STRATEGIC
PLAN
FY2020-FY2025

FROM THE DIRECTOR
Dear Opelika Community,
My first visit to this wonderful town was in
December 2015 for Christmas in a Railroad
Town and Victorian Front Porch Tour. I was in
awe at how the community came together to
have fun in their town and I couldn't wait to be a
part of it. Shortly after, in January 2016, I started
as the Director of the Lewis Cooper Jr Memorial
Library, and I saw there were some small tweaks
that could be made to bring the Library into the
heart of the community that made me fall in love
with Opelika in the first place. To my delight, you
responded positively. attendance at programs, checkouts of materials, and
interactions on our social media pages all increased. Almost four years later, it
is once again time to embark on some changes.
As you all know, our community is growing at a very quick pace. In order
to continue to provide you with the resources and services you need and want,
we embarked on a listening tour. We attended community meetings, asked you
to respond to a detailed survey, and held focus group meetings- formal and
informal- to hear what you love about our library and what you think needs
some work. We don't plan to change what is working; we do intend to keep
improving so we continue to be relevant to your needs and wants.

Thank you to everyone who took the time to let us know how we are doing as
an organization. If there is ever anything you want us to know or a question
you need answered, don't hesitate to email us at library@opelika-al.gov.
Sincerely,
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Rosanna McGinnis
Library Director

OUR MISSION & VALUES
What is our mission?

The Lewis Cooper Jr Memorial Library aims to provide free programs, activities,
information, and technological access to the citizens of Opelika. These services
include, but are not limited to, educational searches, leisure reading, computer
access and classes, and various programs meeting the needs of our diverse
community.

What are our values?
INCLUSIVENESS

Everyone is welcome at Cooper Library.
The Lewis Cooper Jr Memorial Library welcomes everyone, regardless of age, race,
religion, social class, political thought, or favorite college football team. The only
entrance requirement is curiosity. Just like our community, our collection is rich in
diversity and we strive to have something for everyone. If you don’t find what you’re
looking for, let us know! We value suggestions.

PEOPLE

We love books, but we love people more.
Public service is what drives our organization. Everything we do, from purchasing
materials to planning programs, is aimed at offering our patrons the ultimate
customer experience. Our policies are intended to enhance, not restrict, your
experience. You’re the reason we’re here in the first place.

INTEGRITY

We value your trust.

Whatever your need, we are here to assist you. We understand that our help is only
valuable if you trust us. We vow to always consult a credible source, never let our bias
affect our answers, and treat sensitive questions with tact. We’ll never insert our
personal opinions, unless of course, you ask us to recommend a great book…and then
we won’t stop.

TEAMWORK

A great employee + A healthy work environment = Happy Patrons
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We believe our staff is the secret to our success, and it’s important to us to foster
creativity, teamwork, respect, and pride in our workplace. We want our employees to
be knowledgeable and feel empowered to do their best job possible. Our end goal is to
create a positive atmosphere for both patrons and staff. Warning! We genuinely enjoy
working together, so sometimes our laughter gets a little too loud. Feel free to
“Shhhhhhush” us anytime!

OUR PATRONS
What do our patrons need?
ENGAGEMENT
Our patrons count on the Lewis Cooper Jr Memorial Library to entertain, enlighten,
inform and ignite the community by offering a wide variety of relevant resources
and original programs. They value innovation and are proud to have a library that
redefines the role of the traditional library. They want to be “WOWED.”

CONVENIENCE
In a convenience-oriented society, our patrons need their library to be easy to use.
They desire intuitive technology, longer hours, and convenient book drops, as well as
policies that provide a friction-less customer experience.

GATHERING SPACES
Our patrons consider the Lewis Cooper Jr Memorial Library their community center.
Our patrons need spaces to meet, study, converse, gather, collaborate, work, and
unwind. They expect the library to be clean, inviting, and comfortable and they’d really
love more unique spaces throughout the library.

AWARENESS
Our patrons need to know what’s happening at their library. Our library offers many
programs and services that most people would never expect. Our patrons need us to
develop a comprehensive marketing plan that will ensure our citizens are informed.

EXTRAORDINARY CUSTOMER SERVICE
Our patrons expect exceptional customer service from our employees, regardless of
their rank in the organization. They want assistance from well-trained, well-informed
staff members who are empowered to make decisions. They expect service to be
friendly and accurate.
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STRATEGIC PLAN FY2020 - FY2025
goals, initiatives, and activities

goal

1

COMMUNITY ENGAGEMENT
The Lewis Cooper Jr Memorial Library seeks to change the way people view
libraries. We will entertain, enlighten, inform, and ignite our community by offering
a wide array of resources and programs.

We will WOW our patrons.
1. We will provide programs, services, and collections to support lifelong learning.
We’ll continue to offer our patrons opportunities to learn, grow, and pursue their
personal interests and we’ll support formal education pursuits as well. We’ll seek
new ways to improve our community connections, collaborations, and programs,
such as:

2020
Evaluate our current programs and schedules in light of the new plan.
Collaborate with Opelika City Schools to develop a plan to get a library card
into the hand of every student by First Grade. (Continue through 2025)
Investigate program and service ideas to foster more participation in library
services with the Opelika Housing Authority residents
Expand programming for teens (Continue through 2025)
Add literacy resources for all ages physically and digitally
Seek partnerships with museums and area attractions to increase offerings
to patrons (Continue through 2025)

2021
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Develop services for residents of Opelika Housing Authority
Investigate inter-generational programming
Implement business programming
Expand Tuesdays at Two to create year-round adult programming

Increase participation in the Summer Reading Program across all age groups
by 10% each year (Continue through 2025)
Examine existing electronic resources to verify need and justify cost
Develop Young Adult audiobook collection
Expand graphic novel collections across all age groups
Develop all ages programming on library resources

2022
Offer new collections that would be popular with our community, such as
board games, exploration kits, etc.
Deliver a series of programs that appeals to patrons ages 21-35, such as trivia
or "adulting" classes
Increase variety of technology training to include training on library
resources

2023
Seek out partnerships to increase workforce development training
Look for opportunities to work with other city departments

2. We will continue to be a visible presence in the community and seek
opportunities to increase the library's presence at community events. We will
increase engagement through the following:

2020
Purchase an outreach vehicle to take to city events and draw more attention
Create a comprehensive list of area events at which the library could
potentially have a presence
Continue to participate on various committees within the City, diversify staff
presence on those committees

2021
Develop a voluntary, collateral duty outreach team to track and attend
community events
Study potential for staff increases to fill outreach and engagement role
Purchase meaningful and useful items for tables at outreach events

2023
Investigate joint outreach opportunities with other members of Horseshoe
Bend Regional Library System

2024
Develop volunteer-based Library Ambassador program
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3. We will entertain and delight the Opelika community by providing exceptional
programs and services. We'll continue to offer fun, free programs for kids, adults,
and families, as well as opportunities to experience live music, art, and literary
events. We'll expand our programs by doing the following:

2020
Review all existing programs in light of new strategic plans
Research partnerships to better serve neurodiverse population
Attend training on library services to patrons on autism spectrum

2021
Expand after hours programming, especially game nights
Develop digital and in-person book clubs

2022
Bring in additonal performers with the goal of monthly entertainment

2023
Consider hosting a large-scale author event
4. We will serve as our community resource center. Our citizens count on us for
help in their everyday lives and we'll continue to offer services such as test
proctoring and notary services. We hope to expand our role as a resource center
by doing the following:

2020
Develop and make available a list of technology help resources
Provide a curated list of digital links to online community information
resources

2021
Increase notary services to all operating hours
Develop a hub of information and services of interest to community Veterans
Create a curated list of digital links to online technology help tutorials

2022
Provide passport services with photo services
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5. We will become a leader in sustainability in our community thereby improving
the sustainability of the community as a whole. We will help create a sustainable
community by:

2020
Introduce staff to the concept of sustainability via multifaceted training
opportunities
Increase visibility of current sustainable practices

2021
Develop marketing campaign directed at the communities to whom
sustainability is top priority
Create a "Library Savings" calculator on the website to show people the
value of using library resources

2022
Develop an annual return on investment report to show city administration
the value of every dollar budgeted to the library
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goal

2

CONVENIENCE & ACCESS
Using the Lewis Cooper Jr Memorial Library should be as easy as possible. Through
the expansion of services, the use of technology, and the adoption of policies that
put people first, we will provide our patrons with a fricton-less library experience.

1. We will provide more access to key library services by doing the following:

2020
Identify ways to minimize wait times for patrons' material requests
Deploy item selections lists to aid in book selections
Work with Auburn Public Library to create visibility between online catalogs

2021
Identify ways to minimize wait times for patron materials
Employ a self-service holds pickup

2023
Investigate self-service options for extended patron access to the library
during the early morning and late evening

2. We will implement intuitive technology that will make library use easy and frictionless. Pathways to success include:

2020
Update the library's website to make it easy to use, clear, and intuitive
Develop online book request including interlibrary loan request pathways

2021
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Provide a new print and PC management system to simplify access
Investigate "Chat with a Librarian" services on the website
Streamline library card renewal to make it as simple as possible for patrons

2022
Offer an online library card registration process

2023
Investigate the use of a service like Stackmap that integrates with the online
catalog to provide information to patrons on the exact location of library
materials

3. We will offer convenience-minded services to library patrons to WOW them by
implementing the following:

2020
Coordinate with other Horseshoe Bend Regional Library Consortium
members to potentially offer courier service of items that would usually be
delivered via inter-library loan.
Investigate book vending machine systems and potential locations across
the city where they might be placed
Investigate hot-spot lending services to implement by 2025

2021
Provide office and technology supplies for patrons for purchase
Install power charging stations throughout the library

2022
Create community partnerships with organizations that would allow the
delivery or pickup of requested library materials

4. We will eliminate barriers to providing extraordinary customer service by doing
the following:

2020
Identify and eliminate policies and procedures that create barriers to an
extraordinary customer experience
Empower and train staff to answer patrons' questions regardless of the
staff position or customer service point

2021
Provide roaming staff during peak times
Install effective directional signage throughout the library
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3

GATHERING SPACES
The Lewis Cooper Jr Memorial Library is the heart and soul of Opelika and serves as
its community center. Patrons use the library to meet, study, converse, gather,
collaborate, work, and unwind in a comfortable, inviting, and safe space.

1. We will create welcoming and vibrant spaces to meet the constantly changing
needs of the library and community by doing the following:

2020
Participate in the short-range city planning efforts to address library facility
needs such as a renovated or new main library
Reevaluate meeting room policies and procedures to provide friction-less
use of space and associated equipment

2021
Implement online meeting room reservation system
Provide retail-oriented browsing areas for new and popular materials to
foster serendipitous discovery

2. We will keep the library spaces clean, safe, and up-to-date to maintain an
exceptional facility. We will employ the following techniques:

2020
Define opening and closing procedures to better maintain facility on a daily
basis

2021
Add colorful design elements to the Children's Department
Define role of building custodian and assign to staff member on the
leadership team on a rotational basis
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2022
Develop a technology rotation schedule to keep equipment up to date

goal
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BUILD AWARENESS
The patrons of Lewis Cooper Jr Memorial Library need more and better
information about all the library has to offer. We will define the library’s brand and
let our brand drive everything we do. We will build a marketing program that
improves awareness of library programs and resources, attracts new customers,
and builds library advocates.

1. We will develop the library's brand and build community awareness by doing
the following:

2020
Coordinate with the Community Relations team to define the library's brand
and develop a strategy to launch the brand in the community
Develop a volunteer-based, collateral duty marketing team to increase the
library's marketing efforts
Formalize social media goals, procedures, and responsibilities

2021
Develop a comprehensive marketing plan. Consider the following ideas:
Send out library information mailers to new residents
Try innovative marketing ideas like promotional coasters in local
restaurants, movie theater advertising, social media promotions, and
web-based advertising
Use targeted demographic-based marketing to promote select events
and services
Highlight one digital service a month with targeted marketing efforts
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2. We will raise awareness of library services, programs, and collections by
doing the following:

2020
Publish a quarterly booklet featuring upcoming library events and services
Highlight community programs and services via the library's social media
accounts (ongoing to 2025)
Develop a more comprehensive new card packet to include materials about
all of the services we offer including how to access them

2021

Install digital signage throughout the library to promote programs
Coordinate internal library signage and marketing materials
Partner with community organizations and local businesses to create
successful Library Card Sign Up Month initiative (ongoing to 2025)

2022
Increase outreach efforts to local Opelika neighborhoods and festivals
Shift collection development responsibilities to across the staff to create
collection experts
Create Library Ambassador program to give local influencers an inside look
at upcoming programs and services to create buzz

2023
Develop electronic patron newsletters that promote library collections,
services, and events
Implement simple patron feedback measures to measure success of
marketing plan

2024
Investigate getting library event information on local digital signage boards
Study need for additional staffing to coordinate marketing efforts
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5

GROW ORGANIZATIONAL STRENGTH
The Lewis Cooper Jr Memorial Library will employ dedicated public servants who
provide the highest level of customer service. Our work atmosphere will be one of
respect, teamwork, and trust, and we will provide training opportunities that focus
on providing exceptional customer service. We believe the success of the library is
directly tied to the investment the library makes in the library staff.

1. We will provide staff the training they need to deliver exceptional customer
service by doing the following:

2020
Clearly define the customer service expectations for all jobs
Implement a required training program for all existing staff to ensure that
basic service questions can be handled at all service points
Develop and implement an in-depth customer service training program
Create an Employee Orientation Manual and on-boarding training process
to set the expectations for all new employees
2. We will provide staff the training and professional development opportunities
they need to succeed at their job and keep the Lewis Cooper Jr Memorial
Library on the cutting edge of public library innovation through the following:

2020
Identify core technology and digital service competencies for employees
(ongoing to 2023)
Seek professional development opportunities that will most benefit the
library (ongoing to 2023)
Provide extensive leadership training for all supervisors (ongoing to 2025)
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2021
Expand departmental cross-training to include shadowing during the onboarding process to increase general employee knowledge
Implement an annual one day staff institute required for all staff to provide
a common training topic as well as refresher training on daily tasks

2022
Collaborate with other city departments to develop professional crosstraining program especially for part time employees who may have goals in
other areas of public service work (ongoing to 2025)

3. We will cultivate a work environment that fosters respect for each other and a
team spirit that ignites everything we do through the following:

2020
Establish fair and equitable library policies and procedures that are applied
consistently. Instill in all staff the importance of respect for each other and
that fairness and integrity are the basis for all interactions
Embrace the idea of the library as a team and promote team-building
opportunities. Provide the opportunity for staff to work on
interdepartmental teams, teams across the city, and teams in the
community (Ongoing to 2025)
Create a culture where established library values can be clearly seen in word
and actions of all staff members and where team members feel supported,
valued, and are invested in the work they are doing in the community
(Ongoing to 2025)

4. We will develop the organizational structure necessary to support the library's
strategic plan by doing the following:

2020
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Identify changes in the organizational structure necessary to accomplish the
strategic plan
Define a path for achieving the ideal organizational structure
Make customer service potential the most important requirement for all
jobs and identify best practices for identifying this potential in the
interviewing and hiring process
Leverage staff talents to benefit the library (ongoing to 2025)

CONTACT INFORMATION
Plan Approval
This plan was approved on September 9, 2019 by the Lewis Cooper Jr Memorial
Library Board:
Dr. Cathy Long, Chair
Shirley Carter, Vice-Chair
Jill Jones, Secretary
Linda Summers
Robert Elliott
This plan will go into effect on October 1, 2019 and will be updated annually. If
you would like a digital copy of this plan, one can be downloaded from
www.cooperlibrary.com

Lewis Cooper Jr Memorial Library
200 South 6th Street
Opelika, Alabama 36801
www.cooperlibrary.com
334.705.5380

