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Dedicated teams will shepherd 
the library system with efficient, 
effective, and forward thinking 
operational support structures.

There are four foundational pillars of operational excellence necessary for the realization of each 
strategic theme—Infrastructure, Fiscal Stewardship, Human Capital, and Strategic Direction.

For each pillar of Organization Excellence, we will leverage multiple measures to assess our progress 
against our articulated goals. Each pillar will have four measures, emphasizing industry standard 
approaches where appropriate, and will provide insights into the different ways our operations support 
the entire organization.
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Pillars of Operational Excellence

What Success Looks Like

Examples of What You’ll See

Infrastructure Fiscal 
Stewardship

Human
Capital

Strategic 
Direction

Infrastructure Fiscal 
Stewardship

Human
Capital

Strategic 
Direction

Infrastructure Fiscal 
Stewardship

Human
Capital

Strategic 
Direction

Ensure maximum 
efficiency, safety, 
and reliable 
community access 
to the library’s 
physical and 
technological 
resources.

Secure the long 
term sustainability 
of library services 
with a balanced 
budget, managed 
liabilities, new 
revenue, and 
optimized reserves 
and resources.

Employ 
effective talent 
management 
practices, 
continuous 
learning and 
development, 
future planning, 
and enhanced 
employee 
engagement.

Align our structure, 
resources, and 
actions with the 
desired impact of 
our core services 
and strategic plan.

We will gauge 
improved 
efficiency 
and future 
planning with an 
infrastructure 
funding gap 
measure.

We will evaluate 
best practices 
like the return 
on investment of 
library services 
and long range 
financial stability 
projections.

We will enhance 
our working 
environment by 
measuring the 
turnover rate 
and creating 
an employee 
engagement index.

We will measure 
the alignment of 
our work with our 
service philosophy 
and how we’ve 
improved.

More accessible 
and resilient 
buildings
that support a 
variety
of uses.

Streamlined 
service between 
the library 
and other City 
agencies.

Skilled staff 
regularly expand 
their skills to 
improve service 
delivery.

Greater shared 
understanding of 
the alignment of 
library offerings 
and community 
needs.
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Organizational Shifts
As the library and our community continue to grow and evolve, we have thought deeply about what it 
will take to deliver on our vision and mission through the lens of our 2025-2030 Strategic Plan. Many of 
these shifts are already underway and we remain committed to fully embracing them as we navigate the 
next six years.

Building Capacity for Executive Leadership through reimagining the library’s organizational structure 
and recruiting and growing experienced professionals to lead us into the future.
 
Defining our Service Philosophy to articulate the library’s core services and what we believe they make 
possible for our customers.

Enhancing Partnership and Collaboration to sustain and amplify connectivity among the network of 
invaluable resources that aim to support Denver residents.

Developing a Culture of Safety that balances our unique role as a public space where all are welcome 
while promoting the wellbeing of library staff and community members.

Investing in Our People by creating a development framework that enables library staff to thrive in their 
current roles, contribute to the library’s strategic commitments, and pursue their career aspirations.
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Embedding Equity
By applying a systems thinking approach that intentionally considers all of the interconnected parts of 
our organization, we are evolving to better incorporate equity into all annual and long range planning. 

We aim to address systemic barriers, promote inclusion, and foster equitable access for staff and 
community members. We plan to examine critical factors that shape internal and external access to 
library resources, services, and opportunities such as demographic, linguistic, and/or sociographic 
characteristics. 

We are committed to fostering an inclusive library experience by maintaining a diverse and relevant 
collection, prioritizing accessible technologies, designing spaces to meet diverse needs, and reviewing 
policies to address biases and ensure equity.

Internal Orientation:
•	 Equip staff at all levels for equitable, inclusive, 

and culturally responsive service delivery.
•	 Model staff development, leadership, and 

decision making with equity principles to 
foster belonging. 

•	 Assess and enhance systems to ensure 
systemic transparency and accountability.

External Impact:
•	 Align library services, programming, and 

resources with community needs.
•	 Build relationships with underrepresented 

and multilingual communities to ensure 
access.

•	 Meet community needs by addressing gaps 
and refining strategies based on data.
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Free, clean, comfortable 
places to access across the 
city where they feel seen, 
welcomed, and a sense 
of ownership over their 
community spaces.

Access to relevant, engaging, 
and diverse resources that 
reflect their interests and 
empower them to explore, 
read, and grow.

OBJECTIVES

•	 Accessible and 
comfortable spaces

•	 Relevant to 
customer needs

•	 Reflect Denver cultures 
and histories

COMMUNITY INDICATORS

•	 A welcoming 
environment

•	 Relevant place to be
•	 Perception of 

library spaces
•	 Facilities condition index

WHAT YOU’LL SEE

•	 Enhanced designs 
and layouts 

•	 Multilingual signage
•	 Exterior improvements

EQUITY FOCUS

•	 Activations for diverse 
needs like quiet, sensory 
friendly

OBJECTIVES

•	 Language access
•	 Engaging and 

diverse collection
•	 Technology to 

eliminate barriers

COMMUNITY INDICATORS

•	 Material use
•	 Find what you’re 

looking for
•	 Learning and growth
•	 Intentional 

service delivery

WHAT YOU’LL SEE

•	 Intentional programming
•	 Expanded collections
•	 Thoughtful digital 

resources

EQUITY FOCUS

•	 Diverse and 
relevant inventory 

•	 Assistive technologies

Spaces
Collections
and Technology

What 
we’re 
focused 
on

How
we’ll 
measure 
success

How
you’ll 
know it’s 
working

Where 
we’ll 
embed
equity

Trust in the library to 
provide responsive and 
inspired service, meaningful 
experiences, and relevant 
connections with resources 
and partners.

OBJECTIVES

•	 High quality service
•	 Strategic partnerships
•	 Knowledge of 

library services

COMMUNITY INDICATORS

•	 Connection to 
community

•	 Trust in the library
•	 Customer service index
•	 Awareness of 

library services

WHAT YOU’LL SEE

•	 Revised website 
navigation

•	 New feedback 
opportunities

•	 Multilingual 
programming

EQUITY FOCUS

•	 Regular policy reviews

Staff

BE HERE DISCOVER HERE ENGAGE HERE

Denver Here Summary
We are committed to centering the different identities, neighborhoods, interests 
and informational needs of Denverites.
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Our Two Year Outlook
B1 Adjust open hours and staffing levels at new, refreshed, and existing 
library locations.

B2 Enhance safety and accessibility with improved sightlines, lighting, 
multilingual signage, and entryways.

B3 Highlight neighborhood and cultural history through collections, art, 
archives, and exhibits.

B4 Create welcoming and comfortable public spaces with improved 
landscaping and exteriors.

D1 Improve records, website design, systemwide readers’ advisory, and 
reparative cataloging.

D2 Empower customers to utilize library collections, digital resources,
and technology.

D3 Reintroduce the unique offerings of Denver Central Library—the
largest in Colorado.

D4 Prioritize diverse voices, perspectives, and identities to enhance
all collections.

E1 Emphasize customer experience with interactive platforms that 
facilitate intuitive feedback.

E2 Increase awareness of library offerings with a marketing 
communication strategy.

E3 Tailor core library services to community needs using community
data and insights.

E4 Equip library staff to support customers navigating today’s complex 
technology landscape.

O1 Build resilient physical and technological infrastructure with efficiency, 
safety, and community access.

O2 Steward a balanced budget, liabilities, and new revenue, optimizing 
reserves and resources.

O3 Enhance talent management, learning and development, and 
employee engagement.

O4 Align existing structure, resources, and actions with strategic direction.
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  of Information Technology 
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