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Competencies Profile for Public Library CEO
A successful library involves leadership and careful management. The management perspective starts at the big picture level, establishing goals and objectives, planning for implementation, determining value and promoting community and stakeholder relationships.
This competencies profile recognizes the range of skills, abilities and knowledge required of public library CEOs.  It is based on the Webjunction Competency Index which is a comprehensive tool to help libraries understand their staffing and training needs.  The CEO profile pulls together competencies that originate in the management/leadership and personal/interpersonal skill sets.  Any given CEO may also have other responsibilities requiring different competencies, eg. competencies related to marketing or technology oversight.      
This profile includes the following skill sets:  
	Communication

Collaborative Relationships
Learning & Growth Mindset
Ethics & Values
	Budget & Finances
	Funding Development

Laws, Policies & Procedures
Ontario’s Public Library Sector
Board Engagement & Development 
Municipal Relations
Organizational Leadership
Personnel Management
Customer Service Champion
Planning
Project Management
Staff Training & Development 
Community Relations
 
Communication
Competency: Practises conversation as a valuable means of exploring ideas and making sense together.
Associated Knowledge, Skills and Abilities:
	Shows equal regard for every voice in the conversation

Values multiple perspectives and differences of opinion as openings to new aspects of the truth
Actively conveys attention, respect, and curiosity
Contributes to the conversation, speaking, listening and making connections 
Uses questions to delve into, open up, explore and connect the full diversity of thinking
Shares responsibility for the quality of the conversation and the achievement of expected outcomes. 
Competency: Communicates effectively using a variety of methods
Associated Knowledge, Skills and Abilities:
	Communicates openly and directly, both verbally and in writing

Identifies issues and ideas and provides information that is accurate and timely
Presents ideas in a manner that is clear and concise, with an appropriate level of enthusiasm
Checks with listeners to ensure message has been received as intended and comprehended
Demonstrates proficient writing skills (good grammar and sentence construction, accurate spelling, logical thought)
Demonstrates the technical skills and protocols for communicating electronically.


Competency: Communicates effectively with a variety of audiences and individuals from diverse backgrounds
Associated Knowledge, Skills and Abilities:
	Speaks and writes in ways that are professional, welcoming and appropriate for different audiences

Demonstrates proficient public-speaking skills (articulation, strong delivery, appropriate animation)
Accommodates and deals effectively with the perceptions, perspectives and communication styles of different audiences
Fosters an inclusive, affirming and respectful climate for communication.
Competency: Selects and applies the most appropriate and effective communication skills to meet situational needs
Associated Knowledge, Skills and Abilities:
	Communicates effectively to elicit information and to obtain consensus, persuade, instruct and/or motivate

Understands and practises techniques of active listening and open-ended questioning
Selects appropriate communication strategies to manage conflict constructively
Demonstrates negotiation skills to secure beneficial outcomes.

Collaborative Relationships
Competency: Develops and maintains healthy relationships with others to achieve common goals
Associated Knowledge, Skills and Abilities:     
	Possesses self-knowledge and awareness of one’s own behaviour in group situations

Treats everyone with camaraderie, honesty, respect and fairness, building an environment of trust
Contributes to a collaborative, committed and collegial work environment
Understands and embraces individual and organizational diversity
Values differences of opinion and listens with openness and curiosity
Acknowledges own strengths and contributions, and recognizes the complementary strengths and contributions of others
Recognizes the need for improvement, both in self and others
Shares knowledge gained through professional discussions, conferences, formal courses and informal channels with colleagues, customers and stakeholders
Gives and receives constructive feedback.


Competency: Works collaboratively in teams or groups
 Associated Knowledge, Skills and Abilities:      
	Contributes constructively to the achievement of the team’s goals and objectives

Assumes shared responsibility for collaborative work, and values the individual contributions made by each team member
Contributes to a creative problem-solving environment and works toward mutually acceptable solutions, regardless of position or level
Participates actively in information-gathering and decision-making in order to promote the best interests of the team and the library 
Manages own and, as appropriate, others’ time effectively to deliver work on time
Finds opportunities to help others develop new ideas and achieve their full potential
Gives and receives coaching and/or mentoring to/from team members as appropriate.

Competency: Demonstrates an aptitude for collective problem solving 
Associated Knowledge, Skills and Abilities:      
	Generates shared responsibility for problem solving and engages multiple perspectives

Demonstrates familiarity with a problem solving process/framework
Gathers information from a variety of sources
Engages people in both creative and critical thinking
Contributes best thinking to deciding on the right course of action based on the information available
Debriefs and learns from successful and unsuccessful decisions and implementations.

Competency: Practises informal leadership
 Associated Knowledge, Skills and Abilities:
	Influences others in a positive way, generating buy-in and enthusiasm for organizational mission and vision

Encourages others to get involved and engage in organizational initiatives
Helps others be successful and contributes to overall library success
Considers new ideas/new ways of doing things
Asks probing questions in order to understand and build on others’ ideas
Champions innovation and improvements to service
Models excellence by engaging in desired behaviours and service standards
Provides visible support for others during times of stress or crisis  
Steps forward to lead as needed and as appropriate.




Competency: Employs effective strategies to manage organizational politics, conflict and difficult co-worker behaviours
Associated Knowledge, Skills and Abilities:      
	Understands that organizations (including libraries) are inherently political and develops strategies to become an effective player

Understands a variety of difficult behavior patterns and develops responses appropriate to each
Routinely examines own behavior, accepts accountability for own actions and adjusts appropriately
	Practises patience and tact in diffusing volatile situations and striving for agreement as necessary

Understands and applies strategies for conflict resolution.

Learning & Growth Mindset
Competency: Pursues a commitment to self-directed learning
Associated Knowledge, Skills and Abilities:
	Practises ongoing self-improvement in response to self-awareness and feedback from others

Identifies as a lifelong learner and assumes responsibility for one's own learning 
Develops one's learning capacity by honing critical and creative thinking skills
Asks questions to expand one's understanding and knowledge 
Seeks exposure to new ideas, both within and beyond the library field, and stretches beyond one’s comfort zone.

Competency: Manages the ongoing development of competencies and the advancement of one's career  
Associated Knowledge, Skills and Abilities:      
	Actively pursues personal and professional growth through continuing education, including formal and informal training opportunities in a variety of formats

Pursues new information and ideas in order to stay current
Develops strategies for keeping up with new technologies 
Identifies learning needs and creates a learning path to achieve them 
Formulates a career plan that guides ongoing learning and development choices 
Recognizes the value of professional networking and actively participates in learning communities and/or professional associations
Seeks opportunities to apply new knowledge and to share experiences, research and best practices with colleagues.


Competency: Anticipates and adapts to change with a sense of optimism and opportunity
Associated Knowledge, Skills and Abilities:       
	Develops the flexibility to accept change and the resilience to adapt with curiosity and enthusiasm

Welcomes change as an opportunity to build a better future together 
Adapts to varied roles, responsibilities and circumstances 
Works to achieve excellence in service amidst a climate of ambiguity
Anticipates future trends and recommends changes in priority or direction that are aligned with organizational goals and service demands
Explores and adopts new technologies for their potential to deliver new ideas, products and services
Proposes pilot projects as a way of experimenting with change
Keeps a positive attitude in the face of challenges and unanticipated changes
Supports self and others in pursuit of a healthy, balanced lifestyle; understands that health and wellness strengthen resilience and adaptability.
Competency:  Pursues creative and innovative approaches to library service 
Associated Knowledge, Skills and Abilities:
	Uses a wide variety of idea creation techniques, such as brainstorming

Demonstrates imagination, curiosity and playfulness 
Works creatively with others, staying open to diverse ideas and perspectives
Seeks innovative advances in public library service from other libraries
Applies ideas for service innovation from other sectors and industries 
Demonstrates ability to move from idea to implementation, putting innovation into action
Acts on creative ideas to make useful contributions to the library, the community and/or the library field
Views failure as an opportunity to learn.

Ethics & Values
Competency: Demonstrates an active commitment to service that guides work performance
Associated Knowledge, Skills and Abilities:      
	Conveys a willingness to help in a manner that is warm, welcoming and approachable

Keeps the customer and customer service in the forefront when considering/ making decisions
Understands how every task and function is part of a dynamic system that contributes to quality service
Recognizes exceptional service when it happens in the library and tells others about it
Challenges the status quo in order to improve service.


Competency: Understands and acts in accordance with the professional values and ethics of library service
Associated Knowledge, Skills and Abilities:  
	Understands the history of the public library and its role in society, both in general and in the particular local community

Endorses the mission, values and vision of the library
Advocates universal access to information and ideas through free library service, including access to the Internet and information technology
Understands and promotes intellectual freedom and freedom of information
Understands privacy issues and protects user confidentiality
Provides equitable access by removing barriers and creating an environment that encourages all residents to use the services of the library
Welcomes and values diversity.
Competency: Demonstrates a strong work ethic and personal accountability  
Associated Knowledge, Skills and Abilities:     
	Practises time management and punctuality

Acts with moral integrity and is known to be reliable and dependable
Accepts responsibility for actions and work performance
Organizes and prioritizes work to accomplish multiple objectives effectively and efficiently
Strives to be successful in completing assignments and overall work performance
Seeks challenging work and new opportunities
Works conscientiously and without needing constant supervision.
Competency: Demonstrates loyalty and commitment to the organization
Associated Knowledge, Skills and Abilities:
	Works as a team player, contributing to the overall success of the library

Acts for the greater good and in the library's best interests
Aligns work performance and learning goals with organizational values 
Shares information and feedback in a manner that is helpful and constructive
Contributes to the organizational decision making when consulted
Respects and supports organizational decisions
Complies with organizational policies and procedures
Champions the library on and off the job!



Budget & Finances
Competency: Understands and employs basic budget and finance concepts and terminology
Associated Knowledge, Skills and Abilities:      
	Understands and utilizes established accounting practices and procedures

Understands and applies municipal, provincial and federal financial laws, regulations, policies and procedures 
Liaises with municipal staff as required when preparing for and developing the library budget and in acquiring and understanding monthly/quarterly financial statements
Develops, presents and defends the library budget in conjunction with the library board
Monitors budget variances, reports them and takes necessary measures to minimize their impact on the overall budget  
Works with the library board to develop board members’ understanding of the library finances, including the budget process and regular tracking of expenses in relation to the budget. 
Competency: Establishes strategic financial management processes, using sound business and financial judgment
Associated Knowledge, Skills and Abilities:      
	Monitors economic trends and other fiscal issues for potential impact on the library

Aligns the budget with the library’s strategic plan
Conducts short-, medium- and long-range fiscal planning
Conducts financial analysis to identify costs, risks and alternatives, including cost-reduction and value enhancements
Monitors the progress of contracts for library materials and services
Promotes and justifies the library’s needs to funding authorities
Assesses needs and develops plans for capital improvement projects, involving municipal staff as appropriate.
Competency:  Pursues multiple sources of funding 
Associated Knowledge, Skills and Abilities:
	Identifies sources for grant funding and writes compelling proposals/applications that supports the library's strategic directions

Develops policies, in conjunction with the library board, that clarify the board's position and approach with regards to grants, sponsorships, fundraising and revenue generation
Assesses revenue generating trends and practices of other public libraries and adopts those deemed appropriate and aligned with the library's mission, vision, and strategic directions
Ensures resources are in place to support the funding development activities endorsed by the board.  
 
Funding Development
Competency:  Cultivates a healthy working relationship with the Friends of the Library, Library Foundation and/or Fundraising Committee
Associated Knowledge, Skills and Abilities:      
	Works with the Friends/ Foundation/ Fundraising Committee members to develop clear documentation that clarifies roles, responsibilities and relationship between the Library and the Friends or Foundation

Uses the agreements in the group’s documentation to resolve misunderstandings as they arise and create win-win solutions
Recognizes the value of the contribution made by the Friends/ Foundation or Fundraising Committee 
Develops and commits to regular two–way communication with the Friends/ Foundation/ Fundraising Committee
Inspires the Friends/ Foundation/ Fundraising Committee to believe in the library’s mission and work hard on behalf of the library
Engages the Friends/Foundation/ Commitee members in shaping and, subsequently, endorsing the library’s vision and strategic directions
Informs the Friends/Foundation/ Fundraising Committee of suitable grants and funding opportunities
Recognizes, publicly and personally, the contribution of the Friends, Foundation or Fundraising Committee.

Laws, Policies & Procedures
Competency: Understands, applies and explains applicable laws
Associated Knowledge, Skills and Abilities:      
	Understands and applies provincial and federal laws that pertain directly to libraries and to public entities in general

Understands and applies provincial and federal laws that pertain directly to workplaces such as libraries
Maintains awareness of current policy and legislative initiatives that may impact library services and administration.


Competency: Develops policies and procedures to guide efficient and effective library operations
Associated Knowledge, Skills and Abilities:      
	Applies a thorough understanding of library user needs and the library’s mission in developing and reviewing policies and procedures

Develops and updates policies in collaboration with management, the library board,  the municipality, regional government, and organizations such as provincial agencies and associations, as appropriate
Understands liability and legal issues pertaining to developing and adhering to policy and procedures
Explains the rationale underlying legislation affecting library service, policies and procedures
Seeks staff and user feedback during policies and procedures development
Understands the relationship between library policies and customer service and seeks to alleviate policy barriers to good service
Continuously evaluates the need for new or revised policies and procedures.
Competency:  Creates policies and practices to ensure safety and security
Associated Knowledge, Skills and Abilities:      
	Creates and regularly evaluates emergency response policies and procedures; prepares staff to respond appropriately

Maintains up-to-date policies/procedures for staff communication and crises communication
Creates and regularly evaluates disaster preparedness and recovery plans for library resources and equipment
Understands and monitors measures for workplace accident prevention.
 
Ontario’s Public Library Sector
Competency:  Understands the framework for public library service in Ontario
Associated Knowledge, Skills and Abilities:      
	Complies with the legislative requirements of the Public Libraries Act, the Corporations Act, and the Municipal Act, 2001

Understands the governance of public libraries in Ontario and the roles and responsibilities of municipalities, library boards, and the Ministry of Tourism, Culture and Sport
Completes the Annual Survey of Public Libraries and fulfills all other requirements to receive funding from the Ministry of Tourism, Culture and Sport, including the Public Libraries Operating Grant (PLOG) and special grants as they arise
Utilizes the services of Southern Ontario Library Service or Ontario Library Service North and participates in their planning and feedback processes when invited to do so
Demonstrates familiarity with province-wide systems and networks for interlibrary loan and collective purchasing and licensing.
Competency:  Identifies and builds relationships with key players in Ontario’s public library sector
Associated Knowledge, Skills and Abilities:      
	Cultivates relationships with individual Ministry staff and knows who to contact regarding a variety of issues

Cultivates relationships with individual SOLS/ OLS-North staff and knows who to contact regarding a variety of issues 
Cultivates relationships with individuals in other public library organizations, eg. Ontario Library Association (OLA), Ontario Public Library Association (OPLA), Federation of Ontario Public Libraries (FOPL), etc.  
Raises the library’s visibility in the province by getting involved in provincial initiatives
Cultivates relationships with peers in neighbouring and similar libraries
Develops an awareness of Ontario’s innovative libraries and influential leaders, as well as those beyond Ontario.  

Board Engagement & Development
Competency:  Cultivates a healthy, mutually empowering relationship with the Library Board
Associated Knowledge, Skills and Abilities:
	Understands the roles and responsibilities of the Library Board and the library CEO

Respects the Library Board as the legal employer and the legitimate authority and decision-making body on all governance issues
Understands the principles of good governance
Facilitates the regular flow of communication between the CEO, the board and the municipality
Helps board members get to know each other and get to know the library
Provides the board with the information it needs to do its job well
Helps the board stay focused on board work
Cultivates the board’s passion for the library’s mission  
Develops a respectful and trusting partnership with the board chair. 
Competency:  Structures and supports the Board’s work
Associated Knowledge, Skills and Abilities:      
	Provides leadership to the board in setting its annual objectives and collaborates with the Board chair to develop monthly agendas based on the annual objectives

Guides the Board in developing, reviewing and updating policies
Guides the board in strategic planning and in articulating mission and vision      
Leads the budget process in conjunction with the Board chair and models accountability through the regular provision of clearly presented financial information
Provides timely and pertinent information to support the Board’s decision-making
Motivates the Board to advocate for the library in the community and with Council
Motivates the Board to cultivate good working relationships with the municipality and other community organizations.
Competency:  Facilitates board effectiveness through orientation, education and succession planning
Associated Knowledge, Skills and Abilities:      
	Practises strategic recruitment of new Board members

Encourages the outgoing board to leave a legacy document for the new board;
Works with the outgoing board and municipal officials to achieve a smooth transition prior to and during the appointment of a new board
Plans for board orientation and ongoing library board development in key areas of governance and in current library issues
Engages the board in discussions of library issues as they arise
Encourages trustees to attend meetings, workshops and conferences relevant to public libraries and/or governance.

Municipal Relations
Competency: Cultivates a good working relationship with municipal staff
Associated Knowledge, Skills and Abilities:      
	Understands the municipal environment and municipal priorities

Understands the roles and responsibilities of the Library CEO and the municipal administration, especially in terms of library funding
Positions the library as a valued community service that contributes to municipal priorities and community well-being
Works to develop mutual respect and trust, and a desire to work together
Recognizes how the library can support the work of the municipality and offers the library’s help where feasible
Asks questions and shows genuine interest in municipal issues
Maintains ongoing communication about the library’s planning process and evolving goals and needs.
Competency: Cultivates a presence and relationship with municipal council
Associated Knowledge, Skills and Abilities:      
	Understands the roles and responsibilities of the library board and municipal council, especially in terms of library funding

Guides the board to build a collaborative relationship with municipal council
Facilitates regular communication between the library board and council
Works closely with council representatives on the library board to ensure good two-way communication
Invites Council to participate in library events and opportunities to better understand the ways in which the library makes a difference
Links the library to the keen interests of individual councillors where feasible  
Presents to Council good news stories, highlighting community outcomes and expresses gratitude to Council for library successes.
Competency:  Seeks to expand and deepen municipal leaders' awareness and understanding of the public library 
Associated Knowledge, Skills and Abilities:
	Speaks of library use in terms of community outcomes

Tells stories that illustrate the library's capacity to change lives
Positions the library as a community leader and partner, ready to participate in community initiatives  
Ensures the library is on the radar of municipal council and municipal staff by advocating the library's capacity to contribute to community resilience and well-being 
Shares local and provincial library news and trends as they arise
Particpates in the muncipality's strategic and master planning processes, ensuring the library's future needs are understood 
Integrates the library into municipal structures and processes in those instances where it meets the needs of the library and the municipality, especially when efficiencies and/or expertise are gained. 

Organizational Leadership
Competency: Provides vision and strategic direction to library staff, board members and the community
Associated Knowledge, Skills and Abilities:      
	Understands the social, political and economic context in which the library exists

Articulates the mission, vision and values of the library
Aligns the library with, and is supportive of, the strategic directions of the municipality and the needs of the community
Defines and communicates the library’s goals and objectives aligned with the library’s mission and vision
Evaluates and strives to ensure the library’s mission, vision, value statements and strategic plan remain relevant; recommends revisions as necessary
Drives innovative change that advances the mission and vision of the library   
Models accountability for quality and timeliness of work and reliability in achieving excellent results.


Competency:  Provides effective leadership of staff
Associated Knowledge, Skills and Abilities:      
	Keeps current with new approaches to leadership and teamwork and applies that knowledge to motivate staff and help achieve organizational goals and objectives 

Builds trust and trusting relationships with staff at every level of the organization 
Establishes open communication avenues and procedures to inform and keep informed of issues as they arise; responds to issues appropriately and in a timely manner 
Recognizes the strengths of individual staff and motivates staff to strive for excellence and mastery 
Delegates decision-making authority and task allocation appropriately to maximize the effectiveness of organizational and individual efforts.   
Competency: Contributes to effective decision making regarding library services and resources
Associated Knowledge, Skills and Abilities:
	Creates an environment in which everyone contributes their best thinking to making decisions that advance library service

Uses conversation to gather information and multiple perspectives prior to and during decision making
Understands the library’s strengths, weaknesses, opportunities and challenges
Recommends adopting, modifying or eliminating services, based on the best available evidence
Prepares for and responds to the decision making demands of crises and unanticipated events.
Competency: Manages meetings to optimize information sharing and decision making
Associated Knowledge, Skills and Abilities:
	Organizes an agenda and manages time accordingly

Fosters differences of opinions and experiences for rich discussion
Facilitates consensus decision-making
Allocates and monitors time appropriately to ensure achievement of meeting outcomes
	Practises collaborative approaches to resolving conflicts.

Competency:  Designs and facilitates effective and participative group processes
Associated Knowledge, Skills and Abilities:
	Designs a process that enables a group to achieve a particular outcome

Creates an environment of participation and equal regard for every voice 
Manages the group and intervenes as necessary to ensure equal participation and integrity of process 
Utilizes conflict to expand the discussion in pursuit of the best solution 
Conveys both compassion and authority when managing group behaviours 
Encourages consensus decision-making and group ownership of outcomes.  
Competency: Applies change management strategies to assure effective implementation of change and acceptance by all stakeholders
Associated Knowledge, Skills and Abilities:
	Contributes to a culture of resilience and change readiness 

Remains open to new ideas, keeps current on trends and issues, seeks and sponsors innovations
Recognizes the benefits of change and understands the principles, processes and responsibilities for managing organizational change
Involves appropriate parties in planning, implementing and evaluating change
Prepares staff, Library Board, users and other stakeholders for change by communicating relentlessly in order to raise awareness, listen to concerns, ensure understanding and build commitment and buy-in
Anticipates change-resistant behavior (fear, conflict, negativity, complacency) and works to reduce resistance through active listening, understanding and creative problem-solving.

Personnel Management
Competency: Understands and applies legal standards and requirements for personnel/ HR management
Associated Knowledge, Skills and Abilities:      
	Understands and complies with employment laws and regulations that impact HR management

Understands and ensures compliance with HR policies and procedures
Promotes effective labor relations and maintains a productive working relationship with employees and their representatives
Understands contract negotiation and administration
Understands a variety of problem-solving techniques and applies them to dispute resolution.
Competency: Develops HR policies that support a healthy work environment and comply with employment laws and regulations
Associated Knowledge, Skills and Abilities:
	Creates a comprehensive set of HR policies that guide employer/employee relationships and responsibilities, define working conditions, and address a wide range of issues regarding personnel management

Incorporates understanding of a unionized workplace and collective agreement as appropriate
Consults with municipal HR personnel and policies in developing and revising policies 
Stays current with changes to employment laws and other legislation impacting Ontario workplaces, eg. Access for Ontarians with Disabilities Act, the Municipal Freedom of Information and Protection of Privacy Act, Workplace Safety and Insurance Act, etc. 
Revises HR policies as necessary.  


Competency: Establishes and maintains a fair compensation program
Associated Knowledge, Skills and Abilities:      
	Complies with Pay Equity legislation that seeks to address historical inequities and achieve equal pay for work of equal value

Strives to achieve internal equity by assessing all positions using the job evaluation factors, including those not covered by pay equity legislation
Maintains pay equity through regular job evaluation reviews and salary adjustments as indicated by the reviews
Reviews salaries and benefits periodically in terms of job market conditions to ensure the library can competitively recruit and retain qualified individuals; makes recommendations to the Board based on the review findings.  
Competency:  Builds a productive workforce through effective recruitment and selection
Associated Knowledge, Skills and Abilities:
	Develops and applies consistent and effective interviewing techniques

Seeks candidates who demonstrate strong interpersonal skills, collaborative approaches, critical thinking skills and problem-solving abilities
Makes hiring decisions based on sound evaluation methods
Understands and complies with employment laws and regulations that impact recruiting and hiring
Understands and complies with library policies and procedures that impact recruiting and hiring
Values a diverse workforce and recruits for diversity.
Competency:  Engages in Human Resources planning to ensure the library has the staff capacity to meet the demands of the future  
Associated Knowledge, Skills and Abilities:      
	Conducts a staffing review periodically, analyzing staffing levels, as well as particular skills and abilities  

Scans the environment for social, economic, and technological trends that impact the skills and abilities needed by library staff   
Develops a plan to address needed skills and abilities, as identified in the staffing review and environmental scan, through recruitment, grooming, and training and development strategies
Secures the funding to support Human Resources planning
Establishes a process to address succession in the event that individuals in critical positions leave or move into other positions.


Competency: Creates an organizational structure that enables a culture of teamwork and exemplary service
Associated Knowledge, Skills and Abilities:      
	Explores various options for creating a structure that divides and coordinates the work of all staff

Consults with staff in the pursuit of the structure that will enable them to do their best work
Design the structure that optimizes communication and facilitates working together to achieve the library’s mission and vision
Revisit the library’s organizational structure periodically and revise to eliminate or reduce barriers to strong performance and/or achieving the library’s strategic priorities. 
Competency:  Empowers and supports employees to deliver effective, high-quality library service
Associated Knowledge, Skills and Abilities:     
	Fosters and facilitates a collaborative environment based on a shared vision

Supports individual and collective learning as key to organizational success 
Models enthusiasm and commitment and energizes staff to meet defined goals
Communicates clearly and regularly with staff about library, government or major community changes that may affect them
Promotes teamwork among staff and promotes team-building practices
Ensures that diversity needs are respected and supported in HR processes         
Recognizes staff achievements through formal and informal methods.
Competency: Engages staff in coaching conversations
Associated Knowledge, Skills and Abilities:      
	Provides individualized support to staff, recognizing that the needs of individuals vary

Engages individuals in one-on-one conversations that encourage growth and development
Listens and responds to the need for further clarity, direction and guidance
Encourages staff members to take responsibility for their own success.
Competency: Establishes effective strategies for performance management
Associated Knowledge, Skills and Abilities:
	Establishes and follows clear processes for new employee orientation

Establishes clear performance expectations linked to the library’s strategies and priorities, with appropriate levels of quantity and quality of work defined
Involves staff in clarifying performance expectations and identifying the supports necessary to meet those expectations 
Provides appropriate tools, resources and authority to support performance expectations
Establishes methods for review and evaluation of performance and holds all staff accountable to meet performance expectations
Enables staff to strive for continuously higher standards of performance
Provides regular and constructive feedback on performance
Takes timely and consistent corrective/disciplinary action when appropriate.

Customer Service Champion
Competency:  Manages the library environment to enhance the user experience
Associated Knowledge, Skills and Abilities:      
	Organizes the library’s collections and work areas to appeal to users and to meet their needs

Organizes physical elements in the library to create a positive and welcoming environment
Addresses the physical and/or mental barriers that could prevent people from using the library successfully
Provides quality customer service to virtual users, ensuring that customer service principles are applied to online interactions.
Competency:  Contributes to the development and evaluation of standards and practices for the delivery of quality service     
Associated Knowledge, Skills and Abilities:      
	Anticipates and maintains awareness of users’ needs and wants through regular, informal interactions, observations, user surveys, complaint logs and other means

Analyzes input from users, evaluates the effectiveness of current services, and implements service improvements and adjustments to practices and procedures as necessary 
Uses effective training strategies to teach staff good customer service skills and techniques 
Works with staff to create measurable service standards and best practices based on users’ needs and expectations.
Competency:  Applies and models customer service skills to enhance the level of user satisfaction
Associated Knowledge, Skills and Abilities:      
	Treats users in a  welcoming, professional manner and provides other staff with a model of positive customer service

Listens effectively to understand and address the particular needs of the individual library user 
Acts as a goodwill ambassador for the library, promoting the library’s values and services  in all interactions with library users and in the community 
Demonstrates thorough knowledge of all aspects of the organization that impact users (mission and vision, policies and procedures, collections and services, and system-wide strategies)
Recognizes, honours and responds appropriately to all forms of diversity.


Competency:  Applies effective techniques to address difficult situations with users
Associated Knowledge, Skills and Abilities:      
	Encourages library users to follow library policies; applies good judgment when deviating from official policies and procedures

Maintains a calm, professional manner in difficult situations and applies effective communication techniques
Acts quickly to meet customer's concerns in the moment, if possible 
Follows up and gets back to customer when necessary, engaging him or her in communication and resolution leading to satisfaction
Takes online concerns and complaints seriously and addresses them as thoroughly as any other complaint. 

Planning
Competency: Designs and implements an ongoing planning process for the library
Associated Knowledge, Skills and Abilities:
	Understands the strategic planning process and shepherds the development of a strategic plan that articulates a vision of success and establishes strategic directions to achieve the vision

Analyzes and investigates the needs of the community to anticipate and predict future needs
Scans the environment continuously and has the capacity to consider the implications of emerging trends and influences on the community and the library  
Checks for alignment with municipal council’s vision and priorities
Communicates the library's needs to municipal staff, especially with regards to future facilities requirements 
Actively involves the community and stakeholder groups in developing and refining the plan
Promotes the plan’s value to the community
Promotes and implements the mission statement, goals, objectives and activities that reflect analysis of community needs
Ensures that long-term goals and objectives align with daily decisions and operations.
Competency:  Develops and implements operational plans based on the library’s strategic plan
Associated Knowledge, Skills and Abilities:
	Creates an operational plan for one or more aspects of library service that is aligned with the library’s strategic plan

Consults with staff and other stakeholders in creating a plan that provides focus, operationalizes the strategic directions and improves library service
Assigns timelines and responsibility for designated tasks
Develops measures to evaluate progress in achieving the tasks set out in the operational plan. 


Competency:  Performs ongoing evaluation to gauge the success of the strategic plan
Associated Knowledge, Skills and Abilities:
	Develops and applies appropriate methods to continually measure progress on achieving the strategic directions identified in the strategic plan

Modifies the strategic plan and redesigns processes as needed in response to ongoing analysis of community needs
Communicates to management, the board, staff and community on progress in meeting the strategic priorities
Involves community stakeholders in the evaluation of library services
Monitors progress of operational plans and provides follow-up and accountability measures.
Competency:  Contributes to the planning efforts of the municipality and other community organizations
Associated Knowledge, Skills and Abilities:
	Transfers experience with developing the library’s strategic plans to the planning process of other groups

Gains greater understanding of strategic planning through participating in the planning process of other groups
Shares information and ideas about community characteristics, challenges and opportunities; participates in generating increased understanding about the community 
Develops a thorough understanding of the strategic directions and community development initiatives of other agencies and organizations. 

Project Management
Competency:  Employs sound project management principles and procedures in the planning and implementation of programs and services
Associated Knowledge, Skills and Abilities:
	Understands the basic principles and procedures of project management

Defines outcomes and expectations based on user requirements and needs
Secures support for projects that implement library goals and objectives
Utilizes technology tools to increase project management efficiency
Uses resources efficiently and manages effectively within budget limits.
Competency:  Leads project team with clear direction and effective communication
Associated Knowledge, Skills and Abilities:
	Selects team members strategically to build a diverse set of skills and abilities

Aligns project with the vision and direction of the organization 
Collaborates with project team to develop a work plan with tasks, timeframes, milestones, resources and realistic deadlines
Delegates effectively to achieve results
Anticipates potential problems, sets controls and contingency plans, and responds effectively to resolve barriers
Demonstrates flexibility, creativity and patience as needed throughout the life cycle of the project.  
Communicates with management and other stakeholders regarding progress and obstacles to achieving project success. 
Competency: Monitors and evaluates projects and uses the results for project improvement
Associated Knowledge, Skills and Abilities:     
	Establishes processes for collecting, documenting and reporting data

Monitors project progress and evaluates performance to ensure quality and quantity standards are met
Fulfills legal or project requirements for compliance, record keeping and reporting
Analyzes and identifies dissemination strategies, and reports project data and outcomes to stakeholders
Leads project team in a de-briefing aimed at learning what went well and what could have been better 
Learns from project failures and partial successes, and shares learning with colleagues.

Staff Training & Development
Competency:  Establishes strategies, initiatives and resources to sustain a learning environment that is pervasive throughout the library
Associated Knowledge, Skills and Abilities:     
	Promotes the importance of continuing staff development and provides appropriate opportunities

Understands how continuous learning for library staff relates to the provision of quality library service
Cultivates a culture that enables both formal and informal learning processes in the workplace and encourages continuous self-directed learning 
Creates opportunities for experiential and project-based learning; encourages experimentation, tinkering and play as learning methods 
Finds ways to make learning together and from one another fun and engaging 
Promotes a performance-based culture that aligns learning goals and objectives with desired outcomes
Fosters staff growth and opportunity through mentoring, coaching, shadowing and experimenting. 


Competency: Plans for and supports staff development
Associated Knowledge, Skills and Abilities:
	Assesses staff skills using competencies and other methods to identify training needs

Identifies training needs based on internal and external changes that impact the library
Works with management to secure the funding necessary to offer training opportunities to staff
Enables informal learning through conversation, modeling and spontaneous training sessions
Works with staff to create individualized development plans to gain necessary competencies (knowledge, skills, and abilities)
Identifies learning opportunities that foster 21st century skills, such as problem-solving, critical and creative thinking, communication and innovation
Creates opportunities to review and reinforce learning
Evaluates learning initiatives and outcomes.
Competency: Develops effective methods to evaluate learning initiatives
Associated Knowledge, Skills and Abilities:
	Involves each employee in the development, pursuit and assessment of his or her own learning goals

Communicates the expectation for self-directed learning in setting and reaching learning goals 
Determines measures of success for all training strategies
Employs multiple evaluation techniques
Develops processes to evaluate transfer of learning to the workplace and achievement of targeted competencies
Provides time and procedures to review and reinforce learning.

Community Relations
Competency:  Documents library use in terms of community impact and value
Associated Knowledge, Skills and Abilities:      
	Uses appropriate business and management approaches to communicate the library’s value to decision makers

Understands data collection, research and analysis methods
Identifies sources and tools for gathering the best available data (both quantitative and qualitative), including systems to manage library data and generate reports
Performs outcome-based evaluations to measure the effect of library programs and service on the community
Follows emerging trends on new ways of measuring social and economic impact in the public library and not-for-profit sectors.


Competency: Builds community-wide support for the library, using a variety of methods
Associated Knowledge, Skills and Abilities:
	Communicates the library’s value in community outcome measures that make clear the library’s contribution to the community

Delivers clear and coherent messages to targeted audiences employing a variety of communication vehicles - in print, in person and online
Raises the library’s visibility by having a library presence at community events, and participating in community initiatives 
Seeks public speaking opportunities as a means of educating the community about the library, promoting programs and services, and highlighting key community outcomes that address community challenges and priorities
Leverages the community to build additional support at the local,  provincial and national levels, both for ongoing library services and special one-time campaigns
Leverages partnerships and participation in organizations to promote library initiatives
Cultivates relationships with media representatives, community leaders and decision makers.
Competency: Engages the community in conversation
Associated Knowledge, Skills and Abilities:
	Understands and uses conversation as the best way of getting to know the community and helping the community get to know the library

Engages individuals, groups and community organizations in conversations that help shape the library and help ensure that the library is meeting the community's evolving needs
Uses a variety of vehicles for conversation, including one-on-one, key informant interviews, neighbourhood/ community events, library programs and events, and social media.
Competency: Champions community resilience and well-being
Associated Knowledge, Skills and Abilities:     
	Takes every opportunity to express commitment to a strong and healthy community

Helps library staff and board understand the library's role in supporting a strong and healthy community; models community engagement and leadership
Advocates equal opportunity and offers the library as a vehicle for equal opportunity
Supports community development initiatives and looks for ways the library might help
Understands community issues and challenges
Supports the community’s aspirations for the future
Contributes to community vitality by celebrating local arts and culture, participating in local events and supporting the local economy.


Competency: Forms strategic partnerships with community organizations
Associated Knowledge, Skills and Abilities:
	Identifies potential partners and opportunities to partner, and articulates the mutual advantages of partnership

Develops and leverages collaborative relationships to facilitate the accomplishment of the library’s goals and broader community goals
Provides leadership to build effective relationships and coordinate efforts between internal and external stakeholders
Sustains partner relationships for future opportunities
	Develops the library’s reputation as a community leader and key community collaborator.


