s and a third party’s bi-weekly payroll; 

 Submitting all government remittances (such as HST, CPP, etc.) on time; 

 Processing accounts payable invoices (i.e. rental payments, utilities, collections, 

etc.); 

 Issuing refunds for canceled programming and Wolf Performance Hall/meeting 

room bookings; and 

 Researching various government assistance financial programs, as they become 

available.  

Staff in our Human Resources and Training continue to work behind the scenes 

supporting the staff who have questions and to assist in meeting service objectives and 

requirements in all aspects of the operation.  

Re-opening Strategies 

Staff have been informally discussing re-opening strategies since the closure began. 

Obviously, there are many variables that exist and that staff are anticipating, making it 

difficult to settle on a concrete plan. The Library will need to be adaptable in its 

approach. The highest priority is the safety of staff and patrons.  

  



 

COVID-19 Pandemic Update: Summary of Staff Activity     Page 11 of 11 

Some of the areas staff have been contemplating are as follows: 

 Implementing physical distancing measures within the facilities 

 The possibility of parking lot pick-up as an alternative 

 Options for additional cleaning considerations such as disinfectant fogging 

 Protection measures for staff and patrons during transactions 

 Materials handling challenges 

 Resumption of physical material purchasing 

 Continuing online programming until such time that in-library programming can 

resume 

This list is far from exhaustive. Meetings have begun this week to establish a more 

formal approach. 


